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Chapter 1  OVERVIEW 

KINETIC SURVEY 

Kinetic Survey is a comprehensive tool for creating and administering 

surveys of all types using BMC Remedy Action Request System®. 

You can generate surveys quickly across large or small groups with 

questions specifically tailored to them.  

KINETIC DATA AND BMC PARTNERSHIP 

As a BMC/Remedy user, you know that Remedy delivers service 

management software solutions that enable your organization to automate 

and manage internal and external service and support processes. As a 

BMC Solutions Partner, Kinetic Data delivers Remedy system 

enhancements expanding Remedy capabilities and processes that save you 

time while providing results faster and more efficiently.  

KINETIC SURVEY USER AND MANAGEMENT GUIDE 

This manual provides processes and procedures to create surveys, their 

templates and questions, review completed surveys and reports, set up 

users of Kinetic Survey, localize surveys, as well as manage and administer 

surveys for your organization. 

WHO SHOULD READ THIS MANUAL? 

To use Kinetic Survey, you must have user privileges. See Users and 

Groups Administration. 

Related Documentation  

Á Kinetic SR Installation and Configuration Guide 

Á Kinetic Survey Integration Manual 

Á Kinetic Survey Release Notes 

NOTE 

This manual is intended for 

Kinetic Survey managers and 

users. 

KINETIC SURVEY USES 

Use your surveys for these and 

other purposes: 

 Call scripting 

 Forms management 

 Data validation 

 Knowledge assessment 

 Voting 

 Event registrations 
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Chapter 2  USERS AND GROUPS ADMINISTRATION 

The purpose of this chapter is to provide Kinetic Survey system 

administrators with definitions of user groups to apply within the Remed y 

user setup and security, which allows you to understand how to manage 

security. Typically, system administrators assign and manage groups and 

users. 

KINETIC SURVEY USERS AND GROUPS 

Kinetic Survey delivers seven user groups for user security. Please see 

your Remedy Action Request System documentation for more information 

on assigning Kinetic Survey User Groups to users. 

There are five types of users: Administrator, Survey Manager, Survey 

Inspector, Survey Integrator, and Survey Reporter.  

ADMINISTRATOR 

This user has Remedy AR System Administrator permissions and is often 

the person that installed the application. The Administrator has access to 

all forms including background survey configuration information and can 

add users and groups to the AR System. 

SURVEY MANAGER 

This user creates and modifies surveys sent to customers or employees. 

The number of Survey Managers allowed for the system corresponds to 

the number of purchased Kinetic Survey user licenses. This user must have 

the following groups added to th eir user record: 

KS_SRV 

KS_SRV_Manager 

KS_MSG, KS_CORE 

SURVEY INSPECTOR 

This user can view survey results, add notes to surveys and close surveys. 

Kinetic Survey does not limit the number of Survey Inspectors allowed to 

access the system. This user must have the following groups added to 

their user record:  

KS_SRV 



Kinetic Survey User and Management Guide  

 

 

  Page 10 

 
 

KS_SRV_Inspector  

KS_MSG, KS_CORE 

SURVEY INTEGRATOR 

This user has access to managing the integrations associated with Kinetic 

Survey, sometimes this user may have more technical expertise in creating 

qualifications from a data source that funnels customer information into 

Kinetic Survey. This role can, and often will, be the same person as a 

survey manager. 

KS_SRV 

KS_SRV_Manager, KS_SRV_Integrator  

KS_MSG, KS_CORE 

SURVEY REPORTER 

This user has access to reports associated with Kinetic Survey.  Reports 

are run either from within Kinetic Survey or an application like Business 

Objects.  This role is often the same as the Survey Inspector.  

KS_SRV 

KS_SRV_Reporter  

KS_MSG, KS_CORE 

 

Table 1: Kinetic Survey User Groups 

Group Name  Group ID  Description  

KS_SRV 10105 Required . All users must be assigned 

to the KS_SRV group to access the 

Kinetic Survey application through the 

user tool.  Customers that are only 

completing surveys do not need a 

license of any kind. 

KS_SRV_Manager 10305 Assign users to this group who create 

surveys. IMPORTANT:  Licensing is 

based on the number of users in this 

group. Each person assigned to this 

group requires an additional license 

and fee. Contact your Kinetic Data 

sales representative for more 

information on licenses. 
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Group Name  Group ID  Description  

KS_SRV_Inspector 10306 Assign users to this group to view 

completed surveys. This group cannot 

create or modify surveys. 

KS_SRV_Reporter 10307 Assign users to this group who create 

or modify survey reports, but are not 

already part of the Survey Manager or 

Remedy Administrator groups. This 

group has visibility to all survey-

related forms for reporting purposes.  

Use this group to give user access to 

all background forms for reporting, 

but not a Survey Manager or Remedy 

Administrator. 

KS_SRV_Integrator 10310 Assign to users who need access to 

create new integration points (data 

sources) for Kinetic Survey. 

KS_MSG 10110 Assign users to this group who create 

and modify survey message text. 

Typically, these are the same users 

who have KS_SRV_Manager 

permissions. 

KS_CORE 10010 Required . All users must be assigned 

to the KS_CORE user group to access 

shared menus and forms across all 

Kinetic Data applications through the 

user tool. 
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Chapter 3  CREATING SURVEYS 

This chapter provides procedures for you to perform the following:  

Á Accessing the Survey Author Console  

Á Survey Templates ï Finding, Creating, Cloning, and Deleting 

Á Creating or Modifying Survey Template Details 

Á Creating Elements 

ACCESSING THE SURVEY AUTHOR CONSOLE 

From one single place, Survey Author Console, a user or manager can 

perform all typical survey tasks including; create surveys, add questions, 

display options, monitor results, run reports, and much more.  

To access the survey author console  

a. Open the Remedy AR System User Tool. From the AR System User 

toolbar, select the Open  icon. 

 

Figure 1: Remedy Open Icon 

-Or- 

From the AR System User toolbar, select the File  menu and Open . 

1. The All  tab of the Open  dialog displays, listing all Remedy forms. 

 

Figure 2: All Tab on the Open Dialog 

2. From the All  tab list of the Open  dialog, highlight the óKinetic Survey-

Author Consoleô and click Open .  

NOTE 

The first time you access the 

Survey Author Console you 

might see the form listed as 

KS_SRV_Manager. Survey 

Author Console is the alias for 

this form. 
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Figure 3: Survey Author Console 

SURVEY TEMPLATES ð FINDING, CREATING, CLONING, 

AND DELETING 

From the Survey Author Console  you can create, delete, and search for 

survey templates: 

Á Finding Survey Templates 

Á Creating a New Survey Template 

Á Clone Survey Templates 

Á Delete Survey Templates 

FINDING SURVEY TEMPLATES 

The Survey Manager screen has three sections: 

Á At the top, the Survey Templates  section displays survey templates 

currently available in the system. 
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Á At the bottom, the Survey Template Details  section displays survey 

template details highlighted in the top section.  

Á On the left -hand side of the screen are hyperlinks underneath Manage 

Surveys  for you to perform advanced functionality on your  surveys. 

Using the Category and Type  fields and Status  drop-down list of the 

Survey Manager Console enables you to search for surveys by 

categorization or status. 

To search for a survey template  

1. Access the Survey Author Console.  

2. Highlight the name of the  survey template. 

-Or- 

3. To narrow the search, select one or more of the following fields:  

Á In the Search Category  field, select the name of the survey 

template category. 

Á In the Search Type  field, select the type that corresponds with 

the Category  selected. 

Á In the Search Status  drop-down list you can select one of the 

following:  

ü New  

ü Active 

ü Inactive 

ü Closed 

ü Delete 

ü (clear)  

4. Click Search . 

5. To begin another search and clear the Search Category  and Search 

Status  fields, click Clear .  

Details of the survey template selected in the table display in the lower 

half of the form.  
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CREATING A NEW SURVEY TEMPLATE 

Access the Survey Manager.  

1. At the bottom of the survey templates table on the Survey Author 

Console, click the New button. The New Survey Template dialog 

displays. 

 

Figure 4: New Survey Template Dialog 

2. The Category  field defaults to the current category.  By using the 

drop-down list you can select a different category. Categories are 

defined by your Administrator, and can include permission groups.  For 

more information see the configuration section. 

3. In the Type  field enter a type or select one from the drop -down list. 

Types are specific to a category and are not mandatory. 

4. In the Survey Template Name  field enter a name for this survey 

template. The Name must be unique within each category.  

5. The Survey Description field allows you to enter a description for 

this survey. If you select the ellipses (é) adjacent to the field, a dialog 

displays for you to enter more data.  

6. Allow Anonymous Surve ys  gives you the ability to present surveys 

without designating a specific recipient.  An example would be having 

a survey that anyone can access from your Web site.  This status is 

excellent for testing and refining the presentation of your template.   

7. Click Save . 

You can now begin to create questions or other elements for your for the 

survey template. 

Newly created templates 

inherit all style information 

configured for t he survey 

product.  These default 

styles are set in the 

Configuration Manager 

NOTE: 

 

 
 

 
 

 
 

Targeted  surveys are 

appeals specific to a 

particular person. 

 

TIP:   
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Figure 5: Survey Author Console with Newly Created Survey 

 

Survey Status Descriptions  

Survey status  defines the survey templateôs state. This includes modes 

for testing, whether integrations will fire, and ability to complete sent or in 

progress surveys. 

Table 2: Survey Status States Descriptions 

Survey Status  Description  

New This is the testing mode for th e survey 

template. All functionality is available from 

this status.   

Changes are not audited in this status 
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Survey Status  Description  

Active Active  survey templates are in 

production.  

Modifying questions, integrations, and 

other configuration items are disabled as 

changes to an active survey can skew 

survey results or cause other unexpected 

issues.   

If a change needs to be made to an active 

survey template, you must click on the 

ñAllow Modificationò button in order to 

make any changes.  

Any changes are audited in this status. 

Inactive Participants can complete surveys but 

new surveys cannot be sent to 

participants. 

Closed This locks the survey and changes cannot 

be made. New surveys cannot be sent 

and surveys in the field cannot be 

completed. 

Delete This deletes a survey. You can only delete 

a New  status survey from the Survey 

Manager. 

Surveys can go between Active , Inactive  and Closed  as often as 

needed. However, a survey in the Active , Inactive , or Closed  status 

cannot return  to a New  status. Before changing the New  status to 

Active , be sure you are ready to deploy your survey.  

 

CHANGING THE STATUS ON A SURVEY TEMPLATE 

All survey templates start in a New status.  To change to another status, 

select the desired status from the óStatusô drop down list and click the 

óSaveô button. 
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MAKING CHANGES TO AN ACTIVE SURVEY TEMPLATE 

Once a survey template is in active state, you can no longer make changes 

to it, by default, as it is now considered ñIn Productionò.  However, there 

are times when an active survey must be changed.   Any ch anges made 

to an active survey template will be audited.  

Change an Active Survey Template  

1. Select an Active survey template from the Survey Templates  field. 

2. Your survey template displays in the Pages tab. Notice that the Add, 

Modify, Delete and Page Editing buttons are disabled. 

 

Figure 6: Active Survey Screen 

3. Click the Allow Modifications button.  

4. The Add , Modify , Delete  and Page Editing  buttons are now active.  

5. Make your changes. When prompted to save your changes, click the 

Yes button.  
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CLONE SURVEY TEMPLATES 

A cloned survey template copies all of the questions, notifications and 

attachments from the original; in essence, it is an exact duplicate o f the 

original. 

Cloning a survey template is useful when creating surveys for different 

locales, such as a U.S. English survey and a French-Canadian survey, or 

when you want to survey for a particular period, such as to segment first 

quarter surveys from second quarterôs in order to make comparisons. 

For reference, when you clone an original survey template, the clone 

retains the Survey Instance ID of the originating survey. Subsequently, if 

you clone a cloned survey template, the cloned child retains the Survey ID 

of the originating survey as well.  

For example,  

Á If Library Survey A is cloned the Original Survey Instance ID  for 

Library Survey A-Clone is: 

KS00D0B7A9C485fULjPwldyyEwDAUA  

Á If Library Survey A-Clone is again cloned the Original Survey 

Instance ID  is also: 

KS00D0B7A9C485fULjPwldyyEwDAUA  

1. Access the Survey Author Console.  

2. Highlight the name of the survey template.  

3. Click Clone . A dialog appears asking what you want to call the new 

template.  

4. Modify this clone as needed. 

DELETE SURVEY TEMPLATES 

1. Access the Survey Author Console.  

2. Highlight the name of the survey template.  

3. Click the Delete  button.  

4. Click the OK button when prom pted with the dialog. Any deletes will 

be audited and can be viewed from the Configuration  hyperlink on 

the left side list, and then click on the Audit  page.   

Use cloning of an existing 

survey template to create a 

copy for testing changes. 

TIP 

TECHNICAL TIP 

To restrict managers from 

deleting surveys remove the 

KS_SRV_Manager permissions 

from the Delete  button and 

status. 
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Caution!  Deleting a Survey Template deletes all completed surveys 
associated with the template .   

If a Survey Template is deleted by accident, contact your AR Administrator 
or Remedy Administrator, immediately.  The Template is not officially 
deleted from the system for a minimum of 24 -hours and can be retrieved 

by your administrator if they are noti fied within that timeframe.   

CREATING OR MODIFYING SURVEY TEMPLATE DETAILS 

From the Template Details  section of the Survey Author Console you can 

create or modify survey questions, set up notifications, establish rules, 

display options and more.  

 

Figure 7: Survey Author Console 

In this section, we describe procedures to create and modify the details of 

a survey template. This section is organized by the tabs of the Survey 

Template Details  section of the Survey Author Console. 

Á The Pages Tab ð Allows you to create questions, add images and text 

to your survey, and edit the look and feel of the survey.  
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Á The Style Tabð Allows you to manage style (CSS-Cascading Style 

Sheets) information for your entire template.   

Á 
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The Notifications Tabð Allows you to create escalations to send to 

managers or others monitoring when a survey is submitted.  Also 

allows you to create reminders to send to survey invitees when they 

have not filled out a survey after a particular period of time.  

Á  Customer Surveys Tab ð Allows you to view completed surveys and 

generate a new survey to send to other participants.  

Á Reports Tab ð Allows users to run reports against customer surveys. Its 

functions are described in Survey Reporting. 

Á Sources Tab ð Allows you to view integrations to other Remedy 

applications connected to this survey. 

Á The Settings Tab ð Allows you to configure other attributes related to a 

service item such as version, business unit, and other configured 

attributes.   

Á Advanced Tab ð Allows additional formatting of your survey, as well as 

additional advanced features. 

Á Audit Tabð Allows you to view the changes to the survey template 

including the change, person making the change and the date/time.  

Á Archive Tab- Allows you to set the criteria for archiving surveys from this 

specific template. 

THE PAGES TAB 

The Pages  tab displays information regarding the elements that make up 

your survey. These elements include: 

Á Pages:   Pages come in three types: the Contents   page, a Review  

page, and a Confirmation  page. All of the elements below reside on 

a page. 

Á Contents pages include questions and other elements including a 

Submit  button.  

Á Review pages allow a customer to see the previous pages they 

have completed in a survey. It can also be accessed with a direct 

URL. 

Á Confirmation pages do not include questions or a Submit  button 

but can include text and images. A confirmation page is not 

required. If a confirmation page is not included, the default 

confirmation page will be used. 

Á Sections:   Sections are groupings of other elements that can include 

questions, text and images. They are useful for hiding, as entire 
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sections can be hidden or shown without having to hide or show 

individual elements. However, sections are not required for a survey.  

Á Questions:   Questions are the reason for any survey. Questions can 

include different answer typ es, defaults, dynamic lists, and branching. 

See Add New Question for more information. You can create new 

questions or copy questions from other surveys. 

Á Text:   Text can be static text or dynamic text that is looked up from 

somewhere else in your survey. For instance, you could include the 

personôs name in the survey or include an answer to a previous 

question. 

Á Images:  Surveys can include one or more images. Images may include 

a header image at the top of the page, or images within  the body or 

footer, they can also be shared from one page to the next.  

Á Copy Existing Element:   Elements can be copied from a source 

template to a destination template.   

CREATING ELEMENTS 

From the Pages  tab, survey elements can be created, modified and 

deleted. Elements can also be re-ordered and each page can be edited to 

change fonts, layout and more.  

In order to add new elements such as questions and sections to your page 

use the Add  button from the Pages  tab. 

1. Click the Add  button.  

2. A dialog displays where you can select the element type you want to 

add. 
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Figure 8: Select Element 

3. Click the element you want to add and a dialog specific to that 

element displays. 

Note:  Each element will be discussed separately. 

Á Add New Question 

Á Add Page 

Á Add Section 

Á Add Text 

Á Add Image 

Á Copy Existing Element 

 

ADD NEW QUESTION 

When you select Add New Question  from the Select Elements dialog, the 

question dialog displays.  
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Figure 9: Survey Question Dialog 

Within the Survey Question dialog an author can choose specific answer 

types, set defaults, validate an answer, or create events for this question.   

 

Tabs from the questions dialog are individually explained (i.e., Answers, 

Defaults, Validation, Style, Events, and Advanced), as follows.   

1. Enter your question in the Question  field.  This is what will be shown 

on any reports that are run against this survey template.  

2. If needed, enter a Question Label.  This is what shows up in the 

browser of the user.  It can include any HTML markup.  If this is not 

entered, the Question  value will be inserted here.   

Note:   Click the Blank  checkbox for a clear or empty label.   

3. When a survey author is referencing a question, the information under 

Menu Label  will show in the various menus referencing this question. 

Examples include; page editor, creating qualifications, adding fields to 

a message template, etc.  (By default, the question label will include 

the first 40 characters of the question field.  If you would like 

something more descriptive for menus you can enter it here.)  

4. Select an Answer Type  from the drop -down list.  
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The Answers Tab 

The Answers  tab displays specific fields relating to individual Answer 

Types  as they are chosen.  These fields are the means through which 

users or managers create survey questions.   

ANSWER TYPE 

Depending on what you select from the Answer Type  drop-down list you 

will see different options according to the Answer Type. For example, if 

you select Free Text  you will see a different win dow than the List  type. 

There are different Answer Data Types to select from and each one 

changes your screen to reflect data input needs. They are: 

Á Attachment 

Á Date 

Á Date/Time 

Á Decimal 

Á Dynamic List 

Á Email 

Á Free Text 

Á Integer  

Á List 

Á Numeric Range 

 

Attachment 

Attachment questions allow users to add attachments on survey 

submissions. File size can be restricted as well as file types using this type 

of question.  

1. Select Attachment  from the drop -down list adjacent to the Answer 

Type  field. 

2. The Answers tab repopulates with new fields.   
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Figure 10: Attachment Answer Type Fields 

3. Adjust the Text Size  .  This is the size of the field shown to your 

users. 

4. As an option, click the drop-down menu for  Answer Mapping.   

A valuable tool offering the abil ity to map an answer into a survey 

base record, Answer Mapping  is accessible from all Answer Data 

Types .  As an example, in a survey where one of the questions is 

ñFirst Nameò, the answer can be stored as a normal answer, and it can 

also be stored in the ñFirst Nameò field of customer survey record, 

making it accessible for reporting and messaging purposes.   

Another useful example would be in triggering additional workflow.  

For instance, a question such as ñDo you approve this request?ò could 

be mapped into the ñValidation Statusò field on the customer survey 

record.   

5. File size limit  is set to default at 1024 kb (1 MB).   

Before changing the File size limit  field, check with your Remedy 

Administrator as to the volume of attachments you are expecting 

to avoid overwhelming the database. 

6. If needed, click Enforce Field Types  and select a file type from the 

Types Allowed  drop down list.  Choices are .doc, .gif, .pdf, or .xls 

Answer Mapping  is a valuable 

tool that requires a little careful 

planning to assure intended 

results.   

Multiple questions can be 

mapped to the same field but it 

is important to understand that 

the last value submitted is 

actually written or stored into 

that field.   

Example: If you have a validation 

status answer mapped question 

on Page 1 and a validation status 

answer mapped question on 

Page 2 and they are filled out in 

both situations, Page 2 will 

override Page 1.   

NOTE: 
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files.   Other file types can be added by your Administrator.  Multiple 

file types can be selected, but should be separated by a space. 

7. If needed, change either the Upload label  or Clear label .  These 

values show up on buttons next to the field where users can select an 

attachment to include in the survey.  

8. Click the Save  button if you are do ne editing the question.  If not, 

continue on to the other tab descriptions.  

Or 

9. Click Close  button if you do not want to save your data.  

Date 

Date questions allow you to collect date based information in a variety of 

ways.  When a date question is submitted by a user, Kinetic Survey 

formats the date in an ISO standard format ï YYYY-MM-DD.  Date 

questions always default to the current date.  

1. Select Date  from the drop -down list adjacent the Answer Type  field. 

2. The Answers  tab repopulates with new fields.  

 

Figure 11: Date Answer Type fields 
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3. Select a text size. Only needed if you select Display Question Value 

(see below). This sets the width of the Display Question Value field.  

4. Click on the drop-down list adjacent the Answer Style field and select 

the appropriate language.  This refers to the list of months.  New 

languages can be added by adding new lists to the template ñLocale 

Specific Dates-Surveyò in the SYSTEM_DEFAULTS category. 

5. Click the Allow Blank  check box to allow users to submit a blank date 

field. 

6. Click the Show Calendar  check box to display a calendar widget on 

your survey. 

a. You can chose to hide the standard date fields and just show the 

calendar widget by selection Hide Date Fields . 

7. Click the Display Question Value  check box to display the date. 

8. Select an Answer Mapping  if desired.  Answer Mapping will map the 

answer from this question back into one of the request base fields.  

See Answer Mapping under the Attachment section above for 

details.   

 

Date/Time  
The Date/Time answer type is an expansion of the Date  answer type to 
include time. By default, a Date/Time question displays six fields, year, 

month, day, hour, minute, and AM/PM. You also have the option of 
displaying a date/time w idget, and the actual date/time value. When a 

date/time question is submitted by a user, Kinetic Request formats the 

date in a standard ISO format ï YYYY-MM-DDTHH:MM:SSZ, even though 
the date displayed on the form is Day Name, Month Name Day, Year 

Hour:Minute:Seconds (24 hour time format).  Date/Time questions always 
default to the current date and time.  
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Figure 12: Date/Time Question Dialog 

 

1. Select Date /Time  from the drop -down list adjacent the Answer 

Type  field. 

2. The Answers  tab repopulates with new fiel ds. 

3. Select a text size. Only needed if you select Display Question Value 

(see below). This sets the width of the Display Question Value field.  

4. Click on the drop-down list adjacent the Answer Style field and 

select the appropriate language.  This refers to the list of months.  

New languages can be added by adding new lists to the template 

ñLocale Specific Dates-Surveyò in the SYSTEM_DEFAULTS category. 

5. Click the Allow Blank  check box to allow users to submit a blank 

date/time field.  

6. Click the Show Calendar  check box to display a calendar widget 

on your survey. 

a. You can chose to hide the standard date/time fields and 

just show the calendar widget by selection Hide Date 

Fields . 

7. Click the Display Question Value  check box to display the date. 
































































































































































































































































































































































