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About the Solution:

@ Overview:

The Automated CSAT Survey app is a Salesforce managed package built by Dean Infotech that lets any client
capture structured customer satisfaction feedback — without a one-off custom build for every org.

i‘ Challenge:

Each new client needed a customized, one-off CSAT survey build, which was slow to deliver and hard to maintain
across orgs.

Feedback had to be triggered dynamically across multiple engagement types — Opportunities, Cases, and
Campaigns — each with its own rules.

Multiple survey types and question sets, tied to service type, record status, and platform, added configuration
complexity.

Manual, hard-coded survey logic was time-consuming, error-prone, and lacked a centralized way to store, report on,
and reuse configurations across clients.
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About the Solution:

7 Solution:
® Rebuilt the static, one-off CSAT process into the Automated CSAT Survey managed package — a single

reusable app installable across client orgs.

® Multi-object support for Opportunity, Case, and Campaign, each with independent trigger, send, and reminder
logic (Batch_SendDynamicSurveyHandler).

® Custom Survey Template ¢ and Question_Bank__c objects let admins build and reuse dynamic question sets
and assign them to templates with no code.

® Apex batch classes and email alerts automate sending, with configurable reminder timeframes for surveys left
incomplete.

® Company-wide email functionality with a one-click survey button for easy access and completion.
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About the Solution:

@ Key Features:

Modern LWC survey forms replace the legacy Visualforce experience, hosted on Experience Cloud for both
guest and authenticated respondents.

Configurable Survey Configuration and Reminder Template LWCs, with an in-app preview so admins see the
exact form before it goes out.

Built-in reporting and dashboards — Sent, Completed, Unsubscribed, and Improvement Feedback — for both
Opportunity and Case.

Guest user access and sharing rules are handled by the package itself, so response capture works reliably
outside authenticated Salesforce sessions.
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Survey Email Template:

Subiject line and body copy are
merged from the assigned
Survey_Template__ ¢ —no
hardcoding per client.

Sent via Salesforce company-wide
email with a one-click “Start Survey”
button.

Unanswered surveys automatically
trigger a reminder email after a
configurable timeframe.

Recipients can opt out at any time;
the package tracks unsubscribes per
contact.

Customer Feedback

Hello Mayuri,

We hope your recent experience with us met your expectations. Your feedback is very important to us and
helps us continue improving the quality of our services. We would greatly appreciate a few minutes of your
time to complete a short survey.

Thank you for your continued partnership. We look forward to hearing from you.

Mayuri Nimbalkar
9999999990

Start Survey

f you don't want to receive this type of email in the fulure, please Unsubscribe
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() survey Response Form:

® Questions and rating scale come LA A ACH G LSTION Miony
from Q ueStlon_Ba‘n k_c records How would you rate the usefulness of the app in your daily activities?
linked to the Survey_Template_ ¢ — S—
fully configurable per use case. S
® Supports multiple response types out L
of the box: multiple choice, star i
rating, and numeric scale. S e
. BUilt as a Lightnlng Web Component :r:):hﬂjl?;::‘:;?::::Z:::::T::;enmwnn the app, considering its features, ease of use, design, performance, navigation,

on Experience Cloud, so it works for
P . * % Kk k *k
guest and logged-in respondents

alike.

How likely are you to recommend this app to your friends, family, colleagues, or others based on your overall experience?
Not at ail ifkely

Extremely Iieely
How easy and convenient was it for you to use the app, including navigating through different screens, finding the information or
features you needed, understanding the available options, completing your tasks, and interacting with the overall user interf

o0 Do
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D Survey Response Form:

® (Open-text questions capture
qualitative feedback alongside the
rating questions.

What did you llke most about using the app, and which features, functionalities, design elemeants, or overall aspects of the app

[ J Required f|e|dS are enforced Client- made your experience more useful, convenient, enjoyable, or satisfying?
side before submission.

I liked the app because it is casy 1o use, has a simple and intuitive design, provides useful
features, and makes it easy to complete tasks quickly and efficiently. The smooth navigation,

. Responses save Stralg ht to clear interface, and overall performance made my experience convenient and enjoyable.
Survey_Response__ c for reporting
and the built-in dashboards.

How can we Improve? *

The app ks already casy to use and provides a good overall experience. We can make it even
better by continuously improving performance, adding useful features, simplifying navigation,
and incorporating user feedback to make the experience more corvenient and enjoyable.

* AN fleids are requived

Submit Survey

Powered byDean [nfotech
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’E’%’ Campaign Survey Dashboard:

Real-time visibility into surveys sent, completed, unsubscribed, and outstanding at the Campaign level.

Dashboard
Campaign Survey Form Overview [ open | Retresn

Subscribe | ¥
Az of 314ug-2028. 288 pm- @ Viewing 3z Ankt Agarai

|| Total Survey Sent (Ca & ¥ Survey Completed (C.5 % Survey Unsubscribed & ¥ Survey Sent not Com & #2 o

3 2 0 1

U e mepor AS ot 31-Aug29e. . A5 ol 31-Aug-2028. . Aol 31-Aug-2028. i s of 31-A0g-2029,
| view Reco il View Reger.. 2203 -Aug- View Reor... §4.8131-Au View Regor. 4,81 31-Aue

i Survey FeedbackiCampaign)

CSAT Survey Responsa N Campaign: Campaign.,  Ciear Con, How can we Improve? Survey Complete. . i Servey Co.

SR-00004 Dean Mayur e can ingrove T agp #0ding More leatures 310872020 11458
Nimbalkar
SR-00004 Daas Mayur We san improve tha app by making the. 08208 nuza @
Himbalkar  navigation 3impler, imgroving performance and
IDading spead, adding mora usahyl features,
providing clesre: imstructions, and making the
wsar intartace mor intuitve. Reguiar updaies
based on user feedback would abso...
| View Riepor [Suvey FesdbackiCameaionl) As of 31-Aug-2028. 255 om |-
|| Survey Sent not Completed/Unsuby{Camp) [
CSAT: Survay Respanca Nama 4 Campaign: Campaign Nama Clion Contact Survay Completed Dato Is Survay Compiotsd

SR-00007 Dean Mayun Nimbalkar - 0O

M| view Reon (Suwey Sent st Completed UnsubiCameli

A5 ol 31-Aug-2020, 253 pm
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Dashboard
Opportunity Csat Survey Form Overview
s of 31-Aug-2026. 256 pm- @ Viewing as Ankit Agarwal

Opportunity CSAT Survey Dashboard:

Tracks CSAT survey status and feedback tied to each Opportunity, with completion and unsubscribe counts.

| open [ Refresh | Susserbe | ¥

Total Survey Sent @ ¥

Survey Completed ~ © ¥

Survey Unsubscribed © ¥

Survey Sent not Com S %8 o

|
|
|
3 1 2 . O
i As of 31-Aug-2028, = Aol 31Aug-2026, A5 of 31-Aug 2020 e A5 of 31.Aug-2028,
View Fepar. . 4520 A- View Reger. 25300 L View scer.. g5500 el H view Regor. 355011 A
Survey Feadback ¢ =
CBAT: Sunvay Responsa Nam.. ¢ Opporuniy: Opporuney N Clem Comamt  How can we mprove? Sunvey Compitsd D
00001 Bean Infotach- Mayuri We can imprava the 3pp sccing mara usatul 31682028, 11:13 am
Nimbaikss testures
WView Report (Survey Feedback) A5 o 31-804-2020, 95 pm
Survay Sent not CompletedUnsubscribe e x
Mo chartdata.
View Repon (Survey Sent ngt CompletediUngubsesibe) As of 31-Aug-2028, 2:58 pm
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¢ Case CSAT Survey Dashboard:

Consolidated view of Case-level survey activity, completion status, and client feedback.

~ Bashooard
L%) case Csat Survey Form Overview
Ao of 31-Aug-2028, 2:57 pm @ Viewing as Ankit Agarwal

Cpen | Relasn Subscibe | W

Survey Sent (Case) = ¥ Survey Completed (C© ¥

2 1

As of 314Aug-2026,
iew Rapor. 287 ug

i As of 31 ug-2028,
ey Wiaw Rapor 57 pn )

survey Form Mot Co._ © 3 Survey Unsubscribed © 33:

1 0

Ve aper Ay e 2zs Vien fspor . A3.1 31-Aug 2028,

Survey Feedback (Case)

CEAT: Survey Response Name ¢ Casze: Case Number  Clert Comtact

SR-00008 DDO0I003 Mayuri Mi=baliar

Vigw Report (Survey Feesback (T3l

How can we mprove? Survey Complesed Date
The app is aleacy eaxy to use and provides a good
owsall axpanence We £3n maks It suen Danes by
consinuously improving pedformance, adding useful
Teatures. pmpifyng navgation, aad iNCoIpoRINg wier
feedback to make the experience more conwenien. .

ANL2026, 12:02 pm

As of 1-Amg 2028, 257 pm

survay Form Not Complatad/Unsub{Casa)

CEAT. Survey Response Name + Case: Caze Mumber
SR-00003 Q0001003

Wiew Report {survey Form Kot Gompleted Unsuh(Casel)

Clhert Contact

Mayur Nambakar o (m]

|3 Survey Completed |3 Survey Unsubscribed

A5 of 1-A0g-2020, 257 pm
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"’f CSAT Survey Overview Form:

b

Respondents and admins see survey status — Completed, Pending, Unsubscribed — with answers viewable per response.

EEE Automated CSAT A... Home  Survey Templates Question Banks v Survey Config v

Survey Template

Opportunity when Closed won Mixed Question

Related Details Overview Summary A
B CSAT Survey Overview
4 2 2
© COMPLETED © PENDING 2 UNSUBSCRIBED
SR-00006 hd

Case: [ 00001003 Contact: B Mayuri Nimbalkar

@ View Answers

SR-00005

Campaign: 0 Dean Contact: [ Mayuri Nimbalkar

@ View Answers

L ] I i
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"/ Result:

One reusable managed package now serves multiple clients, replacing repeated custom builds per org.
Admins configure new survey templates and question banks without code changes, cutting setup time for new use cases.
The LWC-based survey experience on Experience Cloud improved usability over the old Visualforce form.

Automated reminders and centralized reporting give every client visibility into satisfaction trends across Opportunities,
Cases, and Campaigns.

f@“ Technologies:

Apex: batch classes, trigger handlers, unit testing
Lightning Web Components (LWC) on Experience Cloud

Custom objects: Survey_Template__c, Question_Bank__c, Survey Response ¢

Salesforce Reports & Dashboards
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THANK YOU
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