- NTTDaTa

Software Services & Innovation
Like My Service Tutorial

Like My Service

Service Appraisal and Feedback



Table of Contents

1 EXECULIVE OVEIVIEW .eiiiieiiriaieicietescessssseess st s s e e s s ss e s s sme e s e s e s sn e sssne e s sne s sssnesssnsesssnsesssnns 4
2 SEIVICE OVEIVIEW uueiiieirritrisiateisseeessssesssseesssneess s e sssssesssneessssesssnsesssnsesssnsessnsesssnsesssnnens 5
3 SEIVICE SCOPE uiireeirriieiiriters it e s et e st e s st s et e st e st e s ne e s e e e s ae e e s ae e e ane e s an e e s nn e s snnnas 6
4 Like My Service - Service INformation... v ss e 7
4.1 Setting Up LIKE MY SEIVICE ACCESS ......coooeieeeeeeeee e 7
4.2 Add a New Team t0 LIKE MY SEIVICE .......c.oooieieieeeeee e 9
4.3 DASNDOAIAS ...t 11
4.3.1 User DashbOArd VIEW:..........c.coiiiiiiiiiiiieieee e 11
4.3.1.1 MY FEEADACKS ...ttt 11

4.3. 1.2 MY PrOFIlE ..o 11

4.3.2 Manager Dashboard VIEW: ............c.ooiiioioeeeee e 12
4.3.2.1 DAShDOAId .........ooooiiee e 12
4.3.2.2Team FEedbacCKs ...........ccoooi i 12

G B U LY £ ST 13

4.4 How feedback is Received & Validated ..o 13
4.5 Progression of Validation StatuS ..............ccoooiiiiiiic e 16
4.6 ACCOUNE SITE SEIUD .....ccviiiiiiiieie ettt 17
4.6.1 MOEIatOr OB . .oiiiiieiic e 18

4.6.2 Account Feedback table..........o.oiiie e 19

4.7 How to Reset Like My Service PassWOord..............cc.ooovovieiiiiiiieiicceeeeeee e 22
4.8 Function of the Congratulate User lINK...............c.ooioiiiiiieccce e 24
4.9 OneLogin access t0 LIKE MY SEIVICE .........ccoioiiiiiii e 25
4.10 Contact Us - Provide Site Feedback or Report ISSUES .............cccooviviiciiciiccecc, 26
4.11 ‘Share this Site’ FeatUre..............oooioiioce e 27

LoD Lo Toa 0 N0 X =Y A 1010 =14 1o o 28



1

Executive Overview

Like My Service is an application that allows both internally and externally supported customers
to submit impromptu feedback on service received from a specific support person.

The Like My Service system has an initial self-service set up process for each user where they
request and receive their own personal Like My Service feedback link. Request for Access is
found on the tools homepage. Like My Service access is architected by Account with leadership
and/or team managers at the head. When users receive their personal feedback link it should be
attached to their email signature which is then distributed to customers when email
communications are sent giving the customer an opportunity to leave feedback. Users can login
to their personal dashboard to review feedback that has been provided by customers.

If an Account site is established additional feedback can be collected from an Account specific
site URL where customers can leave spontaneous freeform feedback regarding service. The
Account site is created upon request to the Like My Service Support team.

The feedback responses for both Team Members and Accounts are stored as historical data and
are made available in a manager dashboard view of the tool in corresponding data tables. In the
Manager’s dashboard the feedback for the entire team and/or entire account can be viewed
collectively. If desired there is an option to export the feedback to an Excel file. At the manager’s
discretion, the team feedback can be used as an optional source of information toward the
performance evaluation process of their direct reports.



Service Overview

The Like My Service tool allows both internally and externally supported customers to submit
impromptu feedback on service received from a specific support person. The Like My Service
server is located in a cloud computing environment with expandable storage capabilities. A self-
service area in the Like My Service Home page has been created to allow users to perform the
initial set up.

Like My Service access is structured by one of two ways Accounts and/or Teams, where users
are added into the group. A team manager or leader is designated as the head of the team
and/or account. A team can have more than one manager. (If a new team needs to be created
in Like My Service, the team’s manager or any team member can use the self-service Access
Request form found on the Like my Service homepage to construct the new team.)

When the self-service form is filled out and submitted an email will be sent to the user with their
personal Like My Service feedback link. When users receive their personal feedback link it
should be attached to their email signature. When email communications are sent to the
customer it gives the customer an opportunity to leave feedback using the embedded link. The
feedback can be reviewed in the User’s dashboard after it has been received.

The Account feedback option can be enabled anytime as a hierarchy to the Team(s). When the
Account feedback feature is added a custom Account URL site is created for gathering additional
impromptu feedback from customers using a form based approach. Survey questions to collect a
customer’s response can be set to either the standard default questions or the questions can be
customized to meet the needs of the Account. To manage the survey questions for the Account a
designated person is assigned as a Moderator by the Account leadership. The modification of
the survey questions is restricted to allow only person’s with the Moderator role to make updates.
After an Account decides which person(s) will be designated to have the Moderator role, the role
can only be added by the Like My Service tool administrator.

Any feedback responses received for either Team and/or Account are stored as historical data
within the Like My Service database. These responses are readily available to view in both a
User and Manager Dashboards, when logged into the Like My Service tool. While in the
dashboard Users and Managers are also able to export the feedback to an Excel file. At the
manager’s discretion the team feedback can be used as an optional source of information toward
the performance evaluation process of their direct reports.



Service Scope

The Like My Service tool is supported by the Like My Service Support staff who can assist with
questions regarding the tool functionality.

Like My Service access is set up by teams and users are added to the group under their Team
manager. The initial set up of a team is done from the sites home page (Request Access link).
Information on New Team set up can be found in sections 4.1 and 4.2 of this document.

The Like My Service Support team’s group email address is DL-LikeMyService Support@dell.com

There is also a Contact Us form on the Like My Service website which allows users to submit
feedback or report problems related to the website functionality or make enhancement
suggestions. (Note: The Contact Us link on the sites home page pertains to leaving comments
about the website only and not feedback for user service remarks).
https://likemyservice2.us.dell.com/feedback.php

The feedback and problems reported are reviewed and tracked by the Like My Service
Administrators.


mailto:DL-LikeMyService_Support@dell.com
https://likemyservice.us.dell.com/feedback.php
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Like My Service - Service Information

a1 Setting Up Like My Service Access

These steps will guide you through setting up Like My Service access.

Section 4.1 provides instructions for adding a user to an existing team. If the team has not been
created, go to Section 4.2 to view instructions for creating a new team first. *To check if a team is
already set up in the Like My Service tool, click the Request Access link, there will be a list in the
Select Team dropdown that displays the existing teams.

1) From the Like My Service website Home page https://likemyservice2.us.dell.com/ click the
“Request Access” button
Like My Service @ Sharethis Site X Contact Us

Service Apprasial and Feedback

Login

A | me@example com

273 95 12 3 -
Password
Total Ratings Total Users Total Teams Total Account
RequestAwess

2) Fill out the Access Request form: Select your team’s name from the menu provided.
(Note: If you do not see your team listed then, click the “Request a new team” option from the
selection list and then go to section 4.2 of this document for further instructions.)

Request Access

Team. |

Name: Enter your Full Name
Email. | me@example.com

Request a new team

3) After selecting the team name, fill out the rest of the form by typing your Full Name (First and
Last Name), Email and click Submit.

4) You will receive an automated email message from the Like My Service site that contains
your personal Like My Service URL link and instructions for adding the graphic and link to
your email signature in Outlook.

See example email below:


https://likemyservice.us.dell.com/

From: noreply@nttdata.com

Sent: December 13, 2016 11:31 AM
To: User, User

Subject: URL for "Like my service”

NTT Data - Internal Use - Confidential

Dear User,

Thank you for requesting access to Like My Servicel Your Like My Service access has been set up in the tool.

This email includes the Like My Service graphic as an attached file and your personal Like URL link.

https://likemyservice.us.dell.com/ Mk=iHrHHrrT

Please follow the instructions below to add them to your email signature.

Web link to the set up instructions: hitps://likemyservice.us.dell.com/implementation. html

Example below is what users will view after clicking on the Implementation link:

Welkcome o the LIKE My Service instrucbon page.

Step 1:

Right cick and =awv= the LIKE My S=rvic= image= below to your de=sklop.

Step 2:
1. Op=mnup your outlook signature as shown below in the image.
2. Insert the LIKE My Service image you saved =ardier.

3. Higihlight the LIKE My Service graphic and dick on the link ion.
4. Ent=rin your personal LIKE My S=rvice link from the =mail you rec=ived and paste it into the address,

If you do not have soosxx to your personal link, click hene.

BH® & f
1.Click Here
Il e womr | i FORMAATTEXT  REVIEW
e S e [ 1 T
EE O ERO Tl e S
dttach Culbsok Bupneis Cabndar Sagnsiuee  Table  Ficlwes Online Fhages Swanbi Chan Soeenshol  Hypeihnk Bookmeik
Fle o= Caid= - - Pitured = ’
Indus Teliled Musilretioes Lnks
Sigraares and Sationery =)
E-mal Sgnature | Broanal Statiomary |
Sl wgratens o pdn Choate etk vignatuen
5 " A E-madl grraunt EI
E Hew DESIES | Sgnatue EI
Replestonwans |inoag E‘
| feee ] bew | ¢ e |
|| Edil sigmsture
| S = = = - = = |E
| J u E] r u ] [; = = |Tiu;nu| omd | 5 B
Tadd e len i

|| Soivaene Prode Kersger

Click b to v our prodect catalog
ol e | Soamie darece b ifeLcne
mork Cull 214 5T D8

N 550, Pasaward Beset, WordFaige asd infrasbnecture

3. Highlight graphics and click on the |Inl|_
#ean - gnter in the link you received from
omail in to addree: fiald then click OK

I Copy Like My Serviee graphics and poste here

o] [

=
|
laparse
Gueetings -

Pl asz= contact cur support team at DL -Lilee MyService_Support@dell.com il you have amy que=stion!

Regards=,
Lik= My S=rvicz T=am.



Once a user has credentials established they can login either at the Home Page Login
section https://likemyservice2.us.dell.com/ by entering their user name and password

2 Share this Site & ContactUs

L{ik_e My Service

Apprasial and Feedback

Login

A | me@example.com

273 95 12 3 T

Total Ratings Total Users Total Teams Total Account
m Request Access

Or by going directly to this link to the login screen https://likemyservice2.us.dell.com/login

Like My Service

Service Apprasial and Feedback

Login

Email:

me@example.com

Password:

Password

Forgot Password Version 2.0

a2 Add a New Team to Like My Service

Like My Service access is architected to add users into the system by identifying them with a
specific team. During the creation process users will be added under their respective team with a
designated team manager. If a New Team needs to be created in Like My Service, the team’s
manager or a team member should request a new team following the steps below.

1) From the Like My Service Home page (https://likemyservice2.us.dell.com/) click the “Request

 Share this Site 25 Contact Us

Access” button.

Login

2 | me@example.com

& | Password

m Request Access e._


https://likemyservice.us.dell.com/
https://likemyservice.us.dell.com/
https://likemyservice.us.dell.com/

2) Leave the Team, Name and Email fields blank & click the Request a new team button.

Request Access
Team: | Select Team
Name: Enter your Full Name
Email: | me@example com

-

3) Fill out the Request a New Team form:

Team Name: (Usually reflective of what the team is called in the organization)
Project Id: (Valid Billable PID)

Activity Id: (Valid Billable AID)

Manager Name: (Person managing the team or Account)

Manager Email:

Poo o

Request a New Team

Team Name: Enter your Team Name
Project Id: Please enter project id

Activity Id: Please enter activity id

Manager Name: | Enter your Manager Name
Manager Email: | Enter your Manager ema

Submit Request

4) Click Submit Request button

5) An automated email message from the Like My Service site will be sent to the tool
administrator who will review and approve the request. Following the approval the site
administrator will take the necessary actions to trigger an automated email to the manager of
the team. The email will contain access information and instructions on how to access the
Like My Service dashboard to view feedback.

Below are examples of the Manager and User Dashboards:



43 Dashboards
4.3.1 User Dashboard View:

After logging in users will be able to view their personal feedback left in the My Feedbacks
tab & view the ratings metrics in a pie chart.

4311 My Feedbacks

In the My Feedbacks tab users will see feedback left by customers in the table and can
check if the feedback has been validated.

Like My Service

ppratial and Feedback

¥ Test Team

My Feedbacks My Prafile

~ Year  Month

Valerie C 20170119 Feedback Submission Chart
Testing feegback for sufo-vaddanon and see if emai pets sent

savrote: I o

Valerie C 0170119
Testing feedback for suto-vaidation

Submitter: I - o~ | vadited ]

| Valerie € 0170119

Testing feedback for aufo-vaidation

subitter- N <o Valsed

Valerie C 01701128
Testing green feedback 1/18 ® Great @ Okay @ Poor

4312 My Profile

In the My Profile tab users will see an overview of their personal information.

Like My Service

Service Apprasial and Feedback

» Test Team

My Feedbacks My Profile

Name: Valerie C

Email: Valerie clouse@ntidata.com
Team Name: test team

URL: 59 1ee5B4f

Is Moderator: N

Role: Team Member

Registered on: 2017-01-09 16:37:54



43.2 Manager Dashboard View:
4321 Dashboard

After logging in managers can view a pie chart of their teams collected feedback count at the
Dashboard tab and top 10 team members list.

Like My Service

s aret Lot

m E=mrr Software Service & Infrastructure
o« ] e it Top Ten LIKED Members
Team Performance Chart Rank Teammase Appeoved Likes Pending Likes Total

1 B [ 15} "
: ] a .
3 B8 a T
4 <] 0] &
5 n 3
6 B a 2
7 a a 1
5 a a 1
] 1] 0] 1

4322 Team Feedbacks

Managers can view their team’s collective feedback by clicking the Team Feedback tab.
S edce

- - Software Service & Infrastructure
Rating Teammate Client Email Comments Date Status Remaove Team Perdormance

Accorste, Tmely, and 2014.03-20 shdoted x
tonmatve
Great leader and 2014-04.01 Vatdated x
TEAWM
Help 2014-04-04 /ak3nted x
Secvice wos grest ¥ 20140416 Vaidated x
Nice atteude and
grest response time )
The response time 20170147 Valdoted x
wos better than
anticipated. Thanks
Excellent servico 20170117 Vasasted x
The fuc wes greatly
spprecisied
Todd Is Awesome 20140520 valdoted x

Tabs have been added for changing the view options: “All, Month, Quarter and Year”.
Managers can click on the tabs to view the desired data.

@ Gex OOy @ Foor

Reporting: The information collected in the table can be extracted using the Export to Excel
button at the bottom of the table.



4323 Users

Managers can manage their team members’ data by clicking the Users tab.
Management of team member data from the Users tab includes the following functions:

1) Add Team Member

2) Remove Team Member

3) Reset Team Member Password

4) Update/Edit Team Member Name & Email

5) Search for Team Members

6) Select how many entries to view on the page (10/25/50/100)

7) View team members individual feedback tokens

8) Sort Team Member list

9) Export to Excel - Report

m Software Service & Infrastructure
Show | 10 entries of 19 Search | Search
Name Email Moderator Created URL Actions

Todd Brillon todd_brillon@dell.com N 2014-03-02 23:50:50 7406206162 s & =
Todd Brillon thrillon@gmail.com N 2014-08-26 05:35:15 db774edsct s & =
Timm Getts Timm_Getis@Dell.com N 2014-03-18 04:34:48 47fadfdgeb s @ =
Valerie Glouse valerie_clouse@dell.com Y 2014-03-19 04:49:46 T0ab671545 s @ =
Rob Gray rob_gray@deil.com N 2014-03-19 04:50:13 062000360 s @ =
Laura Sellers laura_sellers@dell.com N 2014-03-18 21:50:36 d92a8da3st s @& x
Rohit Singh Rohit_Singh11@Dell.com N 2014-08-05 22:32:43 baSedds427 s @ =
Ujjwal Saxena Ujjwal_Saxena@Dell.com N 2014-08-27 07:36:07 0699c 22466 s @ =
Michael Cox Michael_Cox@Dell.com N 2014-08-27 07:35:36 230c570cbl s & =
Deepak Sharma Deepak_K_Sharma@Dellcom N 2014-05-22 22:47:34 d82b306aed s & =

To Logout click the user name at the top right header to open dropdown and click Logout

Like My Service

Service Apprazial and Feedback

» Test Team

+2 How feedback is Received & Validated

After setting up Like My Service access users will need to add the Like My Service graphic and
link attached to their email signature (steps for setting up the email signature are provided in the
Setting up Like My Service Access section of this document).

Example email signature:



Test User | Service Guide — Customer Satisfaction
test user@itestemail.com | o. +1.5565 666 5655

Software Services & Innovation
NTT DATA Services, LLC
Consulting | Industry Solutions | Digital

Learn more:

Customers desiring to provide feedback can click the Like My Service? link in the email
signature and will be directed to the Like My Service feedback web-based form.

(Note: This page can be customized in the header with account specific logo and
graphics if an Account Site is enabled in Like My Service. For more info refer to the
Account Site Setup section)

An example of the feedback form is below.

Thank you for taking the time to leave feedback for the work performed by Valerie C.

Please enter your email and provide a brief explanation of your experience with this team member.

By selecting an icon the corresponding feedback form will appear for the customer to fill out and

submit.
x x Feedback Form

Thark sou for your feedback. We're glad you liked our service! To complete our Thank you for your feedback. To complete your feedback piease add your email Thank you for your feedback. We're sorry your experience was not good. To
feedback please add your emil and provide 2 quick respanse sbout your and provide a your experience eamplete yo lease add your email i
experience with this team member. | ‘sbout your experience with this team member.

Add your email* Addyour emadt:* 4dd your mail*

Flease share your thoughts sbout the service you recsived? *

Pioase share your thaughts about the service you recetved! * Please share your thaughts. about the service you received? *

Vo aracars an

i

Feedback left by an nttdata.com email domain user will be automatically validated.

Feedback left by a customer whose email domain has been added to the Like My Service
white_list will be automatically validated.

e Adding customer email domains to the white_list can be done by submitting a request via
email to the Like My Service team at DL-LikeMyService Support@dell.com



mailto:DL-LikeMyService_Support@dell.com

After Feedback is submitted a matching color message will appear like the following example:

Feedback Form

Thank you for your feedback. bt

Feedback left by someone that does not use a company email or a white_listed email domain will
be required to follow the below validation process to verify that the feedback is authentic.

An email will be sent to the submitter asking them to validate the Feedback with the following
verbiage:

Hello,

Thank you! We are honored to have received your comments for one of our team
members.

In an effort to authenticate your submission, please use this validation link to confirm
that you provided the feedback for <user validated>. If you did not submit any
feedback for <user validated>, please disregard the validation request and use the
Contact Us form to let us know.

Thank you for using Like My Service.

Once the validation is performed the customer will see the message below after being directed to
the Like My Service URL site:

Thank you! Your Feedback submission has now been validated.

Additionally, users will receive a notification email to let them know that new feedback has been
submitted for them. The email to the user will look similar to the one shown here:

From: Like My Service [mailto:testvarun@dell.com

Sent: Thursday, January 12, 2017 10:08 AM

To: DL-LikeMyService Support <DL-Like MyService Support@Dell.com>
Subject: LMS - Feedback received

Email Alert - LMS - Feedback received

Email : testvarun@dell.com

Comments : test feedback from .86 server. Please ignore this email



45 Progression of Validation Status

Feedback is auto-validated for any feedback left by users who have an NTTData internal email
address. For example, if you are an NTTData employee and you leave feedback for another
internal employee, the feedback is automatically validated. No further actions are needed.

Feedback is auto-validated for any feedback left by customers whose email domain has been
added to the Like My Service white-list. No further actions are needed for validation. (To add a
customer’s email domain to our white-list please use the Contact Us button on the Like My
Service homepage and enter the details into the Feedback form or alternately you can email our
team directly at DL-LikeMyService _Support@dell.com with the details.)

For any non-NTT Data employees and non-whitelisted customer email domains, such as those
using a public email service like @yahoo.com or @gmail.com for example will follow the manual
validation process, which uses the below status progression flow. As part of the manual
Validation process of received feedback the system tracks the validation by its status.

Below is a listing of each status and its meaning:

Validation Status Meaning

Waiting on customer to validate the Like they gave.
The customer still needs to click the Like Validation
link in the automated validation email they

Validation In-Progress

received.

Customer has completed the validation and has
Validated clicked the Like Validation link from the automated

email.

This status appears if there is no validation

) response after 1 week the status is automatically
Not Validated updated from Validation In-Progress to Not
Validated

Example where the status is showing “Validation In-Progress”, “Not Validated” & “Validated”:

T

Great Okay @ Poor

Valerie C 2017-01-18

Testing green feedback 1/18
subnitter: [0

m Year Month

2017-01-11 Feedback Validation Chart

dual feedback with yahoo.com email o check if auto-

submitter: [ o [ Mot vaictted |

Valerie C 20170111
dusl feedback with deliteam. com email to check if aul-

submitter: [ o el

l v
Valeria 470114

Show 25 |v entries of 21

@ Not-Validated @ Valhdated @ Validation In-Progress


mailto:DL-LikeMyService_Support@dell.com

If for some reason feedback is required to be deleted a user should contact their team manager
who has the ability to remove feedback at their discretion.

If the manager opts to remove feedback an automated email is sent to the user to let them know
that a feedback has been deleted.

Note: Once feedback is deleted it is only recoverable by request. Administrators of Like My
Service can restore feedback that was accidently deleted up to 30 days from deletion if a request
is sent to Like My Service Support via email at DL-LikeMyService Support@Dell.com. After 30
days the deleted feedback is purged from the Like My Service database.

a6 Account Site Setup

New functionality has been added for Account Site creation which is used to collect feedback
externally for an Account that includes a designated Account specific URL and works most
efficiently when tied to a ticketing system where the URL is linked and customers are directed.
This is an option that can be added in addition to the standard Team Site.

The difference between the Team and Account feedback:

e The Team feedback allows managers to view and manage NTT Data (Internal) team
member feedback for the manager’s individual team. The Team feedback is collected via
the team member’s personal Like My Service link and then stored in the Team Feedback
table of the Manager’s Dashboard.

e The Account Site is set up as a designated URL for collecting feedback from (External)
Account based customers via forms that are located on the landing page of the website.
The URL to the Account site is typically linked to an ITSM ticketing system like
ServiceNow or Remedy. The Account Site allows managers to view and manage
feedback that is collected from the Manager’s Dashboard in the Account Feedback table.

The snapshot below shows an example of what a Like My Service Account Site URL looks like.

« c kemyservice us.dell.com

<Customer will
choose astandard or
custom background

for the webpage>

Like my service? <Customers Logo
Graphic will be inserted

in the area here>

Please tell us how we're doing ‘

@ o .

<The box to the left
with the icons shows
the standard selection
to open up forms (Can
be customized)>

When a customer clicks one of the icons great/okay/poor, a form will appear with questions
similar to a CSAT survey which is used to collect feedback from the customer about their
experience. There is a set of standard “Default” questions, but these can be customized
dynamically by a user and/or manager with Moderator role added.


mailto:DL-LikeMyService_Support@Dell.com

4.6.1 Moderator role

Managers and/or Users with Moderator role and with Account Feedback option enabled will see
a link at the top right header under their login name that says Survey Forms.

The Moderator role is added by request from the team manager and can be given to themselves
or any designated person on the team. Ask for Moderator role by emailing the Like My Service
support team at DL-LikeMyService Support@dell.com

Like My Service

= e e ) st
Show | 10 [v] entries of 3 2 Add User Search
Name Email Moderator Created URL Actions
islerie C N 2017-01-09 16:37:54 Soeleessal s @ x
test mananger ¥ 2015.11.26 03:35:24 eTHiObTe 18 £ @ x
 Clouse N H17-01-15 14:2221 474cbb255e s @ x
Export to Excel

Managers with Account Feedback feature enabled will see an additional tab called Account
Feedback where feedback left at the Account Sites URL is collected for review by the
manager.

Like My Service
Sery asial and Feedback

m Account Feedbacks E test team
Show | 10 entries of § Search | Search Al Year Montn
Rating Date Submitted Contact Status Details  Remove
m o - : :
“ e - o : :
wrrares ves a =
@ Foor
wrares no a  x
20170111 Ne e x
2017-01-11 No Q x
20170111 No Completed Q ®

®Grest @ 0Oksy @ Poor

By clicking the Survey Form link the questions settings page will appear for Great/Okay/Poor
forms. This is where updates to the form questions are managed if needed.

Survey Forms @ I

Logout [¢]

Show | 10 entries of § Search | Search Al Year Month

Rating Date Submitted Contact Status Details Remove

Below is a snapshot of the Survey Forms page where questions are customized if needed.


mailto:DL-LikeMyService_Support@dell.com

Like My Service
Service Apprasial and Feedback

Layout Type : | Default 2]

The “Default” Layout Type is what the questions are set to automatically when an Account Site is
created.

The Preview button is available for managers to see what the form layout will look like on their

sites URL page. Layout Type of Default will be the view that the customer sees unless Custom
guestions are prepared.

The snapshots below show the “Default” question forms from the Customer perspective:

Feedback Form Feedback Form Feedback Form

Thark you for your feedback, We're glad you liked our servicel Thank you for your feedback. Thank you for your feedback. We're sorry your experience was not good.

Viould you ke t leave 3 comment? (optional Would you Hke to leave a comment? (optional) Ws your issue resolved? (optional)

Oves Oto

Ploase toll us what happened and what we could have dane better? (sptiana)
"Date of the liswe : MM

552 et 4t Viould you like us to contact you?: o (V] “Date of the I
Feel free to leave your name and email if you like: First Names:(optionl) Ema:(optional) Phane Humber:

First Names cptional) Email:(cptional {optionsl) Would you like us 1o contact youli o ]

First Hame: (opticnsl) Email:{optional] Phoes tumiber:
{optional)

e = -

4.6.2 Account Feedback table

The customer will fill out the form and click Submit. This response to the survey is then sent to
the Managers Account Feedback table and is then made visible and actionable. The team
manager is notified when an Account Feedback is submitted by a customer. The manager would

login to the application and visit the Account Feedback tab to view the feedback left by the
customer.



Show | 10 entries of Search | Search All Year Month
Rating Date Submitted Contact Status Details  Remove
20170108 Yes Acknowledged Q x
@ Okay
2017-01-08 No Completed @ x
270108 ves a
@ Poor
w7018 o a  x
@ Great
20170111 No & %
@ Crest
201704141 No Q %
@ Great
2017-01-11 No Completed @ x
@ creat "
®Grest ®Okay @ Poor

If custom questions are desired rather than the default, the follow steps should be taken:

1) Choose the Layout Type “Custom” from the dropdown

Layout Type : ]
Question Text Response Type Display Optional Hide Remove
Position
Would you like to leave a comment? Free Form Text 4 1

e G5 6l (max 3 additional questions) * Please mouseover column headings for details
=3

2) Click the +Add Questions button (moderator can add up to 3 more questions + the default)
3) Questions can be removed/deleted by clicking the “X” in the Remove column.

4) After questions are added pick a “Response Type” that aligns to the question for how you
want the customer to respond.

a. Free Form Text — Allows customers to enter text into an empty text box
b. Satisfied/Neutral/Unsatisfied (Radio buttons are provided to customer)

c. Yes/No (Radio buttons are provided to customer)



Layout Type : | Custom 2]
Question Text Response Type Display Optional Hide Remove
Position
Would you like to leave a comment? Free Form Text 4 ¥
Was the service you received exceptional? | | 1 o o x

UL NS IEC T (max 2 additional questions) ~ Please mouseover column headings for details

5) The order of the questions can be adjusted using the Display Position numbering.

6) Click Preview to see what the form layout will look like on their sites URL page, prior to
saving/publishing the updates.

7) Once updates are satisfactory, click Save. The form revisions are automatically published
and will be reflected real-time at the Accounts Feedback URL site.

Note: If verifying at the Account Sites URL page, please use the F5 key to refresh the screen if
needed to see the updates made.

To reiterate, when the customer submits their response to the survey it is sent directly to the
Managers Account Feedback table and is then made visible and actionable. The team manager
is notified when an Account Feedback is submitted by a customer. The manager would login to
the application and visit the Account Feedback tab to view the feedback left by the customer.

Show 10 entries of 9 Search | Search Al Year Month

Rating Date Submitted Contact Status Details Remove

2017-01-08 Yes Acknowledged v @ x
@ okay

2017-01-08 No Completed @ x
& Great

2017-01-09 Yes @ x
@ Poor

2017-01-09 No Completed @ x
o Great

2017-01-11 No Completed @ x
& Great

2017-01-11 No Completed @ x

'

2017-01-11 No Completed @ x

@ Great
© Great @ Okay @ Poor

2017-01-11 No Completed @ x
& Great

2017-01-11 Yes @ x
@ Okay

Clicking the “More Details” icon in the Details column will show an expanded view with the
details about the questions asked and the response.



Note: All Great (Green) feedback updates automatically to Completed status in the manager
table and no actionable items are presented. Okay (Yellow) and Poor (Red) feedback will have a
status transition feature activated.

It is the responsibility of the Team Manager to update the transition status for Yellow and Red
feedback. The purpose of the status transition is to allow Managers track their activity in handling
the response.

1) Initial status = Received
2) Acknowledged

3) Working = In-Progress
4) Completed

Reporting: The information collected in the table can be extracted using the Export to Excel
button at the bottom of the table.

HOW TO ADD THE ACCOUNT FEEDBACK FEATURE:
To request an Account Site setup and custom account URL please contact the Like My Service
Support team by sending an email to DL-LikeMyService Support@Dell.com

27 How to Reset Like My Service Password

1) Go to the Like My Service Login URL: https://likemyservice2.us.dell.com/
2) Click the Forgot Password link located at the bottom of the Login box.

Like My Service @ Share this Site 1« Contact Us

Service Apprasial and Feedback

2 | me@example com

1392 322 52 6 -
Passy ord
Total Ratings Total Users Total Teams Total Accounts
EnE=E
—

Or click Forgot Password from the main Login screen:

Login
Email
me@example com
Password:
Password
Forgot Password &£——— Version 2.0

This form will appear:


mailto:DL-LikeMyService_Support@Dell.com
https://likemyservice.us.dell.com/

Forgot Password

Please enter your email id & click submit.

Your Email:*

Your Email

3) Type your Like My Service registered email address into the form.
4) Click the Submit button

5) You will receive an automated email from Like My Service with a temporary password, see
sample email below:

Dear User,

Your password has been reset.

Please use the following data as your new credentials.

URL: https://likemyservice/

Username: test.user@nttdata.com

Password: 8935c26a

If you have any questions about this feedback tool, please contact DL-LikeMyService Support@Dell.com

Thank you for using LIKE My Service.

6) Use the link provided in the email and type in your username and temporary password.

7) Click the “Sign In” button.

8) Once you are logged into the dashboard you can modify your password, using the Change
Password selection located at the user login dropdown, as shown below.

Like My Service

Service Appratil and Feedback

Change

¥ Test Team Password

Logout O

Fill out the Change Password form and click Save.



Change Password

To change passowrd please fill the form below:

Current Password:*
Enter current password

Mew Password:*
Enter new password

Confirm Password:* - .
Confirm new password

By clicking the Save button below your password will be updated.

3 o

48 Function of the Congratulate User link

The Congratulate User (green email icon) function on the Like My Service Homepage allows
others to easily send Congratulations to a user who is doing a good job. To congratulate a user
just click the green email icon next to the person’s name.

I Most Positive Received for Last 30 days

A valerie - User Only

X valerie - User & Moderator

X

L valerie

ﬂ

X
w o ©

A form will appear to enter your email address with two options 1) send the default message of
“Compliments! You have received a congratulation for your remarkable volume of feedback.
Keep up the great work!” or 2) you can create your own custom message to the user by typing in
the Message text box.



Congratulate User

To congratulate this user please provide your email address in the box below:

Add your email:*

Email

Message:™

Compliments! You have received a congratulation for your
remarkable volume of feedback. Keep up the great work!

By clicking the Send Message button below your message will be sent to the user.

Send Message Cancel

When done, click the Send Message button. The user will receive your congratulations message
via email.

29 OnelLogin access to Like My Service

For users that are set up in the OneLogin tool, Like My Service application access has been
added to the SSO capabilities. Access to Like My Service is simplified using this feature if the
user is part of the OnelLogin database.

The snapshot below shows an example of the OnelLogin application home page where access to
Like My Service has been added.

App Home Q R 4 NEW APP

NTT DATA Services

@ Lie my service? SOM SOM W
Communications Like My Service Production Training WordForge
SOM <hme SS/ SOM

Development OPAS V3 Service Catalog UAT



210 Contact Us - Provide Site Feedback or Report
Issues

There may be times that a user would like to provide feedback about the site, to make
enhancement suggestions for the site or report functional or performance issues that were
experienced while on the site. The best way to communicate these items is to submit feedback
using the Contact Us button and filling out the form.

From the Home Page https://likemyservice2.us.dell.com/ of the Like My Service Website there is

a Contact Us button at the top right of the page. Click the Contact Us button.
Like My Service @ sharetnis ste | I ContactUs

Service Apprasial and Feedback

Login

1 me@example.com
287 100 15 6 =
Password
Total Ratings Total Users Total Teams Total Accounts
Enc=zm

After clicking the Contact Us button a form will popup:

» Please indicate the Message Type to let us know if you want to “Provide Feedback” about the
site or if you if you want to “Report a Problem” with the site functionality or performance. Pick
the radio button that matches the reason you are contacting us. Add your message and click
Submit. The Like My Service team will be notified via email with your message.

Contact Us

Please send us your thoughts or suggestions about the Like My Service site or
report any functionality issues you encounter with the site.

Add your email:*
Email

Message Type:*

) Feedback () Report a Problem
Message:™

Write your feedback here...

By clicking the submit button below your message will be sent to our support

team.

The submitter will receive the following message when Feedback has been successfully
submitted. “Your message submitted successfully.”


https://likemyservice.us.dell.com/

Both the submitter and the Like My Service Administrators will be notified via email of the
Feedback. The Feedback is also stored and managed in the Administrator’'s Feedback table.

Dear User,
Thank vou for submitting vour feedback.
Message: Your new site 1s awesome!

Regards,
Like My Service Team

211 ‘Share this site’ Feature

There may be times that a user would like to share the Like My Service site with others and invite
them to take advantage of the great features offered. The easiest way to do this is from the
Home Page https://likemyservice2.us.dell.com/ of the Like My Service site.

Click the Share this Site button at the top right of the page and then complete the short form.

Like My Service @ Sharethis Site | I Contact Us |

Service Apprasial and Feedback

Login

1 me@example.com
275 99 15 6 -
Password
Total Ratings Total Users Total Teams Total Account
oo | e ins

Below is an example of the short form for sharing the Like My Service site.

Share Site

If you'd like to share this site with a colleague, please fill out the form below:

Your Mame:* Your Email:*
Your Name Your Email
Recipient's Name:™ Recipient's Email:*
Recipient's Name Recipient's Email

By clicking the Send Message a message will be sent to the user.

An email notification inviting the colleague to visit Like My Service will be sent to the recipient and
a confirmation email will be sent to the sender to notify them that the message was sent
successfully.


https://likemyservice.us.dell.com/
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