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Introduction
Salesforce has transformed the way businesses handle customer 
relationships by providing tools for managing sales, service requests, 
and feedback. One critical part of customer relationship management 
is gathering customer feedback after service interactions, 
particularly when cases are resolved. Collecting feedback at this 
stage not only measures customer satisfaction but also highlights 
opportunities for operational improvement. This paper examines 
the use of Salesforce’s Service Cloud, integrating third-party tools 
like ClickTools or SurveyMonkey, to automate survey triggers 
after service cases are closed or resolved. It also emphasizes the 
role of feedback in shaping customer service strategy and driving 
continuous improvement through measurable KPIs.

Main Body
Problem Statement
One of the challenges faced by organizations is maintaining high 
levels of customer satisfaction during and after the resolution of 
service requests. Customers expect timely resolution of issues 
and value follow-up to gauge whether their problem was fully 
addressed. However, gathering consistent feedback manually 
is resource-intensive and inefficient. Without automation, 
organizations may fail to collect feedback at critical stages, leaving 
gaps in understanding customer sentiment.

Solution
By leveraging Salesforce’s Service Cloud and integrating it 
with survey tools like ClickTools or SurveyMonkey, businesses 
can automate the process of collecting feedback when cases are 
resolved. These survey tools allow businesses to design custom 
feedback forms, capturing customer responses about their 
experience.

In this setup, when a case status changes to “Closed” or “Resolved,” 
Salesforce can trigger the automatic generation and distribution of a 
survey to the customer via their preferred channel (email, SMS, etc.). 
By pulling information from Salesforce objects like Case, Account, 
and Contact, the system automatically populates key details such as 
customer name, case number, and resolution date into the survey.

The Integration between Salesforce and Survey Tools Involves:
•	 Salesforce’s native workflow and process builder to trigger 

surveys based on case status changes.
•	 The custom survey object, Survey__c, where survey metadata 

is stored.
•	 Survey questions tailored to the specific customer interaction, 

such as:
o	 “How satisfied are you with the resolution of your issue?” 

(1-5 scale)
o	 “Was your issue resolved in a timely manner?” (Yes/No)
o	 “Would you recommend our services?” (Yes/No)
These survey responses are captured and stored in Salesforce 
under the Survey__c object, making it easy for account managers 
or operations teams to access and act on the feedback.

General Survey Questions after Issue Resolution
While the specifics of survey questions may vary across industries, 
there are several standard questions commonly used to gauge 
customer satisfaction after a service interaction:
1.	 Resolution Satisfaction: “How satisfied are you with the 

resolution of your issue?” (1-5 scale)
2.	 Response Time: “Was your issue resolved in a timely 

manner?” (Yes/No)
3.	 Agent Performance: “How would you rate the knowledge 

and helpfulness of the agent?” (1-5 scale)
4.	 Future Interaction: “Would you reach out to us again for 

future issues?” (Yes/No)
5.	 Overall Experience: “How would you rate your overall 

experience with our service?” (1-5 scale)
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These questions help gather critical insights into how effectively 
customer issues were addressed and provide organizations with 
data to improve future service.

KPIs
Key Performance Indicators (KPIs) play a pivotal role in measuring 
the effectiveness of customer service processes. By capturing 
customer feedback in real time, businesses can analyze the data 
and track improvements in service quality. Some of the key KPIs 
that can be measured include:
1.	 Customer Satisfaction Score (CSAT): Average customer 

satisfaction rating (1-5) based on survey responses.
2.	 Net Promoter Score (NPS): Measures the likelihood of 

customers recommending the business to others based on 
survey feedback.

3.	 Resolution Time: Average time taken to resolve a customer 
issue.

4.	 First Contact Resolution (FCR): Percentage of cases 
resolved in the first interaction.

5.	 Survey Response Rate: Percentage of surveys completed 
and returned by customers after their case is resolved.

6.	 Escalation Rate: Percentage of cases escalated due to 
unresolved customer feedback.

7.	 These KPIs provide a comprehensive overview of how well the 
customer service team is performing and help organizations 
identify areas for improvement.

Flowchart: Integration Between Account, Case, and Survey 
Object
Below is a simplified flowchart demonstrating the relationship 
between key Salesforce objects (Account, Case, and Survey__c) 
and how surveys are triggered and responses are captured.

[Account] -----> [Contact] -----> [Case]
 |
 v
 [Survey__c] <----- Triggered by Status Change
 |
 v
 [Survey Response Data]
 |
 v
 [KPI Reporting and Analysis]

In this Flowchart:
•	 Account represents the customer.
•	 Case is created when the customer contacts support.
•	 Survey__c is the custom object created by survey tools like 

ClickTools or SurveyMonkey, capturing metadata about each 
survey question and the customer’s responses.

•	 The survey is triggered automatically when the Case status 
is changed to “Closed” or “Resolved,” and the responses are 
stored in Salesforce for KPI reporting.

Salesforce Integration with Survey Tools
Here’s a basic example of Salesforce Apex code that triggers a 
survey when a case is closed:

trigger sendSurveyOnCaseClosure on Case (after update) {
 for(Case c : Trigger.new) {
 if(c.Status == ‘Closed’ || c.Status == ‘Resolved’) {
 Survey__c newSurvey = new Survey__c();
 newSurvey.Case__c = c.Id;
 newSurvey.Account__c = c.AccountId;

 newSurvey.Contact__c = c.ContactId;
 newSurvey.Survey_Link__c = ‘https://your-survey-link.com/’ + 
c.Id; // Dynamic survey link
 insert newSurvey;

 // Send survey email to the customer
 Messaging.SingleEmailMessage email = new Messaging.
SingleEmailMessage();
 email.setToAddresses(new String[] {c.Contact.Email});
 email.setSubject(‘We’d like your feedback on your recent case’);
 email.setHtmlBody(‘Please fill out this survey: ‘ + newSurvey.
Survey_Link__c);
 Messaging.sendEmail(new Messaging.SingleEmailMessage[] 
{email});
 }
 }
}

This code automatically triggers the creation of a Survey__c record 
when the case is closed or resolved. It generates a unique survey 
link based on the case and sends it to the customer.

Uses
The ability to send surveys and collect customer feedback ensures 
that organizations can address customer concerns immediately. By 
using survey tools and Salesforce, businesses can improve their 
service processes, refine customer interactions, and enhance the 
overall customer experience.

Impact
Collecting feedback consistently allows businesses to adapt 
their services to meet customer needs. Through this automation, 
companies can track performance metrics and ensure that customer 
satisfaction is maintained at every touchpoint. By introducing 
escalation paths and accountability, businesses can also ensure 
that no customer concern goes unaddressed.

Scope
This solution is scalable across various industries and business 
sizes. Whether it’s a small business or a large enterprise, automating 
feedback collection using Salesforce Service Cloud and survey 
tools can benefit any organization that prioritizes customer service 
[1-7].

Conclusion
Automating customer feedback collection through Salesforce 
integration with survey tools ensures that organizations can keep 
a pulse on customer satisfaction and respond effectively to issues. 
The ability to escalate concerns and track performance metrics 
allows for continuous improvement, fostering a customer-first 
approach. By leveraging Salesforce’s capabilities, businesses can 
reduce manual effort, increase customer satisfaction, and drive 
long-term success.
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