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Chapter 5:   

Individual Survey Results Page (ISR) 

What you need to know: 

� There is an ISR page for each customer in the survey. 

� It includes the customer's contact information and raw survey scores. 

� It also includes the diary recording alerts, responses, and customer contacts. 

� It is where you go to send emails regarding an alert, and to close the alert. 

� When you get an alert, you must respond to it by means of the customer's ISR page. 

� Every action that you take should be recorded in the diary. 

Your Command Center for Response 

The Individual Survey Results page is the command center for responding to individual customers. 

The ISR page is fairly long compared to most pages in the ALR system, and it is broken down into 

several sections.  It has a set of navigation links at the top of the page (below the standard ALR page 

heading) which you can click on to go to specific sections: 

 

Link Description 

Survey Questions Goes directly to the Survey Question section of the page. 

View Comments Goes to the Comment Data section of the page, which includes the exact text of 

the customer's comments. 

Add a Diary Record Goes to the Diary entry box, allowing you to make an entry in the Diary. 

Send Customer Emails Goes to the Initial Email and Follow-Up Email buttons. 

Close Alert Goes to the Close Alert button. 

View Diary Goes to the top (most recent) entry in the Diary. 

All of these sections and features are described in detail below. 

 

Individual Results Section 

The left side of the section immediately below the page navigation links contains the customer 

information record and a summary of the customer's survey scores.   
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Customer Information Section of Individual Survey Results Page 

 

The customer information record includes some contact-information fields which can be edited:  the 

Customer name, Phone, and Email address.  When you make changes to any of these fields, click on 

the Update button at the bottom of the customer information record in order to update the record. 

 

 

Survey Score Summary Section of Individual Survey Results Page 

 

The customer's survey score summary looks very much like the survey score list in the Executive 

Summary, with scores colour-coded (Gold, Silver, Bronze), except that it shows only the scores for 

that individual customer.  It does not include links to the survey questions raw scores, since those are 

listed immediately below the Individual Results Section.  It also does not include scores from the 

previous survey. 

Survey Questions Section 

The Survey Questions section lists the survey questions, grouped by category, with the customers 

raw-score response to each question shown in the column to the left of the question itself.  As 

described in Chapter 2:  The ASK Tab and Survey Question Pages, the format of the raw scores 

depends on the type of question, either a rating of a 1 to 10 scale, Yes/No/Maybe, or a multiple 

choice question. 
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Survey Questions Section of Individual Survey Results Page 

Comments Data Section 

The Comments Data section shows the complete, word-for-word text of the customer's comments, 

along with store, district, and customer contact information.  The date of the survey appears below 

the customer and comment information. 

 

 

Comments Data Section of Individual Survey Results Page 

 

Note that if you update the customer name or phone number in the Individual Results section, the 

updated information will be visible in the Comments Data section the next time that you go to the 

Individual Survey Results page, rather than immediately. 

Email and Close Buttons 

Just below the Comments Data are three buttons:   

 

Email and Close Button Section of Individual Survey Results Page 

 

Each of them brings up the email form page with a form letter appropriate for the situation:  

Button Description 

Initial Email This is the first message that you send to a customer when the system has issued 

an alert for that customer.  Typically, the form letter will say that you have 

become aware of a problem, that you will be contacting the customer about it 

shortly, and that the customer is welcome to reply to the message with 

additional comments or information. 

Follow-Up Email This is the message that you send after you have contacted the customer and 

taken the appropriate steps toward resolving the problem.  It typically lets the 
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customer know that you believe that the problems have been adequately 

resolved, and invites the customer to contact you in the event of further 

problems. 

Close Alert This button does two things:  it closes the alert, and it sends an email message to 

your district manager (and possibly other upper managers, depending on how 

their accounts are set) saying that the alert has been closed.    The message will 

typically include a link to the alert page, and will ask the district manager to view 

the alert.  Note:  If you close the alert before taking the proper steps to resolve 

it, the ALR system will start the form letter with a statement that the alert is 

being closed improperly, along with instructions to you to either close it 

properly, or add an explanation of why you are closing it without taking the 

appropriate steps (see [chapter, section]). 

 

When an alert had been closed, all of these buttons are inactive and greyed-out. 

The Email Form Page 

When you use any ALR function that involves sending email, the system will bring up the email form 

page.  It includes four standard email fields:  To, Cc, Subject, and Message. 

 

 

Email Forms Page 

 

Under most circumstances, you can edit the contents of each of the fields except the To: field; its 

contains the email addresses of the recipients, as set in the manager and customer records by the 

system administrator.  You can add recipients using the Cc: field, but you cannot remove them from 

the To: field.   

Typically, the Subject: and Message: fields will be filled in by default with form-letter content which is 

set by the system administrator.  You can edit or delete this content as required; note, however, that 
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besides being seen by the customer and/or upper management, the contents of the message will be 

permanently recorded in the Diary section of the customer's Individual Survey results page. 

Below the Message: field are two buttons:  Load English Form Letter and Load French Form Letter.  

As the names imply, they allow you to switch between the English and French text of the form letter. 

 

 

 

Send Email Messages and Closing an Alert 

For the Initial Email and Follow-Up Email messages, there will be a single button below the 

English/French buttons:  Send.  When you click on it, the system will send the email message, and it 

will return you to the customer's ISR page.  The text, subject, recipient(s) of the message, the sender, 

and the time sent are all automatically recorded in the Diary section of that page. (Note that 

recipients listed in the Cc: field are not recorded.) 

For the Close Alert message, the name of the Send Email button changes to Send Email/Close Alert, 

and, as the name implies, along with sending the message and recording it in the Diary, it closes the 

alert. 

 

 

Close Alert Form 

 

When an alert is closed, it will be listed in the Closed category on the Retain tab and on Alert pages.  

When it is listed on an Alert page, an Open Alert link (next to the Details link) will be visible to upper-

level managers. 
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The Close Alert message also has a Cancel button next to the Send Email/Close Alert button.  This 

allows you to exit the Email page and return to the ISR page without sending the message or closing 

the alert, if you are not sure that it is the appropriate time to close it. 

 

 

Close Alert Buttons and ALR Feedback Checkbox 

 

Below the Send Email/Close Alert and Cancel buttons, you will see a checkbox labeled "Please help us 

improve the ASK LISTEN RETAIN software program! Your input is appreciated."  If you select that 

option, then after you click on the Send Email/Close Alert button, you will have the opportunity to 

write and send a message to the ALR software developers.  After you have written you message, you 

can click on the Send Email/Close Alert button again to send the message, close the alert, and return 

to the ISR page. 

The Diary Section 

Below the Email and Close Alert buttons on the Individual Survey results page, is the diary section.  It 

will be labeled "Diary For" followed by the customer name:  "Diary For Auto Parts Unlimited" or 

"Diary For Joe's Radiator Shop." 

 

 

The below screen shot displays how the diary becomes a record of all of the actions taken within the 

ALR system to resolve the customer's problems, with the most recent action listed at the top, and the 

earliest at the bottom.   
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Diary Section of Individual Survey Results Page 

 

The diary itself has the heading "DIARY OF ACTION TAKEN TO RESOLVE DISENGAGED CLIENT:" and 

consists of three columns:   

Column Description 

Date and Time The date and time when the action was taken.  The time shown will be adjusted for 

your local time, as set in your user account.   

Login Name The ALR login name of the person taking the action. 

Action When the ALR system automatically records an action, it includes a brief description 

of the action "Alert opened," "alert is now closed," etc.  In the case of an email 

message, it includes the subject, the text of the message itself, and the recipients 

listed in the message's To: field.  As noted above, it does not include recipients listed 

in the Cc: field. 

Adding Diary Entries 

If you have taken actions to resolve the problem outside of the ALR system (a personal visit or a 

phone call, for example), or if you have a comment or relevant information which was not 

automatically recorded, you can add a diary record by hand.  The diary should include a complete 

record of all actions taken in connection with the problem, so it is important to add such entries 

when they are not automatically recorded. 
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Adding a Diary Entry 

 

At the top of the Diary section is a large text-entry box labeled "Please add to the diary by entering 

information in the box below:"  Enter your diary record in this box, then click on the Add diary record 

button below it, on the left-hand side.  Your entry will be added to the diary as the topmost (most 

recent) action. 

 

 

Entry Added to Diary 

 

Note: Diary entries are permanent and cannot be edited.  Nobody within your company's ALR system 

can edit or delete any diary entries, including your company's system administrator. 



Page 38 ASK LISTEN RETAIN 

 

 

 

The Alert Process:  Step By Step 

 

Higher-Level Management 

Higher-level managers will see the same information on the ISR pages as does a Store Manager.  

They do, however, have the added ability to edit the list of recipients in the To: field on the email 

forms page; they can add or remove recipients for all three types of form letter.   

If higher-level management posts information into the diary, an automated email will be sent to all 

management levels below that have this particular store assigned to them.  This is a convenient way 

for higher management to communicate about a specific alert and customer situation.  This email 

notification is also diarized as to which managers were sent the email. 
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Higher-level managers can also reopen alerts.  On the Alerts pages (see Chapter 4:  The Retain Tab 

and Alerts Pages), upper-level managers will see an Open Alerts link to the right of the Details link for 

all closed alerts.  If a store manager has closed an alert without sending an email message to the 

customer or posting to the diary, upper-level managers will also see a red asterisk next to the Open 

Alerts link; this indicates that the alert was closed improperly.  Neither the Open Alerts link nor the 

red asterisk will be visible to Store Managers. 

 

 

Detail of Alert List With Improperly-Closed Alerts 

 

Important: Higher-level managers should check the Alerts pages on a regular basis to look for red 

asterisks, since they are likely to indicate not only improperly-closed alerts, but more importantly, 

customer-relations problems which are not being adequately handled. 

 

OPTIONAL: Advanced Alerts 

Your company may have decided to work with alerts in a more advanced method.  If so, you will see 

this section called "Alert Type" right beneath the Comments Data section. 

 

 

Advanced Alerts Section 

 

Improperly-

closed alerts. Open Alert links. 
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In this 'Advanced Alert' area, the store manager is required to make an entry for each alert type that 

was created for this survey.  In the example above, the answer given by the customer in this 

particular survey created an alert of each alert type.  Because of this the store manager was required 

to make an entry that describes what will be done to rectify the situation for each specific alert.  This 

is called the 'Action Plan'.  An 'Action Plan' is required to be entered beside each alert type, i.e.  low 

score for each category (in this survey the categories were Sales Rep Performance, Manager 

Performance, Service) as well as the other 3 alert types (as described in Chapter 4 - Retain Tab).   If 

the customer's responses created only one alert, for example, then an 'Action Plan' would only have 

to be entered into the one empty box, all the other boxes would be grayed out and no entry would 

be required of the store manager.   

Beside each of these 3 alert types, i.e. An answer give to a question, negative keywords, and 

interviewer generated alert, there is a link to 'VIEW' the details of the alert.   In the example above, 

as the mouse hovers over the 'VIEW' link, the system displays the comment made by the customer 

with the negative keyword highlighted.  This is a convenient way to quickly review the reason for the 

alert and to determine the best course of action to be entered into the empty box beside the alert 

type.  

Note:  An alert cannot be closed until there is an entry made and saved beside each empty box (that 

is not grayed out by the system) describing the action plan for each applicable alert type. 

 




