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Child Welfare Information Gateway’s Amazon Web Services (AWS) Connect Customer Feedback Survey
This survey will be directed at all users of the Child Welfare Information Gateway (Information Gateway) customer support system. Customers can interact with the customer support system via a phone call, a virtual assistant SMS text chat, or a web chat available on the Information Gateway website. At the beginning of each interaction and prior to receiving assistance, customers will be able to opt-in to complete the survey. After each of these interactions, the survey will be offered to customers who responded “yes” to completing it in one of two ways: 
· Voice prompt: For interactions initiated on the 1-800 hotline number and completed by speaking on the phone, the survey will be offered at the end of the call. Customers who agree to take the survey will be transferred to an automated service to collect their feedback via voice prompts. 
· SMS text chat/web chat: For interactions completed over SMS virtual assistant chat OR via web chat available on the Information Gateway website, customers will be offered the survey via text chat.

All customers, regardless of interaction channel, will receive the same two-question survey (see below). The introductory greeting and directions are the only differences between the two survey methods. 
For Voice Prompts
Consent: The initial prompt customers will hear after initiating a phone call to live agent: “Would you be willing to provide feedback on your experience with our support after your call through a 2-question survey? Say “yes” or press one or say “no” or press two.” If the customer responds yes, they will be offered the survey at the conclusion of the interaction. 

Survey Questions: The survey introduction greeting customers will hear: "Please stay on the line. Help us better meet your needs by answering the following two questions." 

1. Did we provide the help or information you needed? Please respond by saying "Yes" or pressing 1, saying "No" or pressing 2, or you may hang up now to end this survey.
a. Yes
b. No
c. STOP (End)
2. How can we improve our services? Please record your answer after the beep, or you may hang up now to end this survey. ______________________

At the survey conclusion, customers will hear: "Thank you for your feedback. Goodbye."

For SMS Text and Web Chat
Consent: The initial prompt customers will see when initiating SMS/web chat: “Would you like to provide feedback on your experience with our support after your live chat through a 2-question survey?” If the customer responds yes, the survey will be offered to them when they complete the SMS/web chat interaction.  
Survey Questions: The survey introduction greeting customers will see: "Please help us better meet your needs by answering the following two questions." 
1. Did we provide the help or information you needed? Please respond by texting "Yes" or "No" to participate or "STOP" to opt out.
· Yes
· No
· STOP (End)
2. How can we improve our services? Please type your answer or type "STOP" to opt out. ______________________

At the survey conclusion, customers will see: "Thank you for your feedback. Goodbye."


	
	
	



