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Section A: Introduction

1. Overview

Customer Success survey (CSS) is a tool used to measure how satisfied and successful
customers are with the products/service delivered by GAVS. By obtaining a CSS score
and taking steps to improve it, we can increase customer satisfaction & customer

success and thus loyalty.

Every Customer Success survey provides two data points. The qualitative and

quantitative.

The quantitative part is the actual “Customer Success score” Which is calculated with a

simple calculation:

“To calculate Customer Success, take the number of customers who rated you 3, 4 or 5
and divide that by the total number of responses and multiply by 100 to get a
percentage. For example, if you surveyed 100 customers, and 45 gave a score of 4 or 5,

your Customer Success score would be 45/100 = 45%.”

CS Score is calculated as follows
Customer Success score = (Positive rating/Total survey response) * 100

Qualitative Customer Success Analysis

The qualitative part of your Customer Success Survey results is the free text box which
could also be actionable customer insights. Whether it’s NPS, CSS Criteria, your support
conversations, the qualitative free text box provides the best opportunity to understand

customer feedback at scale..
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2.

Process Objective
Customer Success is important for businesses to discover a variety of insights such as
what are customer pain points, what are competitors doing better, etc. These insights
will then translate into opportunities to improve customer satisfaction and drive critical
business decisions
Standards/Models Reference
Model / Standard Process Area reference / 1SO Clause(s) no.
ISO 9001:2015 9.1.2 - Customer Satisfaction
ISO 20000-1:2018 8.3.2 - Records of Service Complaints
ISO 45001:2018 10 - Improvement
Scope

Applicable for all managed service delivery engagements, T&M engagements where
GAVS is responsible for service delivery management and deliverables and Staff

Augmentation where GAVS is responsible for providing Talents/People.

Policy

Customer Success Management Policy shall help in minimizing risk and impact to
customer(s) and other interested parties.

1. Customer Success Manager shall ensure that service delivery managed through the

applicable processes and system driven approach across (Project Initiation to Project

Completion) the service delivery life cycle

2. Start of every engagement, Customer Success Manager shall conclude with customer

contacts on the following but not limited to these core processes

a. Governance mechanism on the Service Delivery performance - Keep track of KPI
performance through Customer Success Management Platform or alternate
mechanism/tools if any
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b. Sharing the GAVS’s Standard QBR/MSR Report and finalize the format

c. Brief about the Customer Success Survey Program, objectives and survey
qguestions and process of tracking feedback & reporting the progress on the
improvement plan and its effectiveness

3. Client Partner / Customer Success Manager shall ensure customer success goals & targets
are captured at the start of the engagement and consistently monitored throughout the
service delivery life cycle to achieve customer success score of 4 and above.

4. Any concern(s) raised by customers shall be acknowledged / responded within 8 business
hours. Plan for resolution shall be communicated to customers within two business days.

5. In case of CSS feedback given by a customer, CSM shall ensure that the improvement plan
is submitted within seven days from the date of CSS feedback received. Improvement plan
shall have the following timeline 30 days - 60 days - 90 days where improvement plan
action items goes beyond 30 days.

6. Key Terms and Definitions

CSS - Customer Success Survey

CSl - Customer Success Index

7. Process Requirements

Accounts / Projects eligibility Criteria for Customer Success Survey :
Eligible Criteria :-
All types of projects

Project has more than 3 headcount

Project is minimum of 3 months old from the project start date

If project closure is during the quarter and if services delivered for minimum of 2 months
in the quarter

If project closure is during the quarter and if services delivered are less than 2 months,then
previous quarter CSS to be considered.
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Ineligibility Criteria: (SKIP Customer Success Survey ):

Head count less than 4
Service delivery closed in previous quarter (or before 3 months), but project is open for
any other purpose like billing etc.,
e Projects are covered/clubbed under other projects/taken at Account level.

Project Managers/Customer Success Managers need to send a request to SKIP CSAT with
justification in the CSM platform for approval, in case of any of the above eligibility criteria.

Supplier:

Customer Success manager, Project Manager.

Input:

CSS Survey from CSM Platform or discussion from Free Flow conversation

Process:
S.No. | Process Activity Process Steps Responsibility
1 Gauge Customer | Each business unit / practice head shall All BU Heads
perception make an effort to obtain customer All Practice
perception of its services through actions | Heads
such as Customer
Success
e Meetings with clients Managers
e Customer feedback through an Project
email /letter of appreciation or Managers
satisfaction
e (Customer complaints, if any
e Repeat orders
e Obtaining feedback on structured
questionnaire
2 Evaluation of After obtaining the feedback from the All BU Heads
Customer Success | customer, in format of Customer Success | All Practice
Survey feedback Survey questionnaire, the Customer Heads
& Analysis Success Score / Index shall be calculated
as mentioned above
Record of CSI evaluation and analysis
shall be maintained by the concerned BU
& Practice Head
In all such cases where adverse feedback | All BU Heads
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received from the customer, its cause(s) All Practice
shall be investigated and appropriate Heads
corrective action shall be taken. This shall | Customer
include a rating of less than 4 for any of Success

the parameters given in the customer Managers
success survey questionnaire or when the | Project
customer success index is less than 70% Managers
Concerned practice heads (vertical heads) | All Practice
shall compile a report of assessment of Head
customer perception of the respective BU

services and action taken with respect to

any complaint or adverse feedback

received

3 Customer Customer Contact setup, CSS Project
feedback through | configuration and Validation in CSM Manager/Cust
Customer Success | platform to be done before the end of the | omer Success
Management last month of the quarter. Manager
platform Validation is done by approving or

rejecting the customer contact by
responding to email triggered from CSM
Platform.

CSS Triggered from the CSM platform
automatically within 10 days of the first
month of the subsequent quarter to
Customer Contacts which are validated in
the CSM platform.

An automated email reminder would be
sent to Customer contact on the 4th day
from the date of CSAT triggered from the
CSM platform.

4 Customer Customers can send their BU Head
feedback through | feedback/complaints directly through Practice Head
Customer Success | CSM Platform. Information about this Customer
Management facility shall be publicized to all the Success
platform customer contacts when customers are Manager

on-boarded into CSM Platform. Project
Manager
Customer feedback collected through
other means shall be registered in the
CSM Platform and action taken on that
feedback shall be tracked and
communicated to customer
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5 Alternative way of
Gauging Customer
Response

If CSS response is not received until day
7, an automated email reminder would be
sent on the 7th day to CSM and Client
partner for further follow up (with Project
Manager or Customer directly). CSM
shall discuss with the client to get the
customer perception and log it in the CSM
platform or CSM may also choose to use
the CSS questionnaire to get CSS score
and feedback.

CSS Link will be valid till the end of the
month or 20 calendar days whichever is
later.

If a minimum of one response is not
received for the project, in any means till
the end of the month , risk gets created in
CSM platform at project level which
needs to be closed by Project Manager
upon getting feedback from Customer.

Customer
Success
Manager,
Project
Manager

6 CSS Improvement
Plan

If CSS response is received from the
client ,then the Action Item would be auto
created for Criteria <4 or NPS <9 in
CSM Platform

Where required, Project
manager/CSM/Client partner needs to
connect with Customer for clarity in the
feedback given to come up with the
improvement plan and submit to
Customer within 7 Calendar days of the
CSS response received date. Improvement
plan for action items have to be approved
by CSM in CSM Platform. CSM platform
sends the communication to Customer
contact on the improvement plan after the
plan is approved by CSM in CSM
platform.

Action plan should be implemented
within 4 weeks from the date of CSS
feedback received. In case, the action
item target date extends beyond 30 days,
the timeline shall be within 30 days, 60
days and 90 days.

Where the action plan cannot be
implemented within 4 weeks, approval
from BU Head / Practice Head shall be

Customer
Success
Manager,
Project
Manager
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obtained proactively as part of the
improvement action planning stage.
Implementation status of CSS
Improvement / action plan has to be
communicated to Customer as part of
service delivery governance / cadence
calls (Monthly Status Review or Quarterly
Business Review ). Concurrence and
feedback on effectiveness of improvement
plan implementation to be obtained from

Customer by CSM or PM
7 Quarterly Based on the information collected from | BU Head
Customer Practice Head, CSM Platform and other
perception means, quarterly analysis on customer
analysis report perception shall be shared with
Leadership Team
8 Validation of Data collected on customer perception Client Partner
Customer shall be validated as follows / Customer
perception data Success
a. Verbal feedback collected by Manager
Project Manager shall be
confirmed by Client Partner or
Customer Success Manager based
on their interaction with the
customer, facts in the emails etc.,
b. Feedback, complaint, appreciation
received in writing / email shall be
acknowledged in writing by the
BU Head/Practice Head
9 End to end CSS a. Verify onboarding of customer Process
Process Tracking contacts and CSS configuration for | Excellence
all Accounts/Projects/Portfolio. Team

b. Ensure Customer contact
verification for all Customers.

c. Tracking of CSS Response
(Received/not received ) and
discussion with Customer by CSM
to get Customer Response
/perspective after 7 days of CSS
sent date

d. Publish the dashboard by Vertical
(Infra, ADM, and Overall) on CSS
insights.
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10 Tracking of a.Ensure Customer contact Delivery
process verification for respective Customers. Excellence
compliance for b.Tracking of CSS Response Team
respective (Received/not received ) and discussion
Accounts with Customer by CSM to get Customer

Response /perspective after 7 days of CSS
sent date.

c.Tracking of submission of improvement
plan and implementation of improvement
plan.

Output: CSS response with score and feedback from Customer, Improvement Plan submission
and Implementation.

Customer: Customer Success Manager, Project Manager
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Section B: Roles and Responsibilities

1. RACI Matrix

The following RACI chart outlines which positions are Responsible, Accountable, Consulted,

and Informed for each process.

. ) CSM ) COO
Activity Project CSM Quality
. Customer | platform
Description Manager Team
Team
NA

Contact setup,
CSS
configuration
and
verification in

CSM platform

CSS Trigger NA
from CSM

platform in the

Ist week of

subsequent

quarter
3 CSSresponse R A R I I NA
CSS Response NA

followup

Submission of NA
S  Improvement R A I I I

plan
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.. . CSM .
Activity Project CSM Quality
. Customer | platform
Description Manager Team
Team
Implementatio NA
n of
6 R A I I I
Improvement
plan
Discussion NA

with customer
7  to gauge R A C I I
customer
perspective
Quarterly
review and A
interim
Review
Action Items A
9  from Review R R NA R R
Meetings

GAVS Technologies N.A., Inc. Proprietary and Confidential Page 14 of 32



GAVS: Standard Practice for Customer Success Survey (CSS) Program Management

Customer Success Survey - Roadmap:

Customer Success Survey Programme - Know-how

< Process Excellence Team to govern the CSS programme Y
 Complew
Crente & Map Review & Customer PM/CSM/CP 1o Improvement imgrovement CSM Platform CSS Survey Follow-up /
E Customer Approve Success Survey tan o creates arisk & Insights & Review with COO
Contact with the Customer emall sent 1o through o Customer Ty action fem and Progress of on the pending
Project - Project Contact - Customer Tollow up/ after CSM conmETInse notifes PM & action plan action (tems if
Manager (PM) Customer ‘Contact discussion. approval - PM * enibessliens report sent to. any - CSM
taken - PM / CSM Pressdent and
Manager (CSM)
PN TN PN FanN SN N TN TN
‘ | secondmeek Afuer 7 days ‘Within seven . ‘ Vihen the customer W there are
ot sy polorin s . days rom the froerioey ooy pryopdees e
Project P catand tn cnmuf of response mm::’.\;un mmﬂ- ;:"':
validity of 20 casa no Platlon
|| e — T -—
\ received I ) #
< Delivery Excellence Team to follow up and ensure compliance for respective Accounts/Projects >

* Obtain Concurrence for the action plan from Customer where Customer intervention or (and) involvement is required
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Appendix:
CSS Client Contact Verification Process:

Responsibility: The Project Manager and CSM is responsible for verifying CSS Customer contacts
in the CSM portal.

Verification Steps:
Open a WEB Browser
Launch a web browser on your computer or device.

Enter the URL:

In the address bar of the web browser, type the URL provided for accessing the system.

Example: " https://csm.gavstech.com/login".

Press Enter:

Click "GAVS Google" option to navigate to the URL.

< > O () https://csm.gavstech.com/login aQa A % m

N gslab | GaVs

53]

Experience Customer Success Management

Customers: Employees:

Click the button below to login

cavs [ Office 365

Username / Email

Password

eavs Go gle

Forgot your Password? GSLab GO g|e
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Click Project Dashboard Icon:

N gslab GOVS customer Success Management Platform 2 A
Customer Success Goals () Risk &lIssues (r) |deas & Innovations () Service Successs (s) Process Compliance p)
View Trend View Trend View Trend
All Accounts (6) (3 /2 /1)
Success Process Service
Goal Compliance Success
Risks/ Issues () Ideas ()
High Med Low
= 0
ﬁgslab GoOVS Customer Success Management Platform & = O -
Operational Dashboard Busi
@ Y ePrevious  Nextd
Performance of Success Goal (May-2024) # & | | Events &Tasks
Project Customer contact Achievement Trend Transition Edit
0
| 50% . @ |
| 0% . @ Hoh  Medum  Low
WO B Overe
| 0% I @ Due Events  Tasks
Jover bue
| 0% P @ s week
Irms Month
stk
estionn
View Details
Action Items Appreciations Received Key Highlights (# | | Service Improvement Plan (May-2024)
- Month ~ ~
®0uetor (May - 2024) Entered Projects Not Met Corrective Action Plan Stages
w3 dosre Duefor  Duefor DueforQh  Duefor  Duefor o o
@ Pastaue Submission  Review  Approval  Implementation Verifiation C'°%
34 0
— f— No Highlights for this Period
| 1 0 1 o 0 0 0
Risks Issues
@ outor ®ustor
&R 2 ocin.
cate -
3 6 0 1
High Med Low High Med Low
View Detsls View Details
v

Click Hamburger in the Operational dashboard.
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M gslab | GAVS ¢ M t Platform S =480

Operational Dashboard Business Value Dashboard CSAT Insights QA Governance Risk Dashboard

Overview
@ Project Scope
People

Performance of Success Goal (Mar-2024) [£X ) Process
Project Customer contact Achievement Trend Transition Edit Delivery

100 % 2 = Success Goals

&

View CSAT
Lessons Leamnt
ue Best Practices
Feedback
Appreciation

Manage KPI Products

Action Items Appreciations Received Key Highlights (Mar = @ | Service Improvement Plan (Mar-2024) Contacts
2 No Appreciations 202 ot~ Entered Projects Not Met - Corrective AD‘Z‘Z‘::';I:" & Planner
Sagon DuforReen oA Project Data Migration
szgn Mea L‘:w I CRISP
== Mo Highlight forhis Peiod No Service Improvement Plan defined for this Perid N
Risks fesues Asessment Findings
1 Nolssues FMEA Project Setup
1 0 P Project Data

Configuration

High Med Low View Details

Contracts Status
(Next3 months)

Select Contacts option.

M gslab | GAVS customer Success Management Platform s a0
Contacts
P =
GAVS CUSTOME!
a
Vice President - Customer Success Healthcare
=
&

Click Edit option to update the GAVS contact under GAVS Dashboard.

Customer contacts can be updated in the Customer Dashboard.

b ] gslab | GAVS customer success Management Platform s a0

Click Settings.
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& Customer Details
Operational Dashboard Business Value Dashboard CSAT Insights QA Governance Risk Dashboard

G)

% SQA Management

@ Customer Success Survey

ﬁ gslab GaVS c M t Platform [0}

Performance of Success Goal (Mar-2024) X -]
@ CSAT Monthl
onthly
Project Customer contact Achievement Trend Transition Edit
100% 2 = @ Iy Project Access Control
Reports
Risk Repository
Auditor Qualified Standards
& CO00 Dashboard
Action ltems Appreciations Received Key Highlights (Mar 7 @ Service Improvement Plan (Mar-2024)
-2024) Month - # Benchmark KPI
© uerer ; — Entered Projects Not Met Correcti
2 [ No Appreciations DU e or e
2 o date Submissien % Compliance Insights
High Med Low - ‘View Details
Ve bl — No Highlights for this Period 7 ClLeaderBoard
‘onid No Service Improvement Plan defined f ler
Risks Issues
* FMEA
1 No Issues
1 0
High Med Low
ﬁ gslab GOIVS customer Success Management Platform & & O

Setup Account / Projects & Access rights for customer contact(s)

AddEdit customer & projects

Project Name Customer Success Reporting
Projects *: Manager
- Suvey | Frequency

*
Customer Name

*
Customer Email

Note : You can select only one customer at a time for granting access rights for multiple projects for a customer contact,

ensure you setup access rights for all your customers and projects [ save |
‘Customer & Project details

Searcn
I N

- >

z g
= @ o
] Z g
Quarterly @ &
B ouarteny
= @ o
oo T v o
B ouneny z 8
z |8 N

Select Customer,Project and Update Customer name and contact Email Id.

Upon selecting and updating Customer,Project and Update Customer name and contact Email
Id, check box would be enabled for Survey and reporting Manager.
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P —————

Project Name

Sao ] Coor |

Customer Success

Survey Frequency

L

Reporting
Manager

Check the boxes to enable the contacts as contacts for CSAT response.

Select the required frequency (Ex. Monthly, Quarterly).

Click Save.

The CSS Contact Verification needs to be done before the first week of the first month of the
subsequent quarter. It is done through email.

CSS surveys will be triggered within 10 days of the first week of the subsequent month.

To Approve/Reject Customer Contact:

In the last month of the quarter, email would be sent to all CSMs,Project managers to validate

the existing CSS contact.

Project Managers/CSM can approve or reject the current CSS contact in the email.
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From: squality@gavsiech com>

Date: Fri, Jun 21, 2024 at 1215PM
Subject UAT: €SS &

ustomer Verification - General Mills NOC Support - Abhijt Murfidharan - Review and update the Customer Cantact detaiis by first week of new quarter, Cusio.
To: smaghusuohanan v@gavstech com?. <gevanantham mE0avStech com>, <Manisha Manimaran@avstech con, <mandsr oshiGiavStech con. SYrUShall ShindeaVSIEch 6om>. SUPasan bi

pavstech com>. sthamarais

Dear Santnosn S

istomer Sucosss Survey will be sent fo your customer contact on 2nd week of every new quarier for the Quarter (Ape-2024 o Jun-2024)

Name: Aghijit Murigharan
Emsil: abhijit muridharan@genmills.com
Acoount: General Mills Private Limitsd

Frojeet: General Mils NOC Sugpart

k hers o Approve or Reiect this customer.
Far your qusk revien, susiomer omiact detalls given beiow To make cnangss 1o susiomer coniact detals, Sick on "Coniact ik 2t the 2seount level n the CEM porial wheren you oan adit 2nd Save he ehanges. To ey whether the survey is enabied and the Tequensy of te survey, plesse click on Saiting > Cusiamer Detals in
portal and select your customer. project and customer contact name.

top right and choase the menu "Customer Detail
Step 1:-To Manage ( =

Quality team and CEM Flatform suspert team will not 30 r et cusiomer contact Setals, 3 of you Nve the 2o0ess 12 N Menu “Caniseis” detals use that fesiure o 209 or 2ot or Geste the cusiomer contasis or GAVS Centacts. Afier you

ow ] Add

map the cusiomer contacs to one o many project. I you are not famiiar n how o do i ple:
Delate) Contacts, click on "Contacts" after you slide the Manu 5 shown balow

Step 2:-To assign the eustomar cantacts addsd  edited in the contaets manu, choose seffings icon as shown below and then choose "Customer detais’

fic customer is moved out of the project Use (click on edit / penilicon) edit to change the frequency i requested by oustamer.
For further queries, plesse sontset Seksr T or your Qualty SFOC

Regards.

Process Quality Assurance Team
GAVS Technologies PvtLtd

Oid Mahabalipuram Roa
Chennai - 800 118
Phone: +0144

4287
Email: Quality@gavstech com
Web: ww gavstech.com

n.com CC:gopinathan

TO:santhosh s@az

tech com quaity@az!

tech com sudarshan murthy@aavstech.com

jizwed the customer contacts uner the: Contacts meny, elick on the setings ican that appears on the
& follow the steps given below.

Step 3 - After seizcong the meny “Customer detsils’, 35507 the cUSIBMET COntct to 30 SPETORNte 313 Sick on Survey creck-5ox 3nd fraguency o tne drop SoWN 151 35 SNown below then Save. To St o Gelets the CUSISMET CaNISEt oM the SUSioMT SUSSESS SUNVeY, you Wil S2 the list of cUStomer contEcts for Whom the surey enzbied
and frequency would be displayed. Use delete feafure to remove the customer cantact from not sending the survey for the project in case the spe

Excluding CSS for Customer:

ﬁ gslab GIVS c M t Platform &= A
Operational Dashboard Business Value CSAT Insights QA Governance Risk Dashb
Overview
@ Project Scope
People
Performance of Success Goal (Mar-2024) g -] Process
Project Customer contact Achievement Trend Transition Edit Delivery
100% w2 = @ Success Goals.
View CSAT
Lessons Leamt
Due
Jover bue Best Practices
[rvis week By
Appreciation
Manage KPI Products
y - . o . Contacts
Action Items Appreciations Received Key Highlights (Mar eriod | Service Improvement Plan (Mar-2024)
- Month -
oo No Apprecat 2024) — Entered Projects Not Met Corrective Action Plan § =
clomre lo Appreciations ue for Due for QA
ormae Smagon DueforReven e o Project Data Migration
2 0
High Med Low - View Detsis CRISP
f— No Highlights for this Period
ohil No Service Improvement Plan defined for this Perid N
Risks Issues
Dus for
p oo No Issues FMEA Project Setup
1 0 dete Project Data
High Med Low View Details Configuration
View Detaile iew Detaly
Contracts Status
(Next3 months)

Click Hamburger.

Select Project Data Configuration.
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M gslab | GIVS customer Success Management Platform

Project Data Configuration

Setting Value Is Approved Approved By End Date

No. Setting Name
@

Project Manager can place a request to exclude the project from CSS program with valid

justification.
Post Approval, CSS triggers would be disabled for respective projects in the Account specified.

Project Data Configuration
+
No. Setting Name Setting Value Is Approved Approved By End Date Edit
1 SKIP CRISP SCORE CALCULATION Yes Yes Sekar T %

Items per page: 10 v 1-1of

If the Project Manager wants to include Project for CSS program, then Project manager can
select “Edit” in the line item and choose “No” and submit with relevant comments.
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Select Setting

SKIP CRISP SCORE CALCULATION

Choose an option *: O Yes No
Comments

Sekar T

End Date (o]

Survey Window:

The CSS survey will remain open till the end of the month in which the survey is triggered or 20
calender days whichever is later

CSS Survey email sample:

From: <Quality@gavstech.com:=

Date: Tue, May 2, 2023 at 9:14 PM

Subject Monthly Customer Success Survey for the period of April 2023
To:

Cc

Dear Stephanie Harris,
We - Service Delivery Excellence Team are conducting the Customer Success Survey for the service provided by team for the month of April 2023. Your feedback will help

us to understand our strengths and areas of improvement and improve the quality of service provided. Please spare 5 minutes of your time to fill in the survey,using the link provided
below. In case you have any questions on this survey process, please contact Sekar T on +91 4466694287 or at sekar.thanigaimani@gavstech.com

Survey Link: hitps://csm.gavstech com//CustomerSuccessSurvey/c4df0f45-a128-4092-a247-7881279ealde

Note: The survey link is best viewed in laptops and tablets using Chrome, FireFox and Edge browsers

Reqgards,

Service Delivery Excellence Team
GAVS Technologies Pvt Ltd

#11 |0ld Mahabalipuram Road | Sholing
Chennai - 600 119

Phone: +91 44 66694287

Email: Quality@gavstech.com
Web: www.gavstech.com

CSS FORM:
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GAVS: Standard Practice for Customer Success Survey (CSS) Program Management

M gslab | GAVS customer Success Survey
CntName: PrcjectportoioName:
Fecdbac or e perio: JE— Respondent
A ks you o GAVS on e specs mentoned el
crtria Provide your Rating Remarks
Overall auaity o dlvrable / sovces N
%
Enabiing your success 5 Brellent
a3
Value-adds  itatves drecty impacting your success N
a3
How likely is that you would recommend GAVS to your friend / acquaintance who wishes to avail IT services?
oot ety [e—
any lher eedback  eommentain it you ay ke o merton
a3
T—
hankcyou ey e o aing e o compit i ey Yur ek s vl and vy mich apresiae
Criteria for Actionable CSS:
.
Action plan update Procedure:
.
= 0
N gslab | GaVvs Customer Success Management Platform & = O a
Operational Dashboard Business Value Dashboa
@ Y ePrevious  Nextd
Performance of Success Goal (May-2024) 4 Events&Tasks
Project Customer contact Achievement Trend Transition Edit
0
| 50% w2 = z |
| 0% W = @ Hgh  Medum  Low
e B O
| o ” - -
Jovere
| 0% 4 = @ s week
i ontn
|
octivonts
iew bt
Action ltems Appreciations Received Key Highlights @ | | Service Improvement Plan (May-2024)
- Month  +
®0uetor (May - 2024) Entered Projects Not Met Corrective Action Plan Stages
~ buefor  Duefor DueforQA  Duefor O s
. ‘Submission Review Approval Implementation Verification losex
34 0
E— e — No Highlights for this Period
| 1 0 1 0 0 0 0
Risks Issues
:
—‘ 14 . . 2
=
3 6 0 1
High Med Low High Med Low
iew beas iew et
v

In the Operation Dashboard, click "View Details" under Action Items.
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e | gslab | GVS customer Success Management Platform

®

~ | Search text

Action Items

Status : [ All

Owner Target Date Identified Date

Team 260 w24 27-May-2024

08-Jur2024 09-May-2024

Apply  Clear

Status

Cancelled

Cancelled

& A B0
B =+
Minutes of Meeting
Priority Completion Date
High @ o
High @

Action plan for CSS will be posted as an

Click Edit Option.

“Improvement plan”.

Team

High

ompletion Date [l

Description: Document the action plan that was discussed and approved by the client.

Source Category: Customer Success Survey

Identified Date : Action Plan Created date (CSS response received date)

Target Date:4 weeks from CSS response received date

Status:Status of the Current Action Plan

Completion date:Estimated Completion Date of the Action Plan

Comments:Additional Remarks if any regarding the Action Plan.

After updating the action plan, the project manager is responsible for driving it to completion by

the specified target date.
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GAVS: Standard Practice for Customer Success Survey (CSS) Program Management

Capture Customer Success Survey feedback on behalf of Customer by Client Partner/Customer
Success Manager/Project Manager.

Voice of Customer:
To Capture Voice of Customer- click “Voice of Customer” in Hamburger dropdown available at
the right top of Account dashboard in CSM platform.

Operational Dashboard Business Value Dashboard CSAT Insight QA Governance Risk Dashboarc
Overview

@ Project Scope
People
Performance of Success Goal (Aug-2024) @&  Events & Tasks Process
Project Achievement Customer contact Trend Transition Action = Delivery

| 0% L = @ : = Succes oals

| 0% - = = Voice of Customer
Lessons Leamt
Best Practices

Feedback

Appreciation

Manage KPI Products

Action Items Appreciations Received Key Highlights (Aug -

@ | service Improvement Plan (Aug-2024) &  Contacls
2024) Month -

§ i Not Met Corrective Action Plan Stages Planner
No Action Items No Appreciations Duetor Duefar QA
- DueforRevien o

Submission " hppl g Project Data Migration
CRISP

No Highlights for this Period . . :
No Service Improvement Plan defined for this Period. Checkiist Assessment
Risks. Issues
Asessment Findings

No Risks No Issues FMEA Project Setup

Project Data
Configuration

Contracts Status

No Projects/Contracts to start or
close in next 3months

Select Project, Quarter,Year and Customer Name to capture the feedback on behalf of
Customer contact. Click View Survey feedback.

p— —
N gslab | GaVS UAT cust g
@

er Success Survey
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GAVS: Standard Practice for Customer Success Survey (CSS) Program Management

©

Customer Success Survey

Select Project

Select Quarte Select Year Select User
- - - - View Survey Feedback [l Download Consolidated Report

No Survey Feedback available for Selected Period. If you wish to enter the standard feedback on behalf of the customer, please click here. If you wish to enter the qualitative feedback received from the customer, please click here.

t t

We have 2 options to capture Feedback:

1.Standard feedback - Questionnaire is based on Project Type( Managed Services, Time &
Material and Staff Aug)

2.Qualitative Feedback - Information to be collected on Overall rating, strengths and
recommendations

Click on the required option.
Use date of meeting field to capture the date in which discussion happened with Customer to
collect the Customer Success Survey response.

Standard feedback :

Remarks is mandatory when Criteria score is less than 4 or NPS score is less than 9. Please
ensure to capture remarks from discussion with Customer which will help the project team to
plan for improvement action.
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Customer Success Survey

oyt

Client Name Project/Portiolio Name:
Feedback for the period: Respondent :
Date of Mest o [ Customer Success Manager / Delivery Partner is aware of the client feedback  Click here to view the mail template that will be sent o customer

Ve wiauld ke you 1o rate GAVS on the aspects mentioned beio.

Remarks
Criteria Provide your Rating emars s reqied i e g e s oo gar

‘Overall qualty of deliverables / sewvices

A
Enabiing your success

£
Value-adds | Initiatives directly impacting your success

4
How likely is that you would recommend GAVS to your friend / acquaintance who wishes to avail IT services?

ot at all liely Extremely kel
Any other fesdback ! recommendation that you may like to mention ™
4

* Required information.

“Thank you very much for taking fime 1o complete this survey. You feedback is valusd and very much appreciated

Qualitative Feedback:

@
Customer Success Survey

ooy ot

Client Name ProjectiPortfolio Name:
Feedback for the period: Apr-2024 to Jun-2024 Respondent :
Date of Mest @ [ Customer Success Manager / Delivery Partner is aware of the client feedback  Click here to view the mail template that usl be sent to customer

e wiould ke you to rate GAVS on the aspects mentioned below.

Remarks
Criteria Provide your Rating  Romarna 1 roquiec i st s o s s

‘Overall experience from service delivery provided

4
Wnat do you see as the strengih?*
‘ v
Your recommendations on areas that vie should improve or change*
‘ 4

* Required information.

you very much f time to complete this survey. Your feedback s valued and very much appreciated

Upon updating the feedback and submitting, email would be triggered to Customer, Project
CSM, Project Manager and Quality Spoc.

Email Subject: CSS Feedback submitted by <Project Manager/Customer Success
Manager/Client Partner> on behalf of <Customer contact Name> for <Account> - <Project
Name> | Feedback
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Mail Template for Customer Success Survey

find the summary of our discussion in the Customer Succass Survey link below. Wi will sssure you that we will continus to improve our servics in ling with your expectations.

ESPONDENT_ROLE}}
Lid

Action Item would get created for the project if Criteria score is less than 4 or NPS is less than 9.
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CSS Survey Questionnaire:
Managed Services - CSS Questionnaire:
Manage Services: GAVS is responsible for end to end project management and deliverables.
1.0verall quality of deliverables / services
2.Enabling your success
3.Value-adds / Initiatives directly impacting your success

How likely is that you would recommend GAVS to your friend / acquaintance who wishes
to avail IT services?

Any other feedback / recommendation that you may like to mention:

Inclusion of Projects in Pune and Vadodara and T&M projects in GAVS - CSS questionnaire

T&M: GAVS provides talents/people to Customers and owns project execution,governance
and delivery.

1.Knowledge/Understanding of Customer Business requirements

2.Meeting agreed deadlines / SLA for deliverables / services
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3.Demonstrating expertise in required technical area
4 Team participation in solving issues / problems in an expected timeline
5.0verall quality of deliverables / services

How likely is that you would recommend GAVS to your friend / acquaintance who
wishes to avail IT services?

Any other feedback / recommendation that you may like to mention:

Staff Augmentation - CSS Questionnaire:

Staff Augmentation - GAVS provides talents/people to customers. Customers take care of
project execution,governance and delivery.

1.Competency of People/talents provided
2.0nboarding People/talents as per expected timeline
3.0verall quality of engagement and services from GAVS

How likely is that you would recommend GAVS to your friend / acquaintance who
wishes to avail IT services?

Any other feedback / recommendation that you may like to mention:
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