Smarter feedback with SMS surveys

Turning customer responses into actionable insights.

THE SITUATION

Keeping in touch and understanding your clients can be make or break for a
business. Our client serves a wide range of businesses with varied needs but lacked
an effective mechanism for gathering structured customer feedback. Without this,
service quality could stagnate and understanding levels of satisfaction or required
improvements were limited.

THE SOLUTION

As research began, Purple Frog quickly realised that a complete custom build
wasn’t necessary. Instead, an SMS survey platform was used to handle survey
creation and distribution, while a custom component was developed to extract
responses into a structured database for analysis in Power BI.

The two stages of development were as follows:

The SMS survey (gathering the data):

¢ Scheduled SMS surveys sent to selected customer lists
¢« Tracking of delivery, open rates, response rates, and engagement
¢ Surveys designed with objective scales to support reporting

Power Bl reporting (showing the feedback):

e Customer behaviour (e.g., when they opened/responded)
e Service ratings and contextual comments
e Overall survey engagement insights

THE IMPACT

The SMS solution was reliable, easy to implement, and fully managed by Purple
Frog. The system could be iterated or repeated for future marketing cycles for
services and for regular customer feedback loops. Providing a long-term reporting
capability to support continuous service improvement. Keeping clients informed
and spotting trends.

THE OUTCOME

Structured feedback is essential for improving both products and services no
matter what your business. This approach provided powerful insights with less
effort than expected and could be applied across many business types.
Maybe it could help you too...




