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Start from your Dashboard. 

 

 
 
 
 
 

The Email Notification & Configuration Setup page will display.  Create an email header. 

 

 
 
 

We offer different types of email notifications. 

 
 

 

1. Hover your mouse over the 

Administrator Office tab. 

2. In a continuous motion, slide 
your mouse down and hover 

over Maintenance Panel. 

1. Enter your company name and upload 

your logo.  This is how your customers 
will know the email is from you. 

3. Click Email & Survey Configuration. 

Choose an email to configure, and set 

it to Active to enable the notification, 

or leave it Inactive if you don’t need it 
right now.  You can also click the 

Preview link to see how the email will 
display for your customer. 

We developed an email solution that will trigger communication events throughout the life cycle of your customer’s Service Order.  This includes 
notifications specific to order confirmation, schedule or reschedule dates and times, appointment reminders, and service completion or cancellation. 

The information that displays on your Dashboard view is dependent on the 
permissions that were assigned to you when you were added to the account as a user.  
ServiceLive is optimized for Google Chrome and Mozilla Firefox browsers.  Do not use 
Internet Explorer.  If you do not see these options, contact your ServiceLive account 
Administrator for help! 
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Select an email to configure. 

 

 
 
 

Set up email triggers. 

 
 
 
 

Get a preview. 

 
 
 

 

1. Choose an email to configure, 
and the window will expand.  

Remember to use the Active, 

Inactive, and Preview options! 

2. Enter a signature to let your 
customers know the email is 
from your company. 

 

You can even include a message to 
your customers, with steps on how to 
prepare for their service event. 

When you click the Preview link, 
this pop-up window will let you see 
how the email will display to your 
customers.  The fields in bold will 
auto-fill with details from the 
customer’s Service Order. 

Some email configurations even let 

you choose when the customer’s 

Service Order (substatus) will 

trigger the email notification. 

This is how the email will display to 
your customers.  The fields in bold will 
auto-fill with details from the customer’s 
Service Order.  This field is read-only 
and cannot be edited. 
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Configure survey(s). 

 
 
 
 

Create an email footer, and save all of your changes. 

 

 
 
 

Everything is set up, and ready to go! 

 

 
 

1. Configure customer 
surveys, and set them to 

Active or Inactive.  You can 

also click the Preview link 
here to see how the email will 
display for your customer. 

2. Choose a Customer Satisfaction (CSAT), and/or a 
Net Promoter (NPS) Survey.  These go out after the 
Provider has completed the order for payment, or 
after you’ve paid and closed the order (step 4). 

 

After your customer completes the survey(s), the results will 
display in the Service Order’s View Ratings tab. 
 

Net Promoter Score (NPS) surveys can be used to gauge the 
loyalty of customer relationships, and works as an alternative to 
traditional customer satisfaction research. 
 

Prioritize CSAT over NPS means the CSAT email will be sent 
to the customer – once they click a star rating, they’ll be 
redirected to another landing page where they can view the 
rating they provided, change it if they would like, and provide 
additional comments.  The NPS survey will also display on the 
same landing page (underneath the CSAT rating), where they 
can submit a 0-10 rating along with feedback at the same time. 
 

Prioritize NPS over CSAT means the NPS email will be sent to 
the customer – once they click a 0-10 rating, they’ll be redirect 
to another landing page where they can view the rating they 
provided, change it if they would like, and provide additional 
comments.  The CSAT survey will also display on the same 
landing page (underneath the NPS rating), where they can 
submit a 1-5 star rating along with feedback at the same time. 

3. Enter a signature to let your customers 
know the email is from your company. 

4. Choose when the 
customer’s Service 

Order will trigger the 
email notification. 

1. Configure your footer with links to 

your social media and customer 
support pages, and include your 

company’s Terms & Conditions 

and Privacy Policy. 
 

When you enter links in these fields, the 
associated social media icons and webpage 
hyperlinks will display in the email’s footer. 
 

 
 
 
 

 

Fields that are left blank will not display the 
social media icon or webpage hyperlink in the 
email’s footer.  For example, if only two social 
media links, a company homepage link, and a 
company support page link are entered, then 
only those icons and links will display. 
 
 
 
 
 
 

When no links are entered at all, then only the 
required address (step 2) will be the only 
information displayed in the footer. 

2. Enter your company’s address. 

3. Click Submit. 

The page will refresh, and 
a prompt will let you know 
your changes have 
successfully saved, or if 
any errors occurred. 

This is how the email will display to your 
customers.  The fields in bold will auto-fill 
with details from the customer’s Service 
Order.  This field is read-only and cannot be 
edited. 
 

When the customer clicks a star in the 
email, they will be re-directed to a survey 
page where they’ll be able to enter 
additional details and comments. 
 

Their rating will be captured here when they 

click a star from the email, but they must 

click Submit at the end of their survey to 
capture any comments or changes. 
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These results will remain blank until the 

customer completes their survey. 

Depending on the survey’s trigger 
configuration, surveys that have not been 
completed by the customer will display in the 

Service Order’s View Ratings tab after the 

order has been completed for payment or 

closed and paid. 

These fields will remain blank until the 

customer completes their survey. 

Surveys that have not been completed by the customer 

will display in the Service Order’s Rate Provider tab 

after the order has been closed and paid. 

Here’s an example of an incomplete CSAT survey before we implemented these changes – incomplete surveys 
sent out before April 2019 will remain in this original format. 

Here’s an example of an incomplete CSAT survey after we implemented these changes – incomplete surveys 
sent out after April 2019 will display in this new format. 
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Questions? 
Contact our Support Team at 888-549-0640, option 5 
Mon - Fri, 8am to 7pm  Central Standard Time 
Sat, 8am to 5pm  Central Standard Time 

You can also email us at Support@servicelive.com 
Mon - Fri, 8am to 5:30pm  Central Standard Time 

 

Depending on the survey’s trigger configuration, 
surveys that have been completed by the customer 

will display in the Service Order’s View Ratings tab 

after the order has been completed for payment, 
or closed and paid. 

These results will display after the customer 

has completed their survey. 

These results will display after the customer 

has completed their survey. 

Surveys that have been completed by 
the customer will display in the Service 

Order’s View Ratings tab after the 

order has been closed and paid. 

Here’s an example of a complete CSAT survey before we implemented these changes – complete surveys 
submitted before April 2019 will remain in this original format. 

Here’s an example of a complete CSAT survey after we implemented these changes – complete surveys 
submitted after April 2019 will display in this new format. 


