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What's New in this Revision?

The following changes have been made in revision 5 of the Confirmit v18.5 SmartHub User Guide:

o Details regarding reusable lists are added to the How to Create a Combined Data Source section (see
How to Create a Combined Data Source on page 21 for more information).

e Details regarding reusable lists are added to the Mapping Rules section (see The Mapping Rules on page
40 for more information).

e The Editing Question Labels in Sources chapter is added (see Editing Question Labels in Sources on
page 49 for more information).

Note: The general layout and language in this document is continually being corrected, adjusted and
improved to ensure the user has the best possible source of information. Only NEW information and
details of functionality that has changed since the previous issue are listed here - minor corrections to
the text and document layout are not listed.

Important

We need your feedback so we can improve this document and provide you with the information you
require. If you have any comments or constructive criticism concerning the content or layout of this
documentation, please send an email to documentation@confirmit.com. Please include in your email the
section number and/or heading text of the section to which your comment applies.



mailto:documentation@confirmit.com?subject=Feedback%20on%20the%20Admin%20documentation.
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1. What is SmartHub - Introduction

Confirmit SmartHub™ is a centralized area for data management and optimization. It allows multiple data sources
of different types to be brought together, relationships defined, and readied for use in dashboards, analysis,
reports, action management, and other areas. SmartHub reduces the need for data processing tasks to merge
data across data sources and map data sources together for use in reporting and analytics.

SmartHub is built on MS SQL Server 2014. The SmartHub Columnstore provides very fast query support,
especially for ad-hoc queries on large data sets. It requires MS SQL Server Enterprise Edition, so On-Premise
clients who wish to use SmartHub must have Enterprise Edition installed.

The SmartHub Column Store Offers very good support for analytics and reporting on VoC, VoE and MR
programs:

e Personalized interactive dashboards.

e Hierarchies, drill-down.

e Ad-hoc reporting: Top-line and banner reports.

e Data discovery.

e Advanced analytics.

e Joining data across many data sources. One-to-many relations.

Confirmit SmartHub supports:

e Surveys (Professional/Express/Polls). Note also that the surveys must be launched before they can be
used.

SmartHub does not currently support:
e Standard Panels/Professional Panels.
e Basic Panels.

e Test databases.

Note: Hubs cannot be created or edited via Reportal, or by a report viewer. The hub creation/editing
facility is only available via Horizons Authoring, by users with the appropriate permission.

To use a hub in Reportal, the user must have at least View permission (see Hub Permissions on page 58 for
more information).

1.1. How it Works

Data is moved continuously from surveys and other data sources over to a separate database (the SmartHub
Column Store) for reporting and analytics. SmartHub supports continuous updates of data as an alternative to
updating according to a set recurrence pattern (for example daily). For continuous updates, the “Hub Data
Controller” will check the data sources for changes once every five minutes, and will initiate a load task if any
changes are registered. If no changes are registered, then no task is initiated. Both data and meta data (survey
schema) will be synchronized.
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Figure 1 SmartHub block diagram

1.1.1. System Requirements

Confirmit SmartHub

Element Minimum Recommended
Operating Windows Vista SP2. Windows 7 or Windows 8 Desktop.
system Os X

Web browser

Internet Explorer 9 (Windows only), Firefox 28,

Chrome 32.

Internet Explorer 11, Firefox (latest), Chrome
(latest).

1.1.2. Encryption

For companies that have the “Database Encryption” add-on, the entire hub database will be encrypted if the
company has enforced DB encryption across all their projects. If not, the hub database will not be encrypted.

1.1.3. Storage Cost

For Confirmit SaaS clients, SmartHub is offered with at no additional cost for up to 10 GB of data. For larger data
volumes, additional costs apply. Reports on storage consumption will be included in the monthly reports.

For Confirmit On Premise clients, SmartHub is offered at no additional cost, regardless of storage consumption.

You can view the current storage usage in the Settings > Storage usage menu (see Storage Usage on page 60
for more information).
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2. Opening the SmartHub Page for the First Time

When you are logged into Confirmit and you go to the Home > SmartHub menu item or you click on SmartHub in
the Quick Access pane, the SmartHub page opens. If this is the first time you are entering this page and you
therefore have not yet created a hub, you are invited to create one.

‘,‘ Confirmit

SmartHub

Create your first hub

Figure 2 The opening page when there are no pre-existing hubs available to you

2.1. Creating Your First Hub

1. Inthe SmartHub page, click Create hub.

The Create hub overlay opens.
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Create hub x

Mame

Description

Figure 3 The Create hub overlay

2. Give the new hub a name.

3. Most users will only have access to one company - their own. In this event the overlay will look as shown
above. If you have access to more than one company then a Company field will be visible; select the
company to which the hub is to be linked.

4. Type a brief description of the hub into the Description field for future reference if required.
5. Click Create Hub.

The hub is created, and the Hub Designer page for the hub opens.
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& Confirmit = Hubs v  NewHub1 - 3131

SmartHub Cverview Sources Contacts -

New Hub 1e

Recent sources Activities

View data sources

Add surveys

Combine sources

View contact databases
Manage permissions

Edit name and
description

Figure 4 The Hub Designer > Overview page

You can now add data sources (see How to Add a Data Source to the Hub on page 16 for more information), set
access permissions (see Hub Permissions on page 58 for more information), and generally set up the hub ready
for use (see The Hub Designer Page on page 8 for more information).

2.2. The SmartHub Page with Preexisting Hubs

If you have already created a hub, the Hub Designer page will open with that hub displayed. If you have more
than one hub, then the page opens with a list of the hubs available to you. Click on the blue hub name link to
open the Hub Designer page for that hub (see The Hub Designer Page on page 8 for more information).
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Figure 5 Example of the SmartHubs page

The Global navigation bar holds the following tools:

e The Navigate button E - allows you to go directly to other relevant Confirmit functionality.

e The Hubs button - opens a list of the hubs you have access to, hubs you have accessed recently, and
allows you to create a new hub.

e The Usericon E - click to access your user settings or log out of SmartHub.
e The help button - click to open the SmartHub on-line help system.

The List Header bar includes:

e A Search field. Type a text string into the Search field and press the Enter key on your keyboard to
display only those hubs with names that start with the entered text. Note that the search text is case-
sensitive. To re-display the full list, clear any characters from the field and press Enter.

o If you wish to sort the list, click Sort and select the sorting method required.

e Expand - if the list has been collapsed (the information area is hidden), click Expand to show the
information area.

e Collapse - click to hide the information areas for the hubs listed. This will allow more hubs to be visible on
your display without scrolling.

2.3. The SmartHub List Details

When you open the SmartHub page, each hub that you have access to is displayed as one row in the list.

Adam - 8 Dec 2014

@

Figure 6 Example of Hub link and information
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Click on the blue hub name link to open the Hub Designer page for that hub (see The Hub Designer Page on
page 8 for more information). The details displayed for each hub include:

Hub name - this is the access link to the hub. Click on the link to open the Hub Designer page for that
hub.

Hub number - when the hub is created it is automatically given the next available number. If a hub is
deleted, its number is not re-used.

Confirmit - the name of the company against which the hub is registered.
Created by... - the username of the person who created the hub, and the date the hub was created.

Sources - indicates the number of sources currently linked to the hub. Other details may be listed here,
such as any contact databases, naotifications etc.

Description - any text below the information area is taken from the Description field in the Hub Designer
page.
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3. The Hub Designer Page

The Hub Designer page allows you to create a hub, select which data sources are to be made available in the
hub, and define relationships between the data sources. In addition you can use the Hub Designer to monitor data
feeds into the hub, resolve issues etc.

You can create as many hubs as you need. For many clients it will make most sense to have one hub for their
entire survey program, however for companies that are running several survey programs for other companies it
would probably make most sense to create one hub for each company they are working with.

& Confirmit = Hubs v  DocHubd « 28

SmarlHub Overview Sources Conlacls - Seftings ~

DocHub1 e

Recent sources Activities

Figure 7 The Hub Designer page

The Hub Designer page toolbar includes the following tools:

e Overview - opens the Data Hubs page in which all the hubs you have access to are listed (see The
SmartHub Page with Preexisting Hubs on page 5 for more information). If you only have access to one
hub, then the Hub Designer page will open with this hub.

e Sources - opens the Sources page, in which the data sources linked to the hub are listed (see The
Sources Tab on page 9 for more information). See also the View data sources link in the Activities menu.

e Contacts - opens the Contact databases page, in which any contact databases you may have created are
listed(see Contact Databases on page 41 for more information). Here you can also create new contact
databases. See also the View contact databases link in the Activities menu.

e Settings - opens the Settings page, allowing you to set access permissions, check storage usage and
remove sources (see The Settings Menu on page 58 for more information).

The Sources area shows the data sources that are linked into this hub, giving an overview of what these sources
are and the recent activity within them (see Sources on page 9 for more information).

The Activities menu lists and provides links to the activities you can undertake related to the hub (see The
Activities Menu on page 15 for more information).
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3.1. Sources

Data sources, as the name implies, provide the data to the hub such that it can be used in dashboards, reports
etc. These sources are the Professional, Express and Poll surveys previously created using Confirmit Authoring.
Each source linked to a hub is presented in the Hub Designer page for that hub, and in the Sources tab (see The
Sources Tab on page 9 for more information).

DocumentationHub e

2

Recent sources
B Combined data source » 19 hours ago B} Combined data source 19 hours ago
13743 13743 9693 9692

Figure 8 Example of data sources listed for a hub

For each data source is presented:

e The type of data source, and if it is a combined data source, the number of sources that it contains.
e The number of invitations and the number of completes are given below the activity chart.

e A chart of the respondent activity over the last 30 days.

e Hover the mouse cursor over the Activity chart to view details of the recent respondent activity.

“UUIIIUIIIGU Udla UG I I 2 ayu

Monday, Jan 27, 2014
k Completed: 2

9693 9692

Figure 9 The activity chart details

e Click on the blue source name link to go to the Manage Source page for that source (see The Manage
Source Page on page 11 for more information).

3.2. The Sources Tab

In the hub's navigation bar, click Sources to open the Sources tab for the current hub. This tab provides details
about the sources linked to the hub, and allows you to add additional surveys, create combined sources (see How
to Create a Combined Data Source on page 21 for more information), and remove the source if necessary.
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Figure 10 Example of the sources tab

Click anywhere in a source row to go to the Manage Source page for that source (see The Manage Source Page
on page 11 for more information).

For each data source is presented:

e The type of data source, and if it is a combined data source, the number of sources that it contains.
e The source name and number, and when it was last edited.
e A chart of the respondent activity and the number of completes registered during the last 31 days.
e The number of invitations sent and the total number of completed interviews.

If you wish to sort the list, click Sort and select the sorting method required.

Click Add surveys to add more surveys to the hub (see How to Add a Data Source to the Hub on page 16 for
more information).

Click the Combine sources button to create a combined data source for the hub (see How to Create a Combined
Data Source on page 21 for more information).

Click the edit icon ﬁ for a drop-down menu that enables you to manage the data source (see The Manage
Source Page on page 11 for more information) and remove it from the hub if required (see How to Delete a
Source on page 10 for more information). Note that removed sources can be restored during a period of 30 days
(see How to Restore a Source on page 61 for more information).

3.2.1. How to Delete a Source

You can delete unwanted sources from a hub. Note that if you remove a source from a hub, any reports or
dashboards using that source will cease to function.

To delete a source:
1. Go to the Sources tab (see The Sources Tab on page 9 for more information) and click the edit icon ﬁ
for the source you wish to remove.
A drop-down menu opens.
2. Select Remove source.

Or, go to the Manage Source page (see The Manage Source Page on page 11 for more information) and
click Remove source.

A warning dialog is displayed showing the details of the source you are about to remove.

-10 -
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Remove survey source X
You are about to remove this source from the hub. Any reports or dashboards
using the source from this hub will stop working
Source Holmenkolistafetten 2013
Source ID s2
Project ID p1200919904
Fields 6
Records 42
Size <1 NMB

Figure 11 The remove source warning dialog

3. Click Remove source to remove the source from the hub, or Cancel to stop the operation.

Note that removed sources will remain in the system for 30 days and can be restored during this period (see How
to Restore a Source on page 61 for more information).

Note: Hub Cleanup can be performed periodically to permanently remove deleted hubs, sources and
related objects from SmartHub. When a source is removed from the user interface (see above), it will
initially be “soft-deleted” (marked for deletion), and can be restored. The database will not be removed
until the hub cleanup task runs after a specified number of days have passed. Setting up this Cleanup
routine is a task for the system administrator - refer to the Confirmit Server manual for further details.

3.3. The Manage Source Page

This page provides greater details about the selected source. The layout and tools provided depend on the type
of source.

If the source is a combined data source, then you can map additional surveys into the source (see How to Map a
Survey into an Existing Combined Data Source on page 24 for more information), view and edit the mappings
(see Viewing and Editing the Mapping on page 25 for more information), synchronize the data in the source, and
remove the combined data source.

If the source is an individual survey, then you can synchronize the data or remove the source from the hub.

-11 -
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& Confirmit =  Hubs ~

SmartHub Overview Sources Conlacls - Seftings ~

Manage source

Documentation Survey 2014 _
Survey |D; p1838199766 : t 2014 0923 @ e m

996 217 6

Complatad Last 31 days

Figure 12 Example of the Manage Source page for a data source

¢ An information row above the chart provides the following details:
0 The number of respondents that are linked to the source.
o The total number of completes that are registered for the source.
olIf the source is a combined data source then the number of surveys that are linked to it.
0 The number of variables (fields) in the source.

e The activity chart tells you how many completes have been registered for the source on a daily basis
during the last 31 days. Hover the mouse cursor over the Activity chart to view details of the activity.

e If the source is a combined data source, then the surveys linked into the source are listed below the chart.

Click the Hub menu icon 'ﬂ' for a source to open a drop-down menu that enables you to unlink the
source from the data source.

e The Remove source button enables you to delete unwanted data sources from the hub (see How to
Delete a Source on page 10 for more information).

e The Settings button enables you to synchronize the data in the source (see Data Synchronization on
page 12 for more information) and override the labels used in the source (see Editing Question Labels in
Sources on page 49 for more information).

3.3.1. Data Synchronization

You can setup how data is synchronized to the Hub and thereby control when data is to be available for reports
based on the Hub. In addition, you can launch a synchronization task by clicking the Sync Now button.

Note: The default behavior for synchronization is continuous data updates, where a service will check
every five minutes for changes in the data, and a synchronization will be run in the event changes are
found. This default behavior starts automatically when a source is added to the hub, so if this
arrangement covers your requirements then you do not need to make any changes to the setup. However
there may be times when you do not want to wait until the task runs by itself, and then the Sync now
button can be used.

-12 -
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1. Click Sources in the SmartHub menu bar to open the Sources page, then click on the source you wish to
set synchronization for to open its Manage Source page.

2. Click the Settings button for the source (not the Settings menu in the menu bar) and select Data
synchronization.

The Data sync overlay opens.

Data sync *

on

= Conlinuous

Scheduled

Figure 13 The Data sync overlay

e Off - the synchronization task is turned off.

e Continuous - data is automatically synchronized on a (near) continuous basis. The task is run every five
minutes, however updates may take longer depending on the size of the data-set and the queue status.

e Scheduled - set up the synchronization task to follow a recurrence pattern.

When you select Scheduled, a number of additional fields are displayed.

-13-
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Data sync X

o Scheduled

Frequency

Schedule

Start

 Save sotmmgs |

Figure 14 The additional fields

e Frequency - select how often you want the synchronization to run. Depending on what unit you select
here, other selections will become available. For example, if you select Weekly, you must then select the
interval (for example every 2nd week) and on which days of the week the sync is to run.

e Schedule - Set when you want the sync task to start its run, and when you want it to finish.

The currently selected settings are specified in green text towards the lower edge of the overlay. In the event a
setting is illegal, for example you have selected a date in the past, then an error message is presented in red text.

3.  On completion click Save settings. The settings are saved and the overlay closes.

Important

The Data Synchronization itself runs as a regular task called “Hub Confirmit Project Loader”. You will find
it in the task system if you search by the id of the survey source or the hub id in task management. If this
task fails due to an issue with the data or the system, synchronization may stop:

¢ If a handled exception occurs, the task system will automatically disable the task (switch from
“Continuous” to “Off”). A handled exception could for example be a data inconsistency such as an illegal
value.

¢ If an unhandled exception occurs, the task system will allow the task to start again a configured number
of times (set to 5 times on our production servers). An unhandled exception could for example be a
server connectivity issue, from which the system might recover in time for the next load. If however the
task keeps failing, the task system will automatically disable the task when the configured limit has been
exceeded (switch from “Continuous” to “Off”).

Notifications will be sent depending on user and/or task settings for notifications (see the User Settings
and The Task Properties Page sections in the Authoring manual for further information).

If the task stops running, you will have to check the task log to see what the problem is and try to correct
it, for example by removing an illegal value in the data. If you are not able to resolve the issue, you can
contact support for assistance with details about the task that failed.

Once the issue has been resolved you can switch the Data Sync service on again by switching it back to
the desired setting (for example Continuous), and a new hub loader task will be started.

-14 -
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3.4. The Activities Menu

The Hub Designer page contains a menu of the activities you can perform on the hub.

3.5.

View data sources - displays a list of the data sources that are currently linked into the hub, giving details
on each.

Add surveys - opens a list of the surveys available to you, allowing you to add more surveys to the hub
(see How to Add a Data Source to the Hub on page 16 for more information).

Combine sources - starts the procedure for combining data sources (see How to Create a Combined
Data Source on page 21 for more information).

View contact databases - opens a list of contact databases that are available to you, and allows you to
create new databases (see Contact Databases on page 41 for more information).

Manage permissions - allows you to provide and remove access permissions to other users for the hub.
This menu item takes you to the Permissions page (see Hub Permissions on page 58 for more
information).

Edit name and description - opens the Edit hub overlay where you can change the name and/or
description of the hub.

How to Create a New Hub

In the Hubs page, click Add hub.

The New data hub overlay opens.

Create hub

Mame

Description

Figure 15 The New data hub overlay

Give the new hub a name.

Most users will only have access to one company - their own. If you have access to more than one
company then a Company field will be visible; select the company to which the hub is to be linked.

Type a brief description of the hub into the Description field for future reference if required. This
description will be visible in the Hub list.

Click Create Hub.

The hub is created and the Hub Designer page for the hub opens.

-15 -
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Figure 16 The Hub Designer > Overview page

You can now add data sources (see How to Add a Data Source to the Hub on page 16 for more information), set
access permissions (see Hub Permissions on page 58 for more information), and generally set up the hub ready
for use.

3.6. How to Add a Data Source to the Hub

1. Inthe Hub Designer page, click Sources in the main navigation bar.

The Sources page opens. This page lists all the data sources that are currently linked to the hub.

2. Click + Add surveys.

The Add surveys overlay opens.
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Figure 17 The Add Surveys overlay

This overlay lists all the surveys to which you have access permission. In the event the list is extensive
you can type search criteria into the Search field and press Enter to search for surveys with names
beginning with the input criteria. To acquire a better overview of the surveys you have selected, click
Show selected; this removes any surveys that you have not selected. Click Show all to redisplay the full
list.

Note: Only surveys that belong to the company to which the hub is registered, will be listed. Only surveys
launched in the production database can be added to the hub.

3. Check the boxes beside the surveys you wish to add to the hub.
4. Click Add Surveys.

The selected surveys are added to the hub. When a source is added, the first synchronization of data will
automatically run in the background. Depending on the size of the survey database, this may take some
time. The correct numbers for the source will not be displayed until the first synchronization has
completed.

3.7. How to Delete a Hub

1. Inthe Hubs page > Global Navigation toolbar, find the hub you wish to delete, and click on it to select it.

2. In the SmartHub toolbar, click on the Settings menu button (ringed) (click on the button, not its drop-down
arrow!).

The Settings page opens (see The Settings Menu on page 58 for more information).
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& Confirmit. =  Hubs -

SmartHub Owenview

Settings
Hub permissions
‘/Q' Grant users access to this Hub. Manage permissions
1 user

Storage usage
View overall storage usage for this Hub and its data sources. View storage usage
<1 MB total storage usage

Removed sources
View and restore sources that have been removed from this Hub. Removed sources View removed

are kept for 90 days. S0Urces

0 removed sources

l Delete hub

Figure 18 The Delete hub button

3. Click Delete hub arrowed.

Note: To ensure the deletion of a hub is an intended action and cannot be performed by accident, the
deletion process requires several deliberate steps. The Delete hub button is therefore not included in the
Settings menu.

The confirmation overlay opens.

Delete RelayHub x

Are you sura?

Type in DELETE to confirm deletion

Cancel

Figure 19 The Delete Hub confirmation overlay

4. In the confirmation overlay, check that you are deleting the correct hub, then type DELETE into the field
(note that this is not case-sensitive) and click Delete hub.
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The hub is deleted. Recently deleted hubs are listed in the Hubs menu in the global navigation toolbar for
a period of 30 days. During this period you can restore a deleted hub via this menu (see How to Restore a
Hub on page 19 for more information).

Note: Hub Cleanup can be performed periodically to permanently remove deleted hubs, sources and
related objects from SmartHub. When a hub is deleted from the user interface (see above), it will initially
be “soft-deleted” (marked for deletion), and can be restored. The database will not be removed until the
hub cleanup task runs after a specified number of days have passed. Setting up this Cleanup routine is a
task for the system administrator - refer to the Confirmit Server manual for further details.

3.8. How to Restore a Hub

If a hub is deleted from your hub list, it will remain in the system for a period of 30 days. During this period, it will
be listed under Deleted hubs in the global navigation toolbar.

& Confirmit = Hubs ~

SmartHub
Al hubs

RelayHub

Mew Hub 1

Creatie hukby

Dedeted hudhs

Figure 20 The Recently Deleted Hubs menu item

And during this time, if you change your mind about deleting it you can restore it to your hub list.

1. Click on the Deleted hubs menu item to open a list of the hubs that have been deleted in the last 30 days.

& Confirmit

SmariHub

Deleted hubs @ Dredeted hubs are kepl for 30 days and can be restared dunng this penod
Sort -
tem Deleted Deleted by Created
e 3 halirs ago Apple, Adam 23 May 2014
DocHukd m
3 hours ago Apple_ Adam 28 May 2014
RelayHub 3 hours ago Apple, Adam 4 Dec 2014

Figure 21 The Recently Deleted Hubs list
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2. Click View to view the details of the hub.

View hub details »

Hub DocHub
Descrpbion
Created 23 May 2014
Deleted 9 Dec 2014
Sources 2 surveys

0 combined sources

Figure 22 Viewing the details of a deleted hub

3. Click Restore and then Restore hub to restore the deleted hub to the hub list.

Restore hub x

You are about to restore thes Hub, The hub will be undeleted and data syncing will resurmse

Hub DocHulb1
Descnpticn
Created 23 May 2014
Deleted 9 Dec 2014
Sources 2 surveys

0 combined sources

Restore hub Cance!

Figure 23 Restoring a deleted hub
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4. Combined Data Sources

Combining of data sources (see How to Create a Combined Data Source on page 21 for more information) can
be useful if:

e You may have a continually running survey (sometimes called a Tracker survey), for example the same
survey that is sent out every month for a year. This survey may include small changes each time it is sent
out to tailor it to changing circumstances etc. You can then combine the data from the 12 surveys to see
developments over the year.

e You may be running a VoC program for a large international company. Perhaps there are small
differences in the surveys sent out in the various countries to account for local customs and conditions.
Again, the data from all the surveys can be gathered together for overall reporting.

e You would like to look at several different surveys (both transactional and relationship) and compare some
key metrics such as for example overall satisfaction (OSAT) or Net Promoter Score™?! (NPS™) in the
same table or chart.

e You would for example like to compare how employees and customers answer if you have two surveys
that have asked the same questions to the two groups.

When the data sources are combined, questions that satisfy the comparison criteria are mapped automatically to
ensure the same questions from each source are merged (see The Mapping Rules on page 40 for more
information). Any questions in the additional survey(s) that do not satisfy the criteria will not be mapped; these you
can map manually (see Manual Mapping on page 33 for more information). You can also edit any existing
mappings, changing them or deleting them as required (see How to Edit a Mapping on page 26 for more
information).

For reporting, the combined data source will function as one data source irrespective of how many data sources
have been combined. However, the report will know which data source the specific data has come from, so the
report end user can see this information.

Note: Loop questions from a combined Hub data source cannot be added to an aggregated table in
Reportal.

4.1. How to Create a Combined Data Source

1. Inthe Hub Designer page, go to the Sources tab.
2. Click the Combine sources button.

The Select surveys to combine page opens. This page lists all the surveys that you have permission to
use.

Note: Only surveys that belong to the company to which the hub is registered, will be listed, and only
surveys that are launched with the production database can be added to the hub.

INPS and NET PROMOTER are registered trademarks of Satmetrix Systems, Inc., F. Reicheld, and Bain &
Company
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&® Confirmit = Hubs v DocHubi - 5406

SmartHub Cverview Sources Contacts ~

_ Cancel Next —

Name:

# Enter a name for the combined data source

All available

Search
Claims Survey - Doc p1843236675
Call Center Survey - Doc p1843236126
Call Center Survey p1842547802
Claims Survey p12842547664
Express test 1 p1339928855  NOT LAUNCHED
Documentation Survey 2014 p1838199766

Holmenkollstafetten 2014 p1709438508

Documentation User Survey p48898286
| oawscoririt N
Figure 24 The Select surveys to combine page

In the top field, give the Combined data source a name.
4. Check the boxes beside the surveys you wish to add to the source.

The first survey you select will be designated as the Master Survey. Once you have selected more than
one survey then you can change the Master Survey designation by clicking the appropriate button.

Note: When the combined data source is created, the hub makes a copy of the survey designated as the
master and merges the additional surveys into the copy. This means that the original survey is not
changed, but it also means that any changes made to the original survey after the data source is created
will not automatically be incorporated into the combined data source.

5. Click Next.

The Edit Mapping page opens. Here, all the variables for the surveys in the combined data source are
listed.

Note: The Search & Filter field allows you to quickly find a particular question by searching for the
question ID (see The Search and Filter Field on page 29 for more information)
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& Confirmit = Hubs ~

SmartHub Overview

DocHub1 - 5406

Sources Contacts -

SEARCH & FILTER

Combined data source

email (No title)

Email - Master

respondentMame (No...

Respondent Mame - Master

invitation Status (No t...

Invitation Status - Master

MASTER
Claims Survey - Doc
p1843236675

I
T
£

@

@

email (Mo title)

Email - Master

respondentName (No...

Respondent Name - Master

invitation Status (No t...

Invitation Status - Master

Claims Survey
p1842547664

email (No title)

Email - Master

respondentMame (No...

Respondent Mame - Master

invitation Status (No t...

Invitation Status - Master

Figure 25 Example of the Edit Mapping page when combining two sources

Those questions that have the same questionID, are of the same question type and that have the same
answer list or scale depending on type in all the selected sources, are automatically mapped (see The
Mapping Rules on page 40 for more information) and given a green tick indicator. Note that for questions
with reusable lists, all the questions mapped must use the use the same reusable list across the sources.
Any question that does not appear comparable in all the selected sources will be indicated with “No
match” in the appropriate question. You can then:

¢ View the mapping (see How to View a Mapping on page 25 for more information).
o Edit the mapping (see How to Edit a Mapping on page 26 for more information).

¢ Remove the indicated question from the combined source (see How to Remove a Question from a
Combined Data Source on page 31 for more information).

e You can remove the entire survey from the combined source (see How to Remove a Survey from a
Combined Data Source on page 32 for more information).

e Oryou can accept the mapping as it is and create the combined source, then edit the mappings manually
(see Manual Mapping on page 33 for more information).

6. When you are satisfied with the mapping, click Next.

The Review and finish page opens.
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._- Confirmit. = Hubs - DocHub1 - 5406

SmartHub Cverview Sources Contacts -

SEARCH & FILTER

Combined data source MASTER
Claims Survey - Doc Claims Survey
p1843236675 p1842547664
email (No title) email (Mo title) email (No title)
Email - Master Email - Master Email - Master
[ ]
respondentName (No... respondentName (No... respondentName (No...
Respondent Mame - Master Respondent Name - Master Respondent Mame - Master
invitation Status (No L... invitation Status (No t... invitation Status (No L...
Invitation Status - Master Invitation Status - Master Invitation Status - Master

Figure 26 Example of the Review and Finish page

This is essentially the same as the Edit mapping page but without the editing possibility. In the event you
wish to make further changes to the mapping, click the Back button to return to the Edit mapping page to
make the changes.

7. When you are satisfied with the questions, click Create combined data source.

The combined data source is created and saved, and you are returned to the Sources page. From here
you can edit the combined source, adding or removing surveys, editing the mapping and synchronizing
the data.

4.2. How to Map a Survey into an Existing Combined Data Source
Once you have a combined data source, you can add further surveys to that source at any time.

1. Inthe combined data source, click the + Map survey button.

The Select survey to combine page opens.

2. Check the box(es) for the survey(s) you wish to add to the combined data source, then click Next.

The Edit mapping page opens. Here, all the variables for the surveys in the combined data source are
listed. The variables that have the same questionID, are of the same type and that have the same answer
list or scale depending on type, are mapped automatically; other variables are listed with "No match”. You
can edit the mappings (see How to Edit a Mapping on page 26 for more information), remove any
questions from the selected surveys that you do not wish to include, and/or remove questions from the
combined data source (see How to Remove a Question from a Combined Data Source on page 31 for
more information).

3. Click Next.

The Review and finish page opens. Here you can check the variables and the mappings to ensure they
are correct before saving.

4. |If allis as required, click Save changes.
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You are returned to the Manage Source page for the combined data source.

4.3. Viewing and Editing the Mapping

Once a mapping has been made, you can view it and change or delete it if necessary.

Note: If you add a new question to a previously mapped survey and use a question ID that already exists
in the mapping, or if you change an existing question’s ID to one that has already been used elsewhere in
the mapping, then an error message is displayed. You must then change the “new” question ID in the
survey before you can proceed.

4.3.1. How to View a Mapping
To view a mapping:
1. Inthe Manage Source page, click the View/edit mapping button.

The View mapping page opens.

&® Confirmit.

SmartHub

Combined data source / Mapping

m Edit mapping

View mapping

SEARCH & FILTER

Combined data source

email (No title)

Email - Master

respondentName (No...

Respondent Name - Master

invitation Status (No t...

Invitation Status - Master

Claims Survey - Doc
p1843236675

I
T
f

7]

@

email (No title)

Email - Master

respondentMame (No...

Respondent Name - Master

invitation Status (No t...

Invitation Status - Master

Claims Survey
p1842547664
email (No title)

Email - Master

respondentMame (No...

Respondent Name - Master

invitation Status (No t...

Invitation Status - Master

Figure 27 Example of the View mapping page for a combined data source

Here, all the variables for the surveys in the combined data source are listed. Note that loop questions and
guestions containing loop references will not be listed and will not be processed. The number of questions
processed and the number actually mapped for each additional source are given at the top of the column.

For grid, multi or single questions you can click on the question to view the answers that are mapped and

the codes for those answers.
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Combined data source Call Canter Survey
o4 IssweResolved s, .. i IsseResolvedis. ..
£ woUr iBaue resndved? g oAl E3a0E rasolved T
Tas F Yas
Na Mo

Claims Survey

4 lssueResalved 15...

ur 880 resolve

Mo

Figure 28 Example of the answer and code details for a mapped single question

2. If you wish to make any changes to the mappings, click Edit mapping (see How to Edit a Mapping on

page 26 for more information).

4.3.2. How to Edit a Mapping

1. Inthe Manage Source page, click the View/edit mapping button then click Edit mapping.

The Edit mapping page opens and the editing functionality is activated.
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&® Confirmit. =

SmartHub

Sources Contacts -

Doc Hub1 - 4

Settings ~

Combined data source

Edit mapping

SEARCH & FILTER

Combined data source

email (No title)

Email - Master

respondentMame (No...

Respondent Name - Master

invitation Status (No ti...

Invitation Status - Master

Call Center Survey

email (No title)

Email - Master

respondentName (No...

Respondent Name - Master

invitation Status (No ti...

Invitation Status - Master

Cancel REFVCRAELLES

Claims Survey
p1000192 p1000295

email (No title)

Email - Master

respondentMame (No...

Respondent Name - Master

invitation Status (No ti...

Invitation Status - Master

Figure 29 Example of the Edit mapping page for a combined data source

This page displays the question in the combined data source in the first column. The second column
displays the questions in the survey that was selected to be the master survey. Subsequent columns
display the questions in the additional surveys. These questions may or may not be mapped, depending
on whether the mapping criteria were satisfied (see The Mapping Rules on page 40 for more information).

The Search & Filter field allows you to quickly find a particular question by searching for the question ID
(see The Search and Filter Field on page 29 for more information).

To edit a mapping for an additional survey:
2. Move your pointer into the appropriate question box. The box is highlighted and the edit icon for that box
appears in the lower-right corner.

pl8432366/ 3

email (Mo title)

Email - Master

b

Figure 30 Activating the edit icon for a question
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3. Click the edit icon to open a drop-down menu, then click Edit mapping.

The Edit mapping to overlay opens.

Edit mapping to X

emall (No title)

Email - Master

Not mapped questions

Account (No title) Account - Rel

accountRep (No title) Account Representative - Rel

g8RelationComments Relationship Comments Please provide any addtional
omments on your relationship with TechShop

Figure 31 The Edit mapping to overlay, Not mapped questions tab

e The Not mapped questions tablists all those questions in the additional survey that are of the same type
as the question in the master survey and that have not yet been mapped. Here you can choose an
unmapped question and map it to the question selected in the master survey (given in the upper-left
corner of the overlay - in this case email).

e The All questions tab lists all the questions in the additional survey that are of the same type as the
question in the master survey, whether or not they have been mapped. Here you can transfer a mapping
that has been made automatically, from another question to the question selected in the master survey.

Items in the list that according to the mapping rules match the current question have a green Suggested
icon. If you select a Suggested item the icon changes to Suggested & mapped. Items that match the
current question but are already mapped to another question have a gray Mapped icon. Items that
according to the mapping rules do not match the current question have no icon.

Note that a question can only be mapped once; if you transfer a mapping then the original mapping will be
deleted.
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Edit mapping to X
emall (No title)
Email - Master
All questions
email (No title) Email - Master
Mapped respondentName (No title) Respondent Name - Master
Mapped Product (No title) Product - Trx

casenumber_1 (No title)

Mapped caliCenter (No title) Call Center - Trx
Magiped Supervisor (No title) Supervisor - Trx
Mapped serviceRep (No title) Service Rep - Trx

Figure 32 The Edit mapping to overlay, All questions tab

In the event the overlay lists a large number of questions, you can use the Search field to filter the list.
Start typing the question ID into the field; as you type, the list will be filtered to include only those
guestions where the ID matches the typed characters.

4. On completion, click Save changes.

You are returned to the Manage Source page for the combined data source.

4.3.2.1. The Search and Filter Field

The Edit Mapping page includes a Search and Filter field to simplify searching for the required question. Click on
the field to open it.

SEARCH & FILTER
Cinly show emors
Combined data source MASTER

Call Center Survey Claims Survey
i RRNSNA nl IRARS

Figure 33 The Search and Filter field

e Start typing the required question ID into the field. The list of questions will be filtered as you type to show
only those questions where the question ID starts with the typed characters.

e Only show errors - when you combine surveys and a problem is discovered, perhaps a question has
been deleted from one of the surveys, then an error message is displayed describing the problem. If the
mapping contains a large number of questions then you can check this box to display only the questions
with error messages.
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Edit mapping

SEARCH & FILTER
‘Seanch question 1D

Combined data source
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conn (D

Claims Swrvey - Doc

pl1B43F36615

Figure 34 Only showing the errors

More information regarding the error is available on the question (see Mapping Errors on page 30 for more
information), and you can map the errors manually to remove them (see Manual Mapping on page 33 for more

information).

4.3.2.2. Mapping Errors

When a problem is discovered in a combined data source, perhaps a question has been deleted from one of the

surveys, then an error is indicated.

View mapping

SEARCH & FILTER

Combined data source

q3 Overall Satisfactio...
Using a scale of 1 1o 10, where 1
Is Very Dissatisfied and 10 is Very

g4_lssueResolved Is...

Is your issue resoived? (1]

Call Center Survey - Doc
p1843236126

q3 Overall Satisfactio...
Using a scale of 1 10 10, where 1
is Very Dissatisfied and 10 1s Very

q4_IssueResolved Is...

Is your issue resolved?

Figure 35 An error

Coone et mamig

Claims Survey - Doc

p1843236675

Move the pointer over the ! icon to show information about the status and the number of naotifications for this

question.
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Status
o_IssueResolved Is... 2 data sources are mapped 1o is
15 yiour issue resolved? ﬁ fiekd Juest jeleted

There is 1 notification for this

guestion

Figure 36 Example of the status and notification message

Move the pointer over the question box to show information about the actual problem.

IS Very IISSansneg ang 1V s very IS Very LASSansnea ang TU s very
q4_1_IssueResolved not found n the
mapped source
q4_IssueResolved Is... q4_IssueResolved Is...
Is your issue resolved? 0 Is your issue resolved? Jueshon d

Figure 37 Example of the problem message

To remove the problem you can edit the mapping, removing the question from the mapping or mapping a different
question.

4.3.3. How to Remove a Question from a Combined Data Source
To remove a question from a combined source:
1. Inthe Manage Source page, click the View/edit mapping button.
The View mapping page opens.
2. Click Edit mapping.
The Edit mapping page opens.

3. Inthe Combined data source column, find the question for the survey you wish to remove then click the X
button in the upper-right corner of that question box.

SEARCH & FILTER

Combined data source MASTEF
TechSt

pid21

All ques

email (No title) [
Email - Master Email
ragnnndanthlama (Kn r

Figure 38 Removing a question from a combined data source
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A confirmation overlay opens.

Remove question? x

Are you sure you want to remove this question? The question and its data will
be permanently removed from the combined data source and may affect
reports using this data

email (No title)
Email - Master

Remove question ance

Figure 39 Example of the confirmation overlay

4. Click Remove question to confirm the removal.

Note: The question and its data will be permanently removed from the combined data source and this will
affect reports using this data. Only the combined data source is effected; the surveys used in the source
are not changed.

4.3.4. How to Remove a Survey from a Combined Data Source
To remove a survey from a combined source:

1. Inthe Manage Source page, click the View/edit mapping button.

The View mapping page opens.

2. Click Edit mapping.
The Edit mapping page opens.

3. Find the column for the survey you wish to remove, then click the X button in the upper-right corner of that
column.

%

Claims Survey
p1000248

2

email (No title)

Email - Master

reennnrantiamea (N0

Figure 40 Removing a survey
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A confirmation overlay opens.

Remove survey? X

The survey and it data will be permanently removed from the combined data

source and may affect reports using this data

TechShop Portal - Relationship Survey p1321084

3 of 11 questions mapped

Figure 41 Example of the confirmation overlay

4. Click Remove survey to confirm the removal.

Note: The survey and its data will be permanently removed from the combined data source and this will
affect reports using this data. Only the combined data source is effected; the surveys used in the source
are not changed.

4.4. Manual Mapping

In the event some questions will not map automatically, or you wish to edit mappings that have been made, you
can do this manually. The questions that will be made available to you for mapping will depend on the question
type that is selected in the master survey.

4.4.1. Mapping Questions with Different QIDs

When creating a combined data source, there may be cases when corresponding questions that you want to be
mapped have different question IDs. In this case you can map the questions manually. In this example, the
guestion g4_lssueResolved in the master survey is to be mapped with the question g4_1_IssueResolved in the
additional survey. To do this:

1. Create the combined data source.

2. Open the source and click View/Edit mapping.

3. Click Edit mapping.

4. Find the question that hasn’t been mapped because of the different question IDs.
5

Place the pointer into the unmapped question to show the edit icon, click the icon and select Edit
mapping.
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SEARCH & FILTER

Combined data source

Call Center Survey

Cancel EEIRLELTES

Claims Survey

p1905115 p1905289
All questions mapped 12 of 16 mapped
q3 Overall Satisfactio... q3 Overall Satisfactio...
Using a scale of 1 to 10, where 1 Using a scale of 1 to 10, where 1 No match
iz Very Dissatisfied and 10 is Very iz Wery Dissatisfied and 10 is Very
field 1 of 1 fields mapped
I-----------------‘I
q4_lssueResolved ls... q4_lssueResolved Is... 1 o
1
Iz your issue resolved? Iz your issue resolved? No match 1

2 answers

2 0f 2 answers mapped

Edit mapping

Figure 42 Editing the mapping

The Edit mapping to overlay opens listing all the unmapped questions of the same question type that have

the same answer list.
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Edit mapping to p 4

q4_lssueResolved Issue Resolved
Is your issue resolved?

Not mapped questions All questions

gd_1_lssueResolved Issue Resolved Is your issue resolved?

Figure 43 The unmapped question suggested for mapping

6. Find the question that you wish to map (in this case there is only one suggestion), select it and click
Insert.

Note: In this case the question name has merely been changed slightly to illustrate the situation

The mapping is performed.

4_lIssueResolved Is... q4_lssueResolved Is... g4_1_lssueResolved...

Is your issue resolved? Is your issue resolved? Is your issue resolved?

Figure 44 The questions with different question IDs are mapped

7. Assuming this is correct, click Save changes to return to the View mapping page.
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4.4.2. Mapping Single Questions to Grids

Under certain circumstances when importing data, the format of grid data can be lost. In these cases you may
wish to map the resulting single data (grid questions are really only a “group” of single questions) back to a grid
question for reporting purposes. This is hecessarily a manual process - choosing which questions are to be
mapped cannot be automated.

The example here uses two surveys. In survey 1 (the master survey) g3 is a grid question, while in survey 2 (the
additional source survey) g3 is a single question. The purpose of the exercise is to map the single question in
survey 2 to the grid question in survey 1.

To do this:

1. Inthe hub, combine the two sources (see How to Create a Combined Data Source on page 21 for more
information).

Use the survey containing the grid as the master, and the other with the single questions as the additional
source.

& Confirmmit

SmartHub

.

SEARCH & FILTER

Onby Shivs emors

Combined data source W& ETER
Call Cenper Sunmey Claims Survey
plADSIZT ADE1 4
03 Overall Safistacto., 3 Owerall SatisTactio
sng & stake of 1 o 10, whans Using a szale of 190 10, whare 1
s Vigry Disgatished and 10 is Very 5 vary Dissafisted and 10 is ¥ary

Figure 45 The combined source contains the grid but there is no match
Note that the combined source includes the grid question in the master but nothing in the second as there
is no grid to match to.

2. Click on the grid question to open the grid into its separate single questions.
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Fields details: g3 Overall Satisfaction with TechShop x
Combined data source Call Center Survey Claims Survey
03 Owverall Satisfactio... q3 Owverall Satisfactio...
Using a scale of 1 to 10, where 1 Using a scale of 110 10, where 1 N |
5 Viery Dissatisfied and 10 is Viery 5 Very Dissatisfied and 10 15 Viery
03_OSAT (No tithe) Q3_OSAT (No tithe) No match

Figure 46 The grid fields
3. Move the pointer over the single question to show the Edit icon, click this to open the drop-down menu,

and select Edit mapping to open the Edit Mapping overlay.

The single questions that are available in the data source to be mapped are displayed.
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Edit mapping to x

gI_OSAT (Mo title)
From g3 Owverall Satisfaction with TechShop Using a scale of 1 to 10, where 1 is Very
Dissatisfied and 10 i Very Satisfied, please rate your overall satisfaction with TechShop

Not mapped fields Al fields

q3 Owverall Satisfaction with TechShop Using a scale of 1 to 10, where 1 is Very
Dissatisfied and 10 is Very Satished, please rate your overall salisfac ion with TechShop

Figure 47 The available single questions

4. Select the single question that is to be mapped to the current grid question.
5. Click Insert.

6. The single question is mapped.
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Fields details: g3 Overall Satisfaction with TechShop x
Combined data source Call Center Survey Claims Survey
g3 Overall Satisfactio... q3 Overall Satisfactio...
Using a scale of 1 to 10, where 1 Using a scale of 1 to 10, where 1
sVery Dissatisfied and 10 is Very is Very Dissatisfied and 10 is Very
q3_OSAT [No title) q3_0SAT (No title) g3 Overall Satisfactio...

Figure 48 The single question is mapped

7. In this case there is only one single question that needs to be mapped. In the event there are more, repeat
the procedure for all the available single questions.

8. On completion, click the X button in the upper-right corner of the overlay to return to the Edit mapping
page.

2 Edit mapping

SEARCH & FILTER

Combined data source MASTER
Call Center Survey Claims Survey
p1000228 p1000115
g3 Overall Satisfactio... g3 Overall Satisfactio...
Using a scale of 1 to 10, where 1 Using a scale of 1 to 10, where 1
is Viery Dissatisfied and 10 is Very 5 Very Dissatisfied and 10 is Very

rd leenaBacnkiad e md lesiaRasnhuard le nd leenaRacsnhrad ls

Figure 49 The grid is now mapped
To change a mapping, click Edit/Remove and select Remove.

9. On completion click Next in the upper-right corner of the page to move on to the next stage in the creation
process.
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4.5. The Mapping Rules

To ensure that the correct questions are merged when data sources are combined, automatic mapping
functionality is provided in SmartHub. The hub will suggest mappings for questions depending on the following
criteria:

e For Single, Open, Numeric, Multi and Date questions, the questions must be of the same type, they must
have the same questionID, and Single and Multi questions must have the same answer list.

e For Grid, Open text list, Numeric list and Ranking questions, mapping will be performed at the field level
(that is, for each answer). The questions must be of the same type, they must have the same questionID
and Grid questions must have the same scale. They can have different answer lists, but if so, only
matching answers will be mapped. For example, for a grid g1 with items 1, 2, 3 in survey A and a grid g1
with items 1 and 3 in survey B, fields q1_1 and g1_3 will be mapped between the two surveys.

e "Other - specify" questions will be mapped if the questions they belong to are mapped according to the
rules above and they belong to the same answer list item.

e Questions with reusable lists will only be mapped if the same reusable list is used across all the sources
(same list id, same number of items, same codes etc.).

Note: The system does not compare the question and answer texts within the questions as these may be
different in different countries. You are therefore recommended to check all mappings before confirming
them.
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5. Contact Databases

A contact database allows you to gain greater understanding of your customers, employees or other contacts by
creating a central store of their key information and a history of their transactions. This enables you to track their
feedback and responses over time. The hub uses a single repository for all the data, such as name, email,
address, gender, age etc. known as a “Contact database” (see How to Create a Contact Database on page 42 for
more information).

Using a key such as “customerid” or “email”, you can link to all the different data sources with contact data
(transactional/relationship/ad-hoc surveys, CRM data, support emails etc.), in a one-to-many relation (one
contact, several responses in one or more surveys). Several types of contact databases can be included in a Hub,
for example databases for customers, employees, agents, partners etc.

Surveys that are added to a hub can be linked to a Contact Database using a key (for example customerid or
email). This linkage can be performed at any stage: before sample is uploaded and data collection has started,
and also during data collection or even after the survey has been closed.

This provides the following benefits:

e Users can use data from the contact database in reporting and analytics on any survey that is linked,
without first having to bring all the customer data into the survey as background variables.

e There is only one repository to maintain if data must be corrected, new customer data must be added etc.

Note: When creating a contact database from a survey, at least one of the variables in the survey must be
a background variable. This is to ensure there is a key field available.

5.1. New User

When you open the Contact Databases page, if you already have a contact database this will be presented. If you
have no databases yet, the database creation page opens.

& Confirmit = DataHubs

Hub D.yw Overview Sources Hierarchies Permissions

Contact Databases

Customers Employees Other...

Figure 50 The Contact Databases creation page
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Here you can create databases for customers, employees and "others", based on information extracted from
fields in a hub survey (see How to Create a Contact Database on page 42 for more information). Note that you
can also go to Confirmit Authoring and create a database from the bottom up.

5.2. Synchronizing Background Data from a Survey to a Contact
Database

A Contact Database can be created and populated from background variables in a survey. Once the survey is
linked and you have selected background variables to bring into the contact database, the contact database will
be created and data will be continuously synchronized, automatically, from the survey to the contact database.
The background variables that should be brought over to the contact database should be variables that hold data
on the contact level, not those that are specific to each transaction.

= ‘.'ja Hotel stay satisfaction survey (p2511561463)

= O Backaround YA0RDIes, ..o e PO e reees = (28 Customer Database (p2511559374)
gg customerID - Customer ID (Open) f‘j! customerID - Customer ID (Open)
] name - Name (Open) I {44 name - Name (Open)
(] email (Open) - (] email (Open)
,; country (Single) o LJ: country (Single)

|35 aty (Single)

"

hotel (Single)

1 checkindate (Date)
) checkoutdate (Date)

3- | satisfaction (Single)

3=|NPS (Single)
| comments (Open)

Figure 51 Synchronizing data

The synchronization will add the customer record if it doesn’t already exist in the contact database. If it already
exists, it will compare existing values with new values. If there are no changes, no updates will be performed on
the contact database. If there are changes however, these will be recorded.

The synchronization will also add a record for this survey in an activity log.

You can have multiple surveys linked to the same contact database provided they all have the key field in the
background data.

5.3. How to Create a Contact Database
There are several methods of creating a new contact database:

1. You can go to the SmartHub menu bar and click Contacts > Add contact database > Based on a
survey. You are then taken directly to the page shown in the first figure below; follow the procedure from
there as described.

2. You can go to the SmartHub menu bar and click Contacts > Add contact database > From scratch in
Authoring. You are taken to the Confirmit Authoring Home page. In the Quick Access menu on the left
side of the page click Contact Databases to open the Contact Database List, and proceed from there.
Refer to the Authoring User Guide for further information.

3.  You can open the Hub Designer page and in the Activities menu, click View Contact Databases. If you
do not yet have access to a database, the Contact Database start page opens (see New User on page 41
for more information). In this case, click the button for the type of database you wish to create. If you
already have one or more contact databases in your hub, then the Create New Contact Database page
opens.
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& Confirmit

SmartHub

1 Name & type Cance| m

Type of contacts
- Choose a type - A

Ceontact database name

Figure 52 The Create Contact Database page

Note that you can change the type of contacts at any time by selecting a different option from the Type of
Contacts drop-down.

The process for creating a new contact database really starts here:
1. Inthe Create New Contact Database page, give your new database a name then click Next.

The Select Source page opens. This page lists all the surveys that are currently linked into your hub.

-'.— Confirmit

SmartHub

t database Name: Doc contactdb Source: Holmenkolistafetten 2014 p1T08438508

o 2
e (D

Haolmenkolistateten 2012
Heolmenkollstaletien 2013

. Holmenkolistatetten 2014

Figure 53 Selecting the source

2. Select a survey from the list then click Next.

The Select Background Variables page opens. This page lists all the background variables that are
included in the selected survey.
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_
&= Confirmit

SmartHub

Create new contact database MName: Doc contact db Souree: Holmenkolstafetten 2014 p1T004 38508

1 Name & type " | 2Selectsource o | 3 Select background vanables

All available " 0 ]

' name  Manme

v usend

Figure 54 Selecting the background variables

3. Check the box beside each variable that you wish to include in your contact database, then click Next.

The Configure linking page opens.

& Confirmit

SmartHub

reate new contact database Name: Doc contactdb Source: Holmenkolistafetten 2014 p1T09438508

1 Mame & type " | 2 Select source | 3 Select background variables | 4 Configure linking

Source field Action Contact database field Key field Keep history Results
name Name CTEEtE NEw . Naime m
userid ink to v Cantactid v =3

Figure 55 Configuring the linking options

4. Click in the Action field for each variable and select whether you wish to create a new field or link the
variable to an existing field.

5. If you select to link a variable to an existing field, go to the Field name field for that variable and select the
field you wish to link it to.

The key field for your contacts, such as a customer id or email, must be linked to the system field
“contactid”.

6. If you wish to keep the history for a background variable, so that when you report on variables in the
contact database the reports will be based on what the value was at the time of the survey, click on the
Keep history button for the appropriate variable to toggle it to On.

Variables for which it could make sense to keep the history could for example be location, whereas for
variables such as name and dateofbirth (which don't change) it will not make sense to keep the history.

7. Click Next.

The Review and finish page opens.

8. Check your settings and if everything is correct, click Save.

The contact database is created and you are returned to the Manage ... database page.
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5.4. The Contact Database Page Header Tools
The Contact Database page header bar contains two tools:

e +Link survey- enables you to link an additional data source to the contact database (see How to Link an
Additional Survey to a Contact Database on page 45 for more information).

e Settings - opens a drop-down menu enabling you to perform actions on the contact database.
o Edit name and type of contacts - opens the Edit contact database overlay.

o Contact frequency rules - set up rules to prevent respondents being sent excessive numbers of emails
(see Contact Frequency Rules on page 51 for more information).

5.5. How to Link an Additional Survey to a Contact Database

1. Inthe Contacts tab, open the contact database that you wish to work with.
The Manage ... database page opens.

2. Click the + Link survey button.

The Link survey page opens. This page lists all the surveys that have been added as sources in your hub.

& Confirmit = Helm -

Srrarthub

WFS Contacts

Testing deleting mulli question
Cither non - compunds 2
compaound best

Testrg compound combined

Mon compound combined

Figure 56 Example of the Link survey page for a contact database
3. Select the survey you wish to link to your contact database then click Next.

The Select Background Variables page opens. This page lists all the background variables that are
included in the selected survey.
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& Confirmit

SmartHub

2 Select background vanables

All available Mat B
Search
~  name MName Match name
v usend Comtactid [0

Figure 57 Selecting the background variables

4. Check the box beside each variable that you wish to include in your contact database, then click Next.

The Configure linking page opens.

& Confirmit

SmartHub

1 Select source " | 2 Select background vanables « | 3 Conhgure inking Can

Source field Action Contact database field Key field Keep history Results
name Mame link to ' e e ON
userid link; o w Contactid w m

Figure 58 Configuring the linking options

5. Click in the Action field for each variable and select whether you wish to create a new field or link the
variable to an existing field.

6. If you select to link a variable to an existing field, go to the Field name field for that variable and select the
field you wish to link it to.

The key field for your contacts, such as a customer id or email, must be linked to the system field
“contactid”.

7. If you wish to keep the history for a background variable, so that when you report on variables in the
contact database the reports will be based on what the value was at the time of the survey, click on the
Keep history button for the appropriate variable to toggle it to On.

Variables for which it could make sense to keep the history could for example be location, whereas for
variables such as name and dateofbirth (which don't change) it will not make sense to keep the history.

8. Click Next.
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The Review page opens.

9. Check your settings and if everything is correct, click Save.

The contact database is updated and you are returned to the Manage ... database page.

5.6. The Contact Database Action Menu

Each Contact database source has an Action menu that contains commands applicable to the specific source in
the database. To open this menu, click the Action icon 'ﬂ' for the relevant source.

e View and edit fields - enables you to manage the fields used by the contact database (see Viewing and
Editing Fields on page 47 for more information).

5.6.1. Viewing and Editing Fields

Once you have a contact database in your hub you can view the settings and edit them at any time.

1. From the Manage ... database page, click the Action icon 'ﬂ' for a source and select View and edit
fields.

The Select background variables page opens.

-'l-_- Confirrmit

Smariub

1 Seleci background vanables

Al wenilalslis 6 |
¥  ComtactiD Lak Cantactid [[IER
¥ Hama Laict Pdame
v Gande daich Cerder
v Cily taich Caby
¥  Country Agkh Caounkry
¥ Apcount pact ACoouni

Figure 59 Example of the Select background variables page

This page lists the background variables available in the source. Here you can select and deselect
variables as required. In the event the list is extensive, use the Search field - as you type characters into
the field the list is reduced to show only those variables with names starting with the characters you type.

2. Select and deselect background variables as required.
3. Click Next.

The Configure linking page opens.
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Figure 60 Example of the Configure linking page

4. For each Source field you can edit the Action and the linked Contact database field as necessary.

5. Ifyou select to link a variable to an existing field, go to the Contact database field for that variable and
select the field you wish to link it to.

Note: The key field for your contacts, such as customer id or email, must be linked to the system field
“contactid”.

6. If you wish to keep the history for a background variable so that the contact database will keep track of
previous values for variables that change over time, click on the Keep history button for the appropriate
variable to toggle it to On.

Variables for which it could make sense to keep the history could for example be location, whereas for
variables such as name and dateofbirth (which don't change) it would not make sense to keep the history.

7. Click Next.

The Review and finish page opens.

8. Check your settings and if everything is correct, click Save.

The changes to the contact database are saved and you are returned to the Manage ... database page.
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6. Editing Question Labels in Sources

You may find that the question labels used in a data source in your hub are not suitable to be used in your
reports; the labels may be too long, or inappropriate. In this event you can download from the hub an Excel™
document containing the existing labels for the questions in a source. You can then edit the label texts in the
Excel document, and upload the same Excel document back to the hub and over-write the original label texts with
your new texts.

This allows you to create shorter, better texts for use in reports and dashboards than those used in the survey.
The new texts will take effect in the reports the next time the source is synchronized, and will affect any reports
based on that hub (Reportal, Active Dashboard, Discovery Analytics). Note that you can do this for sources,
combined sources and contact databases.

1. Inthe SmartHub, go to Sources, then click on the source for which you wish to override the labels.

The manage Source page opens.

2. Goto Settings > Override Labels.

Remove source | Settings ~

Data synchronisation

Owvemde labels
—

Figure 61 Accessing the Override Labels functionality

The Override Labels overlay opens.

Override Labels x

1.Download Excel® template
et started by downloading the Excel template with existing labels and overmrides.

Download

Z2.Upload Excel® file with overmides
Once you are done with the overrides, upload the Excel file here.

Select file

Figure 62 The Override Labels overlay

3. Click Download.

A message appears across the bottom of the window asking you what you want done with the file.
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Do you want to open or save Overridelabels.xlsx (13,1 KB] from author.testlab.firmglobal.net?

Open Save Cancel

Figure 63 The open or save message

4. Click Open or select a Save option as appropriate.

The Excel file lists all the labels used in the selected source, with the variables, variable list items and
reusable list items presented on separate sheets. Note that the Level column indicates the level in a loop
where the variable is located; <root> means the variable is in the top level.

| A B C D
1 |Level Variable Criginal - English 9 - English
2 |<root- responseid
3 |<root= status Interview Status
4 |<root> interview_start Interview Start
5 |<root= interview_end Interview End
E |<root= lastchannel Last channel used
7 |<root- lastdevicetype Last device used
8 |<root- lastrenderingmode Last rendering mode used
9 [<root= last_touched Last Touched
10 |<root> first_question_on_last_page displayet Dropout question
11 |<=root= email Email - Master
12 |<root> respondentMame Respondent Name - Master
13 |<root= invitationStatus Inwitation Status - Master
14 |<root= Product Product - Trx
15 |<root= casenumber_1
16 |<root= claimstatus
17 |<root= caselreationDate Case Creation Date-Trx
13 |<root= caseResolutionDate Case Resolution Date-Trx
1% |<root= callCenter Call Center-Trx
20 |<root= Supervisor Supervisor-Trx
21 |“root> serviceRep Service Rep-Trx
22 |<root> callRecordingTrx Call Recording-Trx
73 | Srnat= n? Ratine nf TerhShnn nerformance

Variables

Variable List Items Reusable List Itemns

Figure 64 Example of the resulting Excel file

You can now edit the texts as required. Type the desired texts into the column for the appropriate

language. For example in the case above, if you wanted the text for the Status variable to read just Status
in English instead of Interview Status, then type the word Status into cell D3. On completion save the
changes then:

5. Goto the Settings > Override Labels menu command and click Select file.
A standard file selection window opens.
6. Browse to and select the Excel file, and click Open.

The Excel file is uploaded, overwriting the original labels with your new texts. The new texts will take effect in the
reports the next time the source is synchronized, and will affect any reports based on that hub.

Note: If you download the Excel file again after having performed an override, the Excel file will have
<overridden> in the column for the original labels where those labels have been overridden. If you want to
go back to the original text, delete the text that has been added in the override column.
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7. Contact Frequency Rules

If your respondents feel that they are being inundated with an endless shower of survey invitation emails, they will
rapidly lose interest and possibly block your emails. Contact frequency rules allow you to control how often your
contacts receive survey invitations. You can set up rules for individual surveys or groups of surveys to prevent
email invitations being sent to respondents if they have previously received an email within a specified number of
days.

Contact Frequency Rules only apply to surveys that have been added to the hub and linked to the contact
database. The Rules do not apply to reminder emails if the original invitation was not stopped by the contact
frequency rules.

You can set up three types of rule:

e Global rules that apply across all surveys (see How to Apply a Global Rule on page 51 for more
information).

e Survey-specific rules that apply only to specific surveys (see How to Add a Survey-Specific Rule on page
52 for more information).

e You can also create groups of surveys with specific delays (see How to Create a Group on page 54 for
more information).

7.1. How to Apply a Global Rule

Global rules apply to all contacts in all surveys linked to this contact database, with the exception of the contacts
in surveys that have survey-specific rules set, either individually or as part of a group of surveys. To apply a global
rule to a contact database:

1. Inthe hub, go to the contact database for which you wish to set up a contact frequency rule.
2. Select View and manage to open the Manage .... database page.

3. Inthe Settings menu, select Contact Frequency Rules.

&7 Confirmit —

SmarHub

Etbae ]
Contact database D p20D04T1353 + Link survey m

Edit narme and bype of conlacts
¥

Lkata symcronisation

) "
Remaove conlact database

Figure 65 Opening the Contact Frequency Rules functionality

The Contact Frequency Rules page opens.
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& Confirmit
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Contact frequency rules

Global
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Survey specifc

Figure 66 The Contact Frequency Rules page

4. Click Apply a global rule.
The input field opens.

Global

[5] Days between survey invitations m

Camrans emamifiss
Figure 67 The delay input field and controls

5. Type the required number of "delay days" into the field.

This must be a positive number or zero, and specifies the minimum number of days that must elapse
between emails. For example, if you send emails to your contacts on a Monday and the Delay-days
specified in the rule is 3, then the earliest you can send the next email to those contacts will be the Friday
of that week.

6. Click Save.

The rule is saved against that contact database. You can edit the delay (click the Edit icon .~ ) or delete
the rule (click the Delete icon and confirm) at any time.

7.2. How to Add a Survey-Specific Rule

Survey-specific rules override the global rule (if one is applied), and apply only to the contacts in the surveys
added. You can set rules on individual surveys (see below), or you can create a group of surveys and set a rule
for the group as a whole (see How to Create a Group on page 54 for more information). To set rules on individual
surveys:

1. Inthe hub, go to the contact database to which you wish to add a survey with a specific contact frequency
rule.

2. Inthe Settings menu, select Contact Frequency Rules.
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Figure 68 Opening the Contact Frequency Rules functionality

The Contact Frequency Rules page opens.

&7 Confirmit

SmarHub

Conlact frequancy rules

Contact frequency rules
Global
B
Survey specific

Figure 69 The Contact Frequency Rules page

3. Click + Add surveys.

The Add surveys with specific frequency rules overlay opens.
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® Apply survey rule days between survey invitations

Select group -
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Figure 70 The Add surveys... overlay

This page lists the surveys that are included in the contact database.
4. Select the survey or surveys that you wish to apply a specific rule to.
Type the required number of "delay days" into the field.

This must be a positive number or zero, and specifies the minimum number of days that must elapse
between emails. For example, if you send emails to your contacts on a Monday and the Delay-days
specified in the rule is 3, then the earliest you can send the next email to those contacts will be the Friday
of that week.

6. Click Add Surveys.
The rule is saved against that contact database in the Survey Specific part of the list, and details which
survey from the contact database it applies to. You can edit the delay (click the Edit icon -~ ) or delete the
rule (click the Delete icon and confirm) at any time.
7.3. How to Create a Group
You can create a group of surveys and set a rule for the group as a whole.

1. Inthe hub, go to the contact database to which you wish to create a group.

2. Inthe Settings menu, select Contact Frequency Rules.
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Figure 71 Opening the Contact Frequency Rules functionality

The Contact Frequency Rules page opens.

&7 Confirmit
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Figure 72 The Contact Frequency Rules page

3. Click Create group.

The Create group overlay opens.
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Figure 73 The Create group overlay

4. Type in a name for the new group.
5. Type the required number of "delay days" into the field.

This must be a positive number or zero, and specifies the minimum number of days that must elapse
between emails. For example, if you send emails to your contacts on a Monday and the Delay-days
specified in the rule is 3, then the earliest you can send the next email to those contacts will be the Friday
of that week.

6. Click Save.

The group is saved against that contact database in the Survey Specific part of the list. You now need to
add surveys to the group.

7. Click the Add Surveys icon

The Add surveys with specific frequency rules overlay opens.
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Figure 74 The Add surveys... overlay

This page lists the surveys that are included in the contact database that do not already have specific
rules applied.

8. Select the surveys that you wish to add to the group.
9. Type the required number of "delay days" into the field.

This must be a positive number or zero, and specifies the minimum number of days that must elapse
between emails. For example, if you send emails to your contacts on a Monday and the Delay-days
specified in the rule is 3, then the earliest you can send the next email to those contacts will be the Friday
of that week.

10. If you have several groups available, select the group you wish to add the surveys to.
11. Click Add Surveys.
The group is saved against that contact database in the Survey Specific part of the list, and details which

surveys from the contact database it applies to. You can edit the delay (click the Edit icon .~ ), add further

surveys to the group (click the Add Surveys icon ) or delete the rule (click the Delete icon and
confirm) at any time.
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8. The Settings Menu

Click on the Settings menu in the toolbar to open the Settings page, or hover the mouse pointer over the menu
command to open the menu, then select an item directly from the menu. Note that there is a separate Settings
button on the Manage Source page that provides access to different functionality (see The Manage Source Page
on page 11 for more information).

Note: You cannot delete a hub via the Settings menu; you must open the Setting page to access the
Delete Hub button.

#® Confirmit = Hubs +  DocHubl 2

SmartHub Owverview Sources Contacts = Seftings ~

Settings

Jub pe ssions

/0 Grant users access to this Hub Manage permissions
1 user
storage usage
View overall storage usage for this Hub and its data sources View storage usage
<1 MB total storage usage
View and_reslurf.—' EQches that have been removed from this Hub. Removed sources Vi i
are kept for 30 days
3 removed sources

Delete hub

Figure 75 The Settings page

e Hub permissions - give users access to this hub (see Hub Permissions on page 58 for more information).

e Storage usage - Confirmit SaaS clients may store up to 10 GB of data. For larger data volumes,
additional costs apply. Use this option to check how much storage capacity you have used (see Storage
Usage on page 60 for more information).

¢ Removed sources - lists any sources that have been removed from the hub, and allows you to restore
them if desired (see How to Restore a Source on page 61 for more information).

e Delete hub - (only available on the Settings page) click to delete the hub (see How to Delete a Hub on
page 17 for more information).

8.1. Hub Permissions

The Hub Permissions page allows you to specify who can manage the hub and who can only view it. Here you
can add users to the list from your company or other companies, remove users from the list, and allocate
permissions to individual users or groups of users.

Note: Report end users will not have access to the Hub Designer, though they will have access to reports
created using data from the hub.
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To open the Hub permissions page, go to the Settings > Permissions menu item.

#® Confirmit = Hubs +  DocHubl « 28

SmarlHub Owverview Sources Conlacls - Seftings ~

Permissions

Hub permissions [ Add users - |

Users User ID Permission

Apple, Adam nigelb Manage ¥

Figure 76 Example of the Hub Permissions page

The hub will by default enable you to add users registered in your own company (see How to Add Users to the
Permissions List on page 59 for more information). If you wish to add users from a different company, click the
down-arrow beside the Add users button and select From another company (see How to Add Users from
Another Company on page 60 for more information).

e To change the access permission for a user, click the down-arrow in the Permission column for that user
and select the desired permission.

o View - the user can see all the information in the hub, how it is defined etc. but cannot change any
settings, add sources, set permissions etc. The user can access the hub in Reportal (refer to the
Reportal User Guide for further details).

o Manage - the user can see all the information in the hub (as View) and in addition can change the setup,
permissions etc.

e To change the access permission for a number of users, check the boxes beside the users you wish to
change, click Apply to selected then click on the appropriate action.

e To remove a user from the Permissions list, click the X button in the Permission column for that user and
then confirm the removal.

e Toremove a number of users simultaneously, check the boxes beside the users you wish to remove, click
Apply to selected then click Revoke access and confirm the action.

8.1.1. How to Add Users to the Permissions List
To add users from your own company to the Permissions list:
1. Click Add users.

2. Inthe Add users overlay which appears, check the boxes beside those users you wish to add to the
permissions list for this hub.
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In the event the list is extensive you can type search criteria into the Search field and press Enter to
search for users whose names begin with the input criteria.

To acquire a better overview of the users you have selected, click Show selected; this removes any
names that you have not selected. Click Show all to redisplay the full list.

3. When you have selected the users you wish to add to the Permissions list, click Add users.

The selected users are added to the Permissions list.

8.1.2. How to Add Users from Another Company

To add a user from another company to the Permissions list, you will need to have the user's User Key available.
Typically, an external user will send you their user key by email; the user's key is displayed towards the top of that
user's Confirmit User Settings page.

1. Once you have the user key available, click the down-arrow beside the Add users button and select
From another company.

2. Enter the user key(s) into the field.
3. Select the permission you wish to give that user; View (default) or Manage.
4. Click Add users.

The selected users are added to the Permissions list.

8.2. Storage Usage

For Confirmit SaaS clients, SmartHub is offered with at no additional cost for up to 10 GB of data. For larger data
volumes, additional costs apply. Use this menu command to check how much storage the hub has used.

& Confirmit

SmarHub Ovenview Sources Conlacls - Selings ~

Storage usage < MB tota storage usage
Source Size Fields Records
=1 MB 3] 217
=1 MB 6 42

Figure 77 The Storage page

Click on a source to go to that source.
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8.3. Removed Sources

This menu command lists any sources that have been removed from the hub. When a source is removed from the
hub, it will remain listed on this page for a period of 30 days after the removal operation. During this period you
can restore the source if so desired.

8.3.1. How to Restore a Source

If a source is deleted from your hub, it will remain in the system for a period of 30 days. During this period it will be
listed under Removed sources in the hub's Settings menu. To restore a removed source:

1. While in the hub, go to the Settings > Removed sources menu item.

The Removed sources page opens.

& Confirmitt. =  Hubs =

SmartHub Owverview Contacts = Seftings ~

Removed sources o Removed sources are kept for 30 days and may be restored during this penod
Sort -
Remowved Removed by Fields Records Size
Documentation Survey 2011 4 hours ago Apple, Adam 0 o <1 MB
Aoimenkallstatetien 2074 5 months ago Apple, Adam 6 36 <1 MB

Figure 78 Example of the Removed Sources page

2. Click the Restore button for the source you wish to restore.

A confirmation dialog box is displayed.
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Restore Source x

You are about to restore this source to the Hub. After restonng data syncing
will resume and any links bo reports and dashboards will continue to function

Source survey2
Source 1D 52
Project 1D p2000T0 789
Fields 3
Records 0

Size <1 MB

Figure 79 The Restore Source confirmation dialog

3. Click Restore to restore the source to the hub, or Cancel to stop the process.

After the source is restored you can then go to the source to manage it if required.

Note: If you remove a source and then manually add the same survey to the hub again (instead of using
Restore) it will be given the same source id, so any reports or dashboards referencing the source will
work again once the source is replaced. A manual replacement therefore functions essentially the same
as Restore (though Restore is simpler to use).
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