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• The table below shows you which parts of the platform relate to both E-REP and VoC Survey, 

E-REP only and VoC Survey only:

E-REP Only VoC Survey Only

Reviews Requests

Listings Surveys

Reputation X Actions

Dual Elements (E-REP & VoC Survey)

Dashboards

Experience

Reports

• Throughout this Quick Start Guide, we will make it clear which part of the platform relates to 

which programme(s)
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Log In (E-REP & VoC Survey)
Quick Start Guide

• Once your Reputation account has been created, you will receive a ‘Welcome’ email that will 

detail how to get started in the platform:

• Don’t forget to check your junk / spam folder, just in 

case your ‘Welcome’ email drops in there by 

mistake!

• If this is the case, you can contact Reputation support. A 

procedure to whitelist Reputation emails is available and 

can be shared with your dealer IT expert. Once applied by 

your IT experts, it should avoid that other emails from 

Reputation are sent to spam for you and your colleagues.
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Log In (E-REP & VoC Survey)
Quick Start Guide

IMPORTANT:

• User permissions depends on:

One or several roles, on E-rep and / or VoC, corresponding to function & data access

A scope, common for E-rep & VoC (e.g. by Company, by Dealer ID, by location and potentially by Brand)

• For user access or permission requests about E-Reputation or VoC Survey, please contact 

your usual E-rep / VoC point of contact.

• Reputation support does not have the responsibility for user management (creation, role 

permissions, authorized scope). They can help about technical questions if needed.



Confidential C
© Reputation. Confidential and Proprietary.

Log In (E-REP & VoC Survey)
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https://app-eu.reputation.com/auth

• Please make sure you use 

the EU Login (Europe 

platform)

• If you try and use the US 

Login you will get an 

‘Unauthorized’ message 

appear and you won’t be 

able to login to the 

platform

https://app-eu.reputation.com/auth
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We recommend you ‘bookmark’ the website so that it’s saved for future use:

• Click on the ellipsis (the 

3 vertical dots on the 

right-hand side of the 

web page) 

• Then select ‘Bookmarks’ 

on the drop down

• Or your can click directly 

on the star next to the 

web address
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Single Sign On
Corporate ID Renault Group 

500000299

If your account is not yet configured to use SSO (Single Sign-On), the email & password login is still 

available for the moment: type in the email address that you received in the welcome email and create a 

password
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Quick Start Guide

• At the top right of your screen, you will see several different icons:
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Quick Start Guide

• Notifications: Informs you when there’s something useful that you should know about

• Settings: Click here for various topics, like reset your password or set up your notifications

• Help Centre: Contains detailed user guides, ‘how to’ articles, videos, as well as in platform 

certification courses

• User: Click on the icon with your initials to change the language shown on the platform, or to 

logout
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Notifications (E-REP & VoC Survey)
Quick Start Guide

How to manage your individual notifications:

• Click on Settings

• Once the ‘My Account’ page has loaded, click on ‘My Notifications’
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Notifications (E-REP & VoC Survey)
Quick Start Guide

Switch ON / OFF Notifications

• When the ‘Notification Settings’ page loads, tick/untick those notifications that you do/do not 

wish to receive. The ‘Status’ turns grey when deselected:
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Managing your individual notifications (creating your own)

• This can either be done in your ‘Profile’ page:

• Or, directly from the related page (Dashboards, Reports, Actions and Reviews):

• Click on the ellipsis (on the right-hand of the page)

• Select ‘Schedule’

• Complete the pop-up form

• Chose frequency of notifications

• Click ‘Save’
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The Help Centre is a great source of user information and will help you get the most out of the 

platform. We strongly recommend that you spend some time going through the supporting 

materials provided:

• Accessible to all users (in platform)

• In platform certification courses

• How to articles & videos

• Available in multiple languages

• Downloadable user guides
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Platform Navigation (E-REP & VoC Survey)
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• The sidebar, the column on the left of your screen, lists the key sections of the platform

• You can hide and show the sidebar by clicking on the arrows at the top of the column:

The sidebar lists the different sections of the 

platform that are available to you:

• Sections written in white are available to you

• Sections not in white, denote functionality that 

has not been switched on for your 

organization or your profile/role

• The Dashboards that are visible to you will be 

based upon your user profile
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Support (E-REP & VoC Survey)
Quick Start Guide

Dealers should contact their usual E-REP / 

VoC Survey contact for:

• Location / Dealer list

• Network structure 

• New user creation

• User role permissions & authorised scope

• Network animation

• Customer Satisfaction

Dealers may contact Reputation support for 

platform questions: 

• Usage questions

• Technical support queries
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Our Support teams are here to help with any platform queries that you may have (except user 

creation and permissions – see previous slide)

This slide should be adapted

per country 

by country team

Country Language Country Email Address Country Telephone No.

Argentina Spanish support-argentina@reputation.com (800) 6663165

Austria German support-austria@reputation.com 0800 017908

Belgium/Luxembourg French/Dutch support-belgium@reputation.com 0800 73 203

Brazil Portuguese (Brazil) support-brazil@reputation.com 55 (800) 7610185

Bulgaria English renaultsupport@reputation.com 0800 46 277

Czech Republic English renaultsupport@reputation.com 800 144 563

Columbia Spanish support-columbia@reputation.com 01-800-5189373

Croatia English renaultsupport@reputation.com 0800 790 205

Denmark English renaultsupport@reputation.com 80 25 42 20

France French support-france@reputation.com 0 805 98 55 87

mailto:support-argentina@reputation.com
mailto:support-austria@reputation.com
mailto:support-belgium@reputation.com
mailto:support-brazil@reputation.com
mailto:renaultsupport@reputation.com
mailto:renaultsupport@reputation.com
mailto:support-columbia@reputation.com
mailto:renaultsupport@reputation.com
mailto:renaultsupport@reputation.com
mailto:support-france@reputation.com
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Our Support teams are here to help with any platform queries that you may have (except user 

creation and permissions – see previous slide)

This slide should be adapted

per country 

by country team

Country Language Country Email Address Country Telephone No.

Germany German support-germany@reputation.com 0800 4412308

Hungary English renaultsupport@reputation.com (80) 088 543

India English renaultsupport@reputation.com (1800) 0404187

Ireland English renaultsupport@reputation.com (1800) 816086

Italy Italian support-italy@reputation.com 800 727 604

Mexico Spanish support-mexico@reputation.com 800 681 9509

Morocco French/English support-morroco@reputation.com To Be Confirmed

Netherlands Dutch support-netherlands@reputation.com 0800 0233090

Poland Polish support-poland@reputation.com 800 005 092

Portugal Portuguese (Portugal) support-portugal@reputation.com 800 181 369

mailto:support-germany@reputation.com
mailto:renaultsupport@reputation.com
mailto:renaultsupport@reputation.com
mailto:renaultsupport@reputation.com
mailto:support-italy@reputation.com
mailto:support-mexico@reputation.com
mailto:support-morroco@reputation.com
mailto:support-netherlands@reputation.com
mailto:support-poland@reputation.com
mailto:support-portugal@reputation.com
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Our Support teams are here to help with any platform queries that you may have (except user 

creation and permissions – see previous slide)

This slide should be adapted

per country 

by country team

Country Language Support Email Address Country Telephone No.

Romania Romanian support-romania@reputation.com 40 800 410187

Russia Russian support-russia@reputation.com 8 (800) 301-85-81

Serbia English renaultsupport@reputation.com 0800 812175

Slovakia English renaultsupport@reputation.com 0800 002 661

Slovenia English renaultsupport@reputation.com 386 (80) 083101

South Korea Korean support-southkorea@reputation.com 00308 491 0197

Spain Spanish (Spain) support-spain@reputation.com 900 876 826

Sweden English renaultsupport@reputation.com 020-127569

Switzerland French/German/Italian support-switzerland@reputation.com 0800 562 929

Turkey Turkish support-turkey@reputation.com 0800 621 2293

mailto:support-romania@reputation.com
mailto:support-russia@reputation.com
mailto:renaultsupport@reputation.com
mailto:renaultsupport@reputation.com
mailto:renaultsupport@reputation.com
mailto:support-southkorea@reputation.com
mailto:support-spain@reputation.com
mailto:renaultsupport@reputation.com
mailto:support-switzerland@reputation.com
mailto:support-turkey@reputation.com
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Our Support teams are here to help with any platform queries that you may have (except user 

creation and permissions – see previous slide)

This slide should be adapted

per country 

by country team

Country Language Support Email Address Country Telephone No.

United Kingdom English renaultsupport@reputation.com 44 808 1096128

Ukraine English support-ukraine@reputation.com 0800 801 231

mailto:renaultsupport@reputation.com
mailto:support-ukraine@reputation.com
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In order to allow the Support team manage your ticket the most efficient way, please provide 

as much information as possible

Email object : please describe the issue in a few words

e.g., “unable to respond to reviews” (rather than “Reputation issue” …)

Email content :

• Precisely describe the issue you are facing + the impacts

• A print screen (full screen) of the issue you mention

• Please also give your location scope e.g.: Country xx, Region yy, … or Dealer site zz (incl. Dealer site ID)

• If you mention a Dashboard or Report, Support will need to know precisely how to get there:

• The Dashboard / Report name

• The access path (Report / Reviews / Report Name …) and URL (web address)

• If possible, the print screen should also include the filters selected at the top of the page (please send multiple print 

screens if necessary – the more information the better!)

• If you have a question about a user, please send a print screen of the user profile
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Mobile App (E-REP & VoC Survey)
Quick Start Guide

iOS Android

https://itunes.apple.com/us/app/reputation-com-

manager/id835333884?mt=8

https://play.google.com/store/apps/details?id=com.reputation

.r4e.mobile.android&hl=en_US/

The App offers key functions that are needed for urgent topics like reviews and hot alerts / actions.

Download the Reputation App is a must for Network & Field Force team.

Same user access and permissions applies.

https://itunes.apple.com/us/app/reputation-com-manager/id835333884?mt=8
https://play.google.com/store/apps/details?id=com.reputation.r4e.mobile.android&hl=en_US/
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Mobile App (E-REP)
Quick Start Guide

Reviews

Easily access and respond to 

reviews

Monitor and Respond to Reviews 

Mobile capabilities include:

• Monitor reviews

• Respond directly in the app, 

including access to response 

templates (macros)

• Easily filter to see just the 

reviews for certain sources or 

locations
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Mobile App (E-REP)
Quick Start Guide

Reputation Score

On demand Reputation Score 

breakdown and location 

recommendations

Mobile capabilities include:

• Tracking score changes

• Component breakdown

• Location Leaderboard

• Prescriptive recommendations

Access Leaderboards to see 

location performance 

Utilize Prescriptive Insights to 

drive strategic actions

For more explanations about the Reputation score, see futher the E-rep specific slides

For all data and dashboards, please use the desktop access.
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Mobile App (VoC Survey)
Quick Start Guide

Actions

Create, Filter and Resolve 

Support Tickets

Mobile capabilities include:

• Search for specific keywords

• Respond to and close tickets 

• Leave internal notes

• Create new tickets

• Receive push notifications 

about important ticket activity

Access all tickets on your 

mobile device

Create tickets in the moment 

to ensure customer resolution
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Help Centre

• For further information on the 

Reputation Mobile App, 

simply type in ‘app’ to the 

Help Centre search
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Dashboards (E-REP & VoC Survey)
Quick Start Guide

• There are a number of pre-defined 

E-REP and VoC Survey  

Dashboards that have been 

created for you
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Dashboards (E-REP & VoC Survey)
Quick Start Guide

• You can focus on a certain level by using the filters (e.g. by brand, by dealer ID, by location, …)

• Filters are supplied with data from Renault Group network structure.

• The filters showed depends on each user authorized scope.

• E-rep = all will show all locations ; E-rep = yes is used to focus on e-reputation scope.

• A filter on data range is also available.

This slide should be adapted

per country 

by country team
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Dashboards (VoC Survey)
Quick Start Guide

• For VoC Survey there are 2 x Sales Dashboards and 2 x Aftersales Dashboards

• The Daily Dashboards (1 and 4) provide a snapshot of the feedback that you received the 

previous day. These should be accessed daily in order to address any poor customer 

experiences

• VoC Sales Dashboards 2 and 5 provide a more detailed view of your performance for the 

current quarter: 

• Average ratings

• Trends

• Hot Alerts overview

• Top Box trends (% of customers who gave 5 stars)

• Performance by question

• Strengths and weaknesses

• Comments
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Dashboards (E-REP)
Quick Start Guide

For E-REP, reference Dashboards shows key data : 

• Star rating and response rate

• Review volume 

• Review split (positive / neutral / negative)

• Response time

• Reputation score

They are available on your overall scope or split per level (by region, … by dealer ID, by location)

They also show useful additional data : 

• Competition comparison 

• Top topics 

• Response rate per sentiment (positive / neutral / negative reviews)

This slide should be adapted

per country 

by country team

Colour code for the review split (%) :

Positive reviews (4-5 stars) : xx%

Neutral reviews (3 stars) : xx%

Negative reviews (1-2 stars) : xx%
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Dashboards (E-REP & VoC Survey)
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• The Dashboards available to you will depend on your user profile

• Clicking on the ellipsis (the 3 vertical dots on the right-hand side of the web page) gives you a 

number of additional options e.g., downloading or scheduling by email



Confidential C
© Reputation. Confidential and Proprietary.

Exports (E-REP & VoC Survey)
Quick Start Guide

• For the moment, downloading Dashboards and Reports is only available in PDF or CSV 

(universal data format)

• Functionality is being developed to enable the capability to download into Excel format

• For the moment it is available in beta test version for a limited number of users.

• More info will be communicated separately. Please ask you usual E-REP/VoC for updates
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Dashboards (E-REP & VoC Survey)
Quick Start Guide

Dashboards is included within the Help Centre menu and there are number of useful sub 

sections on this topic:

• We recommend focusing 

on adapting existing 

Dashboards or using the 

pre-defined ones to start 

with

• When you're comfortable

with the platform and the 

data, then you can start 

creating / customizing 

Dashboards tailored to 

your specific needs

Country decision : to remove or keep

this slide in the dealer guide. More 

details about adapting dashboards

will be sent to country teams.
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Experience (E-REP & VoC Survey)
Quick Start Guide

• This is based on both your E-REP and VoC Survey feedback (it combines the two)

• Only feed-back with comments are taken into account here.

• The ‘Summary’ tab shows your comment volume by channel, your sentiment score and your 

sentiment by ‘Source’ (E-REP only)

• If a customer completes a VoC survey then post the same comment on Google, it will only 

count once.
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Experience (E-REP & VoC Survey)
Quick Start Guide

Insights by location

• This is based on both 

your E-REP and VoC 

Survey comments (it 

combines the two)

• You can change the 

criteria of the 

information provided 

by selecting different 

options in the drop 

downs
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Experience (E-REP & VoC Survey)
Quick Start Guide

Insights by category

• This is based on both your E-REP and VoC Survey comments (it combines the two)

• This enables you to drill down into your performance. 

Many elements are clickage to deepdive with a focus by 

location, time evolution and view the customer quotes.
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Experience (E-REP & VoC Survey)
Quick Start Guide

Explorer

• Enables you to compare 

performance against the 

industry

• Again, through the drop 

downs you can select the 

specific criteria that you 

want to see

• To compare to industry, 

please tick the ‘compare 

to industry’ box
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Experience (E-REP & VoC Survey)
Quick Start Guide

Experience is listed within the Help Centre menu and there are number of useful sub sections on 

this topic:

There’s lots of 

information within 

the ‘Experience’ 

section of the 

platform. Please 

take some time 

to understand 

this in detail
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Reports (E-REP & VoC Survey)
Quick Start Guide

• There are several Reports 

already available (covering 

both E-REP and VoC 

Survey)

• The Reports available to 

you will depend on your 

user profile

• Clicking on the ellipsis (the 

3 vertical dots on the right-

hand side of the web page) 

gives you a number of 

additional options e.g., to 

download or schedule by 

email
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Quick Start Guide

Reports is listed within the Help Centre menu (alongside Reputation Score) and there are 

number of useful sub sections on this topic:
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Reviews (E-REP)
Quick Start Guide

• This section of the platform provides a summary of your online reviews for the current 

quarter: 
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Quick Start Guide

Reviews (E-REP)

Responding to Reviews

• Once notifications are set-up 

(by NSC or by user) you are 

automatically notified when a 

customer review requires your 

attention (new or updated)

• Helps ensure that no 

customer is ignored

• You can check your 

notifications within your user 

profile

• Response templates (macros) 

enable you to respond with a 

professional and consistent 

‘tone of voice’

• Reduces the effort to respond 

View and respond to all 

reviews in one place

This slide should be adapted

per country 

by country team
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Reviews (E-REP)
Quick Start Guide

Competitive Reporting

• The scope is for each dealer to have 2 local 

competitors of set brands defined by Corporate 

and each NSC

• Monitoring star rating, sentiment, review volume 

and Rep score, the Dashboard allows you to 

compare these competitor data points with your 

own

Customer Sentiment

# Positive

# Neutral

# Negative

Review Volume

Star Rating

Reputation Score
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Reviews (E-REP)
Quick Start Guide

Competitive Reporting

NOTE:

• Competitive Reporting can be viewed at any level of the network structure e.g., Country, Company, … 

or Location. It is also available within Reports under the Competitive Insights section

• Implementation and ongoing management of competitors is handled by each country NSC
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Quick Start Guide

Reviews is listed within the Help Centre menu and there are number of useful sub sections on 

this topic:

Reviews (E-REP)
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Listings (E-REP)
Quick Start Guide

This area of the platform shows basic level statistics regarding your Google ‘Listing’ performance:

For more information about this topic, go to the Help Center:

Listing / Managing Listing Performance.
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Quick Start Guide

Listings is listed within the Help Centre menu and there are number of useful sub sections on this 

topic:

Listings (E-REP) Only for UK
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Reputation Score X (E-REP)
Quick Start Guide

• A global metric for e-reputation, automatically calculated using several underlying factors

• Reputation Score has been found to correlate with car sales

→ For more information, a link is avaialable here: 

How is Reputation Score calculated?

• It also shows how you compare 

to automotive industry and Best 

In Class, now and in the past 

evolution

• All this is available at any 

level of the structure (e.g. 

Brand, Country, Region, … Dealer, 

Location)

https://help.reputation.com/knowledgebase/reputation-score-faqs/
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Reputation Score X (E-REP)
Quick Start Guide

Location aaa

Location bbb

Location ccc

Location yyy

Location zzz

• Many useful insights, action oriented 

• The ‘Components’ section provides the 

detail behind your Rep Score. Detailing 

where you’re strong and also where you 

need to focus
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Reputation Score Details (E-REP)

★ Star Average

★ Review Volume

★ Review Response

★ Review Recency

★ Search Impression

★ Review Spread

★ Review Length

Reputation Score key components 
(by decreasing impact order)

– Star Average—Average star rating of reviews with weights assigned to review site 

popularity and position of the reviews

– Review Volume — Total number of reviews across all important major review sites

– Review Recency—Measure of newness of reviews to determine customer activity 

and engagement

– Review Length—Percentage of total reviews considered long enough to impact 

customer perception and performance on search engine results pages

– Review Spread—Distribution of reviews sites with consideration given to review sites’ 

visibility

– Search Impression — How your business appears in search engine results

– Listing Accuracy (not part of Groupe Renault initial scope) — Measure of the 

accuracy of the business listings of all locations on major directory sites (GMB & others)

– Review Response—Response rate across major review sites

– Social Engagement (not part of Groupe Renault scope of services) —Engaged users 

on social networks are more likely to convert

Detailed components of the Reputation Score for Renault Group project scope:

This slide should be revised

/ adapted for UK

→ For more info about the components & best practise, click here

https://help.reputation.com/knowledgebase/reputation-score-best-practices/#Star_Average
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Quick Start Guide

• At location level (per dealer site & brand), the platform provides a detailed analysis of the 

evolution, as well as comparisons and advice to improve the Reputation score
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Requests (VoC Survey)
Quick Start Guide

Leaderboard

• Simply shows 

locations 

ranked by 

‘requests sent’
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Requests (VoC Survey)
Quick Start Guide

Metrics

• Provides a breakdown of the number of surveys sent, successfully delivered, opened etc.

Note: We are looking to develop the Metrics 

reporting as we know users want greater detail 

around data provision and quality
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Requests (VoC Survey)
Quick Start Guide

History

• Shows the 

survey 

templates that 

have been sent 

to your 

customers

• You can filter by 

methodology
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Requests (VoC Survey)
Quick Start Guide

Templates

• Enables you to view all of the different survey templates that are available

• Click on the hyperlink to view survey details and preview the survey
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Requests (VoC Survey)
Quick Start Guide

Requests is listed within the Help Centre menu and there are number of useful sub sections on 

this topic:

Note: The 

‘Sending’ 

sections are not 

relevant for the 

Groupe Renault 

programme



Confidential C

Surveys
VoC Survey



Confidential C
© Reputation. Confidential and Proprietary.

Surveys (VoC Survey)
Quick Start Guide

All Surveys

• Provides a holistic view of your performance by Survey type:

NOTE: Closing the Loop survey is only relevant to those Markets undertaking this process. Plus, 

our new Test Drive survey will also appear here once it’s live
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Surveys (VoC Survey)
Quick Start Guide

Results Feed

• Enables you to 

trend scores & 

completion rates 

over time

• Provides a 

breakdown of the 

surveys 

completed and 

the customer 

response (simply 

scroll down to see 

more responses)
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Surveys (VoC Survey)
Quick Start Guide

Results Manager

• Provides a grid/table 

view of completed 

surveys

• Click on ‘View’ to 

get additional 

information on a 

specific survey

• You can alter the 

output by changing 

the options within 

the drop downs (or 

by editing columns)

• NOTE: Current month information is based on customers who completed the survey in the 

given month
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Surveys (VoC Survey)
Quick Start Guide

Surveys is listed within the Help Centre menu and there are number of useful sub sections on 

this topic:
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Actions (Hot Alerts)
VoC Survey
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Actions (VoC Survey)
Quick Start Guide

Dashboard

• Provides a 

breakdown of 

your actions 

and their status 

(‘Stage’) 

• Click onto an 

action to see 

further detail 

and update 

accordingly
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Actions (VoC Survey)
Quick Start Guide

• Acknowledge/contact the customer within 2 calendar days

• You should then be aiming to close the Action within 4 days (5 days total)

• The status of the Action can be updated by clicking on the ‘Stage’ drop down:

• The ‘Stage’ (status) of the 

Action needs to be 

updated once ‘Read’ and 

once the customer has 

been ‘Contacted’

• ‘Notes’ can be added at 

each stage to record what 

exactly has been 

undertaken to resolve the 

customer issue

• Once completed, update 

‘Stage’ to ‘Closed’ and 

then ‘Close’ the Action 
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Actions (VoC Survey)
Quick Start Guide

Metrics

• Provides both 

a ‘backlog’ and 

‘progress’ 

summary

• The 

‘Escalation’ 

bars on the 

graph show 

those actions 

that have been 

passed onto 

the Contact 

Centre
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Actions (VoC Survey)
Quick Start Guide

Actions is listed within the Help Centre menu and there are number of useful sub sections on this 

topic:
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Thank you


