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Quick Start Guide

* 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:

Dual Elements (E-REP & VoC Survey)

Experience

E-REP Only VoC Survey Only

Listings

* Throughout this Quick Start Guide, we will make it clear which part of the platform relates to
which programme(s)
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LOog 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: oy k4

< Inbox AN N
® Reputation |
Welcome to Reputaticn {J) Reputation

Welcome to Reputation

* Don't forget to check your junk / spam folder, just in

case your ‘Welcome’ email drops in there by Your account is ready!
mistake!

* If this is the case, you can contact Reputation support. A i ERTpR———
procedure to whitelist Reputation emails is available and resie apasswerd

can be shared with your dealer IT expert. Once applied by
. . . Set Password
your IT experts, it should avoid that other emails from _

Reputation are sent to spam for you and your colleagues. (8 S M o
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LOog In (E-REP & VoC Survey)
Quick Start Guide

* 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.

© Reputation. Confidential and Proprietary.

Confident



LOog In (E-REP & VoC Survey)

Quick Start Guide hitps://app-eu.reputation.com/auth

T

The 2021 Retail Report is Here

* Please make sure you use
. 2 Reputation = the EU Login (Europe
& Reputation
EU Login geii Acc:ess to the US Login? platform)
o |
Passwor WE ARE STRONGER | BETTER | SMARTER TOGETHER L If you try and use the US
e Be A Reputation Advocate Login you will get an

Join our network of champion advocates: a Collective of experienced

Remember me for 30 days

professionals who voice their opinions, build envious partnerships, and

shape the future of Reputation. ‘ U naUthorlzed ’ message

appear and you won’t be
able to login to the
g\ngS;L;ITTLTp for our monthly platform

newsletter

Get monthly updates on the latest Reputation

Business email*

Leave a Review
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LOog In (E-REP & VoC Survey)
Quick Start Guide

We recommend you ‘bookmark’ the website so that it's saved for future use:

B} Reputation - Login X + 7 = X

& > C @& app-eureputation.com/auth a e x OO0 4‘»@ : ClICk On the e”ipSiS (the
X Reputation . e 3 vertical dots on the
EU Login : right-hand side of the

Downloads Ctrl+)

Ij:::narks - 6T% o+ ra . Web page)
Transjfor 2

by Reputation Cast.

& Reputation

Find... Ctrl+F
1 ]
Don'tmiss outon Th@e »* Then select ‘Bookmarks
s Early bird pricing! Edit Cut Copy  Paste
[ Remember me for 30 days In-person training Settings th d p d
B - A chance to network with peers Help > O n e ro OW n
FAIEOLyouT eSSl Customer panels

Exit
11 May 2022 County Hall, London

WE ARE STRONGER | BETTER | SMARTER TOGETHER . Or your Can CIiCk direCtIy
Be A Reputation Advocate on the star next to the

Join our network of champion advocates: a Collective of experienced
professionals who voice their opinions, build envious partnerships, and

shape the future of Reputation. We b ad d reSS
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LOog In (E-REP & VoC Survey)
Quick Start Guide

_ _ Corporate ID Renault Group
Single Sign On

500000299

& Reputation & Reputation

Single Sign-On Authentication

Please enter your corporate 1D, and we
will automatically direct you to the

correct page. If you don't know your
corporate ID, please contact your

& Remember me for 30 days |

mllrr‘:crlﬁlp.rdj BaCk m
Single Sign-On Authentication

W

RENAULT

— Please select your authentication provider from the list

6} ® Renault
O Nissan Japan & Asia
NISSAN

O Nissan Europe
O Nissan North America

MOTOR CORPORATION

Signin

[J Remember my provider choice

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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|ICONS (E-REP & VoC Survey)
Quick Start Guide

* At the top right of your screen, you will see several different icons:

enault
roup

-+ Create New
*VoC 2. Sales Dashboard

& Dashboards

EREP - Rating VoC 5 Star Average

@ Average Star Rating
Reviews 4 7
L]

Average Rating Reviews
4.7/5 8,956
a2 <
2 4 Q4 2021: 23.2k

A B @ =

© Reputation. Confidential and Proprietary.

Confident



|ICONS (E-REP & VoC Survey)
Quick Start Guide

L1« Notifications: Informs you when there’s something useful that you should know about
CH Settings: Click here for various topics, like reset your password or set up your notifications
(2

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

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

logout
Switch Locale X

Switch Locale X English (United Kingdom) T

English (United Kingdom) - Deutsch (Deutschland)

Deutsch (Schweiz)
Note: This will save the locale in your user profile.

English (United Kingdom) v

English (United States)
Cancel
Espafiol (Espafia)
Espafiol (México) v

© Reputation. Confidential and Proprietary.
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Notifications (E-REP & VoC Survey)
Quick Start Guide

How to manage your individual notifications:

B S\ Q@ A
* Click on Settings
=2

* Once the ‘My Account’ page has loaded, click on ‘My Notifications’

< S« My Account Renault Group - Dealers / Anna MARIE

+ Create New #h General Settings
General Information My Notifications

(&Y Dashboards @ Locations .
General Information

Confident
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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:

Se My Account | Renault Group - Dealers / Anna MARIE
% General Settings General Information My Notifications
© Locations o . . ) )
Notification Settings @ Add Notification

= Users Actions
/2 Roles

Name s Mode Frequency Status Actions
A Autofind Results

| ‘ _— .

# Automation New Ticket Comment Email, In-App Immediate .
© Credentials New Ticket Comment Email, In-App Immediate .
) Data Protection

New Ticket Created Email, In-A| Immediate
& Imports PP .
@ Integrations New Ticket Created Email, In-App Immediate .
& Item Permissions

Ticket Reassigned Email, In-App Immediate .

€> Link Tracking
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Notifications (E-REP & VoC Survey)
Quick Start Guide

Managing your individual notifications (creating your own)

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

Notification Settings

Actions
Name = Mode Frequency Status Actions

New Ticket Comment Email, In-App Immediate

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

Schedule Dashboard

* Click on the ellipsis (on the right-hand of the page)
* Select ‘Schedule’

* Complete the pop-up form

* Chose frequency of naotifications

* Click ‘Save’

Download PDF
Nownload CSV
Schedule
FOrward

Save

Save As New
Edit

Set as Default

PR YOW
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Online Help Centre (E-REP & VoC Survey)
Quick Start Guide

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:

50+

* Accessible to all users (in platform) B el viceos
demoing product
100+ /9\
* In platform certification courses “artdeswinhonts /@ TN Bi-weekl
p : ilnstructtr:ohns t/,/ release notes to keyep
1y | up with new platform
functionality
°* How to articles & videos
Available in multiple | - /
[ ] Val a e |n mu | e an ua eS in-platform certification 14
p g g courst;safgtrepr);oduct & languages available
for select content
: 18
¢ DOWﬂ'Oadab|e U Ser g U I d eS > downloadable guides
and best practice
articles
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Platform Navigation (E-REP & VoC Survey)
Quick Start Guide

* 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

@  Dashboards platform that are available to you:
e «—— * Sections written in white are available to you

* Sections not in white, denote functionality that
has not been switched on for your

s organization or your profile/role

* The Dashboards that are visible to you will be

g based upon your user profile

Listings

-

Requests

e QO i B A

Reputation Score X

E

Reports

Confident
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Support (E-REP & VoC Survey)
Quick Start Guide

Dealers should contact their usual E-REP / Dealers may contact Reputation support for

VoC Survey contact for: platform questions:
e Location/ Dealer list « Usage questions
* Network structure » Technical support queries

 New user creation

« User role permissions & authorised scope
* Network animation

» Customer Satisfaction

© Reputation. Confidential and Proprietary.
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SU p p 0 I’t (E-REP & VoC Su rvey) This slide should be adapted

per country
Quick Start Guide by country team

Our Support teams are here to help with any platform queries that you may have (except user
creation and permissions — see previous slide)

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

© Reputation. Confidential and Proprietary. Confid
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SU p p 0 I’t (E-REP & VoC Su rvey) This slide should be adapted

per country
Quick Start Guide by country team

Our Support teams are here to help with any platform queries that you may have (except user
creation and permissions — see previous slide)

0 allguaQe 0 O AddAre 0 CISPIOINE 0
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

© Reputation. Confidential and Proprietary. Confid
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SU p p 0 I’t (E-REP & VoC Su rvey) This slide should be adapted

per country
Quick Start Guide by country team

Our Support teams are here to help with any platform queries that you may have (except user
creation and permissions — see previous slide)

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
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Su PPO 't (E-REP & VoC Survey) This slide should be adapted

per country
Quick Start Guide by country team

Our Support teams are here to help with any platform queries that you may have (except user
creation and permissions — see previous slide)

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

© Reputation. Confidential and Proprietary. Confid
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Support (E-REP & VoC Survey)
Quick Start Guide

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

© Reputation. Confidential and Proprietary.
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Mobile App (E-REP & VoC Survey)
Quick Start Guide

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.

1I0S Android

B GooglePlay  sear &
Categories v ome Top charts ew releases

App Store Preview

Reputation Mobile [ <= = =
Raise your customer experience

ccccccc 2 =B
https://itunes.apple.com/us/app/reputation-com- https://play.google.com/store/apps/details?id=com.reputation
manager/id835333884?mt=8 r4e.mobile.android&hl=en US/

© Reputation. Confidential and Proprietary.
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Mobile App (E-REP)

QU'Ck Start GUlde all ATRT =

9:30 AM v =)
( Respond
. ~ 5.0
ReVI eW S ¢ B M about Acre Woods

About Acre Woods

Mon |t0r and Respond to ReVIEWS Always a pleasure working with this

company. Highly professional and
knowledgeable staff who provide an
excellent standard of work within budget.

. itliti I ighly recommended.
Mobile capabilities include: Highly
° Monltor r8V|eWS July 20, 2021

- Respond directly in the app,
including access to response
templates (macros)

- Easily filter to see just the
reviews for certain sources or
locations

Thank you again for taking the
time to let us know how we
did. We hope you have a great

+ day! >

Easily access and respond to

reviews
© Reputation. Confidential and Proprietary.
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I\/I O b I I e A p p (E R E P) For more explanations about the Reputation score, see futher the E-rep specific slides

Quick Start Guide

& Reputation Score X < Reputation Score X
SCORE LEADERBOARD SCORE RECOMMENDATION
Re p u ta't I O n SC O r e Reputation Score v Keep your average rating above the industry average

Your online average rating of the last year is 4.8 and
¥ High Reputation Scores the industry average is 4.2. Your strengths are "Staff",
"People Skills" and "Transparency". Keep it up!

On demand Reputation Score

BDP - Show Low J 819 = 0pts Star Average
breakdown and location
] BDP - Goodyear [ 808 < 3pts Generate more reviews on HealthGrades
reCO m m e n d atl O n S You have received 0 reviews over the past two years
on HealthGrades, while the ideal volume is 6. If you
BDP - Lakeside 0 806  4pts accumulate 6 reviews on HealthGrades over the next
two years, your score could increase by approximately
20 to 25 points.
i iliti I . BDP - Oro Vall 790 ¥
Mobile capabilities include: o vakey Tots
BDP - Lake Havasu ) 764 1 26pts Generate more reviews on Facebook
. You have received 0 reviews over the past two years
* TraC kl ng Score Changes on Facebook, while the ideal volume is 5. If you
/\ Lowest Reputation Scores accumulate 5 reviews on Facebook over the next two
years, your score could increase by approximately 17
* Component breakdown O i e 021 poins.

Review Volume

° Location Leaderboard
° Prescriptive recommendations

BDP - Mesa 589 ¥ 15pts
Increase your share of reviews on HealthGrades

0% of your reviews from the last two years are on
BDP - Flagstaff 595 M 4pts HealthGrades. If you can increase that share to
fall within the 18% - 20% range you should see a

For all data and dashboards, please use the desktop access.
Access Leaderboards to see Utilize Prescriptive Insights to
location performance drive strategic actions
© Reputation. Confidential and Proprietary.
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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

© Reputation. Confidential and Proprietary.
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Actions Q —

Backlog Overdue Closed On Time
20 20 0%

20 tickets found

Neutral Survey Review @

- Administration
0 -
R K 3.0

about BDP uptown

| waited for a couple hours before my
appointment. I'll probably look for alternative
locations.

Last Updated 3 months ago [ 0]
Neutral Survey Review @
B

/-
) 0.0 ¢ 3.0

about BDP uptown

The BDP team is great, thank you!

Last Updated 3 months ago
None Manual Entry

—
Q@ % & = @

Home Reviews Social Actions Surveys

Access all tickets on your
mobile device

Create Ticket

Customer Information
Title

Select

Full Name*

Comments *

Type customer’'s comments here...

Cancel

Q@ T & = B

Home Reviews Social Actions Surveys

Create tickets in the moment
to ensure customer resolution

Confident



Mobile App (E-REP & VoC Survey)
Quick Start Guide

Help Centre .

Release Notes

® -

Certification Support

Idea Portal Beta Program Learn More

For further information on the

Reputation Mobile App, ,\
SI m ply type I n la p p, to th e g #J:;ingthe R;e_-put.ation Maobile App - Reputafi)on Hf\:p C.
Help Centre search g

3

* SUPPORT IDEA PORTAL BETAS TRAINING
3
Watch Video in Fullscreen
a
g Use the Reputation mobile app to access your reputation data
e L on the go on your mobile device (iOS | Android).
g Using Request History - Reputation Help Cent
g Reputation Mobile App Overview
Reputation Mobile App Overview
View all resources Privacy Notice L Reputation Score
- — 749 ™=

Sentiment Trend

Reputation Mobile
App Overview

© Reputation. Confidential and Proprietary.

DOWNLOADS RELEASE NOTES

Mobile

<] Using the Reputation Mobile App

Sending Requests via Mobile App

KB Categories

Actions

Admin

Best Practices
Dashboard
Experience Insights
Inbox

Listings

Managed Services
Mobile

Pages and Locators

Rep Connect
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Dashboards (e-REP & VoC Survey)
Quick Start Guide

Renauvlt
Group

<

» Public 3

(@ Dashboards
~ Created By Me (33

Reviews Filter

Listings *E-rep 1. Global View, Google

° There are a number of pre-defined
E-REP and VoC Survey
Dashboards that have been |

_ *E-rep 3. Overall View, Google
Created fOI’ yOU Surveys *E-rep 3.1 List by Location, Google

Actions *E-rep 3.2 Top 20 locations, Google

*E-rep 2. Country Overall View, Google
*E-rep 2.1 Country detail S&W, Google

Requests *E-rep 2.2 List by Company, Google

*E-rep 3.3 List by Region, Google

Experience

*VoC 1. Daily Sales Dashboard
Reputation Score X *VoC 2. Sales Dashboard

*VoC 3. Sales Leaderboard
Reports

*VoC 4. Daily Aftersales Dashboard
*VoC 5. Aftersales Dashboard

*VoC 6. AfterSales Leaderboard

© Reputation. Confidential and Proprietary.
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Dashboards (E-REP & VoC Survey) This slide should be adapted

per country
Quick Start Guide by country team

* 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.

All v All M All v All - All - All v
All v All M All v All v All v All v
All v All M All M All v All M All v
All v All M All v All v All M All v

All v Al v All v Current Quarter v

© Reputation. Confidential and Proprietary. Confid
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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

© Reputation. Confidential and Proprietary.
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DaS h b O ard S (E-REP) This slide should be adapted

per country
Quick Start Guide by country team

For E-REP, reference Dashboards shows key data :
e Star rating and response rate

* Review volume Colour code for the review split (%) :
* Review split (positive / neutral / negative) >
* Response time

Positive reviews (4-5 stars) : xx%
_ Neutral reviews (3 stars) :
* Reputation score Negative reviews (1-2 stars) : xx%

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)

© Reputation. Confidential and Proprietary. Confid
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Dashboards (e-REP & VoC Survey)
Quick Start Guide

* 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
ho& @ =

Download CSV
@© Schedule

& Forward

g Share

B Save

[B) Save As New
& Edit

X Delete

vy Setas Default

Download PDF ‘

lating Y

© Reputation. Confidential and Proprietary. Confid
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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

© Reputation. Confidential and Proprietary.
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Country decision : to remove or keep

DaS h b O ard S (E_REP & VoC Su rvey) this slide in the dealer guide. More

_ _ details about adapting dashboards
Quick Start Guide will be sent to country teams.

Dashboards is included within the Help Centre menu and there are number of useful sub
sections on this topic:

Release Notes Certification Support D " ’ - ¢ We recommend fOCUSIng
E Platform Overview on adaptlng eXIStIng
Search for aresource... @ Dashboard Overview DaShboardS Or USIng the
; I — - I E Customizing Dashboards pre_defl ned ones tO Start
Revicwe N E Managed Services W|th
i " Reviews + * When you're comfortable
Surveys - Requests -- W|th the platform and the
i Listings + data, then you can start
Experience + . L.
Reputation Score and Reports + SUWEYS - Creatlng / CUStomIZIng
. Dashboards tailored to
Admin + I OC|a| + .
_ | your specific needs
Best Practices + Experlence +
Reputation Score and Reports o

© Reputation. Confidential and Proprietary. Confid
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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)

* |f a customer completes a VoC survey then post the same comment on Google, it will only

count once.

© Reputation. Confidential and Proprietary.
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EXperience (E-REP & VoC Survey)
Quick Start Guide

Summary ‘ Insights by Location ‘ Insights by Category

Insights by location Insights by Location
* This is based on both et .
ry All
your E-REP and VoC
Survey Comments (It Sentiment by Location Group by: Location v Hide locations with fewer than 10 comments  ~
combines the two)
‘ You can Change the Rank Location Rating = Rating Change Vorj::eba':k

criteria of the
|nf0rmat|0n prOVIded RENAULT AUBAGNE -RRG - RENAULT -

00000059

by selecting different 1 == - 0
options in the drop | Pricing |

downs

AUTOSAE, S.A.U. - DACIA - PINTO

5.0/

© Reputation. Confidential and Proprietary.
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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.

summary Insights by Location Insights by Category

Insights by Category

FEEDBACK TYPE SURVEYS
Industry - All -
I Strengths & Weaknesses I @ Industry Average
Strengths
Categories with the highest positive impact on the average star rating
Sentiment By Category
Customer Service « trés professionnel Fusible commandé et appel dés la Mentions  Average PN
réception parfait . Rating e
CateSDW ° » They are all very knowledgeable and polite. Category Name
sentiment « Mais je n'ai toujours pas de réponse au probléme. Curvent | ChONE
0 88100 f P g Current Current Period = Prev. Period 3 L
« Un travail de qualité, une amabilité au rendez-vous. —— et aras Prev. it Period Current Period Breakdown
Mentions 3,032 Reviews and Surveys « explication claire sur la révision de mon véhicule et trés Eeriod Trend
professionnel . L 2000 4000
Impact Y7 +0.17 Customer 3,032 4715 92 /100 e
Service 1100
, o , staft 236 cos s | ]
© Reputation. Confidential and Proprietary. oo
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EXperience (E-REP & VoC Survey)

Quick Start Guide Explorer

° Enables you to compare
performance against the

S Filters (1) .
industry
Industry * Again, through the drop
downs you can select the
novsty i ’ specific criteria that you
Domain Mentions :Sl:?cr: of Avg. Rating Compare to Industry Want to see
- — ° To compare to industry,
Expand Collapse Negative  Positive Volume Negative  Positive
. . please tick the ‘compare
Al 1,856 156k s B to industry’ box
< Staff 8389 6,627 /5 N
D Staff 880 6627 M /5 .
Staff 213 2,152 /s T
P Transaction 735 6,162 ] /5 o = ) e
Service 234 1367 | 5 N
D Satisfaction 147 2,356 0 /5 People ot 107 | " A—
Finance 49 274 | 5 N
Parts 5 6 5 I

© Reputation. Confidential and Proprietary.
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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:
Release Notes Certification Support

Search for aresource...

Dashboard +
Reviews +
Requests +
Listings +
Surveys +
Social o
I Experience + I
Reputation Score and Reports -+
Actions o
Admin +
Best Practices +

© Reputation. Confidential and Proprietary.

Reviews +
Requests +
Listings +
Surveys +
Social +
Experience -
@ Experience Overview
@ Experience Insights
Reputation Score and Reports +
Actions +
Admin +

There’s lots of
iInformation within
the ‘Experience’
section of the
platform. Please
take some time
to understand
this in detall

Confident
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Reports (E-REP & VoC Survey)

Quick Start Guide L * There are several Reports

< : already available (covering
Reports Executive Summary Report see both E—REP and VOC

v summary 2

Executive Summary Report | Year-To-Date Summary S u rvey)

Quick Summary Report

» Reviews (13) Total Reviews Overall Rating Reputation Score ® T h e Re po rtS aval |ab | e to

» Requests (4) 18.9k 4.6/5 _ .
you will depend on your

» Surveys (12)

» Surveys 3.0 (15) All Time Summary user prOfi Ie
PR Total Reviews Overall Rating Reputation Score S switch- O B @ s L Cl iCkI n g O n th e el | i pSIS (th e

All Time At Start All Time At Start All Time At Start

4‘

4‘

» Competitive Insights (2)

» Reputation Score (9)

126m 107m . || (e 3 vertical dots on the right-
hand side of the web page)

» Admin (1) 80% 79%
[& Download CSV

© sneue gives you a number of

« Forward

» Created By Me (34)

» Shared With Me (9) Quarterly Summary

Total Reviews Overall Rating B save As New L. .
18.9k 461 o setaspefau additional options e.g., to
8% Negative 89% Positive
download or schedule by
Total Reviews Overall Rating Reputation Score v e m al |
All Time At Start All Time At Start All Time At Start
e 4.2 4.2 429 538

© Reputation. Confidential and Proprietary.

Confident



Reports (E-REP & VoC Survey)
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:
Dashbond T

Release Notes Certification Support

Reviews -
Search for a resource... REQ uests +
Dashboard + LIStmgS +

i Reviews +

Surveys +
Requests =
Listings + Social +
Surveys + .

Experience -
Social +
Experience + Reputation Score and Reports =

I Reputation Score and Reports 1= I .
@ Reports Overview

Actions +
Admin + (E] CreatingNew Reports
Best Practices +

@ Using Competitive Reports

Actions +

© Reputation. Confidential and Proprietary.
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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:

enault S switth O & @ ©R

roup
< Y Filters (1)
+ Create New
Sentiment Trend Sentiment By Source Responded Reviews
Dashboards Average Rating
20k 5
Yy Reviews /5 17 927
A
15k
2 . 3
z z
Requests i S :
8% 890 = 5 7
Negative Neutral Positive 2 s
Surveys & ) : - &
View View View sk
1
Actions
Ratings and Reviews 0 | 0
Experience 17.9k Jan 2022
across 7,297 Locations @ Positive Neutral @ Negative @ Average Rating To Filter: click a bar to see related activity below
Reports
Responded 12.7k (71%)
View All ~ Newest First ~
Unresponded 5,212 (29%)
View
ﬁ /5 18 Jan 2022
i "

© Reputation. Confidential and Proprietary. Confid
onfident




Reviews (E-REP)
Quick Start Guide

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

© Reputation. Confidential and Proprietary.

Moyenne d'évaluation
4,0

Yokkok

Avis & évaluations

1301

atravers 109

Réponduls) 979 (75%)  Afficher

Non Affi
réponduls) 322 (25%)

This slide should be adapted
per country
by country team

Tendance de sentiment Sentiment par source Avis répondus
.
-’ 8 — =7
150 ._‘%_7\_7‘.; o~ PR g 156 __~ - — 4 §
: .
. . View and respond to all
3 8¢ &
69 70 2 B . .
-a bl ; I I I I reviews in one place
igh. o 1
BRI EEFRIREREEREED

® Positif Neutre

<
Renault NIVOLAS AUTO
10011

o Iréne JAMME
+ Répondu(s)

Q@

Renault Artinian Agenc

1. 2020 mars 20... 2vr. 2020 mai 2020 juin 2020 juil. 2020 300t 2020sept. 2020 oct. 2020 nov. 2020 déc. 2020 janv, 2021

@ Négatit ® Moyenne d'évaluation Pour filtrer: cliquez sur une barre po

Aun commentaire ~

Yk k%K 50

22janv. 2021

nouvel arrive dans ce département mon beau frére m'a conseille ce garage .je ne suis pas décu
bon accueil trés professionnel a retenir on peut faire confiance. JC JAMME

Compétence Service  la clientele

Propriétaire de commerce
Bonjour M. Jamme,
Merci beaucoup pour votre confiance et merci a votre beau frére de

arépondu e 23 jany, 2021

Répondre 4 cet avis.

Kk kk*k 50

Le meilleur garage !!! J'y vais les yeux fermés

20janv. 2021

Plus récents =

* 1.0

Absolutely horrific experience - The have a diabolical member of staff working for them called
Matthew, | can assure you, if this technician gets hold of your car, it will be destroyed. Having to go to
Small Claims Court now to have the issue dealt with. AVOID AT ALL COSTS.

6Feb 2021

Likely to Recommend Overall Experience People Pricing Service Service Advisor
Staff
Select Introduction - Select Signature -

Adam Black, we regret to hear that you had a negative experience with us, but would appreciate
the chance to turn your experience around.

Our manager would really like to speak with you more regarding this matter. Please reach out to
us at 01202 627455. We look forward to hearing from you.

7~

Cancel 4+ Respond




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

# Negative

4.5

Star Rating 04

\****i/m

© Reputation. Confidential and Proprietary.

Review Volume

Brand

RENAULT (1

/41\

ALPINE (1)

/41‘\

DACIA (1)

Nissan (1)

Porsche (1

@

Citroen (1)

Peugeot (1)

485

MG (1)

[ 4.1

350

Competitors

Confident



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

© Reputation. Confidential and Proprietary.
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Reviews (E-REP)
Quick Start Guide

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

Dashboard 1=
Release Notes Certification Support
Reviews -
Search for a resource... @ Reviews Overview
E Responding to Reviews
Dashboard +
| I Reviews - I E Managing Reviews
Requests +
Listings N Requests -
S - Listings +
Social +
Experience + Su rveys +
Reputation Score and Reports + Social n
Actions +
P - |  Experience -
Best Practi .
eebracHees - Reputation Score and Reports -
Actions =5

© Reputation. Confidential and Proprietary.
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Listings (E-REP)
Quick Start Guide

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

W Filters (1) I vailable throuzh lanuary 15 )
_ ® Data available through jonuary 15, 2022 Actions (Google and Facebook)
Listing Views Clicks to Phone Calls Clicks to Directions Clicks to Website
Direct
Caonversions Conversion Rate Conversions Conversion Rate Conversions Conversion Rate 280.5k (23.3%)
33.6m A 536.2k 1.6% 280.5k 0.8% 389.3k 1.2%
< 84% <83% a0.1% <85% <-0.1% <81% 0.2% o rale
Prev. Period: Prev. Period: Prev. Period: 1.5% Prev. Period: Prev. Period: 0.9% Prev. Period: Prev. Period: 1.0% 1.21m 536.2k (44.5%)
216.4m 31m e e 1.2 1.9m verane 12 21m o dverams 425 Actions
Listing Views Listing Views Over Time
g g Website /
389.3k (32.3%)
40M
30M
Google Direct, Brand, and Category Search Impressions
T 20M
£
Page Views =
Brand ~
Jo Basm i) E‘;,,;, (27.5%)
0 33.64m
Dec2021 Jan 2022 Search Impressions
k Google [ ] Google Facebook
33.64m (100.0%)

For more information about this topic, go to the Help Center:
Listing / Managing Listing Performance.

© Reputation. Confidential and Proprietary.
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ListingsS (E-REP) Only for UK
Quick Start Guide

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

Release Notes Certification Support

(1)

Listings Overview

[E] ManagingListings Performance
Search for a resource...
E] Listings Conversion Calculator
Dashboard +
@ Auditing Listings (Summary)
Reviews +
Requests + [E] Auditing Listings (Locations)
I Listings - I ]  UsingPublisher Suggestions
Surveys +
o N @ Managing Duplicate Listings
Experience + @ Editing Profiles
Reputation Score and Reports -+ @
Google Q&A
Actions o &
Admin + | @ Rich Content
Best Practi o
A - @ Publishing GMB Posts
@ Business Listings Template

© Reputation. Confidential and Proprietary.
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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

Reputation Score Components i) Data generated as of 01/17/22

Reputation Score It also shows how you compare

St 0 Average G Excellent 1,000 . .
429 & 0% (1 pts) 100 200 300 I 4067 500 650 800 goo to aUtomO“Ve Ind UStry and BESt

30 days ago: 428 Industry Average BestInC

P — In Class, now and in the past
l evolution

=> For more information, a link is avaialable here:
How is Reputation Score calculated?

How am | performing compared to others over time? 30 Days 60 Days 90 Days 365 Days

1000

« All this is available at any e

level of the structure (e.g.
Brand, Country, Region, ... Dealer,
Location) =

500

400

300
& . 5
R N T R A Gt Tt S 4;*(\’ e K‘a\(‘ \'\“ &
e < A R R ~ R R D P R R R R M > \
0{3 \e,(( ?9(‘ & & & & & % g(z ((z <<e 4(?. & QQI ‘(?‘9
&

© Reputation. Confidential and Proprietary.
@ Reputation Score @ Industry Average @ Best In Class



https://help.reputation.com/knowledgebase/reputation-score-faqs/

Reputation Score X (E-REP)

Quick Start Guide What he!s |mpacted. your
Reputation Score since 30 days
« Many useful insights, action oriented ago?
How have my locations been performing in the past 30  sort By: Reputation Score ~
days? .
Positive Impact Score Change
Highest Reputation Scores A Lowest Reputation Scores
Review Recency T 7 pts
Location aaa 0897 2opts _ Review Volume T 7pts
Locationyyy 100 =opts Star Average ™ 6 pts
Locationbbb g e7a  niops Negative Impact Score Change
, Location zzz  §100 =opss
LocationccC  ase 422prs No negative impact

Data generated as of 01/17/22

* The ‘Components’ section provides the

detail behind your Rep Score. Detailing o
where you're strong and also where you R | e
need to focus E—

Review Volume  wieH meact

pras 18%
T 3%

8% e

View Details

© Reputation. Confidential and Proprietary.




Reputation Score Details (E-REP) e e

Rep u tatl O n SC O re key C O m p O n en tS Reputation Score Components Data generated as of 01/17/22
(by decreasing impact order)

What factors make up my Reputation Score? 30Days  60Days  90Days | 365Days

* Star Average

Review Volume

T om !
High ratings cn imporLant sites are eritical Lo your online  55%

Review Response

23%» I 4 Star AVerage  HIGH IMPACT

View Details

Review Recency
Search Impression

Review Volume  wieH meact

A healthy wolurme of reviews represent an established

Review Spread o g, e

View Details

* % % % %

Review Length

¢ Review Response | MEDIUM IMPACT

85% 20% | e 85%
5 Responding Lo reviews slevates y eEyontne W ==
View Details - .

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

—  Star Average—Average star rating of reviews with weights assigned to review site —  Review Spread—Distribution of reviews sites with consideration given to review sites’
popularity and position of the reviews visibility

— Review Volume — Total number of reviews across all important major review sites Search Impression — How your business appears in search engine results

— Review Recency—Measure of newness of reviews to determine customer activity
and engagement

— Review Length—Percentage of total reviews considered long enough to impact — Review Response—Response rate across major review sites
customer perception and performance on search engine results pages -

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



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

Reputation Score X (E-REP)

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

Your negative review response
rate on Google is below your
industry average

You have responded to 0% of your
negative reviews on Google over the last
year (0 out of 8), whereas the industry
average was 40%. This is driving your
Reputation Score lower than the industry
average by approximately 27 points.

Respond to more reviews on Google

You have responded to 0% of your negative reviews and 14% of
your nonnegative reviews on Google in the last year. Respond to
at least 80% of your negative reviews and 50% of your
nonnegative reviews to see a score boost of approximately 26 to
33 points.

Review Response

Your review sentiment on Google has

dropped

Your score dropped by approximately 8 points
because your average rating on Google
decreased. For instance, over the last 30 days
your rating was 3.7 stars, down from 5.0 stars
over the period from 60 days ago until 30 days

ago.

Star Average

Improve your review sentiment on Google

Your all-time average star rating on Google is 4.1, while the
industry average is 4.3. Get at least 5 more 5 star reviews on
Google in the next two months to increase your Reputation Score
by approximately 17 to 25 points.

Add your webpage to your location profile

Add your webpage to your location profile to help us get more
accurate search results!

Confident
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Requests (voC Survey)

Quick Start Guide

Mode | All ~ | GroupBy | Location v
Requests Sent Clicks to Review & Survey Attributed Reviews & Survey @ Average Star Rating
102.1k 16.3k 9,454 5
Rank - Location Requests Sent Clicks to Review & Attributed Reviews & Average Star Rating
Leaderboard Survey Survey @
°* Sim ply shows 1 RENAULT LYON NORD - RRG - RENAULT 159 43 2 .
- 00000556
locations
2 RENAULT RIVES - GROUPE MANUEL - 97 9 3 /5
RENAULT - 00000610
ranked by
‘ ) 3 RENAULT CHATELLERAULT SODAC des 89 8 3 /5
requeStS Sent Nations - RENAULT - 00001167
4 RENAULT CHELLES - RENAULT - 76 6 4 /5
00001321
5 RENAULT CHALONS-EN-CHAMPAGNE - 74 17 8

RENAULT - 00000294

6 Renault SENLIS - RENAULT - 00000858 72 9 5 e
7 Van Mossel Dordrecht - RENAULT - 71 7 6 /5
52800289

© Reputation. Confidential and Proprietary.
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Requests (voC Survey)

Quick Start Guide
Metrics

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

Request Metrics

(-) All 7 Days 30 Days 90 Days 180 Days One Year Custom
Mode All -
Group by Time: Month Time: Month M
Details
Meonth Received Sent Delivered Opened ® Clicked @
Jan 2022 107.8k 102.1k (95%) 11.1k (11%) 5,406 (49%) 16.3k
—
Dec 2021 770 724 (94%) 451 (62%) 333 (74%) 154
Nov 2021 64 47 (73%) 41 (87%) 40 (98%) 19
Note: We are looking to develop the Metrics
reporting as we know users want greater detalil

around data provision and quality

© Reputation. Confidential and Proprietary.

Request Metrics

(-) Al 7Days  30Days 180Days  OneYear  Custom
Mode All
Group by Time: Month
Summal Details I & Download
Month Received Sent Delivered Opened ® Clicked ® CR®
Jan 2022 107.8k 102.1k (95%) 1.1k (11%) Unique: 5,406 (49%) Unique: 16.3k
Not Sent: Not Delivered: Total: 7,974 Total: 22.8k
Deduped: 5,692 Bounced: 772
Failed Validation: 24 Spammed: 1
Dec 2021 770 724 (34%) 451 (62%) Unique: 333 (74%) Unique: 154
Not Sent: Not Delivered: Total: 2,534 Total: 677
Deduped: 42 Bounced: 154
Failed Validation: 4
Nov 2021 64 47 (73%) 41 (87%) Unique: 40 (98%) Unique: 19
Not Sent: Total: 102 Total: 42
Deduped: 1

Confident



Requests (voC Survey
Quick Start Guide

Request Reviews History

Requests sent to customers

History

IMDdE All SMS EmaHI Kiosk

* Shows the

Meode Location Template Name Requester To Email To Phone Status Sites Sent Date
S u rvey Emnail Dacia Olsztyn - Alcar rem_e_s_PL_POL_DA System Unknown 19 Jan 2022
C
te I I l p I ateS th at Email Dacia Nowy Sacz - A rem_e_s_PL_POL DA Systemn Unknown 19 )an 2022
uto Spektrum C
h ave b e e n Se nt Email Dacia Bydgoszcz - Un rem_e_s_PL_POL_DA System Unknown 19 Jan 2022
i-Car C
y Emnail Dacia Bydgoszcz - Un rem_e_s_PL_POL_DA Systemn Unknown 19 Jan 2022
customers C
. Email Dacia Koszalin - Dub rem_e_s_PL_POL_DA System Unknown 19 Jan 2022
.Y filter b :
Ou Can tiiter oy
Email Dacia Poznan - Pielu rem_e_s_PL_POL_DA System Unknown 19 Jan 2022
methodology ¢
Email Dacia Koszalin - Dub rem_e_s_PL_POL_DA Systemn Unknown 19 Jan 2022
nicki C
Email Dacia Bytom - Dgbro rem_e_s_PL_POL_DA System Unknown 19 Jan 2022

© Reputation. Confidential and Proprietary.
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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

Templates
All - All v

Name
nit_ee_as_AR_ES_RENAULT
nit_ee_as_CH_DE_RENAULT
nit_ee_as_ES_GL_DACIA

English_sales_reminder

nit_ee_as_ES_CA_RENAULT

© Reputation. Confidential and Proprietary.

Level

Tenant

Tenant

Tenant

Tenant

Tenant

4v

Type

Email

Email

Email

Email

Email

Templates > init_ee_as_ES_GL_DACIA

Name

Type

Level

From Name
From Email
Subject

Over-survey
protection days

Review Sites
Included Sites

Follow-up Logic

init_ee_as_ES_GL_DACIA
Email

Tenant
{location-from-name}}
{{location-from-email}}

En {{__brand_}} a ta opini6én & importante

Manually Inserted
Survey
init_ee_as_ES GL_DACIA

1 5days | rem_e_as ES GL_DACIA

Estimado/a {{to-name}}:

Hai pouco lle enviamos unha enquisa relativa & reparacion do seu {{__brand__}} en
{{location-name}}, mais non nos consta que a cubrise.

En{{ brand }} querémoslle ofrecer os mellores estandares de atencién ao cliente. Por
iso, gustarianos cofiecer a sta opinidn sobre a sa Ultima visita a {{location-name}}.

Tardara tan s6 uns minutos en cubrir a enquisa e pode facelo con toda comodidade
dende a sta computadora ou 0 seu dispositivo maébil.

Participe nesta enquisa

Grazas por participar. Apreciamos moito o seu tempo e valoramos a sia opinién.
Sincerely,

Fernando Vara Valbuena

Director de Posventa Business y Calidad Dacia

Confident



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:

Release Notes Certification Support

Requests

[E] Requests Overview

Search for aresource...

- ) @ B Note: The
e . B Serdite Bulk Roouoss ‘Sending’
LReauess | sections are not
L) B SendingReguestsviaMobile App
. E relevant for the
Social + [E] Usingthe Request Leaderboard Groupe Renault
Experience +
rogramme
Reputation Score and Reports + E USing Req L]ESt MetriCS p g
Actions +
Admin + | [E] UsingRequest History
Best Practices +
@ Managing Request Templates

© Reputation. Confidential and Proprietary.
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Surveys (VoC Survey)
Quick Start Guide

All Surveys
* Provides a holistic view of your performance by Survey type:

All Surveys (3)

@ Closing the loop

In Testing Regular Create..

2 After Sales / Se... [@ Sales / Ventes

Active Regular Created 1... Active Regular Created 1.

NPS NPS NP5
92.7k 20k 12.8k 4,1532,745 1,089 0 5 0
Sent Started | Completed Sent Started | Completed 5ent Started | Completed
Lul - Results =, Preview Ll Results =, Preview Ll Results =, Preview

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
Confident

© Reputation. Confidential and Proprietary.




Surveys (VoC Survey)
Quick Start Guide

Average Rating

Results Feed /5

* Enables you to |
rendscores &
completion rates

Completed Surveys

Responded 0 (0%) View

Over tl me Unresponded 13.9k (100%) View

* Provides a
breakdown of the
surveys
completed and
the customer
response (simply
scroll down to see
more responses)

© Reputation. Confidential and Proprietary.

@ Average Rating

I Ratings over Time Surveys Completed/Responded I MPS over Time

47

Jan 2022

Survey Type M All - Newest First -

E After Sales / Service

AUTOMOBILS DELMAR, 5.A. - DACIA

MADRID LABARTA VICENTE ENRIQUE

/5  19jan2022
lo que se b pidio

AUTOMOBILS DELMAR, S.A. hizo que mi experiencia

fuera facil

Quedé satisfecho/a con la calidad del trabajo

/5

Senti que me trataban como un cliente preferente
/5

:Quedd satisfecho/a con los conocimientos del personal
/5

Su experiencia con el trabajo realizado AUTOMOBILS

DELMAR, S.A....proporciond una buena relacion calidad-

Confident



Surveys (VoC Survey)
Quick Start Guide

Results Manager

* Provides a grid/table
VIeW Of Completed | After Sales / 5. = Default View - Y More Filters Search (Case Sensitive)

1-51 of 12.8k responses

surveys , _ _ . . . .

View Survey Date = Location Name Sent Date Status Flags Origin Sentiment Categories Duration Name Email
* Click on ‘View' t
I C O n I eW O 19 Jan 2022 Liberte Veiculos 13 Jan 2022 Completed Mobile Positive 1m7s BERENICE
L. Itajai MONTAGNA

get additional | _
View 19 Jan 2022 RENAULT SAINT- 19 Jan 2022 Completed Desktop Positive Customer Service 2m 30s

. . ETIENNE -

iInformation on a

THIVOLLE
SpeCIfIC Su rvey View 19 Jan 2022 Zeeuw & Zeeuw 18 Jan 2022 Completed Desktop Neutral 1m 39s M. PRINS
Delft
A lter th
O u Can a ter t e View 19 Jan 2022 RENAULT 19 Jan 2022 Completed Desktop Positive 4m 34s FLOCHLAY
- BORDEAUX Joserre
OUtpUt by Changlng BRUGES - RRG

M M M Vi 19 Jan 2022 RENAULT 19 Jan 2022 Completed Mobile Positive Service Service Advi 2m 57s LARIOS
the options within
th e d ro p d Own S (O r View 19 Jan 2022 SARLBOR 19 Jan 2022 Completed Mobile Positive 1m7s SARRAT

L. CATHERINE
by editing columns) )
View 19 Jan 2022 RENAULT 19 Jan 2022 Completed Desktop Positive 2m 14s BOIX ALAIN
PERPIGNAN

°* NOTE: Current month information is based on customers who completed the survey in the
given month

© Reputation. Confidential and Proprietary.
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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:

Release Notes Certification Support

Search for aresource...

Dashboard +
Reviews +
Requests +
Listings +
I Surveys + I
Social o
Experience +
Reputation Score and Reports -+
Actions o
Admin +
Best Practices +

© Reputation. Confidential and Proprietary.

Surveys

(]

W M W W @ @ @ @ @ @

Surveys Overview
Designing a Survey
Creating a Custom Score
Viewing Survey Results
How is NPS Calculated?
Using Simple Surveys
Responding to Surveys
Managing Survey Alerts
Creating a Surveys Widget
Search Accelerator FAQ

Google Seller Ratings

Confident
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CtioNS (VoC Survey)
Quick Start Guide

DaS h b O ar d Dashboard  Metrics

» Backlog Overdue Resolution Rate (within SLA) Closed On Time

* Provides a 251 245 0% 0%

breakdown of
251 tickets found | O0editcolumns ’E‘ 2 Search
yO u r aCtI O n S ] Id Source Location Subject Queue Stage Tags Se R >

d th . t t (® Due 9 days ago E| i
an e I r S a u S O e suey [ — B1 mijn auto dlenthet After Soles NEW After ° Janssen Kerres - RENAULT - 52800187 (500000299_52800187R)

Renavit
Group

RENAULT - instrumenten paneel Sales - No
‘ y 52800187 vervangen te worden. escalation Ticket 523961880
Sta e ) Dit is een ... Read More... Last updated at Jan 11, 2022 3:47 p.m. by David MEIJSING
( g i Created at Jan 10, 2022 10:06 a.m. by David MEIJSING
() 523962484  Survey Concesionario No me gusto g tengo mi After Sales - TO ESCALATE After . the instrument panel needs to be replaced. Thisis a
) C | H k Renault - Mar del re renault parael Escalation Sales - desk clerk that | am not sure whether | still want to carry
I C O n to a n Plata - Auto del Mar descuento y fue una Direct es with another Renault dealer have shown that overhaul Info Notes History
SA. - RENAULT - odisea para g ... Read escalation communicated to me at the counter at Kerres.
. 3292800 More. to CC
aCtI O n to S e e - - (U iginian oy g aute uiene newnsu uMenten paneel vervangen te worden. Dit is een kostbare Queue: After Sales .
aangelegenheid. Ik heb aan de baliemedewerker duidelijk gemaakt dat ik niet zeker ben of ik
deze kostbare reparatie nog aan mijn auto wil uitvoeren. Navraag bij een andere Renault dealer Stage: New .

heeft uitgewezen dat revisie ook mogelijk is. Dit had men mij aan de balie bij Kerres moeten

fU rth er d etal | mededelen. Tags: After Sales - No escalation ~ ~

Janssen Kerres heeft voor een gemakkelijke Ik werd behandeld als een gewaardeerde klant Root Causes: Select
an d u pd ate ervaring gezorgd ‘
/5
/5 Ik was tevreden met de kennis van het Ticket Details
aCCO rd i n g Iy personeel Ticket Type: Select
/5
k was tevreden over de kwaliteit van het De algehele ervaring bij Janssen Kerres was in Attachments (0)
uitgevoerde werk verhouding tot de prijs en kwaliteit van de & Drop files to attach, or browse
geleverde dienst .
/5
/5

PAYS NL
cpteRR 52800187
cpteGAR 00187

© Reputation. Confidential and Proprietary.
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AcCtioNns (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:

Renavuit
Group

<

Dashhoard Metrics

(@ Dashboards 10f 347
@® Due 23 days ago m
Y% Reviews
Listings
= /5
After Sal
senvice 10Jan 2022
Requests ) !

Janssen (Translated by Reputation) With my car, the

Kerres - instrument panel needs to be replaced. This is
= Surveys RENAULT - a costly affair. | have made it clear to the desk

52800187 clerk that I am not sure whether | still want to
Actions carry out this costly repair on my car. Inquiries
with another Renault dealer have shown that
overhaul is also possible. This should have

\/  Experience CPINGLOT

been communicated to me at the counter at

eugene.bindels
£ Kerres.

Reputation Score X @gmail.com

(Original) Bij mijn auto dient het instrumenten
paneel vervangen te worden. Dit is een
kostbare aangelegenheid. Ik heb aan de

I Reports

baliemedewerker duidelijk gemaakt dat ik niet

© Reputation. Confidential and Proprietary.

zeker ben of ik deze kostbare reparatie nog aan
miin auto wil uitvoeren. Navraag bii een andere

% Switch ~ Q €§3 @ SA

Renault
Group

Janssen Kerres - RENAULT - 52800187 (500000299_52800187R)
Ticket 523961880

Last updated at Feb 1, 2022 11:56 a.m. by System User

Created at Jan 10, 2022 10:06 a.m. by David ME|/SING

lnfo ﬂiStory

Queue:

After Sales
Tags: NEW

Root Causes:

READ
CONTACTED v

CLOSED

Ticket Details

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 "and
then ‘Close’ the Action

Confident



AcCtioNns (VoC Survey)
Quick Start Guide

Dashboard Metrics

Metrics
°* Provides both

Backlog Summary

Response Status Overdue Not Overdue On Hold Total
1 J
Unresponded 245 6 0 251 a baCklOg and
|
1 )
Responded 0 0 0 0 prog reSS
Total 245 6 0 251 S U m m ary

* The
Progress Summary By Due Date Queue - ‘Escalation’
Progress Summary By Due Date baI’S on the
graph show
those actions
that have been

Tickets
3W1L U Pasa|d %

0.0% 0.0% 0.0% 0.0% 0.0% 0.0% 0.0%

B :.«{-,;—nr_’: M ~TC.F<:‘-.1’:‘-"E _\'_ T — ‘=|:-CL *';':';""’ N passed Onto
L the Contact

Centre

© Reputation. Confidential and Proprietary.
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AcCtioNns (VoC Survey)
Quick Start Guide

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

Release Notes Certification Support Release Notes Certification Support

Search for aresource...
Search for aresource...

Dashboard +
Social +
Reviews +
Experience +
Requests +
Reputation Score and Reports +-
Listings +
Surveys i Actions - |
Social + @ Actions Overview
Experi @ Action Workflow & Automation
xperience +
Reputation Score and Reports + E  Usingthe Actions Dashboard
I Actions + I i B  Workingwith Actions
Admin + | E Managing Actions Notifications
Best Practices + IE Viewing Action Metrics and Reports
. |
Admin T
Best Practices 4=

© Reputation. Confidential and Proprietary. I
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