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Over 55,000 Clients and Partners in 150 Countries
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Tools & Processes to Improve the Guest Experience

Operational
& Service
Priorities

Data Insights

Action Results

Guest Experience Improvement Suite™

> Online > Quest > Quest > Case
Reputation Satisfaction Messaging Management
Management Surveys* Hub

*In-stay and post-stay surveys
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ReviewPro CS Structure

VP Global
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Onboarding
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Onbearding
Agent

Onbaarding
Agent

Onboarding
Agent

Onbsaxarding
Agent

Director Client
Integrations &
Content

Client Content &
Translations
Co-ordinator

Client technical
Lead




#pulset

Great. C;qstomer Success ->
Acquisition

ReviewPro
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The beginning of
Customer Success at
ReviewPro
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The beginning of Customer Success

Identified small
Accounts churning
(August)

Analysis carried out that identified that
we were very good at supporting our
large accounts, but the main issue was
that the small accounts were churning, at
an alarming rate.

Upsell Campaign
(January)

During this year ReviewPro began on a big upsell
campaign of it's survey tool. The challenge? Visibility
of Customer Health. Sales were selling blindly,:

« Customers communicating intention to churn

« Sales dealing with technical queries instead of
selling
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The Birth of Customer
Success

A team of two people were hired to build
a Customer Success Team. The idea was
that these Customer Success Coaches
would spend time speaking to our smaller
clients and engaging them within the tool.
No technical support, JUST engagement

Introduction of Gainsight

We identified three key things:

1. Need to measure engagement

of the clients we had contacted

2. Need to be to add ‘Tech-Touch’

to process for scalability

3. Customer Success done well, drives
Upsells

Once we started engaging the smaller
clients, we identified that many of them
had not completed implementation, so
we added one resource slightly more
technical just for these accounts.
Customer Success coaches would hand
technical items to this person to keep
these clients engaged.
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B

Introduction of Gainsight
to the Organization
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Introduction of
Gainsight to
Manhage
Customer Health

Having gone through the journey
mentioned, we identified there was a
need to implement a tool to help us
manage the process of measuring
Customer Health, and recording the
progress being made. Gainsight helped to
begin capturing the NPS of our clients.

mixpanel | MEEIIES](d:

0¥ o

salesforce

service
cloud

ReviewPro

A SHIJI GROUP BRAND
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Healthscore to measure engagement of our

c'!@ﬂ%?e takes in various datapoints from Gainsight, MixPanel, ReviewPro's Backoffice Tools, Salesforce &
Service Cloud

« Support tickets & Defect tickets at the very least show that the client is engaged

« Touchpoints for ReviewPro are verbal discussions with clients that last more than 5 minutes to provide them
some kind of value/support in the use of the tool

\/ Health Scare =1 PX NPS ~ Users

@ il 58.90 1049

Scorecard 2.0

Account Scorecard {(Numeric) ==Z [i=

Overall Score

Last Modified on 01/11/2019

@ Touchpoint - 3 measures v
[ Activity Touchpoint .. m I:I Actwl!y Touchpoint R... m [ Activity Touchpoint V... m
Maodified on 011172018 fied on 011172019 Modified on 01/11/2019

Ungrouped Measures v

[ Usage @ [0 Support Tickets w 2.0\\ [ Defect Tickets w ] Sponsor 76 [ Average Segment H... m [ NPS m
Modified on 01112019 Medified on 01/11/2019 > Modified on 01112015 Medified on .. Meodified on O8/02/2018 Modified on 01/11/2019
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Visibility

DETAIL TIMELINE
SPLANS USAGE  ALLCONTACTS SURVEYS  SPONSORTRAC..  ALL OPPORTUN..

) Health Score [ PxNPs 2, users

C-JITT 58.90 1049

[T open cCases [7] Total Closed Case ) AM Owner

12 1 Rafael Radesca

AD owre

DETAIL TIMELINE
Select types - Search Activities QB
‘- b4 The Capitol Kempinski Hotel Singapare The Capitol Kempinski Hotel Singapore Face to Face Meeting with Sebastie =2
L = _iames Liow | 1710:2019 04:30 Ruth (Quality Manager) Ruth just joined the orgi about 3weeks aga "
Grand Kempinski Shanghai Held 3 mesting with Gregor Raible the Hotel managar in Shanghal, He abso
\ el Jomes | 15902019 0890 loves the tool and says itis very key to their svery day Operation. Key topic:  —~

Transparenc :

Value

The idea was to promote
the value of the support
team to the sales
organization and provide to
them visibility of the
progress of the client, and
the amount of effort it took
to fully implement a client

® G

G

T\ Delivery report Instay Call with alex: and Hilds to show Delivery report Th idea i for the manager
RODe| Rodesta | D201 1455 ach property to receive every monday a report based on the delivery data

‘Weekly call with hilda a0d the establishment tprﬁﬂ 0 to excel reports - FR Workgroup clearup -
ROfDe| Rogesca | 10MG/2019 15:00 ekt craated Mass suspension of inactive users - FR. Makes sense butneed =)

a GMH - 23 hotsls Kempinski confirned that 23 hotels have added GMH to their budgstforne
/ Rafoe! Ragesca | D4/A0/2019 100 . We should get more hotels from the next manths when they will pramate ( —
N, weekly cail Weekly call about account status - Mass suspension of user that a nsrml o
ool Radesca | 0a0v2019 17:50 e st 12 momths - Rncrn e uzmmyp vadget not s hwmg i
TN Webinar practise Call with Hilda and Amanda 1o practise the ReviewPro & Kempinski webinar
ool Ravesta | 03102019 17:41 week We went over the slides together and did a non stop practice run, =
N Kempinski GMH call Feeaback call with the Prof ning the GMH pilot - Hotels confimes )
Rofoe! Rodesca | 03M0v2019 17:33 he collatarals hava ben d around tha hotel - They will now add te
N Coolio Case Kempinski - AP1 Wt the use of the API, kempinsid CRM (concilo) s able o pull out GSS dat
Rofoe! Ronesta | 10/09/2019 104 ¥ have have created an alert that is send to the hotel when they have a gue
"""""""""""" [eweee T
e Gontact Name Subject
202002 Aace Tong o WEBINAR | Mastering tha An of
aosnt Massimo Veta Right o cose cases
200624 ‘Sami Fong Do users hotsl assign in revisw pro
90616
200102 Flks Van Ssntzn Re: ReviewPro mesting 1803/19: Oustonding voices
19004 Anmen Terisy Fws: Your ReviewPro passwor
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29549 GRI et
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w757 Time zong
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GRI cafeulation

Health Widget in Salesforce

Provides visibility to the Sales Team on the Health of
the client.

Visibility into the Proactive Touchpoints

Whole organization has visibility into the most recent
proactive communications with the clients and able to
review the detail and make comments to the
Customer Success Coach.

Visibility of Support Cases

We also moved our support cases from Desk.com to
Service Cloud with the intention of making sure once
again that our Sales Team had visibility into everything
that was happening with their clients.
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Is It Possible to
Drive Revenue
from Customer
Success

Most Startup Organizations are in a
massive sales cycle and ReviewPro
was the same. Hard to sell the ‘value’
of the support team.

Then decided to offer consultancy
packs in order to be able to cover
cost, and grow the team!

O ReviewPro

CAUEST INTELLIGINCE

GUEST SURVEYS
COMNSULTATION

Optimize your survey strategy &

design for instant results

A5 a nesw custormer of our Guest Satisfacton Surveys (G5S),

we proside you with everything you need to get staned ‘ ‘ Irn aclditicn 1o takang us throudgh the surey

Yoo will e acciss to the tools to configune your cwn
sumeay & well @ onlinge support content with a
step-by-step guide on how to set up and send your first

sy,

Yo may prafar rowesves, to hawe an axpest analyze your
cusrent situation whio can help to defime your guest suneys
stratecy and launch the program successshuby, |1 this & the
case, wihy not conslder cuwr consulting package?

setup step-by-step, we benefited greatly
from the RevewFro team's extersive
krcwviechge and expenence when
consulting on guest survey strategy and
thwe surwey design itsell In fact, ReviewPra
carvinced us that we nesded to totally
owerhaul cur survey = and they were right!”

Simon Dawvis
_i Regional Director
Agarr Halels

Consultation overview Pricing

N

Ethl €795 [ EGTS

otes

The Cuest Surveys Consultation and Configuration fee

view of your curren L ing) accounts for up to 10 hours of corsulbng on the sEveys.
= Recommendation and consult: Should the customer requine more than 10 howes consutting,

* Addition of management signatures to the
sUrvey

* Advice on PMS file configuration to obtain
the besh s ey possible

= Advice on domain settings for the sending

off the sursey

WA PRV WG

infergrmmns o

it is pos=ble to purchase additional hours.

The corsuliation package does nob incluce

= Trarslalion of survey
= Training for users

The customer & required to work with thelr PeS vendor in
order to ensure that the correct format of file can be
gerneraled for the surveys and that the sending can be
automated where recessary, Reviewfro will however:

= Review the PMS file 1o male sure that the lormal is
correct

& Mak= recommendations on sddition of fislds in order
Lo ealracl more dala when analyang resws

« Carry out language mapping 0 srsurs guests receye
thie swerveys in their preferred language (dependent on
trarslations provided by customer]

e | Twsitir: grevisapes
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Clients Recognized
Value

Sales Recognized
RQS{UI)tSf these clients were

completed quickly and efficiently.

Clients were more satisfied, and were willing to
consider other tools.

Sales wanted to offer more packs so that they
could have a bigger support team.

More packs sold - more people added to the
team.

O ReviewPro

CAUEST INTELLIGINCE

GUEST SURVEYS
COMNSULTATION

Optimize your survey strategy &

design for instant results
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e | Twsitir: grevisapes
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Automated Churn
Survey sent to
smaller clients

+ Alot of time being spent on the smaller clients
trying to convince them to stay

« When we switched to an upselling model we could
not spend too much time on the smaller clients

* Introduced a cancellation survey to identify the
clients that were still interested in finding out more

English{Us)

All guestions marked with * are required.

1. We are soiTy to see you go. We would like to understand what has been the main reason to request the
cancellation of your subscription:

I don't see the value of the tool

Responsiveness of our support team

Lack of contact from the support team

We never really rolled out the taol effectively in our organisation

I felt the service was too expensive

Lack of resources to manage the tool

The people who purchased the tool are no lenger with the organisation
We are currently working with another provider

Too many technical issues with the tool

I have closed down my business

Other

2. Did you find ReviewPro difficult to use? *

[ Select one B

3. Please share with us any suggestions in erder for us to improve our products and service?

Enter text

A000 Characters rernaining.

SUBMIT
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The top 3 things you should be checking on your ReviewPro account

Dear Merea,

We know someatimes a big amount of data can be overwhelming. So here are the 3 key things you should
check when logging in to ReviewPro:

= GRI: The industry-standard Global Review IndexTM (GRI) is an online reputation score available
exclusively to ReviewPro dients, which is used by thousands of hotels worldwide as a benchmark
for reputation management efforts. We gather this information from ower 200 OTAs and Review
Sites using advanced algorithms that reflects a realistic score of your gnline reputation, not just an

AVETage.

= Tracking Page: Here is where you will be able to work on the guests’ reviews by responding to
them and also by creating cases that will allow vou to send an issue to the relevant person or

department
=« Semantic A
itemns of you
and what y
drive impro

Do not hesitate to
to ReviewPro.

Many Thanks

Janire Rodriguez

Revie

URGRADE THE G

All of ReviewPro in your pockel with our free app

Dear Nerea,

We are big fans of our Mobile
anywhere.

Now you can control your anl
our ReviewPro app, available
engaging with your guests on
Reputation Tool everywhere )

¥ou can now save time and ir
every HOD to download the F
alerts and generate reports, F
achieve a common goal.

Best regards!

Janire Rodriguez

Everyone's talking about guest messaging, find cut why
Deaar Meraa,

The future of communication is here! Gel on board with the latest technology and increase the amaunt
of opporunities Lo interact with your guests. Our Guest Messaging Hub will help you Improve your
guests' experence by engaging with them in a seamless way, making it easy for your clients 1o
communicate with you at any Ume from amywhera.

(1] -

Wabch kiter  Shaie

Gainsight’

Search... searen

Keeping
Accounts
Engaged.

Once the Customer Success Team had
engaged the accounts, an automated email
campaign was created to keep them
engaged.

Cadence for delivery was 14 days, 30 days
and 60 days after the initial verbal
communication.

Clients were interacting with these mails,
and having made them look personalized,

Q.+ Customer name starts with ﬂ 22 &ee 0 A

» € CSEmail Campaign_Activity Timeline_LOG_FINAL P

45t Email of Campaign 2nd Email of Campaign
net opened_CTA not opened_CTA

3rd Emall of Campalign
not opened_CTA




2wkt amail sanding

st Enail of Campaign not cpaned_CTA

Stepwise Report M1 o

EMAIL OPEN RATE

1EN2019
Participant
o3

() Lastupdated on OVIVEOIS 0041 CET.  REFRESH WIEW MODEL

[ o ne [T

2Znd amad after 30 days Ird Emal aftar 60 days 3rd Emal of Campaign not opensd_CTA Compkted Campagn_CTA Q3001 N2 WIN2019 2Mozoe 20209 -l c] 30201
Email - Sent, Open & Click [EEESEECRgE - | ubscrib ed & Spam [EEEEVEUTRGE - |

1

B

§ Mo data found.

f

2

o
O2NN2ATNS 0an20% OEAN2IS L0 A2 WIS AN 19n0 2019 raly el ] 24402015 M08 28402018 30M720%

-» Click -+ Open - Send
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Upselling + Cross-Selling
Through Customer
Success




Upselling +
Crog.s-
28N c.ccome:

Success

Customer Success Team began engaging our
smaller clients to introduce them to the tool in
more detail.

We became astonished by the amount of
clients that had requested to add more
Hotels/Restaurants to their current
subscription which began to drive addj

revenue. ARk

KEEP
CALM

REMEMBER TO
UPSELL




A B L D E F L=} H 1 . K

Link =  Gurrent Score = Mame = Country T AMO N - Sag 1t b ORM = GSS hd ACM h GMH - Trend -

001 DOO00§P=C (=11 Hotel Paradise Park 1 Spain Janire Rodriguez Independent YES MO MO [ Cul u&

001 DOOO0Oywal [=1-] Hotel Zarauz Spain Janire Rodriguez Independent YES [ [=] [ [e] (L=l uP

001 20000002 HW =} Apartamentos Puerta Catedral Spain Janire Rodriguez Independent YES [ [=] [ [e] (L=l uP

001 57000027 i 5& Hotel Blancafort Spa Termal Spain Janire Rodriguez Independent YES MO MO MO upP

001 STO000 1 wels 53 grupo Bosch Aymerich Spain Janire Rodriguez Independent YES MO MO MO u#

001 DOO000mecc 52 Costa Azul Spain Javier Torres Independent YES [ [=] [ [e] (L=l uP

001 5700002805 52 Hotel Palacio lco Spain A Independent YES MO MO [ Cul u&

001 DOO000 T kA2 50 BCMN Montjuic Hotel Spain Jawvier Torres Independent YES [\ La] [ [a] [ [a] MO CHAMGE
001 S7T0000260C 49 El Mirador Hotel and Spa Uruguay Janire Rodriguez Independent YES MO MO MO ue

001 20000000 R aF Arrecife Gran Hotel Spain A Independeant YES MO MO [ Lol O
001 DOO0001 5GC 28 Hotel Balc?n de Eurcpa Spain Janire Rodriguez Independent YES [\ La] [ [a] [ [a] MO CHAMGE
001 S7T00E0 T mkd a3 Hotel Casa Bomay Spain Janire Rodriguez Independent YES [\ La] [ [a] [ [a] MO CHAMGE
001 5700001 wFbE 43 Hotel Grand Teguise Playva Spain Janire Rodriguez Independant YES MO MO MO MO CHAMGE
007 OO0 Fl 43 Hotel IPY Palace & Spa Spain A Independent YES MO MO [ Gl uP

001 S7T00E0 T W1 <0 Paraiso del Sol Apartamentos Spain Janire Rodriguez Independent YES [\ La] [ [a] [ [a] MO CHAMGE
001 DOOO000y TP 39 Puerta de Toledo Spain Janire Rodriguez Independent YES [\ La] [ [a] [ [a] uP

001 OO0 5" 38 Puerta Sherry - Ex HACE ahora Independis Spain Janire Rodriguez Independent YES MO MO [ Lol up

001 S7000021 09" 35 Casa Enrigue Spain Janire Rodriguez Independent YES MO MO MO MO CHAMNGE
001 DOO000T1 TwWE 34 Hotel Cristima Las Palmas Spain Janire Rodriguez Independent YES [\ La] [ [a] [ [a] MO CHAMGE
001 S7T00C00F3r0 33 Hotel Coma-Bella Andarra Janire Rodriguez Independent YES [\ La] [ [a] [ [a] MO CHAMGE
001 DO0001SfLE 30 Hotel Balcon de Cordoba Spain e LT Independent YES [\ La] MO [ L] MO CHAMGE
001 570000248486 30 Villas Heredad Kamezi Spain -MA- Independent YES MO MO MO MO CHAMNGE
001 20000:00%gT 28 Alhambra Palace Spain Janire Rodriguez Independent YES MO MO [ Lol MO CHAMGE
001 20000000 Rm 28 Ibiza Gram Hotel Spain e LT Independent YES [\ La] MO [ L] ue

001 20000005 Kl 23 Sercotel Primcesa De Eboli Spain Janire Rodriguez Independent YES [\ La] MO [ L] MO CHAMGE
001 20000008 fF 20 Aparthotel Silver Spain Janire Rodriguez Independent YES MO MO MO MO CHAMGE
001 STO0002Suk 13 MNaturlandia -SIT Andaorra -PA- Independent YES MO MO MO MO CHAMGE
001 DOO000Nn2n" 13 Alondras Park Apartamentos Spain e LT Independent YES [\ La] MO [ L] MO CHAMGE
[elem e balulalotaly bs ¥ 13 Altafulla Mar Hote| === Spain e LT Independent YES [\ La] MO [ L] O
001 DO00001dZT 13 Apartamentos Ebano Spain e LT Independent YES [\ La] MO [ L] O

@
0
2 pselling + Cross-
h Selllng
rogram

Upselling

« 2019 Strategy was to Upsell

« Customer Success & Sales Teams became much closer

« Threshold created for the accounts that sales can upsell to, and the ‘sweet-spot’ that Customer Success
Should work with.

Customer Success Team would then engage these clients to get the Healthscore moving up and as close to
cross the threshold as possible.
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PARTICIPANTS

997.,1057

Reviews + surveys: a winning combination

E/GUEST TISFACTION SURVEYS

Reviews + surveys:
a winning combination

ReviewPro

Hi Michael,
Are you tired of having guest feedback locked In separate data silos?

With our combined Guest Satisfaction Surveys (GSS) and Online Reputatien Management (ORM)
solutions, Icon Resart Apartments can manage all guest feedback from one Integrated dashboard.

Create customized In-stay and post-stay surveys in multiple languages
Drill down in eritical areas to prieritize changes and improvements

Use PMS data to send targeted surveys and filter guest experience data by reom number, room
‘type, traveler type and any cther PMS field.

Compare ORM performance metrics with key survey metrics

Boost review volume and ratings on TripAdvisor, Google and HolidayCheck

To find out how Icon Resort Apartments can take advantage of all the banefits of Guest Satisfaction
Surveys, request & demo today.

Thanks Michael. | look forward to chatting soon!

Neil James
VP of Global Customer Success

[E]ENCUESTAS DE SATIS

Automatiza la resolucion
en tiempo real de las
quejas de los clientes

ReviewPro

Haola de nueve Angel.

de los datos del feedback

Después de afios de por fin se estd lai
de los huéspedes y de los procesos de resolucisn de quejas.

Con el paquete integrade de soluciones y procesos de Revi . Hateles es capaz de
obtenar un mayer indice de satisfaccién de los clientes, una mejor posicisn en los rankings en linea y
mayores ingresos.

Paquete de mejora de la experiencia del hugsped
- Gestidn de Ia reputacién onlina
« Cuestionarios de satisfaccion de clientes
- Gestién automética de casos
= Centro de mensajeria para hugspedes

Las ventajas de una herramienta integrada

= Desglosa los nicleos de datos y comparte la informacién relevante con los miembros del perscnal
adecuados

= Administra el feedback de los hugspedes. los datos y los informes desde un sola panel de control

= Identifica los factores concretos que afectan ala satisfaccisn de los clientes e impulsa la
racuperacion del servicio

» Prioriza y toma medidas que permitan mejoras a nivel operativo y de servicio

- Automatiza el seguimiento del feedback de los huéspedes y de las consultas

= Sincroniza con tu PMS y CRM para obtener informacién valiosa y guest intelligence

Para saber mas, selicita una demo hoy.

Learn how one hotel group used surveys to boost GRI by 2.5%

Learn how one hotel
group used surveys"
to boost GRI by 2.5%

ReviewPro

Hi Michael,
As you know, an Increase In the Global Review Index” (GRI) leads 1o higher ADR, occupancy and RevPAR.

Did you know that ane of the most effective ways to boost GRI is through an integrated approach to
online reviews and guest surveys?

With ReviewPro’s GSS salution, you can tailor surveys according to your unique brand experience, filling
in gaps of knowledge left by anline reviews.

Click here to learn how cne hatel group increased its GRI by 2.5% by optimizing its guest surveys and
managing all guest feedback on ene dashboard.

To find out how Icon Resort Apartments can take advantage of all the benefits of Guest Satisfaction
Surveys, request a demo today,

Thanks Michael. | look forward to chatting soon!

Neil James
VP of Global Customer Success

Click here to unsubscribe from this list or manage your preferences here.

Did you get what you are looking for?

El GUES TISFACTION SURVEYS

Did you get what
you are looking for?

RevigwPro

Dear Michael,

As @ final message on the topic of Guest Satistaction Surveys, | thought I'd share a few resources to help
you take guest satisfaction to the next level in 2018,

= Data Spatiight: In-stay Service Recovery Impacts Guest Satisfaction
= Hotel Guest Surveys: 3 Tips to Optimize Completion Rates
= Boost Hotel Review Volume on TripAdvisor, Google and Holiday Chack

1 hope you find these articles as insightful and inspiring s | did.

Ta find out how lcon Resort Apartments can take advantage of all the benefits of Guest Satisfaction
‘Surveys, request a demo today.

Thanks Michael. | look forward to chatting soon!

Neil James
WP Global Customer Success

Click here to unsubscribe from this st of menage yeur preferences here.

TOTAL EMAIL SENT

4031

Upselling
Automated
Campaign.

« Email campaign created that was automated
and sent one email every two weeks.

» There were 12 emails in total, 4 emails for
each client type based on the products they
already had.

 Fantastic qualified leads were generated as a
result.

« All customer facing emails are sent from
myself, through Gainsight, and not through
marketing!

» Open rate remains high!

CLICK TO OPEM RATE

7.5 %
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Upsell Dashboard
for Customer
Success
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Cristina Lopez 163
Anthony Tan 49
Neil Halliday 47
Rudeina Nicola 47
Wilma Vanni 28
Herri-Pierre Valdeolivas 23
Awril Carter 18
Francesca Farenga 18

Maria Vera Ulrich 18
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Janire Rodriguez
Javier Torres
Mabel Tan
Matthew Bell
MNuria Vicente
Kirsten Andres
Alexandre Blind
Brenda Chin

Tatiana Ponechalova

62

44

41

32

30

22

21

19

17

Pipeline =

Sum of MRR converted (EUR): 6,6K

Stage | ) Demo Done [ Proposal Sent [ Ordersent @ In Negotiation

View Report (AMLEADS Pipeling)

Upsell Type =

Record Count

Upsell Type ' @ Additional Properties @ Core Products (ORM, GSS, ACM or

View Report (AM Upsell by Type)




Upselling to Upselling of
Additional Client Consulting Packs
Types Through a :

spulset

Face to Face
Training

MT  Mabel Tan

Related To
¢ Tourism NT

Subject
Tourism NT - Request for Quotation

Note

Hi Avril, Tourism NT is looking to have the pricing for the
below addition:

1. Addition of Semantic Mentions page to their plan

Their current Destination plan does not include the Semantic
Mentions page. Currently, we do not have such plan with
Semantic Mentions page available. So, they would like to
know how much would it be if this can be added to their
current account. Would you be able to come up with
something and advise them the price in this case?

Reason: They are very interested in the Semantic Mentions
so that when they meet up with the Operators, they can
actually highlight some of the main improvements/gaps.

2. Pricing Plan for Potential Operators

During the discussion, they are interested to know if you can
provide the pricing plan if they Operators signing up for
ReviewPro. They are expecting some special discount
extended to the Operators if the Operators signing up
through the Tourism NT. After the last on-site training,
Tourism NT will be sending out reports to the Operators, and
an introduction of ReviewPro. This is considered a win-win
for Tourism NT to encourage the Operators to be more

anaanad in thair Online Ranit itaticon with the haln ~f

R e e e 4

Er Ezequiel Ribeiro

Related To

¢ Four Seasons Country Club Propriedades, Unipessoal,
Lda.

Subject
Consulting
Note

I had a call with Julia Cardoso and she demonstrated interest
in train and consulting for her team. | also would like to help
to review their survey and start implement In-Stay Survey

Activity Date

10/30/2019 12:38 pm

Internal Attendees
Ezequiel Ribeiro

External Attendees
Julia Cardoso

Upsell Type

Case number

Cross-Selling Other

Products

B e e e 4

Mt Mabel Tan

Related To
¢ Tourism Central Australia

Subject
Alice Springs Visitor Centre (TCA) - Interest in GMH

Note

Hi Avril,

Karan Bhuta (karan.bhuta@discoverca.com.au) from Alice
Springs Visitor Centre (Tourism Central Australia) is very
interested in Guest Messaging Hub introduced. They are
looking to move their website livechat to ReviewPro
Messaging Hub. Can you reach out with the pricing?

Thanks a lot!

Activity Date
11/1/2019 8:00 am

Internal Attendees
Mabel Tan

External Attendees
Karan Bhuta

Upsell Type



Sales Leads This Week L IS ¢

Javier Torres 6
Muria Vicente 5
Ezequiel Ribeira 5
Mabel Tan 4
Janire Rodriguez 3
Belinda Wong 3
Jana Knizkova 2
Alexandre Blind F
\ara Patronova 1
Shirley Li 1
Rafael Radesca 1
Pedro Munhoz 1
Klaudia Zavadzanova 1
Kirsten Andres 1
Jana Martinkava 1
Adalgisa La Selva 1
o 1 2 3 4 5 5] 7

Internal
Competition and
KPI'S for Upsells

#pulset
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TODAY'S TOUCHPOINTS

TODAY

Sabrina
Nuria Vi

2
2
2 Rafael Ri* 1
2 (Redrolll 2 A WY B\NW e e
6 James Li: 5 Account Name Record Count E
6 Belinda' 4 1. Radisson Hotel Group
6 Leticiad 4' 2. Barceld Hotels 8 |
9 Alexand 6 3. StarRatings Aus! [EREIEZRE
CRM (Concilio) API Integration
9 Janire Ro 6 4. MINOR Hotels Segmentation:
5. Village Hotels e
u 6 Le | 6. Hi Account Manager:
Twitter /é itsama: 6 Al . HlgigTeciRHates e ! ‘"“’%"
' 7. HS Solution: G munmnwnn

“ Me“a HOtElS lnte Guest Intelligence Suite I DH-139-BC E

Red Lion Hotel C¢ ﬂg LT

8.
{
9. Preferred Hotels ¢ THE PROBLEM THE SOLUTION
H / o L Kempinski as a luxury brand is obviously very With the use of the ReviewPro API, the CRM used by
TWltter/ ]o' Kerzner Internat'c i committed to improving the experience of their Kempinski (Concilio) retrieves GSS data and associates
guests while on property. By treating issues as an it to the guest profile in the CRM. With this in mind,
- ‘ iﬂ opportunity to get insights and improve excellence in they have created an alert that is sent to the hotel
7 service and product, Kempinski are leaders in the when they have a guest checking in on the following
Tw1tter/6 Ways tO Use The second phase of this innovation shown to recover service and create a day which has previously completed a survey
WIII be to connect the CRM. unique experience for their guests. indicating that they had had an issue on their previous
‘ stay. The user at the hotel is then able to visualize
within the CRM tags like room, service, F&B (areas

with the PMS and show.
where guest rated low) and it will display the survey

response related to that specific question to provide

alerts on the PMS related
to guest IlkeS/dIS/Ike.S more context to the team.
| THE RESULT

This holistic 360 view of the guest enables the team on property more proactive in
understanding the history of their returning guests, and therefore adapt the experience

accordingl

putation inall of Sore

Twitter: ¢
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As we

Other initiatives
driven by the
Customer
Success
Organization.

age more and more with
our clients in order to simply have a
conversation, we have identified that
there are many other uses that

Gainsight could Help us with.

Logging of Touchpoints

Any communication verbally by our team is now logged within a feature
called timeline within Gainsight. This enables us to track all activity by
the team and this activity is then used to influence the client
HealthScore.

Consultancy packs that are purchased by our clients are now tracked
within Gainsight. This provides the opportunity to understand how many
hours have been used, and in the future, an automated email will be
generated once they have consumed 80% of their pack to provide an
opportunity to sign up for another.

Coolio Cases

The team have a KPI where they have to obtain one ‘Coolio Case’ per
month. The definition of a Coolio Case is the ability to identify a use
case from a client of how they used data or tools from ReviewPro to
change product, service or processes for the better. These are then
shared internally by an automated email through Gainsight to the
whole organization to help them use new examples when selling



Category:
CRM (Concilio) API Integration

Segmentation:
Luxury

Account Manager:
Rafael Radesca

Solution:
Guest Intelligence Suite

The second phase of this
will be to connect the CRM
with the PMS and show

alerts on the PMS related
to guest likes/dislikes

THE RESULT

THE PROBLEM

Kempinski as a luxury brand is obviously very
committed to improving the experience of their
guests while on property. By treating issues as an
opportunity to get insights and improve excellence in
service and product, Kempinski are leaders in the
innovation shown to recover service and create a
unique experience for their guests.

THE SOLUTION

With the use of the ReviewPro API, the CRM used by
Kempinski (Concilio) retrieves GSS data and associates
it to the guest profile in the CRM. With this in mind,
they have created an alert that is sent to the hotel
when they have a guest checking in on the following
day which has previously completed a survey
indicating that they had had an issue on their previous
stay. The user at the hotel is then able to visualize
within the CRM tags like room, service, F&B (areas
where guest rated low) and it will display the survey
response related to that specific question to provide
more context to the team.

This holistic 360 view of the guest enables the team on property more proactive in
understanding the history of their returning guests, and therefore adapt the experience

accordingly.

For example: a guest that previously complained about not being assigned a room with a
view, on their next stay can be assigned a room that meets their preference

ReviewPro internal use only. Not for distribution.

Most Recent Coolio Cases

Neil James
toma =

INBOX/Account Management/Gustomer Success x

Wed, Oct 30, 9:30 AM (2 days ago)

CoolioCases

Hi Team,

Here is an updats ef the most recent Coolio cases to be generated by your colleagues in the Account

I mnant/C 5 Deparimenis!

g

High Tech
Hoteles -
Patit
Palace
Hotelas

For Petit Palace (Account |D: 8928) ReviewPro it is not just another tool, it is part of
their culture. Sonia Aceituno, the primary contact of the account, mentioned that thay
use our tool o analyze guest feedback in detail and widely share the data within the
company. Every week they analyze the evelution of the GRI scores of sach property
within the group, comparing with the results from the previous week. Based on this
analysis they identify the bottom 5 hotels, which are the ones that had the worst
evelution during that period. Once the bottom 5 hotels are identified an extensive
imsestigation is done: Each hotel is asked why their evolution was negative for that
period. Every single review and survey response received during that week is
analyzed to identify the causes of the evolutien. The results of the investigation are
shared with the president of the company and an action plan is defined for each
hotel. Considering the extensive analysis of reviews and survey responses is done
quite frequently, Sonia also mentioned that they are starting to study ways to change
their current survey so they can obtain more straightforward, actionable feedback that
could make this process more efficient. She also mentioned an example in which
they identified in one of the properties a lack of feedback regarding their breakfast
and they wanted to make sure that there weren't any issues on that area that could
be impacting the overall satisfaction during their guest's stay. Having ideniified that,
they implemented an action: every day a different member of their staff needed to
pass by the breakfast area and engage with the guests 1o get their commaents and
apinion. It was really important to have different people doing that everyday, because
different pecple were able to identify different aspects that could be improved.
@Marketing ReviewPro

MINOR
Hatels

Anantara ChiangMai Resort of the Miner Hotels Account (ID: 8311} initially had their
GMH set up for it to be another form of communication with in house guests. But
mast in house guests stuck to tradition and continued to use the landline. But Malida,
the hotel's E-Commerce Manager found that with the GMH manned and taken care
of 24/7 the team responses to and handles every enguiry that comes by. Which has
resulted in a significant increase of direct rooam bookings, restaurant numbers and
aven booking of event venues. & Marketing ReviewPra , Malida has mentioned that
she will be happy to speak to Marketing in regards to this. -0

L]

T -



o ";value to the organization, the

client, the Sales Team and the
bottom line. This howe\(er does
not mean that outsourcing

Customer Success doesn’t work!



Touchpoints This Month

Jana Knizkova _——— 47

Javier Torres I e 40
Pedro Munhoz e R 36
Sabrina Rahali T T 30
Ezequiel Ribeire Y s 30
Alexandre Blind I B B S 29
Belinda Wang G T 24
Matthew Bell I . 23
Atef Bseisa e e . 23
Simona Tomassa I 21
Mabel Tan N e 21
Leticia de’Lashmet I s 21
Vera Patronava I s 20
Kirsten Andres I s . 17
Rafael Radesca 16
Nuria Vicente I . e 14
Janire Rodriguez 11
Shirley Li
Ji L
ames Liaw
iy
Neil James
L
Jana Martinkava
L i _—
m Marianne Hougaz
2 ;
— | Janire Rodriguez 3
Shirlay Li 1
o 1 2 3
ReSl M strategic M Smail M key I Independent

from our

one Outsourced Customer Success

Coach

29 ReviewPro plans to invest in
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Customer Success 2020
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Automate more,
add more
resources, reduce
churn

As we move into 2020 the Customer
Success Organization will continue to
evolve where the whole Account
Management and Customer Success Team
will become ONE Customer Success
Organization. Customer Success sells well
to new clients!

Moved from MixPanel to Gainsight PX

During the month of September ReviewPro switched to a the new PX platform
by Gainsight. This platform provides us more opportunity to engage with
clients in-app. In addition the usage data is now tracked by Gainsight and
driving the Health Scores

We will implement new Technical Resources into the team next year, and
make sure that Customer Success Managers are not spending time
investigating issues, creating JIRA tickets and verifying fixes. They will simply
communicate with technical resources and be the conduit between tech team
and the client.

Technology to improve support

The intention is to move away from templated support at Level 1, and invest
in a GIF tool that will enable us to send moving images to help clients get a
better understanding and reduce email communication. Implementation of
support through chat to enable us to close more cases quickly and deal with
multiple cases windows at a time
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Already amazing
results received
from Gainsight PX

 In app engagement of our users has been huge!
 Driven webinar signups (50% of total volume)!

» Direct client feedback on training Sessions!

WEBINAR - Tuesday, October 29 2019 - 17:00

Mastering the Art
of Service Recovery

S 9128
) ) <

HOTEL CORALLO Re\}iéwPro &&I\OWI'I

Register here!

Let's Talk Guest o & v

Satisfaction - LA
4-6 November 2019: Stand TT614- .

market

Are you attending WTM London?
Pass by the stand and meet with Kirsten, Matthew or Alex from our
Account Management Team!

Book an appointment

Thank you for attending the ReviewPro training session in Christchurch!
| hope it will help you use the tool to its full potential. We're interested to
receive your feedback regarding the presentation. It will not take more than
one minute.

How would you rate the content of the presentation?

* % %

Very good



We're excited to show you our latest developments

We've been working over the past months to bring you some key functionalities
within the Semantic Analysis section. Keep reading to find out more!




NPS Survey Launched in Gainsight Last week

¢ 3259 Respondents
'NPS — 44.8/

cccccccccccc
44.9
100 100
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Gainsight PX

4

Knowledge BOT

« Engage your users on Key Content

« Enable clients to find easily educational
items

» Reduce support queries

ONBOARDING

<

= 2%

Getting started with ReviewPro

How can | create Users? (ad...

If you are an admin or account Manager USer, you are...

How can | add and edit com...

Having Admin or Account manager user permissions, ...

What are the steps to create...

If you are an admin user, you are able to define workg. .

What is the Global Review I...

The Global Review Index ™ is a general online reputa...

Manage - Alerts

All the alents you receive by email from within Review. ..

Manage - Reporis

All the reports you receive by email from within Revie. ..

How to add users?

ONBOARDING

oo
oo

Getting started with Review...

Online Training sessions

Training videos

Online Reputation Manage...

Guest Satisfaction Surveys

Auto Case Management

Guest Messaging Hub

Semantic Analysis
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