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Since 1999 we have helped our clients
- usually the bigger players on the
market
- thanks to market research
to improve their customer service,

propose better products and
to win new customers.

NIMNS MARKET RESEARCH




OUR APPROACH

@Tﬁﬂ; JUR SOLUTION ACCORDING TO CLIENT'S NEEDS

DATAQUALITY IS OUR NUMBER ONE PRIORITY

INVOLVEMENT OF THE LATEST TRENDS AND TECHNOLOGIES

IMPORTANCE OF DATA PROTECTION @
@ UBSESSION WITH FINDING INSIGHTS




5 KEY TRENDS IN CX FOR 2021
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THE NEED TO MANAGE
INDIVIDUAL
TOUCHPOINTS FROM
ONE PLACE




WHO WILL GET THE LARGEST SHARE?




YOUR CUSTOMER EXPERIENCE



YOUR DESIRED CUSTOMERS



Your brand is formed
primarily, not by what
your company says
about itself, but what
the company does.

Jeff Bezos




THE UNIQUE CX PLATFORM
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CX 360 PILLARS

CX 360
MYSTERY SHOPPING
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CX 360
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CX 360 PROVIDES

°%e  OMNICHANNEL MONITORING

SOFISTICATED ANALYTICS Y

(SH  IMPROVEMENT MANAGMENT



CX 360 INPUTS



MYSTERY SHOPPING



MONITOR CUSTOMER JOURNIES

CX 360
MYSTERY SHOPPING

‘ = CX 360

AUDIT CHECKLIST

CX 360 Y
DATA INTEGRATION

CX 360 [

‘ CX 360
MULTICHANNEL CHECK 2],

ASAP FEEDBACK

CX 360
ONLINE REVIEWS MONITORING



CASE STUDY: GAS STATIONS
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CX 360 MYSTERY SHOPPING




DATA COLECTION UNDER CONTROL

g NAVSTEVY o =

Dobry den, Lenko!

Nachézite se na CS &. 371, Litoméfice

Poznémka:

€5 ve sméru Terezin - Litoméiice

ZAHAJIT NAVSTEVI

€S €. 322, Lovosice
D

Vase navstéva je zde

° U Terezinské kfizovatky 164, 41201

Litoméfice

@11:
D 18.6.2020 @ 11:45 v

Poznamka:

€S ve sméru Terezin - Litoméfice

POTVRDIT

Qoo

@

w
Vase navstéva je zde

Q U Terezinské kiizovatky 164, 41201 +/

Litoméfice

(4 18.6.2020 @ 11:45 7

Poznamka:

CS ve sméru Terezin - Litoméfice

POTVRDIT

Byl exteriér v pofadku? A1
O Ano
@®N

Pokud nebyl, v éem bylo nalezeno A1t
pochybeni:

V okoli €S jsou nevysypané kose a
popelnice, trévnik je zamofeny odpadky a

nedopalky. VSude mozné na asfaltu jsou

olejové skvrny,

Byli u stojant k dispozici A2
rukavice?

® Anc

O Ne
Byli vynesené a ¢isté odpadkové A4

kose?

[J Obgerstveni
] Obsluha a zékaznicky servis

O Vsev pofadku

Poznamka k navstéve Fé

| o] PRIDAT FOTOGRAFII ‘

Pfipojte tétenku z nakupu F7
. ZMENIT FOTOGRAF!

[ Dotaznik je kompletni

ULOZIT DOTAZNIK




BE ONE STEP AHEAD
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CX 360 INPUTS EVALUATION

BY INTERNAL OR EXTERNA
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MONITOR STANDARDS

CX 360
MYSTERY SHOPPING

o
CX 360 CX 360
DATA INTEGRATION “ AUDIT CHECKLIST
CX 360 [T] 9 CX 360
MULTICHANNEL CHECK —_— ASAP FEEDBACK

Jut

CX 360
ONLINE REVIEWS MONITORING






CX 360 AUDIT CHECKLIST




ALWAYS HAVE CHECKLISTS AT HAND

Dobry den, Vladimire!

Nachazite se na €S &. 371
°

Poznsmka:

£ ve sm

Vase posledni ndvitéva

92%

CELKOVE SKORE

Jste na CS &. 371

QU Terezinské kiizovatky 164, 412 01

Litoméfice

(9 18.6.2020 @ 11:45

Poznimka:

€S ve sméru Terezin - Litoméfice

Jste na CS €. 371

Q U Terezinske kiizovatky 164, 412 01

Litoméfice

(4 18.6.2020 @ 11:45 v

Poznimka:

€S ve sméru Terezin - Litoméfice

POTVROIT

Ex

Byl exteriér v pofadku? Al
Ano
O
Pokud nebyl, v Gem bylo nalezeno ATt
pochybe

V okoli €S jsou nevysypané kose a
popelnice, trévnik je zamofeny odpadky a
nedopalky. Véude mozné na asfaltu jsou

olejové skvrny.

Byli u stojani k dispozici A2
rukavice?

®

D Ne
Byli vynesené a isté odpadkové A4

kose?

]
[ obzerstveni

[ Obsluha a zakaznicky servis

Ve v pofédku

Poznamka k navitévé 1]

[ B PRIDAT FOTOGRAFII ]

Pfipojte iEtenku z nakupu F7
- @ ZIMENIT FOTOGRAFII

[ Checklist je kompletni




EACH OF EMPLOYEES KNOWS
WHAT IS HAPPENING
IN THE DISTRIBUTION NETWORK
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ASK WHAT CUSTOMERS THINK

CX 360
MYSTERY SHOPPING

CX 360
AUDIT CHECKLIST

CX 360 Y =
DATA INTEGRATION

CX 360
ASAP FEEDBACK

CX 360 [T]
MULTICHANNEL CHECK | ===

Jut

CX 360
ONLINE REVIEWS MONITORING



CASE STUDY: BANK







CX 360 ASAP FEEDBACK




GET ATTENTION WITH
AN ATTRACTIVE INVITATION

12:589

217 oM

OHODNOTTE PROSIM
NASE sLuZsy
iﬁ? LT
N~ v
[
o . 8 poto nds e, 2 s
bezplatého sravna
@

< All Inboxes

IS MARKET RESEARCH

“Pozvednéte zazitky
Vasich zakazniku
~ ha novou uroven'!

Pozvanka na webinai NMS

Mila Jano,
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DIFFERENTIATE YOURSELF
WITH A PLAYY QUESTIONNAIRE
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12. Jak hodnotite pfistup vaseho
poradce béhem navstévy na nasi pobocce?

8. Ohodnotte Vasi posledni I Kterou ze sluzeb internetového bankovnicti, které vas

13. Popiste nam, v éem
navstévu na nasi pobocce zajimai, i prete nejvice?
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INVITE COLLEAGUES TO INTUITIVE REPORTING

Prihlaseni

Zapamatovat

ASAP  YOUR PROJECT NUMBER ONE

@ Sendre Adams Dashboard Tables

2 Search il 02 comsct: @ 1500053 drishes 1278 compiete

Catendst
o Compare bars

--I----ll-.-

Dognuth D i Treemap
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FIND OUT YOUR ONLINE REPUTATION

CX 360
MYSTERY SHOPPING

CX 360
AUDIT CHECKLIST

CX 360
DATA INTEGRATION

CX 360
MULTICHANNEL CHECK

CX 360
ASAP FEEDBACK

CX 360
ONLINE REVIEWS MONITORING



Reading Customers’ Reviews

8 l|. 0/ O of customers read online reviews. Most often during buying concrete products and during

shopping online. There is only 7 % of customers who never read reviews while shopping online. 78 % of
customers read reviews before visiting a restaurant or a store. On the other hand, they read reviews for

services the least (32 % never reads service reviews).

u Always H Often Sometimes Never

Goods purchase YA 28% 12%

e-shopping 33% 14%

8%

7%

Visit of store, restaurant... 30% 21%

Service usage 28% 32%

49 Qoo0. Do you read customers' reviews before purchase or usage of service? N=1035, all respondents



Importance of Review Content

For 83 % of review readers, it is important to see the number of positive reviews while purchasing.
Similarly, 80 % of them appreciate seeing the number of negative reviews. On the other hand, total
number of reviews is on the 5th place. Subject‘s reaction to a review is important for 63 % of readers.
The reaction of subject is even more important for them then seeing photos or videos in the review.

m Definitely yes ® Rather yes = Neither ... nor Rather not H Definitely not

Op— P

50 Q04. What is important in review? N=986, review readers



Review by Type of Service / Purchase

We can see a clear lead of hotels, sport centers and non-food retailers when it comes to reading reviews.
Almost one half of readers also like to check travel agencies reviews. The least interesting for customers
is reading reviews of gas stations and food stores.
Hotel, sport center [ NN 17% 62%
Non-food retail [ NN 2% 59%
Travel agency [N 9% 48%
Telco, internet [l 5% 43%
Bank, insurance, real estate - 4% 40%
Fast food, restaurant | N 7% 40%
Automotive [l 5% 38%
Software, IT [N 7% 38%
Energy provider [ 5% 37%
Service (hairdresser...) [l 3% 35%
Entertainment [l 3% 32%
Delivery service [l 3% 28%
Food store [l 3% 24% Read ® Most often

Gas station | 1% 15%

hH1 Qo1. What service / purchase do you use online customer reviews (most often)? N=986, review readers



Reading Responses

05 % of customers read responses of a subject to its reviews. As mentioned in the
previous slide, subject‘s reaction to a review is important for 63 % of readers. 26 % of

customers always read subject‘s response to a review.

B Never
5%

Rarely m Always
14% 26%

B Sometimes
55%

Qo5. Do you read subject's responses to reviews? N=986, review readers

b2



CASE STUDY: RETAIL
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CASE STUDY:

WHAT IS THE RELATIONSHIP BETWEEN REVIEWS ON GOOGLE MAPS AND NPS?

+48
Star Index NPS

+29 +29
*+25 +24, +24,
+13
+9
I
=




CX 360 REVIEWS MONITORING




TAKE ADVANTAGE OF THE REVIEW,
IT'S A GOLDEN MINE

Vsechny recenze

9

[2 Napsat recenzi

Nejnizsi hodnoceni
+ Nékupy v obchodé - Vyzvednutl venkuy

© U slavie 1527/3, 100 00 Praha 10-Vrsovice

PROVisionCME

Umisténi: Nékupni centrum Eden = recenze
Otevieno: 6-22 f més
Centrum zavira brzo. Vela obchodu nefunguje. Nektere
zbozi je vystaveno ale nemohu koupit tak pro¢ tam
teda je??? Obrazovka spatne poéita lidi. Pise 6 lidi ale
tesco pine. Zhnita zelenina v prodeji. Personal
naladovy, zalezi jak se vyspi. Poruchove samoobluzne
pokladny. Probihaji akce s nalepkama a pri kase Vam je
nedaji kdyz si sami nezeptate. Pesonal Easto blokuje
ulieky vozikama a jeste mezi sebou klebeti a nepracuje
a ani neni ochoten se posunut nekam na kraj. Nektere
tesco vyrobky dost nekvalitne - mraZena pizza Royal za
95 ké je naozaj nechutna. Klasicke pokladny malokdy
funguji. Naposledy rozbita sojova omaéka a sklo na
chvili je mu horko a j4 mam po nékupech. Snad jen v
auté v garazi

itesco.cz

M1 < Sdilet




DO NOT MISS THE NEW REVIEW
AND RESPOND IMMEDIATELY
ASAP  ONLINE REVIEW MONITORING

Vsechny recenze
e Simona Galiova Overview | Brand Analysis  Questionnaires Import Users

simona.galiova@nms.cz

Export ‘ ‘ &, Printto POF
Q, Search filter

Period Rating according to brand

Results for: 2020/03/05 - 2021/03/19; n = 286587

Al periods

Napsat recenzi
2020 a

2021 40
Q1
January Nejrelevantnéjsi
February
March
Vlada Kafka
4 recenze
Hierarchy
pred 2 dny
Brand

amart

Team Tesco jako vetsina dalsich - velice slusne, zejm potesi
oteviraci dobou

Format

of individual score (worst rating = 1, best rat

Day 1 To se mi libi < Sdilet

Didi 94
I5  Mistni privodce - 23 recenz
pied 4 dny
Najdu tu viechno + je super nonstop.. tak Ze jsem
naprosto spokojend

1 < sdilet
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EVERYONE IN THE COMPANY KNOWS
CURRENT ONLINE REPUTATION OF THE BRAND



CHECK CONSISTENCY

OF INFORMATION
IN THE ONLINE ENVIRONMENT




CHECK THE CONSISTENCY OF THE INFORMATION

CX 360
MYSTERY SHOPPING

= CX 360

e ]( =y AUDIT CHECKLIST
DATA INTEGRATION =Y

CX 360 9 CX 360
|- C %}7
MULTICHANNEL CHECK —_—— ASAP FEEDBACK

Jut

CX 360
ONLINE REVIEWS MONITORING






CX 360 MULTICHANNEL CHECK




MAKE SURE CUSTOMERS GO DIRECTLY

Tesco, Veselska, Letriany

o Bushman

©ouse o Letany

29

+ Nékupy v obchodé - + Vyzvednuti venku

@  Veselska 663, 199 06 Praha 18
Umisténi: Obchodni centrum Lethany
Otevieno: 6-22
itesco.cz g ne Factory

Q Google

727 974 247
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THE COMPANY'S MANAGEMENT IMMEDIATELY
KNOWS
[F BRANCH DATA'IS NOT SUITABLE




CONNECT CX 360 PILLARS WITH BUSINESS DATA



MONITOR THE IMPACT ON BUSINESS DATA

CX 360
MYSTERY SHOPPING

CX 360 CX 360

DATA INTEGRATION @ AUDITERECRERT

CX 360 [T]
MULTICHANNEL CHECK | ===

CX 360
ASAP FEEDBACK

CX 360
ONLINE REVIEWS MONITORING
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CX 360 DATA INTEGRATION

v' T have everything in one place.

v The CX 360 platform connects our
business data with set performance
indices.

v'I can manage branches easily and
efficiently.

v Verify that the measures in place
support the expected behavior of
customers. Are they shopping? Is he
spending more? Does it cost more? Do
thgy stay longer? Do they recommend
us:

v’ Iwill find out if I am achieving the set
growth goals.

v' My manager has an overview of how
we stand.



PUT THE DATA IN THE CONTEXT

. ASAP asapDemo

jana.svobodova@nms.cz

@ Jana Svobodova Dashboard | Questionnaires Import Users

Touchpoints trends

Q search filter Results for: 2017/10/30 - 2018/01/26; n = 256

Customer Satisfaction Customer Loyalty

Period

All periods
2017
2018

Q1
January
Product
Client

Service
2017/10 2017/1 201712 2018/01

Reset filters @ Total resutt @ Branch (@ Call center @@ Online
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EVERYONE IN THE COMPANY CAN PUT
THE DATAIN THE CONTEXT



FROM ONE PLACE



MEASURE PERFORMANCE INDICES

(¢)  REAL-TIME CHANGES

<Pl MONTORING (@)

;‘r\ TEXT CODING WITH ARTIFICIAL INTELLIGENCE

AUTOMATIC VIDEQ REPORTS =




INCREASE YOUR PERFORMANCE

&5 RED ALERT A GOOD JOB SYSTEM

TASK MANAG
& INCENTIVE MOD
oFOX TOOL

R

UL
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i
THE MANAGEMENT OF THE COMPANY KNOWS
WHICH WAY T0O GO



WE WILL TAKE CARE OF

AUTOMATIC DATA TRANSMISSION

WORLDWIDE MEASUREMENT @

® CUNNECTION 10 OTHER SYSTEMS



ANY QUESTIONS






