Real time feedback —
simple way to Customer
Experience Management
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Key facts

about
opiniac.com
platform
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opiniac.com — a short story

Web analytics offers you
general data and
information, but what
are users really thinking

about while browsing
your website?

Internet communities are
dynamically growing, and
social media became the
best place for users to
share their experiences
and emotions.

Customers want to be
heard and appreciated.
Their engagement is a
source of supplemental
data useful for website
optimization and
development.

opiniac.com allows you to capture feelings and opinions of engaged users (in qualitative
and quantitative form) and use that data for your website optimization.
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opiniac.com — with whom do we work
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opiniac.com — key numbers

©

Experts in our Memberships in trade
core team organizations

Average satisfaction score
for Polish e-commerce

Years of expertise Millions of unique users
in measurement and shared their opinion Average time in minutes
evaluation needed to launch a study

Dedicated Voice of Average time of Polish e-commerce mark_et
Customer tools cooperation (in years) leaders we cooperated with
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opiniac.com — key numbers

90 000 000 10 000 000 2 600 000 63 000

Hours spent
by users*

Total survey views Unique users Completed surveys

*2200+ days opiniac.com, January 2015
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opiniac.com — main research areas

Experiences Processes Omnichannel

Reasons of
shopping cart POS experiences
abandonment

Website quality
evaluation

Customer profiling Registration and
and checkout Mobile research
CRM integration dropouts

Customer service Reasons for Post-sale
quality leaving a website satisfaction
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opiniac.com — 3 easy steps of cooperation

START

opiniac audit
Opiniac.checkout
opiniac quit

opiniac.nps

opiniac.com

Research

One-month of
free trial study.

Early evaluation
of opinions and
experiences.

Recognition of
problems, doubts and
unknowns which require
additional data and
research.

Reporting and
evaluation

Deployment

Research
development

Defining goals and Analysis of gathered data.

areas of research.

Summary: observations
and recommendations.

Determining survey types
and questions for
designed study.

Research modification
and optimization.

Configuration
and deployment.

Corrections and
optimization of survey’s
structure.

Launch of complementary

VoC research tools.
8-




opiniac.com — market competitive advantage

Individual Team of dedicated More than one million
approach to experts with years users see our
every project of CX expertise surveys monthly

o~

We deliver perl_odlc We share our CX We always meet
reports, evaluation of know-how, .
h | g b i g appointed
the resu ts an observations an deadlines
consulting support experience
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opiniac.com — competitive advantage

9 © O

Set of dedicated tools |dentification of issues Results are presented
for Customer leading to cart/website on intuitive admin
Experience evaluation abandonment dashboard
Survey delivery is Predefined survey We publish qualitative
system and browser templates are always indicators for
independent available e-commerce
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opiniac.com — selected advantages

Processes and
interface

optimization
Customer service cost

im rovement
P and time reduction

opiniac.com

Increase of
long-term loyalty

Assessment of needs
and opinions of your
clients

Limiting negatlve leaks to
social media (before they UX/CX research
go viral) cost optimization

opiniac.com S
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Consumer expectations are constantly rising

Consumer satisfaction is more and more important for many corporations, but adjustment to
modern changes is not fast enough in many companies .

Not enough care and involvement in CX [Customer Experience ]Jarea is connected with drop
of general satisfaction level on developed markets.
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Consumer expectations are constantly rising

Consumers get used to higher standards and quality faster than they used to, which
means that what is innovative today, will become a standard tomorrow. Poor solutions
are becoming less and less tolerable!
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Mobile — a natural environment for research

Smartphone Users and Penetration Worldwide,
20M2-20M7

2012 2013 2074 2015 2016 2017
smartphone users (billions) 113 143 175 203 228 250

—% change S8 4% 2T 1% 2254 1599 12.3% 9.7
—%, of mobile phone users 27 4E% I30% 38.5% A2.46% 4571% 48.3%
— of population 16,0% 202% 244% 280% 31.7% 33.8%

Nofe: Individuals of any age who own gt l2ast one smartnhone and 1se the
smartphaneis) at least ance pear manth
Sotirce’ eMarketer, Dec 2013

145980 warneMarketer.com

Mobile Phone Internet Users and Penetration
Worldwide, 2012-2017

2012 2013 2014 2015 2016 2017

Mobile phone internet 158 191 223 280 275 297
users (blillons)

—% change 3TA4% 207% 165% 122% 10.0%  8.0%
—% of mobile users JEEN 441% 489% B524% B5A5% 5HYE%
=% of internet users SAER 734% 79.1% BI&N BZI% P01%
=% of population I2E% 2TO0% A% 345% 3IFEN 401%

Mote: mobile phore wsers of any age who acoess the internet from a
mahite browser ar a7 installad application at legst ance per month; wse of
EMSAIME {5 ot considerad mabile infermet so0855

Sowrce: elarketer, Dec 2013

1465732 wint elarketer.com

opiniac.com

While the expansion of mobile has lost its
dynamics, in 2015 the number of
smartphone owners will exceed 2 billion.

It means that the implementation of
solutions for mobile applications is
necessary and ultimately beneficial for
sustainable access to consumers and
more accurate analysis.

eMarketer.com
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Better understanding of consumer expectations

US Internet Users Who Prefer a Discount* vs. Free
shipping When Making a Purchase, by Age, Q2 2014

% of respondents in each group
18-24

t

56-65
15.0%
bb&-T'S
_ 15.1%
M Discount* M Free shipping

Note: n=1.308 ages 18-75, “percentage discount )
Source: BlueHornet, "2014 Consumer Views of Email Marketing” conducted
by Flagship Research, Aug 27, 2014

17137 wnteMarketer.com

opiniac.com

Consumer expectations might be very
diverse, even on a specific market and
category.

The effectiveness of additional purchase
benefits, even such as free delivery, will be
different in various consumer segments.

Detailed and regularly updated data on
the segmented consumer preferences are
necessary to effectively manage
marketing and sales.

eMarketer.com
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Multi-channel - yes, but be consistent

Multi-channel is a standard for modern
consumers, but for many companies it is
still a challenge. The mere presence across
multiple channels, however, is not enough.
It is increasingly important to ensure that
quality of service is consistent and unitary.

The basis for effective omnichannel
strategy is knowledge about place and
= meaning of each channel in the consumer
‘ | I r journey, which includes observations of
- . consumer’s needs and experiences.

opiniac.com S



Committed employees = happy customers

D t . . .
o B Retention , As companies increasingly
focus on customer experience in
employees Increased Customer . ]
customer Loyalty 2015, they Il recognize the need

focus

I — to make internal changes. In
)' - 2015, successful customer
experience efforts will realize
- that the key ingredient to
* - N
5

- success is their employees.”

Bruce Temkin, CXPA chairman
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Committed employees = happy customers

Consumer
loyalty

Employee
loyalty

,In 2015, | think employees will be a major
focus. Companies need to ensure that the
customer is at the heart of their business
strategy such that they can enable valuable
human-to-human experiences - and that means
engaging their employees.

| think organizations need to create a culture
where employees are empowered to have a
conversation and develop a relationship with
their customers, not just deal with their queries
in the shortest time possible. It will also mean
companies will have to address the challenge of
how to unlock expertise into their organizations
and scale the collective intelligence of the
enterprise down to the level of single

individuals.”
Matt Candy, IBM Interactive Experience
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Standardization of Customer Experience research
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The correlation between the average NPS and CSI UK

2010

2011
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2013

2014

The growing involvement of businesses in
CX creates a crucial need for measurement
and comparison of the effectiveness of
different strategies.

Universal indicators, such as the Net
Promoter Score, are being used more
often. NPS not only appeals to the initially
measured values, but also allows an easy
comparison of the results within segments
and local or global markets.

Development of a global standard shows
how CEM / VoC industry is growing.

NPS i CSI UK, 2010-2014
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Satisfaction is the main growth factor

,When [Netflix] members are really

CUSA = Suiat satisfied they tell their friends about the
service and they retain better. So it is really
driven from member side and when we

have great shows coming and unique
exclusive and things that make people so
20 - passionate about Netflix, then they are
again more likely to tell their friends and
more likely to stay. And so it’s a mix of
I I I I I I both of those things. But fundamentally,

it’s member satisfaction.”

40 -

13Q1 13Q2 13Q3 13Q4 14Q1 14Q2

Increase of Netflix users (in millions)

Reed Hastings, CEO Netflix
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Wider context, better evaluation, bigger benefits

PAST MODERN FUTURE

> Technology allows for easier connection of

distributed data sources. In such

environment the lack of a broader context
90% means that the information loses its

BIG DATA importance.

Structured data on satisfaction makes a
Blg%‘;@A perfect supplement for information

processed in CRM systems or tools for web
analytics. This is the key to the correct
identification of trends and consumer
events.

10%
BIG DATA

Main data sources for Customer Experience research

Allegiance.com
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Positive experiences and sales

—@— 9 retencji =——@==9% zakupu kolejnego produktu

100

, The analysis shows a strong
correlation between
customer experience and
loyalty, which is expressed in
purchases, testing new
products, forgiving mistakes
20 or recommending a brand to
friends and family.”

1-1,9 2-2,9 3-3,9 4-4.9 5-5,9 6-6,9 7-7,9 8-8,9 9-10
CSI — Customer Satifaction Index

ROI of Customer Experience, Temkin Group, Wrzesien 2014
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Positive experiences and sales

Satisfied customers are strengthening the wave of recommendations.

Efficient and friendly customer service is an additional driver of sales.
Customers will trust in company that guarantees a high level of satisfaction.
Customer service affects directly the increase of loyalty.

Rising rates of satisfaction are directly related to the higher customer retention.

Lk wheE
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CSI/NPS
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1-1,9 2-29 3-3,9 4-4,9 5-5,9 6-6,9 7-7,9 8-8,9 9-10

The percentage of customers recommending a brand vs CSI/NPS
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It's easy to
begin — free
trial, no
commitment

opiniac.com S -



Start with a FREE test drive

& Trial version is available for 1 month, with an
option to prolong for an extra 30 days to keep
the consistency of the research during talks.

8 Complete system functionality is available, only
with restriction to the basic survey — with
qguestions concerning most popular CX issues.

€ Survey installation is simple, similar to Google
Analytics insertion.

8 Acquired data helps to discover advantages
of this solution.

8 As atest summary, we provide a report , which
contains collected data, analysis and results Try opiniac com
with expert evaluation and comments.
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http://www.opiniac.com/kontakt.html

Satisfied and loyal customers!

Satisfied customers, ready to give recommendations and share
positive experiences, are finally the most important measure of
quality and friendliness of our business.

opiniac.com -



Thank you for your
attention.
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