Empowenng Businesses with
Customer Centricity

Online Reputation Management Platform




- Gartner

67 % of consumers will not 80% of consumers change 75% of consumers trust 92% of consumers read
buy from a business that their mind because of online a company more if it has online reviews to leamn
has 1-3 bad reviews! reviews positive reviews about a business

Online Reputation Management (ORM) is the process of managing and maintaining the public
perception of a brand or business online by responding to negative comments, gaining positive
reviews, and monitoring brand mentions.
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Realizing ORM strategies with Emojot METHODOLOGIES

e

CAPABILITIES \

Multi-site review listings monitoring with
sentiment analysis indicators

Al-based review response suggestions to
professionally respond to ‘difficult’
reviews

Customizable response templates for
positive & negative reviews

Ticket creation with escalations to ensure
issue resolution

4 A

Request satisfied customers to
leave reviews via CSAT sensor

Regular email/SMS campaigns

K requesting reviews
‘ REQUEST

@ MANAGE
g ANALYZE

|

/ ENABLERS

Roll-up analytics for review scores and trends\%

Drill-down analysis based on enterprise
hierarchy or customer segmentations

Machine-learning driven review text
K categorizations with sentiment analysis /




Requesting reviews

Requesting from
surveys (targeting ~
satisfied customers)

Email

campaigns

Thank You For Your Feedback!

wpet

Hello S: Please take a moment to write a review

We have a quick favor to ask. Would you mind heading to The Total Pet and
writing a quick review?

@© Review us on Google

Reviews help us keep up with your needs and they also help others like you

to make confident decisions. f Review us on Facebook

Review or not, we'll still you love you!
3 Review us on Yelp

Review us on Google
Review us on Facebook
Review us on Yelp

Thank you,
The Total Pet Team

Sent 7,890

Opened!s/643

Campaign
performance
monitoring




Li n ki ng review Sites = ORM: Review Listing and Monitoring e o o
monitoring reviews

4.42 136 50 2
Overall Rating Total Reviews Responded Reviews Tickets

Link channel

Location Sage Redwood Bulk Respond Sort  Default Search review...
Add a new location

California Redwood City

Channel Google
Service was quick, front office was courteous, staff were very polite, environment was extremely clean, Dr. explained everything clearly that needed to be done
) at Vet's office. Overall experience was wonderful and | would highly recommend this facility to anyone that is in need of emergency care for their ailing pet.
Linking Non admin connect Dulce. (11years old)
preferance . Y
* Give access only to review monitoring
01-23-2023 04:00 pm for Sa_
Channel id * Enter your location in the map

5 " Lot { [3 Ticketed J[ = Reply J
Map Satellite 4/ / SAGE Veterinary Centers, Charter Street, Redwood_ ::

e ess g r— w

A

X

Broadway SAGE Veterinary Centers
Place ID: ChlJ1SbWQ9edj4ARQ6iIRwgHXWO
934 Charter St, Redwood City, CA 94063, USA

ORM: Review Listing and Monitoring nvainc @ signout
'SAGE Veterinary Centers

Bay Rq
Filters: (CXIIY) CEIEZDD [ sentiment Al ]

2

A good place but the receptionist is so COOL! She does not greeting you and sounded no patience at all

UGN Cranne: Facebook ] Rating: Al | Location: All ] Sentimen: All

Review filter ( B Ticket (
Select channel J
Rating Google |
Yelp
Today, 10 years ago | walked in, a bit intimidated to start my Job at TVAEC ( Tri valley Animal Emergency Center), the new addition to VMS and VSA. We were setting up, opening "' r
Cindy Carvalho and Noel Salazar. Kim Q was our first CCU tech, Drs Lukas, LeBlanc and Nohava were are first ER Docs. Dr Rankin our first Oncologist, Dr B and Clooten our firs P
Today | walk in very happy to hit this milestone, working as a Cardiology technician with Dr. Waxman and Amanda Fok as part of a great team, and doing what | like the most, . Location  Select location v
support staff,in what | call my second home. Thank you SAGE for having me e Great people work here, listen and great care for your loved one. Glad we found this place informative and helpful. Only hard to get on phone is only downside.
Sentiment Select sentiment

08122018 05:00 pm for € 00 pm for €

O Responded [ Ticket Created

D Ticket
Date/ Time J

Segmentation

I'm going to speak on how unhelpful this place was and a lot of the 24 hour vets in Hayward and San Leandro and San Ramon when it comes to coming across a lost pet. At one point the non emergency number was called
and the officer said to let it free on the street. | found a dog. | am not capable of keeping it. | don't have the space or the tools. Now the dog | found s chewing everything. | do mind keeping it for a night because it needs
something to be calmed down or a place it can be awake like with VETs. All the 24 hour vets name drop another place and say they take lost pets but don't. You can hold them for a night and then call animal control. |
couldn't call animal control because it was closed. Shelters were closed too.

Had to bring my cat in for an urgent issue last night. Everyone from the folks at the front desk to the techs to the doctor were all really friendly, calm and professional, the facility was clean and modern... We only had about a (R
10 minute wait to be seen. All treatment recommendations and home care was explained in a way that was clear and easy to understand. | even got a call from the office today to check in and see how my boy was doing!
Such a surprise, and above & beyond customer service! Hopefully | won't have any pet emergencies any time soon, but if | do, you can bet Il be coming back to SAGE! Thanks for taking care of my fur-baby! @

420180500 pm for € m 3 Ticketed

[ Ticket H  Reply




Responding to reviews

Select the Channel

Bulk response
with rules and
templates Rating Greater Than

AND

Reply condition

Sentiment Positive

Al-generated

:
suggestions

Select a Template v Select template
Positive
Negative

I'm going to speak on how unhelpful this place was and a lot of the 24 hour vets in Hayward and San Leandro and San Ramon when it comes to coming across
a lost pet. At one point the non emergency number was called and the officer said to let it free on the street. | found a dog. | am not capable of keeping it. |
don't have the space or the tools. Now the dog | found is chewing everything. | do mind keeping it for a night because it needs something to be calmed down or
a place it can be awake like with VETs. All the 24 hour vets name drop another place and say they take lost pets but don't. You can hold them for a night and

then call animal control. | couldn't call animal control because it was closed. Shelters were closed too.

Response template
management

4:00 pm for Dublin

Reply suggestions Select template v Ik Manage templates @ Suggest reply

Manage reply templates

We apologize for the inconvenience you experienced and the unhelpful response you received from other 24 hour vets. We understand how Templates Positive Placeholders Select a placehold

difficult it can be to find a place to take in a lost pet. We are so glad that you were able to find a safe place for the dog you found and we are
sorry that you had to go through this difficult experience. Hi $SreviewerNameS$s$,

We are glad you had a great experience!

SSreviewLocation$$

V]




Hospitality industry listing site current permissions

Site Response Posting Method
Google Direct from Emojot ORM
Facebook Direct from Emojot ORM
TripAdvisor Respond to the review via popup

Booking.com
Expedia
Agoda

Hotels.com

Respond via popup after searching for the review
Respond via popup after searching for the review
Respond via popup after searching for the review

Respond via popup after searching for the review



F I ] ] r
a g g I n g I ev I ew S 0 be more caring and work with owners who may not have the money at the moment of the emergency.
ollow-up
-
Hello, We're very sorry that you were disappointed with your experience. We appreciate your feedback and would like to speak with you directly and have the opportunity to

t I C ket fI OW further discuss. Please call us at and ask to speak with Kim, our Hospital Manager. Thank you

@ Ticketed H = Reply H 1 Delete reply

ETECRETEITI00 | Assignee: reviewmanager@emojot.com

Resolution analytics e p———

Current queues  Default v

66.67% (2) 0.00% (0) 33.33% (1)
Open In Progress Closed

Tickets by status &

500

Download &

Columns @ © search

4 S Title 4 Assignee $  Prioity  $  Status 4 Channel 4 Location 4 Rating 4 Reviewid

reviewmanager@emojot.co 63da51c7a0a3ee0010678¢

User Review From: Yelp o Medium Open Yelp o

y 1 106788
User Review From: Yelp :wewmanager@emwo\ € \redium open velp 63da51c7a0a3ee0010678!

63da51c7a0a3ee0010678¢
User Review From: Yelp sachintha@emojot.com Medium Closed Yelp B aolczatasee

Showing 1 to 3 of 3 entries Show 25 v entries
Previous 1  Next

Review Monitor - 7

In progress Resolved
User Review From: Yelp

I'm going to speak on how unhelpful this place was and a lot of the 24 hour vets in Hayward and San Leandro and San Ramon when it comes to Open
Tickets by status coming across a lost pet. At one point the non emergency number was called and the officer said to let it free on the street. | found a dog. | am not
capable of keeping it. | don't have the space or the tools. Now the dog | found is chewing everything. | do mind keeping it for a night because it
needs something to be calmed down or a place it can be awake like with VETs. All the 24 hour vets name drop another place and say they take lost
pets but don't. You can hold them for a night and then call animal control. | couldn't call animal control because it was closed. Shelters were closed Assign To
too.

Closed

reviewmanager@emojot.com

Ticket resolution time trend (days) &
6 Priority
Medium

Channel

Add
Jan-2022 Feb-2022 Mar-2022 Apr-2022 May-2022 Jun-2022 Jul-2022 Aug-2022 Sep-2022 oct-2022 Nov-2022 Dec-2022
nvainc_shahani@emojot.com Today 10:38 am

Ticket resolution time trend (days) Review lost pet policy with emergency number operators.
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Emojot enables customer centricity across the customer lifecycle

Sales CRM
Capabilities

Marketing

Email

@ Paid Content 4@ Blogs

Referrals
Management

® YouTube

@ Social Media Ads

@ Email
@ Search

¢ MR

@ Radio/TV
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@ Print Ads

@ Outdoor Ads

Marketing
CRM
Capabilities

@ Word-of-Mouth @ Online Ads

Customer
Onboarding
Workflows

Customer
Complaints
Management

Rewards
Programs

Customer
Support

@ Store
Purchase

@ Online
Purchase Purchase

Service
CRM

Capabilities

Customer
Experience
Management

Newsletter/Blog Subscription

@ Forums

@ Social Media
Mentions

auluQ

@ Surveys

luswabeue

uolielnday

@ Reviews

@ Testimonials

Customer
Success
Management

‘760(/

Customer lifecycle infinity loop:

— recognition of a need or
problem

— research solutions to
solve a need or problem

— decide on a product or
service to solve a need or problem

— spread the word about the
greatness of a product or service

— repurchase product or service
because of initial satisfaction

Provide capabilities to place the customer at
the center of the business throughout the
customer journey.
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Selection of Emojot’s global clients & partners

Manufacturing Healthcare Automotive
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Emojot leadership

President, CEO
& Board Member

Formerly held leadership positions
at Hewlett Packard, ProStor
Systems, ActiveScaler, Lavante,
and FutureDial.

B-EE with highest honors -
Georgia Institute of Technology;
MBA with distinction - Carnegie
Mellon University

Emojot co-founders

Director, Engineering
BSEE First Class Honors
(University of Moratuwa)

Founder, CTO
& Chairperson

Formerly at IBM TJ Watson,
Prescient Markets, Virtusa, ICT
Agency of Sri Lanka, and University
of Moratuwa

BS (Computer Science &
Mathematics); MS (Mathematics); MS
(Computer Science); PhD (Computer
Science), Purdue University USA

Director, R&D
BSEE First Class Honors
(University of Moratuwa)

9 US patent
applications -
3 granted &
6 pending

Headquartered “\
in Silicon Valley, USA & ,,* \

*g*.};% :

Subsidiary in
Colombo, Sri Lanka

Board Member
Ph.D. in Entrepreneurship
(University of Adelaide)
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N Operations
Customer Dashboards
Experience for Process

Management Monitoring &
Control
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9 9 Call Center Agent Online

Email Mar_keting CRM Voice of Navigation & Examinations
Campaigns Capabilities Employee Information

Contact us for your
customer centric = %‘g@@
transformation e

. ) 360-Degree -~ Market .
Live Audience Feedback Facilities Online

Engagement Management Management Research
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Customer .
. Online Store )
Complaints Success Referrals Feedback Online

Management Management Management Reputation
Management

Customer
Journey

Discovery Management
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