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Transaction-based Follow-up Calls

We have personable conversations with your contacts, presented as a part
of your service package or organizational operations. During these
conversations we ask your contacts to discuss and rate their experiences
with your organization.

On-Line Follow-up Surveys

Want a combination of follow up calls and web surveys? We can provide
both. We have the ability to combine the results of both methods into our
Customizable Online Reporting Engine (CORE) Reports to provide you
with one seamless report.

Customer Advocacy

We respond to a dissatisfied contact immediately. Based upon your
predetermined criteria, we send an e-mail to someone in your organization
within minutes of contact. Many times this simple identification and
resolution process will save you more money in retained business and
problem identification than the entire cost of our monitoring services.

CORE Reporting Options

We offer a number of secure web-reporting options for you to monitor your
operations and to use for your own internal reporting purposes. Our
Customizable Online Reporting Engine (CORE) provides you with on-
demand reporting. Whether you are looking for the performance of one
representative or the rolled up performance scores of the entire
department, we can provide both! and everything in between!!

All This At Fees You Can Afford

We will save you more than the cost of our service alone. So why not
subscribe today?

(888) 865-0065

www.metrixmatrix.com
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Why Metrix Matrix CORE
Satisfaction Reporting?

The reasons for opening a Metrix Matrix account are many. Here are
a few reasons along with the members of your organization who
benefit. Most of these benefits are realized within the first two weeks
of your subscription and continue for the lifetime of your subscription
to Metrix Matrix services.
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Breakdown Traditional Barriers
(Distance, Time, Structure) XXX X X X)X X
No ‘Information Evaporation’ X[ X | X|X|X|X X
More Facts... Less Anecdotes XX | X|X|X|X X
Continuous Measures... Not a x| x | x X | x X
Snapshot
Early Identification of Problems X[ X |X X | X X
More Meaningful Coaching and Review
. X | X X
Sessions
Continuous Positive Reinforcement XX X
Low Cost X[ X | X|X|X|X
Immediate and Long Term Return On X | x
Investment
Automatic Reporting System Upgrades X
Little or no Technology Maintenance X
Current Sales Leads & Opportunities X
Continuous Feedback by Product or X X
Service
Identify Customer X | x
Documentation/Training Needs
Identify Service Training Opportunities | X | X | X X
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Reports - Detailed

ETRIX ["Fun Feronr § [Detai - Classic =] | oste Presets [-—instant Presets— =] USing the Met[‘ix Mat]‘ix Classic
MA_'"“x 1%t SortiSecmert [ Service Provider =] |startpate [oamoo | B [—Help— = CORE Reports yOu can VieW contact
e 2™ sort [Followup Date =] |enapate  [osmizon: | R [—Tools— =l .
oD e T P feedback one record at a time. You can
Acme Computing - see both the qualitative as well as the
quantitative results of our interviews.
Date Range: Between 03/01/2002 AND 05/31/2002 SortBy:  Service Provider, Followup Date Scale: 1-10
Fitter For: Call Status = &' OR 'CC* Segment your ContaCt feedbaCk by
— E———— service representative (or supervisor or
Yangtse Enterprizes Jennifer Seningen 410-555-3422 Service Date Followup Date team) to better manage and Coach SEervice
KA1TOGTS 3473811 Amy Torres Acme PC 02¢28i2002 030242002
S team members. These reports also
Region viest provide a powerful tool for positive
Description of Service it has a bad keyhoard .
g1 - Overall gl-Easeof  $3-Response g4 - 25 - Solution 56 - h1- I'elnforcement.
Service Reguest Tirne Cormplete Tirne Professionalism  Recormmend?
[} 2 10 4 [} [} n
m1 - Technical experience? Mo Experience
g1 - Improverment EE:;D’:;E‘:”(:; S;SQ"W?"Q:;S afthe tech, the senvice was just
Customer (521 When | called, the person | spoke to was somewhat abrupt and wouldn't let me fully explain my
Transcript prahlem. [s4] Instead of giving me a new keyhoard, they gave me a used ane; we'll see how lang it
lasts.
Reports - Summary
ETRIX [ FuniFeront J [summary - Long =] | pate Presets [-—instart Presets-.. x| USiIlg the Metrix Matrix CORE
Mn_’"“x 1% Sortisegment | Region =] |stertpate  fozm1/2002 &) [-—Hetp-- =] Summary RepOrtS, a SuperViSOI' or
inc. M sort [Folowup Dete =] |Enapste  [osmione | B [-—Tools—— =l d d .
o oo 3 3 manager can --- on demand--- réview a
Acme Computing <@ rolled-up report revealing Satisfaction
averages and percents sorted and
FDi:t:rF::ge: z:r;jff;f?:if 0513112002 SortBy. Region, Followup Date Scale:  1-10 grouped aCCOI‘dlng to theil‘ needS. In the
example above the report is grouped by
East 17 records | Gl .
s1-Overall  s2-Easeof s3-Response  s4-  s5- Solution s6- bl - region. Further down on the web page
Senice Request Time Complete Time Professionalism  Recammend? . .
1 0% 0 0% 0 0% 0 0% 0 0% o 0%y 15 100% (out of view on this SCI'GCH) are the other
e B e e S e I B B R e three regions (West, North, and South)
40 3 8% 0 0% 3 e 31em 4 3% 0 0% and a total of all four regions. This
5 2 12% 4 25% 3 19% 2 12% I ks B 38%
— e —— e s e format allows the requestor to see how
7 [N N (0 N 0 N = N 5 N each group is contributing to the overall
8 B 38% If ik 2 12% 5 N% 3 19% 5 N% . .
s 0 0% 0 0% 0 0% 0 0% 1 6% 0 0% satisfaction levels.
10 3 19% B 38% 5 31% 5 31% 4 25% & 31%
Resp. 168 168 16 16 16 16 15
fvg. | B.81 735 6.50 718 6.38 7.50

By changing the filter a manager could
summarize by service representative; or a
product manager could summarize by
product family. The possibilities are as
numerous as the data elements in your
database.
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ETRIX GUEELH  [Summary Execiive (7] | Data Prassts [—nstart Prosets— =] Need to make a point qulck? Try a
T = egion =] | stert Dste —Help— ~ . . .
MATIIIX L el Lo ST EIm- graphical approach! Using the Metrix
Ine. 2 gort [Fallowp Date =] |endoate  [osmizoz | R - =l N .
D Cicrcromaronon G Matrix Executive Reports a manager
Acme Computing < can generate a report that is short,
Date Range: Between 03/01/2002 AND 05/3142002 SortBy: Region, Followup Date Scale:  1-10 concise and to the pOlnt
Filter For: Call Status = ¥4' OR 'CC'
Combined B9 records ! (G
M Houe wauld you rate your own technical experience? 61
[ very Experiences 10 16% [
[l somewhat Experienced 13 21% I
W Little Experience [ERY |
Mo Experience o 3
=1 Your overal impression of the service call? ¢ oss [NNNNGGE
S2 The ease of reguesting service or SUppOrt? 2 oo [
83 The time it took s to respond to your reguest? 62 &65 [N
54 The completeness of our solution? s o7 [N
S5 The time ittook us to provide the sation? G 0000000 |
SB  The professionalism of our techrician? s 7z NN
B1 Wauidl you recommend our products to a frisnd? 0
Wyes s 95% I
Hro 3 s W
Woursue 0 o |
ETROCE S Want to see how each region is doing
MT“’ 1 Sartisegment [Fesion =] |stert Dete [0zt 2002 [-—Help-— =l .
inc. 2™ Sort [Fallowp Date =l |edpae  [osmizoe | B  e— = Compared to the Comblned results? Run a
D L S Slice Report. You can check the
i alicd
Acme Computing performance of any segment of your
DateRange:  Between 03/01/2002 AND 053142003 SortBy:  Region, Followup Date Scale: 110 Organization against the Combined
teror el e OFEG performance of the whole organization.
Your overall impression of the service call? 51/ G
East 16 681 TGN 10
Horth 1@ ss7 Gl 10
South 17 7os S 10
Wiest 17 roo S 10
Combined 64 666 TGN 10
The ease of requesting service or support? 22 1 LB
East 16 725 S 10
Horth 1@ s 3 10
South 17 oo S 10
Wiest 1s 773 S 10
Combined 62 ess TG 10
The time it took us to respond to your request? 53/ G
East 16 650 SR 10
Horth 1@ sa3 3 10
South R 0 | 10
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Reports - Trend

N T e | N e Want to see how your department is
Mm 1% Sort/Segment [By Week =] |startpate ozt izo0z =l doing over tlmeq Segment by Week,
o 2 sort [Followun Date =l |endoate  [osm12002 | R [-Togls-—— =]
: month, quarter or year. Then Run a
D D [rercFurearCrvons T C i %l' y |
Acme Computing = ORE ice Report! You can now
monitor performance of your
Date Range:  Between 03/01/2002 AND 05/31/2002 SortBy:  ByWweek, Foll Dat Scale:  1-10 : : : :
il b B L organization on an ongoing basis.
Filter For: Call Status = WA'OR 'CC*
Your overallimpression of the service call? S1 1
Wyzek 08 of 2002 12 B42 10
Week 10 of 2002 17 B84 10
Week 11 of 2002 9 756 10
Wesk 12 of 2002 24 B2 10
Week 13 of 2002 2 7m0 10
Cambined e4 566 NN 10
The ease of requesting service or support? 52 fW
Week 09 of 2002 1 B9 10
Week 10 of 2002 i s 10
Wesk 11 of 2002 A oweslE 10
Wesk 12 of 2002 2  s62 10
Wezk 13 of 2002 2 750 10
Cambined 62 584 TN 10
The time it took us to respond to your request? 53 1
Wezk 09 of 2002 1z s67 SN 10
Wezk 10 of 2002 17 s50 S 10
ETRIX [ Fun Reror | [Summary - Siiced [=] | oate Presets [ —-nstart Presets---- =]
n_’-"“x 17 SortfSegment | Region =l |statoste [mmcom G |-—Help— =1
inc. 2 S opt [Fallowup Date =] |End et osis1/2002 B [---Taols---- =
-
o o — ETnlx ["Fun Fieeonr | ISummary - Sliced LI Date Fresets I----Instant Presets---- LI
Acme ComPUting W 1% SortSegment |Region vI Start Date  [0301/2002 = [----Help--— =l
. 2 st Followup Date Gl ECEEC R [----Tools——-- =l
M IES 10 d Oan oo [ orc Forriar orians } [ ior Fiten Oron= ]
Acme Computing o
Summary options: [ Display Seomented Resuits
I Display Combined Results
7] st sl Bars Display Filter For Field Name
On Off On Off
Prinit optiores ¥ Include fiter settings
Stanvlam! Felds
Dowrnload Format Camma Separsted | (] Transaction 1D
[l Account 1D
Fitter clate Followwup Date vl
[l Qrganization Mame
Sort/Segment date Follawup Date =]
[l Product Or Service
1! Sort Order Ascending | F E Tl I
2™ Sort Ordler Ascending | 2 UL
r Service Provider
Corsa Top (Summary) | 0 B oAb Call Status
¥ cc - Completed
[ - Declined
™ s Do Mot Call
"l z- Prablem Record
Using the Metrix Matrix Format and Filter e Service Representative
Definition pages you can segment, sort, filter e Client Account

and present data according to your reporting
needs. Think of the advantages of being able to
segment contact comments and satisfaction
scores by any and all of the following sets:

e Product Family
e Service Type

e Region

e Supervisor

e Call Center
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