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Voices of Impact:
Unleashing the Power of
Customer Reviews for
Business Growth
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Reviews and ratings have become the single most
influential factor in making a purchase decision
according to 98% of consumers

Surpassing:

- Price

- Free Shipping

- Personal recommendations
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Wisdom of the
crowd

Of customers say reviews
are more important to
them than ever

of consumers trust online
reviews as much as
recommendations from
friends

8%
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Showcasing reviews and ratings
not only drives brand
perception online but is also a
significant driving force for
revenue

Open now

Scotiabank

Open

. call

\a L@

Scotiabank

Open -

. call

Scotiabank

H1 en

\ cal
o Lal

Scotiabank




|4

9 o DAC

Reviews drive
overall revenue

For every star increase on Yelp, businesses
see a revenue increase of between

5-9%


https://hbr.org/2019/11/designing-better-online-review-systems
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Quality reviews elevate
product perception

Products with at least 5 quality reviews
increase the chance of purchase by

2707


https://www.forbes.com/sites/forbestechcouncil/2021/05/25/how-revenue-can-increase-through-reviews/?sh=1bf613c84df0
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Buyers appreciate
your input

Consumers spend

49%

MORE with companies that respond to
their reviews than those that don't.

https://www.womply.com/impact-of-online-reviews-on-small-business-revenue/



https://www.womply.com/impact-of-online-reviews-on-small-business-revenue/

Q, clothing stores near me

Mim'’s Boutique - New Yorl
4.2 e ke K (212) e Clothi
158 Ludlow Street ¢ (212) 4
Open  Closes 8 p.m.

In-store shopping ¢ In-store pi

ALLIN’s - New York, NY

4.6 kKK # (142) e Clothi
855 Maiden Road ¢ (347) 4
Open © Closes 7 p.m.

In-store shopping © In-store pi
P

Primrose Style - New York,
4.4 Yo i K K Y (186) e Clothi
9013 High Lane e (516) 4:
Open ° Closes 7 p.m.

In-store shopping  In-store pi
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Reviews influence

of consumers in discovering a local financial
Institution.

DAC


https://www.podium.com/guides/financial-service-review-trends/

. . . %%DAC
Strategic Implications

More positive reviews -> Voice of customer as powerful sales tool
Richer review content = Improved Search Engine Visibility

Brand seen responding to all —> Elevates perception of brand as acting
reviews in the moment responsibly

Personalized response - Sense of belonging to brand family and
for each customer increased loyalty / repeat purchase
Advanced analysis of - Profound business insights to drive
reviews and other improvements in product, service,

customer data partnerships, and marketing
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Holistic Reputation Management Includes:

(D)) — "l v
a\sle i tdih
Review Audience Analysis + Reputation Management Reputation Management +

Definition Strategy Review Management Moderation
Technology

2 o=

Response Guidelines +
Playbooks

Reputation Review Content Creation Review Acquisition Strategy
Measurement (Moderation + Acquisition)
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Where to Manage Reputation:

.
mn R e i g s impeg s i 5 ° Co rpo rate We bs|tes

*  Vertical Platforms

Galaxy S23 Series P ny., <l I Trustpilot

Save $300 on the purchase of an eligible Galaxy S23 smartphone with code
S23SALE*

* Social Platforms

L

*  Marketplaces

Newest Offers and Innovations

LB
amazon &

Recommen ded obile TV&AV Appli

+  Search Engines

GOOg|€ =@ Microsoft Bing




But really... what does it look like?

JES
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Review Audience Analysis + Definitions



Sprinklr data — Reviews make
up to 50% of the social
mentions

Home Entertainment is the
biggest (54% share) category for
BRAND in terms of mentions. It's
also the biggest driver of
positive sentiment

Home Appliances contributes
only 6% to the share of mentions,
and attracts the most negative
conversations for BRAND

b

W

‘Q‘. Review Audience Analysis + Definitions

Brand Social Analytics high level summary

Promotions/contests drive
engagement. December Holiday
glveaway campaign was a major
spike identifier that impacted all
3 categories drastically

Product feedback is a common
issue that drives negative reviews
across product categories

People love the TVs, mobile
battery life, electric and gas
range and BRAND's photo
quality (TV and MD)

®|P
ﬂEDAC

RETAILER is the retail partner that
garners the highest social
mentions with BRAND (55% share).

In terms of Reviews, RETAILER

leads by getting the maximum

reviews for BRAND and 80% of
them are positive

Electronic/Mobile Devices
(E/MD) show a more dynamic
social engagement cycle tied to
product launches



Review Acquisition Strategy

8%
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Discovery
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Review Acquisition Strategy

Enabling diverse,
high-quality reviews

for key areas

Onboarding
Experience Review

Customer Service
& Support Reviews

Product Feature
Review

Overall Product
Review

New or Updated
Feature Reviews

* Review of onboarding process and support
* Focus on ease-of-use and access to info

¢ Details customer support experience

* Positive support experiences drive brand
advocacy

* Focuses on a single feature or function

* This can be leveraged multiple times for a
variety of feature reviews

* Review of overall product performance
* Highlight multiple, popular features

* Focuses on new or updated features,
functions

* Can be leveraged multiple times as it applies



2. Nuances by Audience and Line of

Businessrd Operating Procedures

2. Nuances by Audience and Line of Business

SECA audiences in this guide are categorized and defined according to the SECA products they purchase; Mobile, Entertainment, and Home
Appliances. Each audience has unique messaging attributes to consider when crafting appropriate, on-brand messages to drive product
review acquisition.

Nuances for messaging preferences, such as audience interests and product feature focus, are recommended to be tracked, evaluated, and
updated on a quarterly basis.

a. Mobile

Mohile audiences require streamlined communications that fit the nature of their device. Concise, seamless
communications accessed directly from the device are preferable.

/
i .. ‘
Messaging preferences:
+ Language for mobhile audiences should be exciting and engaging. Focus messaging on key features, like connection and versatility, for

the brand and for the device Exciting, positive, connecting
+ Interest in family, technology, music, gaming, food & drink

Product feature focus (popular device features):
- Device design

* Camera quality

« Picture quality

* Screen quality

- Battery life

Brand advocacy drivers:

+ Great customer service

* High quality products

- Rewards

« Access to exclusive content

Source: GlobalWeblindex, Crosstab, Waves: Q1 2020, Q2 2020, Q3 2020, Q4 2020, Q1 2021 - Canada
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Review Management Technology (Local)

Output: Centralized Management of Local Reviews

Revitw Count: 1169 Sort by
Reviews not included in Review Insights: 4

(‘ Weran Thomas # # # # # View Listing
7 21572022 < Share Review

Amazing friendly staff

Lydia Bryda Completed 2

2/15/2022 10:09 AM

Thanks for the 5 stars! We're glad to know you enjoyed our self storage in Calgary,
Weran!

I . Centralized
Reviews &
Responses
Sentiment Anarysism

Status: Pending

» Data includes reviews collected as of 2/15/2022 3:03 AM Notices ® Centralized
= KPI's
Reviews Recommendations
* ok k kW 3 0
4.83 average over 1165 reviews Positive Negative
Responses g

1151 14

Responded Not Responded

Automated

Create Response Rule
Responses

Select the rule criteria:
Source * Review Rating * With Content *

Google v * v Yes v

Write your response(s):

Responses will be chosen at random if you add more than one. Learn how to Personalize your
response.

Title *

l bive your reﬁrponse[s) atitle

Response-1*

- (N addenes)
Business Name ) ( City ) \\Address/,l

3000 Characters left
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Review Management Tech (Social, Product, Brand)

Output: Centralized Management of Product + Brand Reviews

Social Monitoring & Response Product Review & Response Brand Monitoring & Respond

Sl Publisher | Planner  Content  Promote D Maymard veivarsty B0 0/ k sommtief Umening bupic. = | |2]
i = ) hatps:/ inkl fi et 162395¢ pk - =
(< wayssame 50 1 B Reviews Write areview & iep e ! Elasuid
= tening Explon My Workspace Zuestom Fanga 1500 PM, Fab 7 = 1100 FAL Feb 1) = Americatiew_York =
1-4 of 106 reviews o Sort w =
i o S Bmd 50 Brocos —o— Farten
Mentions sim
Yk kK  Williswake - 4 months ago e L
8/7|480l5]0| — e
Good basic smartphone ] — s —C—— "'-—--.,,_,
A 22N i
It has most of the functionality that my iPhone 6 had at 1/3 of the price, plus it has Design
expandable memory through microSD card. My last 3 nes were Apples s  — — — — — Top Hashtags Top Words Links.
had to make a little adjustment to an Android phone but after a couple of weeks, 1 am Mericrs Huattso
Features e —
iking the Galaxy J3 about as well as the iPhone. —— — )
P PR PR po— nw w0 #superbowl
T e S—
[Taun | ©Yes, Irecommend this product. na [,
49 184 [—— " ! Inght GCamercrMienton  Matin Stye, 15850
& " #sb50 oty P kst espPoundig
s—— caront eptynr o
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?x Review Response Guidelines + Playbooks

Output: Brand-aligned, consistent review moderation governance

STEP 3

1

A AT . A&
= — T — e

it

STEP 2




Moderation + Acquisition Content Creation

8%

DAC



Moderation + Acquisition Conten

Output: Creative Assets in the various review formats

2 wte s wn | " Alex, We design with
G Dustin Propps 7 i & View Listing YOU In mlnd-
4 . 5 Yk k) 4,137 reviews Sort by: Most relevant ~ 1142022 < Share Review
All togo 21 shakes 226 cheese fries 49 custard 16 +6
Response Assistant Completed @ W
1/5/2022 8:06 AM
Sern?m Turke We appreciate you taking the time to leave a review!
reviews
%% % k% amonthago
Great burgers and great staff. We vacation here Orlando about 3 times a year and always come fo this +tag
location. They never disappoint
Like
Response from the owner a monih ago G José ART i & i  # View Listing
Thanks for taking the time o leave a review. We appreciate it! 11472022 < Share Review It's been a year! We hope you're enjoying your Galaxy
Wiatch3. Please take a moment to tell us which of the features
below you like the most.
Esteban Martinez Came here about a2 week ago. Ordered burger and a side of fries for take out. Ordered ahead and it was
1 review ready as soon as | got there, Good burgers and | want to try the snakes and other food here soon.
* k% kk amonthago - W
Every time me and my family visit Orlando, we always stop here after the theme parks. It never T T G # W
disappaints since the quality is consistent. We just wished there was one located here in Jacksonville.
1/5/2022 8:06 AM
Like We appreciate the positive vibes! Thanks for taking the time to share your feedback.
Response from the owner a month ago
We appreciate the positive vibes! Thanks for taking the time to share your feedback. *+lag
keys play
2 reviews
Hok 3 months ago
Fr?od w?? pkay. Myl\.\"ﬂ? &l du? a onlln_e nrvdaf am{i‘)rde_r ‘wa? mrrect n:fl"lr{g ‘waa w_\\fssl.r.\g‘ _l\ldy wf?.l _ We apprediate your feedback! Samsung is
committed to improving our products and
user experience.
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Moderation + Acquisition Content Creation

Leveraging Al to produce contextually
relevant and brand safe responses to
reviews

* DAC's Al solution builds responses in
several languages, allowing the user to
review and approve the response prior
to submitting.

Ted Flatstone o Doesn't Recommend View Listing
26/04/2023 < Share Review

Review generated by Al:

| recently visited this ski resort and was very disappointed with my experience. The resort was
way too busy, and the wait times for the ski lift were ridiculously long. | spent more time waiting in
line than | did actually skiing or snowboarding. The staff seemed overwhelmed and disorganized,
and there was a general sense of chaos and confusion throughout the resort. Overall, | would say
that my experience was far below average, and | would not recommend this resort to anyone
looking for a relaxing and enjoyable ski vacation.”; «Show less

(+) Create Quick Responses * +4 Generate

Dear Ted Flatstone,

Thank you for taking the time to share your experience with us. We are sorry to
hear that your recent visit to our ski resort did not meet your expectations. We
understand that long wait times for the ski lift can be frustrating, and we apologize
for any inconvenience this may have caused you. We are constantly working to

improve our operations and will take your feedback into consideration as we ‘

Submit

7096 characters left
Cancel ]




offers little control

User Interface Neural Network

= =

Prompt is passed Prompt is passed
directly to LLM directly to LLM




offers real value

Brand safet : Centralized
. y: Detailed
compliance + prompt
- context S
security optimization
v" Brand guidelines v" Legal-approved v Democratization of
v" Language rules copy/content knowledge / skills
v" Regulatory compliance v" Product knowledge v" Instant distribution of
v" Private/Secure API v" Proprietary data or improvements
data transmission information

v" Audit Trail v Long-term ‘memory’
v" Access and usage rules v Known High-

performing creative
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to apply centralized value

User Interface Global Rules Brand Safety Compliance Embedding Neural Network

Prompt is passed Client e
directly to LLM Global / DAC rules are appended Brand safety rules are appended Compliance rules are appended System Behaviors are appended specilicmais appmdedmllo Entire prompt is passed to neural

to behavior to behavior to behavior to behavior prompt network / LLM for completion

Centralized governance, context, and optimization
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Reputation Measurement

8%
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Reputation Measurement

Fonvrus Fnport 0z 71 N
Revlew Volume Average Rating
___________ 355 kkkkk 297
-19.9% e TEY
E Illllllll“ oo o
LA e vrgauer?é
o |
Positivity Rating i T e
ol
1 .|. e |..||ml|| i
LT TUot T | [ N R S N UL R N B FEwUTS
- | - _ |
I T —————

Summary

Revenue

$611,403.67
MeM (0.18%
oY -65.7%

Website Clicks

218,557
Mo -3.24%
vor 10.5%

Non-Brand Searches

16,862,494
mom 11.43%
vor -91.0%

Search Views

6,274,465
MeM 7 .81%
Yo -90.81%

Orders

23,546
MeM (.57 %
Yo¥ -65.7%

Driving Directions

360,556
mom 10.68%
vy -93.0%

Direct Searches

5,809,478
mom 11.38%
vy -90.32%

Map Views

25,949,455
MeM 12.56%
Yoy -93.2%

city

AoV

$25.97
MeM -(0.39%
v¥ 0.12%

Phone Calls

75,635
mom -12.24%
vov -86.0%

Revenue from GMB by CIty

O, State/Province/Region

AL

AZ

Local Order Ahead ... Local Posts - Visits

6 1

mom 500.009% Mom -

vor -53.8%  vv -80.0%
AT

Q, StorelD

City
. Density layer

; | Revenue
319.46k




Our Role In The Review Space

To apply data science, strategic insights, operational rigor, content
and technology (proprietary + best in class) to fundamentally
improve the impact of reviews and responses across the entire
customer experience, for brands, products and locations, in order
to drive business outcomes.

8|+

DAC



DAC

Thank you

Want to learn more about what DAC can offer your business?

Visit to contact one of our experts




