INAVERO SURVEY RESOURCE

What’s a Shout Out?

Shout Outs are a part of your client satisfaction survey. A Shout Out is an opportunity for one of your clients to
recognize you or anyone on your team who has provided them with exceptional customer service.

HOW SHOUT OUTS WORK - STEP BY STEP:
Once a client submits a client satisfaction survey and they have given your company a NPS of 9 or 10

(Promoter), they are asked a few additional optional questions.

The first additional question asks if we can use their feedback as a testimonial.

The second additional question - “Has one of our employees gone above and beyond for you?” This question
gives them the opportunity to give you a ‘Shout Out’.

The survey responder will fill in one of your employee’s name, email (if they have it), and a message.
This message will be sent to whomever is associated to the contact from the data list, AND the email

address entered in the optional email field. The email notification looks like this:
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Shout Out for Liz Brown from Lauren Birtwhistle at Inavero inbox x

Inavero 12/30/13 (8 days ago) - -
to liz.brown, lauren.birtwhi., me |~

Congratulations, Liz Brown!

Lauren Birtwhistle (lauren.birtwhistle@inavero.com) from Inavero gave Liz Brown the
following shout out:

She helped me with the contact list
and even sent a Starbucks card
and handwritten note!

‘Why am | getting this email?
Your account is configured to send an email every time a shoutout is received. To change this edit
your Notification settings under the Account tab.

Shout Outs are a great way to recognize employees who exemplify your great service culture.
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How do Shout Outs Work?

STEP ONE

Promoters get asked if one of your employees has

gone above and beyond for them.

Thank You!

Your survey is complete, but we have two more quick optional
questions for you.

Has a Dunder Mifflin Drivers Demo employee
gone above and beyond for you?

Absolutely!

Would you help us spread the word through the
following social networks?
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STEP TWO
If they respond yes, they fill out this form:

STEP THREE
Their shout out gets sent to you.

Thank You!

Your survey is complete, but we have two more quick optional
questions for you.

Thank you, we will make sure to pass on your
kind words!

Would you help us spread the word through the
following social networks?
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Thank You!

Your survey is complete, but we have two more quick optional
questions for you.

Has a Dunder Mifflin Drivers Demo employee
gone above and beyond for you?

Fill out the form below and they will be rewarded and recognized
in front of their peers for a job well done!

Employee Name (required)
Employee Email Address (optional)

What did they do to go above and beyond for you?

(This will be shared with them and the rest of our company)

Would you help us spread the word through the
following social networks?
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INAVERO SURVEY RESOURCE

Celebrate Shout Outs!

There are multiple ways that you can celebrate when one of your survey respondents takes the time to
recognize someone at your company by giving them a Shout Out. Depending on how you have Shout Outs setup

in Mylnavero, there can be a couple ways to celebrate these wins:

If Shout Outs are set up to only be shared with the top level of management:
Share Shout Outs during one-on-ones (then use that information to further build and grow the relationship
with the client that provided the Shout Out)
Highlight a handful of Shout Outs during staff meetings to rally the troops
Weekly Shout Out Counts, have posted in the office a board with the number of Shout Outs that have come

in during that week. At the end of the survey, share the results with the entire team.

If Shout Outs are set up to be sent with the employee that was given the Shout Out (and the manager is copied
on the email).
Immediately send a congratulations in response to the Shout Out so the team member that received the
reconciliation also gets that internal pat on the back.
Review Shout Outs during one-on-ones (then use that information to further build and grow the relationship
with the client that provided the Shout Out)
Highlight a handful of Shout Outs during staff meetings to rally the troops, even have the employee who
received the Shout Out read the message to the team.
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