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The MaritzCX Platform

The World’s Best Customer Experience Technology Platform

THE RIGHT CHOICE

Today’s customer experience (CX) is complex. That’'s why you
need a CX software partner who is ready to help you today,
and lead you into the future.

The MaritzCX solution offers total program flexibility and
intuitive integration capabilities with popular data systems
like Salesforce and Adobe. With MaritzCX you can adjust
and scale your program with ease.

Our customer experience (CX) solutions give you
everything you need to see, sense, and respond to
every customer instantly.

MaritzCX combines technology, data, expertise, and services
to help you instantly understand and improve every customer
experience. With solid data gathering processes and
technology in place, it’s time to transform all of that

static information into meaningful, actionable insights.
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MARITZCX IS THE COMBINATION OF TWO CRITICAL SIDES OF THE WHOLE CX SOLUTION

OPEN, MULTI-SURVEY

The MaritzCX open software
platform means it is more
modern, easier to work

with, and ready for future
technologies more easily than
other platforms—making your
investment pay off better
over time.

We offer an application
programming interface (API)
and a software development
kit (SDK) for your developers
or other outside teams and IT
groups to access. All of this
makes it easy for you to extend
your reports, analytics, and
program in an integrated way
in parallel to the core product.
A key value of our platform is
its ability to manage multiple
survey programs at the same
time. Access everything you
need in one place, manage
multiple programs in one
platform with one set of
logins, and view results

from multiple surveys on

the same dashboard.

- Compare to other vendors’
siloed, single-survey
approach.
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KEY DIFFERENTIATORS
THE MARITZCX PLATFORM OFFERS FOUR CRITICAL COMPONENTS THAT ARE KEY TO YOUR SUCCESS

BIG DATA

Big data is a critical element

of a modern CX program.

The MaritzCX platform can
process large amounts of data
quickly, and can accommodate
structured and unstructured
data forms using our innovative
Hadoop, Elastic Search and
NoSQL-based infrastructure.
The faster we can process and
return useful insights from your
data, the wider your influence
spreads, and the faster we can
get CX improvements out into
the field.

- Compare to traditional,
SQL-based and OLAP
platforms that are slow, fragile,
and expensive to maintain.
MaritzCX big data based
reporting can be up to 30x
faster and easily scales as
you grow.

FLEXIBLE SERVICE
MODEL (SELF-SERVICE
TO FULL-SERVICE)

Ask yourself this important
question: Do you have three
weeks to wait for a simple
change, and do you have
thousands of dollars to pay

for that change? All aspects

of the platform are flexible,
meaning you can adjust survey
design, data collection &

sample management, reporting,

insights and analytics, bulk user
management, distribution and
alerts. You and your teams can
access, configure, change, or
alter programs and elements

of your program at any time.
You always have full access

to your data.

Get the best of both worlds.
We offer partial service or
comprehensive support if you
are short-handed or need help
from our team. This flexibility
gives you both value and
efficiency, and you can expand
your program without blowing
up your budget.

- Compare to other vendors’
managed service model
where you pay, and wait,
for everything.

Consultative ~ Comprehensive

SAAS

We offer software that is
accessed through the Internet.
Also called Software-as-
a-Service (SaaS), you get
continuously updated software
through a convenient hosted
model, and no IT involvement is
needed for you and your teams
to get up and running.

- Compare to on-premises or
installed platforms where
software updates are
manual and less frequent,
and hardware needs to be
maintained and supported.
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THE FEATURES OF THE MARITZCX PLATFORM INCLUDE:

SUPER-FAST REPORTING

BIG DATA PLATFORM

Our platform delivers a modern approach, with real,
big data processing, at unparalleled speeds.

- Big Data approach

- Cloud-based

- Open, multi-survey programs

- Omni channel

- Flexible service capability

- Integrated data mining and text analytics

DRAG AND DROP DASHBOARD BUILDER

The right dashboard can represent your data beautifully and intuitively. =
With Dashboards you can visualize your data in seconds. No more -
fumbling with spreadsheets or waiting for your army of consultants
to arrive. Collect it, drag it, drop it, and see it visualize instantly.

- Easy drag and drop

- Multiple surveys on one dashboard

- Combine operational data with survey data
- Easy export/share

84% g5 :'7%% = :”7”70/ %

- Real-time analytics
- Create beautiful comparison boards
- Drill into responses to see actual feedback

SPOTLIGHT DATA MINING

Wi aiam] | 4S4respcedents wnsweeed /]
bond | Associale Knowledge is 8 or grealer | mo | Slore Appoarance is 6 or greater

All the data in the world can’t help you unless you can derive real, : '

actionable insights from it. Powered by a sophisticated data-

mining algorithm and patented software, Spotlight automatically Aiaa222i222 it oo

analyzes every pattern in your datasets and highlights areas that i: : :1‘: i :: i 1200, 100%

will help you improve your key metrics. Alyrsiri21s o 5:”;‘?%

- Analyze Big Data (really big data) in seconds—thousands of :: : i:i i :: i ’,:__,

hours of analysis with one click 21132214424 nem;uz:m;;-;xs»m

- Uncover high-value |n5|.g'hts hidden in your data :: i i: : i :: i ey ot e Pt st e

- Focus on real opportunities 41422242121

NATIVE TEXT ANALYTICS Am.;m::;:;xmmrmmmhus-mwy (ME-—sliEt - all==F Rl b+l ¢ -

Sometimes just letting customers talk delivers the best insight. But e = =L e

without understanding unstructured customer feedback provided B . : =

in narrative text you can’t truly understand VOC and customer VEX 6 LEST

sentiment. Integrated text analytics is based on sophisticated NLP e ————

(Natural Language Processing) technology, and delivers it in an e ———

easy-to-understand format that is fully integrated with your data. ;f?:g T :

- One platform, all your data e ——

- Integrated with survey and reporting tools
- Read every verbatim and get instant insights
- Native multi-language support

3
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FAST TRACK PROGRAMS

Turnkey programs with surveys, analytics, reports, and alerts help you tackle Shorter Time
retention and growth issues now, not down the road. Get best practices from folalle
our experts, and get up and running in weeks, not months.

- Industry-leading surveys, tailored to your brand

TIME

- Analytics and reports to identify action areas

- Reports and dashboards to share insights with action owners
- Real-time action alerts to recover at-risk customers -
- Immediate value

Traditional MaritzCX
- Best practices out of the box Programs Fast Track
Programs
- Start small and scale up
CLOSED-LOOP CASE MANAGEMENT Maritz(&3 Ouie. @5z @i I

When customers take the time to provide feedback, e e
they expect someone to “close the loop.” Case e — 2 B _ . B =
Johannsen h —
Management provides a comprehensive closed-loop Coov e o 7 s o o
system—available as part of the MaritzCX platform and oo T —— R —— ]
) ) P — 24
via a mobile app—that enables you to not only collect Zmmerman 5h * - . - e G 8 0200
Eomoen & . - - SR =N ot
feedback, but do Something about it. Cistomer Requests Contact G 2 [re— Proenic progross CusomerkaDavacor W 208h Nova, 2015 225 P
- Root cause analysis and reporting S ol W s (e fn || G,
e
- Closed-loop system e e X |- — [ P s s
. = s st NS St
- Centralized case management % . ey o e oo @ 86230 PR
“ V: New York City wnhg Customer Requests Contact Il 8¢ 23 h Oct 26. 2015 6:39 PM.

- Custom triggers and rules
- Manage service recovery performance

UNSOLICITED FEEDBACK MANAGEMENT

You need to capture feedback from everyone and everywhere. The MaritzCX platform helps you do that with all the tools to
help you close the CX loop.

- SMS/Twitter, Web Link, or QR code - Employee and customer

- Measure leading indicators of productivity and attrition - Website feedback forms

- Site intercept surveys

GLOBAL SAMPLE MANAGEMENT

The MaritzCX platform makes managing active Invitee Fatgue
surveys easy to do, without consultants or complicated bl
@ Send emails 1o & specific sample:
Work Orders' @ Recipients who have not been invited |10 this survey: Bonfire LA Test In the last 30 days.

- Global fatigue management © Raspaes e axrsgoots {BSTRERr e o
. . us Invitee Fatigue
- Automated invite management e 9 suauniamin
o o s
- Multi-language email deployment 9 peuesenuie

) Jevem 3 om

- Email list management

Invitation reports (including drop off and bounce)
- Global calendar

- Response list data availability

Recipents wh have et responded | 1o i mvey dootu LATes | atant s

EZE roves  cancel
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NPS (NET PROMOTER SCORE) ANALYTICS

The MaritzCX platform not only helps you measure customer loyalty with NPS, but also helps you
actually DO something with that score. Knowing is only half the battle. Our NPS Analytics gets

you to action.

[T e——

- Centrally store, review, and analyze -
your NPS survey data

- Get real-time reports based on ie
NPS data

- Share NPS findings in real-time

Discover the big data driven insights
behind the NPS score

SURVEY BUILDER

CX programs start with data collection, and the MaritzCX platform leads
the industry with a true omni-channel feedback solution. Our survey
solution includes industry-leading survey features such as branching
design, version control, mobile and PDS compatibility, scoring, and

campaign management.
- Ad-hoc surveys - Transaction surveys
- Mobile/SMS surveys

- Branching design with skip
and display logic

- Relationship surveys
- Multi-language survey support

@ Tisis v inyour survey. RDegins with the firstpage  © 3¢ B ol e
Rosel Exond A3 Copeo Al Zoom n Zoom Ot

)

O O O O

ORERNG PROGESS RECOWNEND PAGES EXTPAGE
Typo oquas Piatinum.

"RECOMNEND
Typo ool Sike, Bronzo.

ROLE-BASED ADMINISTRATION

The needs of your frontline people are very different from

your CEO’s, and analyst needs are different from each
survey. The MaritzCX platform is built to deliver what every e
person needs, when they need it, how they need it. e

- Role-based reporting
- Access-level granularity

- Self-service configuration

- Hierarchy structure configuration

OMNI-CHANNEL DATA COLLECTION

Get your feedback from wherever your customers are. Your data
isn’t just a survey—data comes from everywhere. We help you
collect all relevant data, and then analyze it to find key drivers,

actionable insights, and important trends.
- Transactional - Relationship - Social
- Mobile - IVR

- Paper-based

- Operational

- Live agent - Employee

]

B

Website checkout data

rreviors | [T conen
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MOBILE l/ . ‘\
Engage through mobile feedback anywhere, anytime. Mobile is a great way to l
extend your surveys into a new channel, engage new demographics, and open |
up feedback channels. Our solution is platform agnostic, allowing you to manage e s
from anywhere. 1= =
- SMS feedback solution e
- Single platform, no separate solution needed s
- Responsive mobile question presentation o
7N
-/ )
A
SFDC INTEGRATION < Sockto Surveys | anage
Regional Financial - Ci Satisfaction Survey > Salesft

{1 send responses from the survey: Regional Financial - Customer Satisfaction Survey to Salesforce
Associate the response to the Salesforce Contact using this email

Salesforce.com is the hottest CRM on the planet, and of course the

MaritzCX platform has an integration that will help you take full advantage [Lseleet
of all the work you’ve already put into your SFDC implementation. Map Salestorce felds
There are several fields avaiable in Splesforce. Please select which survey fems you wiouk! ike to s8¢ n salesforce
- Email-to-case Salesforce Field  Allegiance Field
Key Metric 1 Select
- Web-to-case
Key Metric 2 Select
- Survey response sync . i
- Dashboards without leaving Salesforce Hericz Select
Comments 1 Select
Comments 2 Select
B the entire respanse

Save

ADOBE WEB ANALYTICS INTEGRATION

Capturing the Voice of Customer is easy with the MaritzCX platform and Adobe Marketing Cloud.
It easily integrates with Adobe Marketing Cloud to provide transaction, popup and intercept surveys
for ecommerce and marketing professionals looking to capture the voice of customer.

- Customer segmentation and user profile discovery
- Correlate funnel and prospect characteristics with customer profiles
- ldentify successful web pages and assets based on customer behavior

Tag and link web pages once, no nickels and dimes for ongoing custom dev

ENTERPRISE GOALS

My Custemer HPS
Track your progress across the business. With our

platform you can put the goals front and center, so at
a glance, everyone knows where they stand. 5 —_
NPS

- Visually represent goals on all dashboards : 30

W Cetrsctors 18% [ Passives 32% | Promatars 30%

- Easy set-up, easy reporting

PS5

- Compare attainment to goals across the organization

6 MARITZCX.COM
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SCHEDULED PUSH REPORTS

With push reports, nobody has to worry about collecting or
sending—everyone gets the data they need, in easy,
consumable formats, when they need it.

- Daily digests

Summary reports

- Escalation notifications

- Operations reports

Role based, so recipients only get the data they need

- Multiple file type support (Inline image, PowerPoint,
Excel, Word)

Easy self-service configuration—no nickels, no dimes

STANDARD PRE-BUILT REPORTS

Maritz[®4

Scheduled Reports x
Schedule \
Scheduled Report Name*
Push Report

Please select the export type for your report(s)*
(® PDF/Snapshot

y of your report(s)’
Osendnow  ODaly ~ @Weeky O Monthly

Deliver this report weekly:

O Dlsunday Chursday
Puionday Olriday
Otuesday Osaturday
Owednesday

beginning on:  07/1672014 m
ending on: 07/17/2014 [:::]

You shouldn’t feel nickel and dimed for every separate portion of your program. We offer a package of
standard, pre-built reports with every implementation, standard, no extra charge.

AUTOMATED DATA IMPORT/EXPORT
- Operational data

- Historical data

- IVR surveys

- Survey data

- Scheduled import/export

SOCIAL MEDIA FEEDBACK MANAGEMENT

Easily monitor relevant tweets and respond as needed,
either automatically or manually, including an invitation
for more feedback.

- Helps you find mentions of your product or
service on Twitter

- Enables you to reply to those found authors,
authenticated as your company, with a message
and a link to a survey

- Converts a 140 character tweet into structured data
you can act on and analyze along with your regular
survey responses

< Back to Dashboard | Manage
Customer Satisfaction Survey > Manage Data Imports

Manually Import File More -

EdivAppend Data

Actions Type Name

M Automated | -]
o Manual  import anage Automal mport:
MNew Automated Import

- Manual import 3 file

<4 Back to Dashboard
Voice > SecialVoice Inbox > Reply To Author

In respanse lo: prospect_a: Product ABCXYZ Is terrific | highly recommend it.
g Tuesday, December 03, 2013 2:15:09 PM From web E

Me: i 5
PG Consumer products feedback = | [ survay Link|

[Thanks for using Product ABCXYZ. We'd love to know more. Mind filling outa 2 minute survey?
****SURVEY URL***** Rep o ti e

11 Characters Remalining @
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CONFIGURABLE ALERTS
Flag at-risk relationships based on whatever criteria you define. Super easy to set-up, no need to call a consultant or developer.

- Highly configurable triggers - No custom development - Self serve

API

Flexibility leads to success. The MaritzCX platform integrates easily with your existing systems, or with future systems you
haven’t even thought of yet. With a full set of APIs, you can be sure that you can seamlessly move your data in and out of the
platform when you want to, how you need to.

MARITZCX VOC/CX PROFESSIONAL CERTIFICATION

MaritzCX offers industry recognized certification programs that combine thorough instruction, hands-on practice, and practical
application. Designed for those who want to learn the best practices to building and managing a world class VoC/CX program,
this program covers the following topics:

- Building your VoC/VoE/CX blueprint
- Best practices on building loyalty and engagement

- Goal setting

- Defining your audience
- Gaining insights from your data - Proper question design
- Turning insights into action - Survey Invitations

- Survey design certification - Presentation of findings

No data set too big, crunch
the numbers in seconds, identify trends and
patterns instantly

We are industry leaders, with
industry knowledge. You don’t have to make the
mistakes everyone else makes, because we're
there to guide you

You could spend thousands of hours
setting up a program, but why would you? We can
stand up a best practices program for you in weeks,
not months or years.

We are there
for you, but you don’t have to wait for us. Call us
when you need us, but don’t worry about change
orders or nickels and dimes.

You won’t
need to buy third party add-ons or deal with
multiple vendors.

Not just survey data, with the
platform you can take advantage of all your data,
survey, HR data, operational data, industry data,
easily integrated and visualized.

Our
integrated text analytics technology makes quick
work of open-ended feedback, delivering
powerful insights.

To demo a product or to contact MaritzCX call

North America +1385.695.2800 | Asia Pacific 1800 271670 | UK & Eire +44 (0)1494 590 600 | Germany +49 (0)40 369 833 0

maritzcx.com maritzcx.com maritzcx.co.uk maritzcx.de

MaritzCX believes organizations should be able to see, sense and act on the experiences and desires of every customer, at every

touch point, as it happens. We help organizations increase customer retention, conversion and lifetime value by ingraining customer
experience intelligence and action systems into the DNA of business operations. For more information, visit www.maritzcx.com.
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