Good experiences. On brand. On budget.

SEM Experience Analytics
Direct-to-Company Feedback

Implementations

SEM Experience Analytics Listening System for Direct-to-Company Feedback Implementations

SEM Experience Analytics delivers real sentiment,
meaning and trends within customer feedback
for many of the world’s leading consumer brand
companies. SEM Experience Analytics’ solution
for direct to company feedback implementations
has several distinct advantages that enable
brand-driven companies to gain strategic insights
and take intelligent action:

A Multi-Channel Listening System. SEM
Experience Analytics collects, analyzes, and
reports rich and relevant insights derived from
multiple channels of customer interaction

Massive information with
a proven solution, SEM
Experience Analytics -

that.

including emails, text messages, voice-to-text comments, web forms, and surveys.

One System for Strategic insights and Intelligent Action. SEM Experience Analytics delivers the complete picture of your
customers’ voice across all direct to company feedback channels. It will tell you the current information and trends related to
sentiment, emerging topics, themes, customer segments, and location — in any combination that makes sense for your needs.
Need to respond in real-time when a specific complaint is made by a customer? It does that too.

Powered by Advanced Text Analytics. SEM Experience Analytics is powered by the very best Natural Language Processing (NLP)

Multi-Channel Voice of the Customer Coverage

Twitter, Facebook,
Reviews,
Discussion Boards,
Bookmarking, Chat,
Shout, Walls

Forums, Idea
Queues, Reviews/
Ratings, Wiki, User
Communities

Web forms, Chat,
Email, Surveys,
SMS, Speech-to-
Text

technology that continuously reads and analyzes all relevant customer
comments about your company. The interpretation of sentiment, topic,
and meaning behind every text comment is in relation to your specific
brand and even takes into account misspellings and acronyms.

Backed with Professional Services. All SEM Experience Analytics
deployments include ongoing support and consulting services. Our service
professionals are all highly trained to understand the technical details of
OpenMic along with being versed in the best practices uncovered in 10+
years of helping brand name companies gain valuable insights.

Delivered as a Software-as-a-Service application. We’'ve done all the
work for you — created powerful technology with our in-house scientists,
integrated enterprise-class business intelligence capabilities, deployed
within world-class SAS 70 Type Il compliant data centers.
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Features

Strategic marketers, customer support, and product managers require more information than high level PR / brand mentions and
share of voice metrics to make critical decisions affecting customer experience. SEM Experience Analytics collects text-based user-
generated content from any interaction channel and evaluates it for topic, theme and sentiment. Using advanced natural language
processing capabilities SEM Experience Analytics gives you realistic and quantifiable insights into the voice of your customer.
Actionable insights that will help you make products people love, deliver service that builds loyalty, and foster relationships that

turn customers into evangelists.

SEM EXPERIENCE ANALYTICS FUNCTIONAL FOOTPRINT

LISTEN ANALYZE ENGAGE
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SEM Experience Analytics includes four levels of analysis to enable you to spot trends, report key insights, determine root-cause
relationships, and detect emerging topics of discussion. First, customizable dashboards provide an at-a-glance view of key trends,
changes, and alerts. Second, SEM Experience Analytics includes integrated enterprise reporting capabilities to allow for the
creation and distribution of any report from all of your data. Third, SEM Experience Analytics provides the ability to conduct root-
cause analysis and isolate specific verbatim relating to key issues through our Insight Explorer application. Lastly, Emerging Topic
Alerts are generated when SEM Experience Analytics spots a new rising topic or issue that you may not have anticipated.
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Collect

Collect text comments and associated structured attributes such as customer ID, source, demographics, web analytics, behavioral
or transactional data from any interaction channel. Easy, flexible web services allow real-time input of data streams from any
online source. Sources include:

SMS Gateway Web Surveys
e  Captures and parses SMS messages for e  Use http methods or web services for
analysis via partner gateway systems. collecting open end survey responses.

e  Measure customer experience feedback

Email Gateway
sent from mobile devices.

e Route and parse raw emails for

RSS .
analysis.
e  Subscribe to and parse RSS.
P Batch Uploads
Web Services API
e Upload TAB (.txt) or Comma (.csv)

e  Powerful APl to collect text comments delimited files.

and any associated data via SOAP and

XML.

MONITOR EPD EXPLOR CATECORIZ! COLLECT . Web Form Builder
AIbUS FieQuackrem  EMman  HiguMDad Our fully customizable web form
FeedbackFom: builder allows you to create online
Salect the contant aplions Tor your Tes dhack form
e e e | Preview Form feedback forms to match your brand
e [ save Fom | and the design of your web
: L P L. JesCrif )
Tille: Thank vou for rour comments nEwCD propertles'
e W value our fesdback e  Fully integrated and designed for
W value your feedback business  users, eliminating IT

CompanyLogo N involvement.

hute: Feedback)

ALY
Please Tell Vs about Your Experience

s hams T e Deploy feedback forms automatically
in minutes.

Color Scheme
mmanlini e e Add survey questions like Net
Select Color Sch 3 i 1 -

e e Promoter, request contact or
(Agtribute: recommend) demographic information.

(Actrib ) )
Lis@ Qpan Mic Buttan How likely are you to recommend NewCo?

U Usze srowser floating afect Prase sdect. = ° CUS;O;T’IIZG au;omaFed rbespc:jnse t(t)ha
web form submission based on the
meaning and the sentiment of the
customer communication (follow on
survey, dynamic  offer, other
engagement action).

ML Cut & Paste
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Categorize

Categories are the terms which describe

Topics

Verbatim

What a customer comment |S a bout Ou r I've stayed at the Westin for several times now,
: and | have never had a bad experience here PooliHotub
. . The rooms are akways very nice, tha heavanly
business analysts work with you to create  bedsiwaysadeian au e showers ovely Its
a great plsce o stay if you'rs visiting the city.
the categories that are most relevant tO  necaly fyouie s burwce oes rember
The spa thers cpened recantly, within the past
yeas, and | tried it cut on my last visit there

your business. At the same time, SEM Athough not as faney or big as some other Upen é mic
&

places, the masseuse was very professional,

. . . anct R i Bathroom
Experience Analytics bubbles Up categories s o e e by Overtone
. . . . the upoer flioors, and the views 2re amazing Television
from within the data itself. Anything can be LS abion L
H i H Dining
a category in the system (issues, topics, Attributes
themes, concepts, etc.). TmalDiata: 1634, 02002141 )
Room #; 030%
Guest |D: 025678400532 EtC -
Discovery Keyword Categories
e  Sophisticated statistical algorithms automatically e Create keyword categories for simple
discover prominent ideas and topics in the classification.

verbatim.
. L Category Groups
e  Filter any data by any combination of category or
attribute. ° Organize categories into department

. e . roups for organization and reporting.
e  Examine specific data sets for topics you want to group g P g

track and measure. Learn By Example (LBE)

Sentiment Detection & Calculation e Upload pre-trained categories using

N . - existing data from your organization.
e  Phrase-Based Categorization accurately identifies g ¥ &

multiple subjects within feedback.

Sentiment detection and analysis with the
industry’s only statistically-based text analysis
engine that automatically uses linguistics to
detect sentiment.

Upload Categories

e Copy and paste categories between
channels.

Historical Update

e Net Sentiment Index calculation determines the e  Re-analyze earlier data periods against
overall sentiment of any channel, category, or any new category for long term
attribute value. trending and before/after analysis.

e  Categorization of idioms and phrases further

ensures high accuracy, i.e. “not good” = Negative
Tone.

Category Training

Highly intuitive machine learning workflow for
creating categories.

Categories and sentiments tuned to your specific
listening context.

Double-check workflow for catching errors in
human categorization.
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Analyze

Integrated Multi-Channel Insight Dashboard
SEM Experience Analytics includes a unified and highly customizable dashboard across all interaction channels. The dashboard

provides dynamic navigation of metrics and charts:

e  (Category and sentiment
metrics.

e  Trend lines for estimating
downward or upward slopes
over time.

° Mouse-overs and drill down to
accelerate root cause
discovery.

e  Adjustable date ranges and
thresholds.

e  Reports widget with access to
favorite insight reports.

° User customizable.

e Continuous daily refresh.

Assigned Tasks
View your open tasks.

Emerging Topic Alerts

Automatically identifies and
reports emerging topics and

distinct changes in the data.

Volume
Trending measure of overall
activity.

Dynamic Drill Down

Advanced verbatim drill down
screen to navigate, explore and
customer

analyze comments

across multiple dimensions,

including volume, sentiment,
category, source, author, and

any other attributes.

04/01/10 - 04/30/10

Comparing to 03/02H0 - 03/31/10; ﬁ
Dashboard volcano - [+ Sevostevinee
Verbatim Assigned to Me Categories Sentiment
7 Categories Available (88) Showing 1-5 fiet Sentiment Index
h 1
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_—_'Meclj n 3 i
Lon = Seating Issues 13.ﬁaa= 09% E z
None 2 (LT H
- United Airfines 9% 43% - [ £
Emergihg Topics N - . £
&
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® z
I American Aifines  7.9% 18% . !
-
-
- ® Upgrade Issues  7.5% 03% I forumName
- )
A% .0 - % trend 04/01 - 04/30 #Posts | Sentiment
. d o [T
exE ¢ :’U -*‘ - British Airways Exec 8740 ||
- —
| United Mileage Plus 6608 | B
A American Addvantsg 5215 |
Continental OnePass
Volum = o !
Air Canada Aeroplan 3088 L
Author
#Posts Sentiment
BingBongBoy 334 -
HIDDY mn i_
som12 =1 [ ] P
-
DownUnderFiyer 219
Reports ) Personal © Shared

Dashboard > Category: Unifed Airffnes
8%

0%

O acti

ity F - Trend

2.1% (521

¥ W negative =

Mixed r
0.1% (74) 10.7% (7829)

Positive ¥ Neutral

0.9% (672)

130 ADT 2010 23:41:00
cacuent

a0 callec W to see e,

et iz e DSE s selli iy shone

Breskout By
< select> -
® volume

Other Categories
Con

Seatiment

Overall Sentiment
Highlights emotional
tenor across all the
sources.

Attribute with
Sentiment

ID, demographics.

Top Categories with
Sentiment

Determine and compare the
topics and sentiment expressed
in different time periods.

Top Sites with
Sentiment
Highlights the emotional
the
venues

tenor of most

important for

conversation.

Live Links

Advanced Search

Search for specific

comments within

Presents the volume and
sentiment breakout for any
selected attribute such as
author location, customer

All data elements have drilldown view.

live links to the original
posts for engagement
and response.
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Insight Explorer

m o SOREEE m

Insight Explorer

Explore Set: May Negative Tone | Verbatim: 2036 | Date Range: 05/01/2009-06/01/2009
ofar [ekar al dridowns] | Save Flags | Export Subtotal by Atribute
0 Verbatim Flagged [Clear Flags] I ﬂl | browser j ﬂl

Message Top branch

Drri

= Themes (= Features Volume v Prominence v

|»

2t helpful satisfied

shipping store 438 (21.5%) 0%  20% 40% 60% 80% 100%

Thave been trying for hours to upload photos for poster prints that are

timely [ adually large enough to nat have the triangle symbiol beside the file Akron |
BUT it continually fails, NewCo.com just disappears from my computer Rochester
bellsouth time and time again! Buffale |
Albany |
R [~ there is n way for me to completely dlear my entire cart so now I have to Carnden 2]
upload go through and individually each picture’s quantity to 0 which is
axtremely time consuming and very frustrating. Top recommend

ordering photos
rep shipping

0%  20% 40% 60% 80% 100%
T S S |

SHELEY Hello, This is Sandy Bellomy again. I came back to this site just to see if
[ each4x6 photo had really gane up fram 5,08 each to $5.00 each and 1 5
am 50 happy to see it has gone back to $.09. THANK YOU I must have G

appresiate COM
. been doing something wrong (7]

dissatisfied plck rep 144 (7.1%)

EIEE L s 48 (2.4%) . Ihad an album in my cart previously that I do not wish to purchase and

rude timely I”  Disappointed that I can't order 3.5X5 prints. 3
= 9 [x]
ppresiote €M1 Twas wondering why I've been locked in the leagues i was in League 1D
q 59598). Whereas in another league I was in (League ID 59815) a yahoo
123 (8.0%]
Snoss] photoafifmnk ¢ = player by the name of BOSTON LOBSTAS, Bab C pulled off a bunch of BS Top browser
upload trades, 0% 20% 40% 60% 80% 100%
.
4X norrible newco T Hijust a quick note to say i think its all fantasic!
Newcos option 99 (4.9%) ® Internet Exp...

i have tried for 4 hours to (4 times) to get my pics. i have a large order 1

ssword st
pa store approx. 850 photos. i get to the page to “proceed to checkout™ and the

Internet Exp...

2t carl emails " computerfreezes up on me every time. is there a limit on how many pics o
you can get developed at ance? | can't find anywhere where it says what
Eventieneric 76 (3.7%) ® | it the limit is if there is one.
nNewcos photos
e ered Tam ardering a hard bound photo beok with the travel theme. I have
reviewed it and it has the backgrounds that Twant, from the travel
ax att checkout R theme, When I get to the cart page, it says style: “Playful hearts™, I went
Newca snigping THEEE L [ back snd reviewed my bock AGAIN and it is the way Twant t, in the
travel theme. This seems like a disturbing glitch, but Twant you to insure
«checkoul customer me that the book will come out in the travel theme, If I get it and it is
dissatisfied smsi wrong, [ will send it back. I have ordered 2 books fram you before and
frustrating photos 140 (6.9%) ® ‘they were great. Please email me at mitz009 @verizon.net. Thank you. LI
Arinte | ¢ 2345 p Page 10782, ifems 11 25 0f 2036

Powerful Tool for Root-cause Analysis

The Insight Explorer enables business users to systematically explore specific sets of verbatim for meaningful topics, commonly
used language, and other insights. This powerful workflow tool lets you quickly and intuitively isolate the set of verbatim that
describes a significant issue or topic underlying a category trend.

e  Full data set creation capabilities including filters for specific dates, sentiment, categories and attributes.

e  Filter data sets allowing creation of targeted exploration sets that enable root cause analysis using clustering technology, word
clouds, and search tools.

e  Navigate word clusters to recursively refine data sets,

- features, and. enfeht spectlc | TR [ oo | omesons | coucer |
. REPORT EXPLORE CATEGORIZE COLLECT
verbatim.

) . 3 Report Manager
e  Automatically calculates and displays correlations Report Manager > Create New Report

between clusters/verbatim and structured attributes Choose your report type
like demogra phiCS or Segmentation. Category Sentiment by Category Multi Date Category Category Group

e  Flag content or export to Excel.

. . . Attrition Risk 13% Aridon Risk Marketing 13%|
e  Export data sets for print publication. . asos 17 Customer care 10%
. bl azes 19.2%‘ "’““T‘S 3:
. . . = Service Praise rdering | - - Sales 5
Powerful Report Creation and Distribution o e 2% Ordering [ 2ts Q108 123%
Price .52
Workflow
On-demand report creation and distribution allows Attribute Sentiment by Attribute MUl Date Attribute

business users flexible access to insight data.

Browser Aze=20 Somethings
Firefox 12%
e (Create, save, share, and schedule parametric data I‘:;g Post L3unch Day 15.75%
Launch Day 17.4%
warehouse reports. chrome 4% wa | -15 re Launch Day 16.6%
safari 2%

e  Unlimited users and reporting per implementation.

©2011 KANA Software, Inc. ¢ 840 W California Ave, Ste 100, Sunnyvale CA 94086 e 1.800.737.8738 e sales@kana.com e www.kana.com



Good experiences. On brand. On budget.

Albany
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18.17%
(2139}
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5.52%
(B4TH
B.17%
(27
5.38%
{613k

9.75%
(561

11.00%

DO0EW DN 00FL

Advanced Insight Reports
On-Demand Data Warehouse Reporting

e  Simple and advanced filtering for deep analysis by source, category, sentiment, customer, and other variables.

° Provides instant visibility into sentiment by theme, topic, product, service, author, region, source, type, or any other data
entity tracked by SEM Experience Analytics.

e  Examines how sentiment has changed from a prior period, and how it is trending over time.

e Enables dynamic navigation and drill down to verbatim comments mapped to sentiment.

° Drill down to actual scored verbatim.

° Print, export, schedule, and email.

Data Export

e  Get access to the categorized and scored verbatim for feeding into your own internal reports.

e  Synchronize SEM Experience Analytics insights with CRM, web analytics and transactional data sources for a comprehensive

view of customer experience.
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Act

SEM Experience Analytics includes a comprehensive suite of methods to operationalize the insights distilled from customer
listening.

Damaged itern, please respond

Engagement Workflow

SEM Experience Analytics’ engagement workflow enables you to intelligently identify, flag, assign, annotate, and route social media
content and direct-to-company feedback for accurate and timely resolutions.

° Filter by topic, sentiment, date range, and other criteria.

e Prioritize and annotate verbatim for efficient collaboration.

e  Route and assign internally through SEM Experience Analytics, or externally to other business units, departments, and
organizations via email.

e  View and access assigned items from the SEM Experience Analytics dashboard “Assigned Verbatim” widget.

Advanced Business Rules

The API out allows you to publish collective metrics from the system, route specific verbatim regarding a topic, author, or other
attribute to your social media team or engagement application. Advanced business rules let you automatically respond to
individual comments, feedback or text with acknowledgement, alerts, offers, etc.

Working hand in hand with the Web Form Builder is a comprehensive Business Rules Engine. You can customize the automated
response to a web form submission based on the meaning and the sentiment of the customer communication.
e Using categories and attributes you can redirect web forms and survey submissions.

e Instantly provide dynamic offers and other engagement actions based on categorized content.

Robust Web Services Methods

APl out enables publication of charting and graph data outside the SEM Experience Analytics application. These APIs can be used to
build chart widgets with 3rd party tools, connect to CRM systems or other Bl reporting engines. SEM Experience Analytics includes
web service methods for:

e  Category/Attribute Totals.

e  (Category Values by Attribute.

e  Attribute Values by Category.

e  Sentiment Index Score.

e  Sentiment Index Score by Category/Attribute.
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