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Introduction

The HTML messaging and survey functionality built into Pinnacle allows the creation and
management of HTML emails and surveys, which can be sent as booking confirmations, CSI
follow-ups for service work or defined as part of a vehicle contact plan, created following the
invoicing of a vehicle. Survey results can also be comprehensively analysed and reported on.
The below guide documents the setup, creation and usage of both email messages and email
Surveys within Pinnacle and explains the reporting functionality for survey responses.

General
The general parameters page must be set before further action can be completed.

General

m

ails Surveys Ur edition. pinewood. co.uk/Communications
Email Events Access Leve 38
Days Between Surveys a0
g For Positive Response 3
y Testing Domains yourdealershipsdomain. co.uk
Testing IPs
Ra Amendment Password [ TIT1ITIT1]

The parameters on this screen should be set up with regard to the following.

HTML Emails/Surveys URL - Defines the location of the surveys and emails on the
server. This will always be set to ‘edition.pinewood.co.uk/communications’.

Enable Email Events Access Level — Allows the user to specify a marketing access
level that is needed to turn on particular email events.

Minimum Days Between Surveys — This is the number in days within which the
system will not send another survey if another workshop invoice is produced for a
particular vehicle. This can be used to prevent second surveys being sent to users
who have visited the service department again for rework.

Min Rating for positive response — This sets the level (1-5) at which a response to a
rating question within a survey should be regarded as positive, a lower number than
that set will be regarded as a negative response.

Survey Testing Domains — This allows internet domains to be specified that are to be
used for testing purposes. When a survey is sent to an email at a domain in this field
the results are marked as a test and are not included in the reporting figures. Multiple
domains can be specified, separating them with a semi colon (;).

Survey Testing IPs — This allows specific IPs or a range of IPs to be identified as those
which are used for testing purposes. When a response is received from an IP set in
this field, that result will be marked as a test. A range of IPs can be specified using an
asterisk (*) as a wildcard.

Survey Rating Amendment Password — If left blank this has no effect. If a password
is specified, functionality is turned on within Pinnacle to allow a user who knows the
Password entered here to amend the results of a submitted survey. The user
attempting to do so will be prompted for the password before being allowed to amend
a rating.

After completing these parameters the accept button should be pressed to save the value
entered.

Page 2 of 29 © Pinewood Technologies Plc. 2013



Pinnacle — HTML Messaging and Surveys Guide

Emails

All emails sent from within Pinnacle as part of contact plans, surveys and other
communications are defined within the CRM - Parameters - Communications - Emails
menu item. Email messages can be created in HTML format and can then be used as part of
the following pieces of functionality.

Booking Confirmations

Workshop CSI surveys

Contact Plan CSI Surveys

Aftersales Diary Contact Plan Communications
Vehicles Contact Plan communications
Customer Concern Survey

The Emails screen is split into three tabs - General Images, Vehicle Images and Contents. It
is here that the emails themselves are written and this process is described below.

Images

If images are to be used in any of the e-mails they must first be uploaded to Pinnacle. Images
are uploaded in two sections ‘General’ and ‘Vehicle’. Each has a tab at the top of the
Pinnacle window. The ‘Vehicle’ tab allows images of specific vehicles to be identified by
make and model. These images can then be loaded dynamically depending on the make and
model of vehicle specified on the customer record. Any other images should be uploaded to
the General Tab.

CRM - Parameters - Communications - Emails
Select the ‘General Images’ tab

Click the Add button and the following pop up will be displayed:

|C0mpany Logo

Image Browse...
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Clicking the ‘Browse’ button will allow the user to search for an image stored on their PC or
network. A description must be added which is used to identify the image when creating the
e-mail (detailed below). Once the image has been chosen click ‘Accept’

Entering a URL in the ‘Link’ field will make the image clickable when it is used in an email or
survey. When clicking an image with a link attached, the users browser will open a new
window with the page specified in the URL entered.

CRM - Parameters - Communications - Emails
Select the ‘Vehicle Images’ tab

Click the Add button and the above pop-up will be displayed the, the main difference is that
the Make and Model fields will be selectable. These fields will be used to determine which
image should be used on e-mails.

The ‘Age Between’ allows the user to specify different images of a vehicle depending on its
age to accommodate model year revisions for a specific model.

Checking the ‘Default’ parameter makes that image the default to use when one matching the
Make and Model of the vehicle in Pinnacle has not been uploaded.

Content

The content tab at the top of this screen is where the email messages themselves are created
and managed. When selecting this tab, the user is first required to choose a category of
email that is to be worked on/with.

General Images | Vehicle Images €020

Content

Warkshop Invoice Survey
Pre-Booking Verification

Booking Confirmation

Contact Plan Survey

Contact Flan Email

Aftersales Diary Contact Plan Email
Customer Concern Survey

The user is able to choose from the following:-

e Workshop Invoice Survey — CSl surveys following Workshop jobs

e Booking Confirmation — Email confirmation following booking creation

e Contact Plan Survey — CSl survey as part of a vehicle contact plan

e Contact Plan Email — Email as part of a vehicle contact plan

¢ Aftersales Diary Contact Plan Email — Email reminder of workshop dates from the
Aftersales Diary.

e Customer Concern Survey — CSl following closure of a Customer Concern

These categories define where the email attached to that category is available to select from,
for example when creating a booking confirmation (described below), only those emails
created with a category of ‘Booking Confirmation’ will be available to select.
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Once an appropriate category has been selected the user is presented with a list of existing
emails within that category. The Add button also becomes available in the bottom right hand
corner of the screen. After clicking the Add button the user will see the following page:

. 2

iame |ftereales Diary Contact

<html> it
<body lefimargin="0" mar ginwidth="0" topmargin="0" marginheight="0" offset="0" bgcolor='#000033 >

<STYLE>

1 { font-size: 12px; color: #FFFFFF; line-height: 100%; font-Family:trebuchet ms; }

 { color: #FF6600; color: #FFE600; color: #FF6600;

p { margin-top:0; pacding: 0; »

<[STYLE>

<table width="100%" celpadding="10" cellspacing="0" bgcolor = "#000033" >
>
<td valign="top" align="centr">

<table width="750" cellpadding="0" cellspacing="0">

<tr> =
<td style=""align="center" colspan="2">

<span style="font-size: 10px;color: #396600;line-height: 200 %; fort-famil t-decoration:none; "> $BROWSER L

<jtd>

<fr=

<tr height="120">

<td vaiign="top" style="background image: ur\(hm: fedition. pinewood co.uk/Communications Emails DisplayImage. aspx’EGUID =82 28dsbf-dbb2-4005-882a-150f5 76 5f5cFAIGUID=1349019-282b
border-bottom: Spx solid ZFFFFFF;” width="140px

<div style="margin-left: 10px;">

<div
<span style="color: #FFFFFF; font-size: 16pt; font-weight: bold; line-height: 140%; font-family: arial; >VEHICLE<br f>REMINDER<fspan></d\v><ftd>
<td align="right" valign="bottom" style="background-image: url(http: jedition. pinewood. co.uk/C atior 3 IEGID=8a23d8bf-lbb 2-4006 8325 d5dFS7655c FAIGUID=

solid #FFRFFF; border-battom:Spx solid 2FFFFF;” width="410px"></dv><a href="Thttp:/fuwny. prewocd. co.uk” target “nen” > <img src="http: fedition. pinewood.co. Uk/Commur
aee3-4523-b9c2-fdb0GB0bI6 28FE—pnglsPreview =true” style = border:Djcursoripointer” {></a></td>
<>

STITLE_HEADER'S $CUSTS SVEHS
$REGS SVEHICLE_IMAGES 2= $DEALERS
$DEALER_ADDRESSS $DEALER_NUMBER$ $CONTACTS
SCONTACT_INC_DATES SBROWSER_LINKS 2= SUNSUBSCRIBES
$REQUEST_BOOKINGS $DECLINE_BOOKINGS By

Arcant Dalata Cancal

This page is divided into two tabs; the first, labelled HTML is where the email is composed.
The HTML code can be composed within the above window or can be written in another
program and pasted into the window above.

The second tab, ‘Preview’, allows a user to see a preview of how the email will look when it is
sent to a customer.

A name for the template is required and should be entered into the ‘name’ field at the top of
the page.

Constructing an HTML template

Email templates are then constructed in a similar way to a Mail-Merge letter template, except
in place of the normal merge-fields, the user is given a set list of fields to use within their
email. The fields available to choose from here are different, depending on the category that
was chosen above. The fields available to the user are shown at the bottom of the page and
appear as shown below.

STITLE HEADERS SCUSTS vehicle SVEHS
$REGS SVEHICLE_IMAGES ¢DEALERS
SDEALER_ADDRESSS SDEALER_NUMBERS SCONTACTS
SCONTACT_INC_DATES SBROWSER_LINKS Unsubscribe SUNSUBSCRIBES
$REQUEST_BOOKINGS SDECLINE_BOOKINGS

The Variable names can be typed directly into the HTML template or by clicking the Icon

the field will be copied to the clipboard, the field name can then be pasted into the HTML by
locating the position to insert the variable and clicking the right mouse button.

The below table describes which fields are available to select when working with a given
category of email, a tick denotes that fields availability:-
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Field Name

$CUSTS

$VEH$

$REG$

$DEALERS$
$DEALER_ADDRESS$
$DEALER_NUMBER$
$BOOKED$
$BOOKING_DATE$

$COLLECTION_DATES$
$BOOKEDBY$
$ADVISOR$

$TEAMS
$COLLECT_DELIVER$
$CALENDAR_LINK$

$INVOICE_DATES$
$SALESPERSONS$
$VEHICLE_IMAGE$
$QUESTIONS
$UNSUBSCRIBE$

$BROWSER_LINK$

$TITLE_HEADER$
$CONTACTS
$CONTACT_INC_DATE$

$INCIDENT_DESCRIPTIONS$

$INCIDENT_REF$
$INCIDENT_TYPE$
$INCIDENT_GROUPS$
$FAULT_TYPES

Description

Customer Name in the format ‘Title First name Surname’
Vehicle Make and Model and Spec (‘Make Model Spec’)
Vehicle Registration Number

Dealership / Department name.

Dealership Address

Dealership Telephone Number

Booking Date

Booking Date (‘Day, Day of month Month Year Time’)
December 2010 at 08:30
Collection Date

User who created the booking
Service Advisor Allocated to booking
Service Team that carried work out
Customers address.

Provides a link to add the booking date into the recipients
Outlook calendar
Vehicle Invoice Date

Original Sales Person
Image of vehicle
First Question in a given survey

Unsubscribe link — Removes ‘Email’ from allowed contact
types

Hyper-Link to display the email in the customer’s web
browser

Displays the Title of the Email

Displays the Aftersales Diary Event title
Displays the Aftersales Diary Event title and the due date

Displays the Incident Description from the Customer
Concern
Displays the incident ref number that is system generated

The Incident type assigned to the Customer Concern
The Incident Group assigned to the Customer Concern

Displays the Fault Type assigned to the Customer
Concern

Workshop Booking
Invoice Survey | Confirmation
v v
v v
v v
v v
v
v
v
v
v
v v
v
v
v
v
v
v
v v

Contact Plan

Category Available In
Contact Plan

Survey Email
v v
v v
v v
v v
v v
v v
v v
v v
v v
v
v
v v

Aftersales Diary
Contact Plan Email

AN NI NENENEN

<

AN N NN

Customer
Concern Survey
v

AN

SN X
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Whilst it is possible to manually enter the variable names above into a template for an email
that is attached to a category for which that variable is not available, the value for that variable
will not populate the email and the email will show only the name of the field that has been
inserted.

For emails that are intended for use with Surveys, the $Question$ variable should always be
included. This presents the user with the first question of the survey and a response to this
takes the user to the webpage for that survey to allow them to complete the remainder.
Constructing surveys is detailed below.

Inserting Images into a HTML template

Images uploaded for use in emails sent from Pinnacle are stored on Pinnacle servers, in
order to be displayed within emails a link to where they are stored must be entered into the
HTML template.

Working within the HTML window, a user should right-click at the point in the HTML code
that the image is to be inserted, this will produce the below window, which lists all images
available to the user.

Images
N
a
BookConfBGElueGrid
CarlconWhite 140
HeartlconWht40
Honda Logo Image
LBoxHeadBG
PinewoodLogoMew http:/fwww. pinewood. co.uk
QuestionIconWht140
Spacer
Spannerlcon\Wht140
SpannerlconWht40

Cancel

Double-clicking name of the required image will result in the system inserting a HTML <img>
tag at the point in the HTML the mouse was right clicked, the resulting text that is inserted
may appear something like this:-

tr=
<td=
SVEHS

<img src="http://publicweb. production.dev.pinewood. net/Communications Emails DisplayImage . aspx?EGUID =738 3d6be-fodd-426 2-a88 7-07b08dc 70949 &IGUID = 7aecta 13-db 3d-44c4-8ae4-cBcq
<ftd>
fir=

Once the link to the image has been added, clicking the accept button saves the document. (If
a URL was added to the ‘link’ field when the images was uploaded, the <img /> tag will be
wrapped in an anchor (<a></a>) tag, making the image clickable.

Booking Confirmations

Booking confirmations should be created as described above, the whole confirmation
message should be defined within the email and that email should be attached to the
category of ‘Booking Confirmation’.
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Once a booking confirmation email has been created and before the email will be sent (after a
booking is created) it must be made active. Confirmation emails are made active in CRM >
Parameters - Communications = Workshop.

When accessing this page, the user is presented with the below screen.

Booking Confirmation Health Check Emails

Events 22 May 2013
Event Details
Emiil Please Select... [~]
Email Subject
Department Please Select... [=]

Reply To Address

Enabled =
Current Events
Frbie
volvo booking example Training 1 Bodyshop workshop booking *
Vauxhall Training 1 Workshop Confirmation of your booking noreply @pinewood. co.uk *

The sending of a Booking Confirmation is referred to here as an ‘Event’. When first loaded
the screen shows the current ‘events’ in the bottom half of the screen. New events can then
be defined using the fields in the top half of the screen.

Booking Confirmation Health Check Emails

Events 22 May 2013
Event Details
Email Please Select... [=]
Email Subject
Department Please Select... [=]

Reply To Address

Enabled [l

In order to add an event, the user must first select an email they wish to send as the Booking
Confirmation Message. A Subject that will appear in the email subject line must then be
added. The event must be attached to a department and this should be selected from the
Third drop down labelled ‘Department’.

A ‘Reply To Address’ must also be specified, this is the email address that any replies to the
booking confirmation will be sent to. You may wish to specify this as a ‘no-reply’ type
address, or the address of a specific user or team who will deal with booking enquiries.

Only one Booking confirmation event can be scheduled per department. If a second event,
attached to the same department, when clicking the ‘Accept’ button, the user will receive the
following message.
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a Pinnacle by Pinewood Iﬁ
Survey Already Scheduled For This
Department
oK

If this occurs, the existing event for that department can be made inactive by unchecking the
‘Enabled’ check box within the parameters for that event.

Once defined, the user should click ‘Accept’ to save the event details. The system will then
populate the bottom half of the screen with the details of the event that was just added.

Once here, double-clicking the line detailing the event activates the ‘Accept’, ‘Test’, ‘Delete’
and ‘Cancel’ buttons. This also activates the event for editing, making the fields in the top half
of the screen selectable again. The ‘Delete’ button allows a user to delete an event from the
list.

Clicking the ‘Test’ button allows the user to send a test message. The following window will
appear:-

Search Criteria

Destination Emai Address  |pineweoduser @pinewood. co.uk
T T (e T
14 Jan 2008 16:00 Dr Sakina Rashid NAS1XKF SAJAC5IM3INC23625
07 Jul 2008 09:00 Mr Oliver NAS3 UXL SAJACTIM54VG13539
06 Feb 2009 00:00 Mr Graham Wright NX54 EFM ZFAZ4400007444379
05 Apr 2009 00:00 Mr C Richardson N15 CIR SALFA27B57HO02547
29 Apr 2009 10:00 Mrs HALTON NG57 LWF SALFA27B57H056521
14 Jul 2009 00:00 Mr Bilton MHO3 LFL SALLTGM333A328000
24 Jul 2009 00:00 Mr Martin Wylie MHOS5 AMO JMASNCS3A5000590
03 Aug 2009 00:00 Mr Bilton MHO3 LFL SALLTGM333A328000
26 Aug 2009 10:00 Mr Fred Fagg MNRO4CYS SCFACO1ATSGA00244
10 Sep 2009 00:00 Marc Antoni Mr Anthony Green MNKO7 KZA SCFACDZA37GBO3273
10 Sep 2009 00:00 Mr Shield NMOZ KVW SALLMAMZ233A292136
19 Oct 2009 00:00 Mr D Bone MND56 UFT SALLSAA137A992429
27 Oct 2009 00:00 Mr Steven Hammett MNHO4 GHD SALLMABE74A434155
30 Oct 2009 00:00 Mr Michael Lynch MNG52 X5Y SALLMABE73A245413
02 Dec 2009 00:00 Mr Graeme Ward MC55 PNX SALLMABET76AS05240
29 Dec 2009 00:00 Mr David Kelly MLO8 Z50 SAJAG51379B8143006
06 Jan 2010 00:00 Mr Mark Tattersal 68448 SCFAAD2AS7GBO7531
11 Jan 2010 09:00 Mr R Smith NH54 AXG SAJAH54T950E32836
13 Jan 2010 00:00 Mr Sukhdev Sangha MNK55 YDA WDD16930721217302
13 Jan 2010 08:30 MNortheast Labgear Mr Barry Humble MNL58 YNV SAJAHS551996151121

Close

This allows the user to search for a booking using the vehicle Reg Number or Customer
Name. An email address should be entered into the ‘Destination Email Address’ field, this is
the address the test will be sent to. Double clicking a customer record prompts the user to
confirm the sending of the test message. Clicking OK sends the test. A confirmation that the
message has been sent will appear and the email account that was specified above will
receive the email as it would appear if the selected customer were to receive it.

Now when a user creates a booking for a customer whose record features an email address,
the user will have the option to send this booking confirmation email to that customer. The
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email specified here will override any confirmation text that is entered into the booking
confirmation message window at the point of generating the booking (shown below).

@ Pinnacle by Pinewood ' o 28

——

Confirmation Message

1000 used

Training Division: Your vehice RE58 HCA is booked into =
our Service Department 31 May 2013, We look forward
to sesing you then.

W Source  Local Knowledge -

4

When the ‘Next’ button is clicked the booking confirmation is sent as configured and a line is
written to the contact history for the customer with the title in the format ‘Outbound Email -
<department sent from>’ and the content of the contact displays ‘Booking confirmation Email
Sent To <customers email address>’.

Contact Plan Email

Much like the Booking Confirmations described above, contact plan emails are created within
CRM - Parameters > Communications - Email and are defined by selecting the category
‘Contact Plan Email’. Emails created under this category will then be available for selection
when adding an email event as part of a contact plan.

Once the email has been created, it can be activated via CRM -> Parameters >
Communications = Vehicle Emails. The process for activating a message is the same as that
for the Booking Confirmation discussed above.

Contact Plan Email
Events 22 May 2013

Event Details

ma MewCarSalesEmail -

I'I'hank you for your purchase

Training Branch 1 -

iress  noreply @pinewood. co.uk

The Email to be sent should be selected in the first drop down. Emails attached to the
‘contact plan email’ category are listed alphabetically. A subject line to appear on the email
needs to be set here, along with the branch in which the email is to be available. A Reply-To
Address should be set to define the address to which replies to this email will be directed.
Finally a tick should be placed in the ‘Enabled’ checkbox.

Once this has been set the email is then available to select when defining a vehicle contact
plan item.
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Contact plans are managed within Vehicle - Parameters - Contact Plans. When a contact
plan is added and the contact method ‘Email’ is selected, the user is then presented with a list
of active emails within that branch.

Providing that the ‘Contact Method’ is set to email and the ‘Email Type’ is set to ‘Contact Plan
Email’, then any emails created for this department will be available to select in the ‘Email

Name’ field.
Contact Plan Ttem 22 May 2013
Active Contact Plan CSI Surveys must also be added here
o by setting th_e Email Type’ field to ‘Contact Plgn Sm:vey -
The appropriate survey can then be selected in the ‘Email
peserpREn Name'’ field. Setting this will cause the email associated
Contact Categery Sales - | with the survey you have chosen to be sent to the
Contact Resson Follow-up - customer at the point in time defined here.
Contact Method Email - . . .
For full details on creating a vehicle contact plan, please
Email Type Contact Plan Email - see the VehlcleS gUIde
Contact Value
Contact Period Please Select... -
Assigned To Original Sales Person -
Email Name Flease Select... -
Contact Plan Code Please Select... -
Description

When a contact plan email is generated it will appear within the ‘Emails Pending’ tab of the
CRM - Processing > Letters Screen as shown below.

Letters For Printing | SMS Mailshots Pending m Emails Pending BTSN TN

Emails Pending 22 May 2013

Report Criteria

Email contact plan test -

Emails Pending From 15 December 2010 j To 22 December 2010 j

I S L N C T
contact plan test Miss A Norris Contact Plan Test Email 16 Dec 2010

You are able to report on a particular email by selecting it from the ‘Email’ drop down at the
top of the page or leaving this set to ‘Please Select’ will return results for all emails currently
pending.
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You can narrow the results by the date that the email is due to be sent which will be
calculated from the contact plan generated at the point of invoice, using the invoice date as
the starting point.

The ‘From Address’ field will populate with the ‘Reply-To’ address set in the email event
parameters and the ‘Email Address’ field will populate with the email address attached to the
customer record. The final column on the right hand side shows the date on which the email
will be sent.

Aftersales Diary Contact Plan Email

It is possible to set up Contact Plans and associate them to dates from the Aftersales Diary.
The Aftersales Diary Contact Plans must first be enabled with CRM Parameters. Once
enabled, Contact Plans can be created and HTML emails can be associated to those Contact
Plans.

The Aftersales Diary Contact Plans are set up in CRM - Communications - Emails. From
the Content page, ensure that the category selected is Aftersales Diary Contact Plan Email.

To Add a new email template, click Add. The template will use the same images as the other
HTML templates.

The emails are constructed in the same way as other emails but the Aftersales Diary dates
are populated on the email by using the $CONTACT_INC_DATESS$ variable, this puts all of
the dates on to the email that the customer needs reminding about.

After the template has been completed, it can be activated via CRM - Parameters >
Communications - Workshop - A/S Diary Contact Plan.

A/[S Diary Contact Plan 5000 e T 9200 5

Events 22 May 2013

Please Select... [=]

Please Select... [=]

m @ o m m
5 i 4 1

o

Select the Email that needs to be enabled; the Email Subject will be Subject of the Email
when it is sent to the customer. Attach to a Department and enter a Reply To Address. If the
Enabled tick box is selected then this email will be sent if the stage on the Contact Plan is
Email. Once complete, click Accept.

Once the Aftersales Diary Contact Plans are active, a new tab is available to configure the
required plans. In CRM -> Parameters > Aftersales Parameters - Contact Plans, first select
the Aftersales Contact Reason that requires the Contact Plan.
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enerol KOPEARY /5 v prioiy | Campoions | Wk Esevin

Contact Plans

Aftersales Contact Reason
Aftersales Contact Reason

Ajr Conditioning Service
Anti Corrosion Chedk
Bookings Due

Brake Fluid Change
Contract Expiry

CSI Follow Up

Finance

Insurance

MOT

Scheduled Interval Check
Service

Warranty

It is then possible to add as many contacts as necessary against the Contact Reason by
clicking Add.

The Contact Method of Email must be chosen in order to utilise the HTML emails set up. Any
emails sent from here will also appear in Emails Pending as per the Vehicle Contact Plans.

For full details on creating an Aftersales Diary Contact Plan, please see the CRM Guide.

Surveys

The surveys functionality within Pinnacle provides for the creation and distribution of customer
satisfaction surveys to customers who have either visited a workshop department or who
have purchased a vehicle. Each type of survey and the setup is described below.

Surveys are constructed in two parts, the email (that gets sent to the customer) and the
survey content itself (which the user is taken to after providing an answer to the question
featured in the email). The two are linked together when scheduling a survey event.

Constructing an email for use with a survey utilises the same process described above for
creating Contact Plan and Booking Confirmation emails. When constructing such an email, it
is important to include the $Question$ variable as this outputs the first question of the survey
in the email that is sent to the customer. Providing an answer to the first question of the
survey in the email takes the user to the remainder of the survey to finish it.
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Creating a Survey

Surveys are created within the CRM - Parameters > Communications - Surveys screen.
This screen is split into 3 tabs, ‘Surveys’ , ‘Questions’ and ‘Events’ and appears as shown in
the screen shot below.

rvers [T

Surveys 22 May 2013
Survey Type Workshop CSI [=] Show all surveys  [E]
Surveys Please Select... [=]

Survey Details

Name

Opening Text

Closing Text

Background Colour  FFFFFF Ej I:l Fore Colour  4A4A4A Ej -

Header Image 1 Uploaded [ Link
Header Image 2 Uploaded [ Link
Questions [u]
Enabled
Scheduled x Archived x Has Responses x

Surveys

The first tab ‘Surveys’ allows the user to add new surveys, define the type, colours, and
images used in a survey and to amend existing surveys.

The Surveys are split into 2 categories, one of which must be set when creating a survey.

Current Surveys
Survey Type -

Surveys Create New... -

The current surveys section of this tab allows a user to find an existing survey that has been
created within either the ‘Contact Plan Survey’ category or the ‘Workshop CSI’ category. The
surveys drop down will change to show all those surveys attached to the currently selected
category.

If the user wishes to create a new survey the type must first be selected and the ‘Surveys’
drop down field should be left set to ‘Create New...’

The Survey Details section is then available for the user to work on, this appears as shown
below.
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Survey Details

Opening Text

ur FFFFFF Bl Fore Colour  4A4A4A R
Uploaded [
Uploaded [

x Archived x Has Responses x

A name for the survey must be provided at this point. This will allow the user to identify that
bsurvey later when scheduling events that use this survey.

The next two fields concern the opening and closing text that appear within the survey. The
opening text is that which will appear on the first page of the survey, for use as an
introduction. The ‘Closing text’ field allows the input of a closing statement, which could be
used as a confirmation of submission of the survey or as a thank you to the customer for
completing the survey.

At any point after entering a name for the survey the ‘Accept’ button can be pressed to save
the survey in its present state. This will also add ‘- Version 1’ to the end of the survey name
that was initially input. Having done this the ‘Preview’ button will become available. Clicking
‘Preview’ will launch the user’'s web browser and load a preview of the survey in its current
state.

Clicking the Preview button at this point outputs the following:

18 Survey - Micoson nerve Eore prosiid by o0 e 55 |
Ko e v csmonpinewoodcou . P ERBRIEE |
e |

Welcome to the Pinewood Motors CSI Survey.

Dong / Trusted sites | Protected Mode: Off 2 v Rwox -

This simply shows the opening Text entered above along with the ‘Previous’ and ‘Next’
Buttons at the bottom of the screen.
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The next set of parameters relate to the colour scheme of the survey. Colour selection is
handled via the following field

FFFFFF =

The first box shows the hexadecimal value for the colour that will be output. If the hex Value
of the colour to be used is known, it can be entered here.

If the Hex value is not known the colour picker tool can be used by clicking the HH Icon. This
loads the following popup which allows the desired colour to be selected from the palette.

. =]
Backaround Colour FFFFFF =1l

The chosen colour will then be previewed in the box to the right of the colour picker Icon
(currently white).

‘Background’, ‘Fore’ and ‘Title’ colours can be specified. Background specifies the
background colour, Foreground species the border and text colour. Title colour is not
currently used.

000066 ol | FF9900 E N

Having selected the above colours the preview now looks like this.

Welcome to the Pinewood Motors CSl Survey.

$
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The section at the top of the survey window gives provision for adding a header image. The
next section of the parameters screen allows the user to specify one or two header images.
The image added in the ‘Header Image 1’ field below will be place in the top left of the survey
window, with any image added to the ‘Header Image 2’ field appearing to the right of the first
one.

Browse... Uploaded [ O\ Link
Browse... Uploaded Lirk

The link field to the right of the header image lines can be used to make the image clickable.
The URL entered here will be the destination the customer is taken to when clicking the
image in the survey. After adding a header image the preview of the survey will now look like
the image below.

pinewood

Leaders in on-demand DMS solutions

e

The remaining section of this screen is for information, with the exception of the ‘Enabled’
field which turns this survey template on or off.

e Questions — Displays a count of how many questions are attached to this survey.

e Enabled — Makes the survey available for selection when scheduling a survey event.
This can only be checked once at least one question with a type of ‘Rating’ has been
added to the survey.

e Scheduled — Denotes whether the survey is attached to a currently scheduled event.

e Archived — Denotes that a survey has responses recorded against it but has also been
deleted. An entry for the survey is stored for reporting purposes.

e Has Responses — Denotes whether any responses to this survey template have been
recorded or not.

The ‘Copy’ button at the bottom of the screen, when pressed, creates a copy of the current
survey, incrementing the ‘version number’ which appears after the name given to the survey
when it was first created. This allows the user to quickly create multiple versions of the same
survey, where only small changes to the survey detail are required.

Questions

Questions included in a given survey are created in the questions tab. The first section of the
tab allows the user to select the survey they wish to attach.
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Surveys 22 May 2013

survey Type | Workshop CSI [=]

Surveys |\.-'x\"a’orkshopCSI - Version 2 E| *Has Responses

The Survey type must first be selected, this narrows the list of surveys available in the

‘Surveys’ drop down. Selecting the survey to be worked on activates the fields lower down on
the page.

The ‘Options’ button allows a user to change the labels for the available responses to ratings
questions. Clicking the options button produces the following popup window:

Question Options

5 [ery Satisfied SRS 6. 8.6 6 ¢
5 Satisfied SES 8 8 6 ¢

: Neutral SES 4 & ¢

> Dissatisfied = x

1 Very Dissatisfied [&] % *

The default response options are displayed and are shown above. These labels can be
changed. Clicking the triangular Icon to the right of each rating allows an image to be
uploaded against each response type. The default image for these questions is a star and
will appear in the email sent to the customer.

Questions are added to the selected survey via the ‘Questions’ section of this screen. When
adding a question, the question type must first be chosen.

Questions

Type

Description How satisfied were you with the service you received from us on this occasion? -
Mumber 1 Mext Positive 2 Mext Negative 2

There are two options, ‘Rating’ and ‘Yes/No’. The first question in any survey must be a
‘Rating’ question. A rating question allows a user to provide one of 5 responses as set out in
the 'Question Options’ box above. A Yes/No question allows for a response of yes or no.

The description field is where the actual question should be typed.

The remaining 3 fields relate to the order in which questions in the survey appear.

e Number — This is the question number, 1 will appear first, 2 second, 3 third etc.
e Next Positive — This is the next question to go to if the answer to the current question

is a positive one (Yes if Yes/No and at or above the figure set in enterprise parameters
if a ratings question).
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e Next Negative — This is the next question the user is taken to if the response to the
current question is a negative one

The number entered in the Next Positive and Next Negative fields must by greater than the
current question number.
Clicking the add button attaches that question to the survey being worked on.

7S 3 [T [Ty
How satisfied were you with your service? Rating 2 3
Would you have your car serviced by Pinewood again? YesMo 2 3 3
Compared to another main dealer how would you rate the service you received? Rating 3 a 0

Any questions that have been added will appear in the section whose first column is headed
description (pictured above).

To amend a question, double click the question in the table listing all the questions. This
populates the question section with the details of the question to be amended. When happy,
click the Add button again to update the question and save it.

The last question in a survey should have a ‘Next Positive’ and ‘Next Negative’ value of
‘0.

The preview button will load the preview as it currently appears and allows the user to give
responses as if they were answering the survey themselves so that the ordering of questions
can be checked.

After the user has answered the last question specified, the user will always be presented
with the opportunity to leave a comment, this page will appear as shown below:

pinewood

s in on-demand DMS solutions

THIS IS ONLY A PREVIEW, RESPONSES WILL NOT BE SAVED -

Once a comment has been added and the ‘Send’ button is clicked, the customer is taken to
the last page of the survey which displays the ‘Closing Text’, specified on the Surveys tab,
described above:
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pPinewood

Leaders in on-demand DMS solutions

. AR , —

Events

Surveys are activated and scheduled via this tab. The screen is split into two sections, ‘Event
details’ at the top and ‘Current Events’ at the bottom.

The Event Details section presents as below:

Events

22 May 2013

Event Details

Workshop CSI [~]
Please Select... [~]
Please Select... [~]
Please Select... [+]
0 Days Days 0
0 R evel for CCI Creation 0
a

Survey Type - In order to schedule a survey, the survey itself must first be selected.
The ‘Survey Type’ must be selected. This will narrow the list of available surveys.
Survey — from this list the user should select the relevant survey to work with from the
‘Survey’ drop down. Only enabled surveys will be available in this list.

Email - The Email field will populate based on the survey type selected at the top of
the screen, listing all the emails that have been created, with a type relevant to the type
of survey being scheduled (Workshop CSI Survey or Contact Plan Survey).

Email Subject — This is the subject you wish to appear on the email that is sent to the
customer.

Department (Branch) — This is the department that the survey is attached to and will
be sent from after a workshop invoice is generated (Only one survey can be attached
to a workshop department and be active at the same time). If the survey being created
is a Contact Plan Survey, the user will be asked for a VM branch rather than a
department.

Send After — This is the period in days after a workshop invoice is produced that the
survey will be sent (this is not available for Contact Plan surveys, which must be added
to a Vehicle Contact Plan).

Days Valid — The time in days from the point at which a survey is sent that the survey
remains valid, after this time, responses will not be accepted.

Rating Alert Level — The level of response to the first question of a survey which is
deemed so low that it warrants particular attention. If a response is given which is the
same as or lower than the figure entered here (1-5), an email will be sent to the ‘Alert
Email Address’, specified on this screen.

Reply To Address — The email address that the survey will appear to have come from
as well as the address to which email replies will be directed.
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e Alert Email Address — If a response is received with a rating on the first question that
is lower than the Rating Alert Level then an email is sent to the email address entered
here.

e Enabled — This turns this particular event on or off.

Once created and enabled, clicking the ‘Accept’ button places the survey event in the ‘Current
Events’ section at the bottom of the screen.

Current Events

T ——— I T
Workshop CSI Survey - Version 1 Service Satisfac...  Training 1 Workshop 28 surveys@pinewood.c..

As it is enabled, this survey will now be sent 1 day after each invoice is generated from the
workshop department listed against the event. Different surveys can be scheduled for
different departments (and or branches if the survey is a Contact Plan Survey).

Once created and activated the survey will be sent after the time specified in the event
schedule (if a Workshop CSI Survey) or at the time specified in the Vehicle Contact plan the
survey is attached to. If a contact plan Survey has been scheduled after the vehicle has been
invoiced, the processing section of the CRM module can be used to report on those surveys
due to be sent:

Surveys Pending 22 May 2013
Report Criteria
Email Please Select... -
Emails Pending From 17 December 2010 j To 24 December 2010 j

Surveys Pending
Emoi subject send Date
Contact Plan Satis...  Mr D Simons New car satisfaction Sur...  surveys@pinewood.co.uk training@pinewood.co.uk 18 Dec 2010

This is found in CRM > Processing > Letters - Surveys Pending Tab. The report can be
filtered by the particular survey to be sent or by the date on which it is due. Like the contact
plan Emails, this page displays the email that is to be sent, the customer to whom it will be
sent and at what address, along with the address the email will come from and the date the
message is due.

When sent, the customer will receive the email attached to the survey which contains the first
guestion, which the customer can answer from within the email. Providing an answer to this
first question records the user’s response and takes the user to the URL for the rest of the
survey. Once the survey has been submitted (or a response recorded to the first question),
the reports provided within the survey reporting suite are updated. If the survey which a
response has been recorded for is a workshop invoice survey, the customer record is also
updated. The Service Details tab of the customer history will show the rating response
recorded for the first question of the survey against the line of service history for which the
survey was generated.
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[Dute L rcerence | oo | Cost ok [ serve | Folowp | CSiRatinn |
5245 x 1

28 Dec 2012 9,300 533.06 10smot w/screen v
31Jul 2012 5205 2,000 62,75 pdi b *
11Jun 2012 VehideCreate 1,738 0.00 Internal Vehicle Creation Entry + *

The user can drill into this line of service history to see a copy of the invoice, and when the
popup window loads, a tab labelled ‘CSI’ shows at the top of the screen. Clicking this tab
displays the content of the survey response, providing the detail of responses given to all the
guestions in the survey.

[ invoice HES |

Survey Response 22 May 2013

Date Sent 23 Jan 2013 16:45 Date Replied 23 Jan 2013 16:45 SentTo matthew.page@pinewood. co.uk
Job Number 746 Job Completed Date 28 Dec 2012 13:54

Booked By Nick Pinewood Received By Harry Hammer Grested By Mick Pinewood

Health Check ByNot Carried Out Invoiced By Nick Pinewood

Technidan(s)

How satisfied were you with the service you received from us on this occasion? —
Very Satisfied
Satisfied
Meutral
Dissatisfied
@ Very Dissatisfied

m

Would you come back to us next time you need work on your vehicle?
Yes

@ No

How satisfied were you with the quality of the work carried out on your vehicle?
Very Satisfied
Satisfied
Neutral
Dissatisfied
@ Very Dissatisfied -

Survey Reporting

Once a survey has been sent and a response has been received, the results can be reported
on and interrogated. All the information the user provided in responses is available to be
viewed. Reporting on surveys is found in CRM - Reporting = Surveys.

The report is split into two section ‘Summary’ and ‘Questions’:

—

Summary 22 May 2013

Report Criteria

Surveys Sent Between 1 January 2013 _“l And 31May 2013 _“l
Survey Type Workshop CSI - Show All Surveys ]
Surveys WxWorkshopCSI - Version 2 - Indude Test Results [
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Summary

The summary tab provides the user with overview information on the surveys sent and the
responses received for a particular department. The report provides filters to narrow results
by the date the survey was sent, the survey type and the particular survey within that type.

An individual survey must be selected as entire survey types cannot be queried. The ‘Include
Test Results’ checkbox determines whether emails sent to domains in the ‘test domains’ list in
the General parameters page are included in the results returned. The default behaviour is to
exclude these results.

Results are displayed as below:

Department ﬂ Completed | Completed % | Owverall % | Awvg Rating | % 5 Star
Training 1 Workshop 2 571 2 100.00 571 1.00 0.00

Totals 2 571 2 100.00 5.71 1.00 0.00

Statistics for each department returned include:

e Invoices — The number of invoices generated in the period.

e Sent — The number of Surveys sent in the queried period.

e Sent % - The number of Surveys sent expressed as a percentage of the total number
of invoices generated.

e Completed — The total number of surveys that were completed by customers

e Completed % - The total number of surveys that were completed by customers
expressed as a percentage of the total number of surveys sent.

e Overall % - The total number of surveys completed expressed as a percentage of the
total number of invoices generated in the period.

e Avg Rating — The departmental average score based on the results of the first question
in the Survey (the question that appears in the email and links to the rest of the survey).

Totals are provided at the bottom and give the same information as the columns listed above
but for every department reported on.

From here the results for each department can be drilled into by double clicking the result line
for the department to be examined. When drilled in the results appear as shown below.
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Summary - Training 1 Workshop

bl Costomer Ve DeSen ] ResporscDate | oo | rished | Commens | 15t
744 Brightman Transport Heonda Civic 50r Hatch 1,81 Vtec Vi 23 Jan 2013 16:40 23 Jan 2013 16:41 1 + + +
746 Mr Dick Grayson VAUXHALL Agila Club 23 Jan 2013 16:45 23 Jan 2013 16:45 il « « «

If the Survey being reported on is a contact plan Survey, the ‘Job No.’ column is replaced by
‘Stock no.’

The departmental drill down provides the following information:

Job No. / Stock No. — The job number or stock number against which the survey was
raised.

Customer — The title and Surname or Company name of the customer to whom the
survey was sent.

Vehicle — The vehicle that was serviced / invoiced.

Date Sent — The date on which the Survey was sent.

Response Date — The date a response to the survey was recorded.

Rating — The rating response to the first question of the Survey (this may be captured
even if the rest of the survey was not completed).

Finished — Whether or not the survey was completed.

Comments — Whether comments were left by the customer on the last page of the
survey.

Test — Whether the survey response is the result of a test or a response from a test
domain, entered in the general parameter page.

Results can be further examined by drilling into the particular result, double clicking the line
that is of interest produces a window which contains the detail of that specific response,
detailing the answers to all questions on the survey along with any comments left by the
customer. Customer and vehicle detail is included at the top of the report and the customer
and vehicle records can be drilled into by clicking on the respective box at the top of the
window.
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Survey Response 22 May 2013

Customer Make Honda
Company  Brightman Transport Model Civic
Address Folly Hill Farm Spedfication 50r Hatch 1.81 Vtec Vti
Post Town  Horton Registration Number R158 KCU
Fostcode  BH33 5GB Registration Date 10 November 2008
Telephone 0202640281 VIN SHHFK28408UU799719
Mobile Engine Number 09827HYUS89402
Date Sent 23 Jan 2013 16:40 Date Replied 23 Jan 2013 16:41 SentTo matthew.page @pinewood.co.uk
Job Number 744 Job Completed Date 28 Dec 2012 13:51
Boaoked By Mick Pinewood Received By Harry Hammer Greeted ByNick Pinewood
Health Check ByMot Carried Out Invoiced By Nick Pinewood
Technician(s)

How satisfied were you with the service you received from us on this occasion? il
Very Satisfied
Satisfied
Neutral
Dissatisfied

mn

@ Very Dissatisfied

Would you come back to us next time you need work on your vehicle?
Yes

@ Mo

How satisfied were you with the quality of the work carried out on your vehicle?
Very Satisfied
Satisfied
Neutral
Dissatisfied
@ Very Dissatisfied -

If activated in the general parameters screen (by providing a password). The user is
presented with a button labelled ‘Edit Rating’. This allows the user to amend the rating given
to the first question of the survey. When the button is clicked the below window is displayed.
In order to amend the rating, the user must provide the password specified in the general
parameters screen.

a Pinnacle by Pinewood Iﬂ

Rating Very Dissatisfied -
Test
Password

| TEE——e—————

This provides the user with the ability to ‘correct’ any responses when the one provided
appears as a genuine mistake, such as those where the initial response is incongruous with
the responses given to the remaining questions within the survey.

From the main summary screen, the user also has the ability to ‘Delete Test Data’. This
button appears at the bottom of the main window and when clicked will remove the results for
surveys sent to domains listed in the general Parameters screen, discussed above.
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Questions

The second tab within the survey reporting functionality is the ‘Questions’ tab. This tab
provides statistical analysis on the answers to specific questions within a survey. As with the
summary tab, the user can generate results based on a specific survey and date range.

Whilst the user can filter the report by Department or Branch, using the drop down at the top
of the report screen, the default behaviour is to return results for all Departments (If a
workshop CSI survey) or Branches (if a Contract Plan Survey).

The user can also choose to include test results, although the default is to exclude this
information.

When the report is generated, the user is presented with a Pie Chart detailing the received
responses to the first question of the survey. The question number is listed above the chart,
along with the text of the question itself and a list of the other questions in the survey is shown
in this section. The number of responses received for the question being viewed is shown to
the right of the screen. These values are expressed as a percentage on the pie chart itself.

T cucston

Questions 22 May 2013

Report Criteria
tBetween 1 February 2011 5 and 28 February 2011 EE

Workshop CSL -

Surveys Sent

m

I 5 star .00

4star 600

—10.53 % B 3star 2.00

————526% B 2Star 1.00

Istar  4.00

Total  19.00

3158 %
21.05 %
 3158%

Each section of the pie chart can be drilled into to produce a list of just those customers giving
a specific response. This displays in the same format as the departmental report in the
summary section.

If the ‘Display Trend Data’ option is selected when the ‘Generate’ button is clicked, the system
will produce a graph showing the trend in responses for the selected question over a rolling
twelve month period. This allows a dealer to track the change in responses given over this
period in time.
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Questions

Questions 22 May 2013
Report Criteria

Surveys Sent Between 1 February 2011 _ﬂl And 26 February 2011 l=|

Survey Type Workshop C5I -

Surveys - - - Indude Test Results |:|

Department - - - Display Trend Data
1 | |All you need to do is dick on a star rating below to rate the service you received (5 being excellent and 1 being paor) -

a0 3

-
u -
z g
o w
& &
o 40— @
= &
= &
3 23
2 [=1

20 —

Wb B b % Y% % % B, R, h, b
%a 'b’o %19 ‘bo ‘}b’? v}a’.p ‘%"o % ‘k’o ‘b‘b %e ‘bﬁ
== pverage Rating Partial WM Completed

The average rating is denoted by the red line. Counts of the number of responses received
are displayed with the number of completed surveys shown in blue and the number of partial
responses shown in orange.
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Service History

Once a CSI questionnaire has been sent to a customer it is stored against within the Service
History.

From within customer enquiry click on service details tab to view the service history.

i | costomer | Aadtons | DesrodVeice | contac | veiices TR

Service Details - 14 June 2013

Service Information

‘ehide Description BENTLEY Continental Gt Speed A (7 C) Days Between Visits [v]
Service Reminders v Miles Covered 1}
Variable Servidng s Average Daily Mileage 0.0
Service Interval Miles 10000 Days Since Last Service 745
Service Interval Weeks 52 Yearly Mileage o]
Air Conditioning Service Calculated Current Mileage 20123
Anti Corrosion Chedk Calculated Mext Service - Time 27 May 2014
Brake Fluid Change Calculated Mext Service - Mileage
Last Service Date 31May 2011 Mext ASD Service Date 29 May 2012
Miles Last Service 20123 Contract Maint=nance
Next Workshop Visit Date Booked Mext Scheduled Interval Date
e e = e S
31May 2011 5090 20,123 387.79 Carry out 20,000 mile service mot < * 5

Variable Servicing Print History History Update CHEnaeVetiEE

If a customer questionnaire has been sent out and returned, a CSI Rating will be displayed at
the far right hand side of the service history line as above. The CSI Rating is the rating given
for the first question and even if the questionnaire isn’t completed this will display.

Double click on the service history line to view the CSI questionnaire by clicking on the tab
called CSI.

[ imore HES |

Survey Response 14 June 2013

Date Sent 09 Jun 2011 12:21 Date Replied 09 Jun 2011 12:22 Sent To matthew.jones @pinewood.co.uk
Job Number 610 Job Completed Date 31 May 2011 09:28

Booked By Nick Pinewood Received By Harry Hammer Greeted ByNick Pinewood

Health Check ByNot Carried Out Invoiced By Nick Pinewood

Technician(s)

»

How satisfied were you with the service you received from us on this occasion? —
@ Very Satisfied

Satisfied

Meutral

Dissatisfied

Very Dissatisfied

m

Comments
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