
Understanding Customer Relations & 
Social Monitoring Reports



OVERVIEW

Sprouts’ Customer Relations (CR) and Social Monitoring teams receive, document and respond to all customer 
feedback submitted to the Support Office and provide report trends to stores, regions and the leadership team. Our 
processes, targets and measures allow us to monitor how we are achieving excellence in customer service and 
identify opportunities for success.

Complaint – Customer feedback that expresses dissatisfaction with service, 
product or policies

Compliment – Customer feedback that expresses satisfaction with service, 
product or policies

Review – Online customer feedback received through Yelp, Facebook, and 
Google for a specific store location

Social Media – Customer feedback shared on Facebook, Twitter, or 
Instagram that mentions/tags Sprouts

• Private Message/DM - Feedback shared directly with Sprouts that is 
private 

• Public Comment/Tweet/Post - Feedback that is visible by the public

Service Now – Customer relationship management (CRM) used for managing 
all customer feedback submitted through website submittals, calls, letters, 
emails, social media channels and store reviews

Incident – Refers to the record in the CRM database that contains customer 
feedback and contact details

CR Rep – Customer Relations team member assigned to manage the incident

Incident Number (e.g. INC0000000) – A unique number designated to each 
record entered into Service Now and is located in the incident email subject 
line

Reference Number (e.g. Ref:MSG0000000) – A unique number located at the 
bottom of each notification email that auto-updates the Service Now 
incident, do not delete or alter 

Outstanding Incident – An open incident that has not been resolved within 
the 48-hour timeframe

On Hold Type – Indicates who is responsible for contacting the customer and 
closing the incident with CR

• Awaiting Regional – Incidents that are assigned to the Regional 
Director for resolution

• Awaiting Store – Incidents that are assigned to the Store 
Management team for resolution

Open Date – The date the incident was created

Short Description – Indicates the nature of the customer’s feedback

Fiscal Period - The period of time reflected in financial statements

DEFINING KEY TERMS



KEY ACTIONS

Customer Relations sends Weekly and Monthly reporting to Regionals, DVP/SVP and leadership. These reports assist in 
managing CR incidents and identifying complaint and compliment service trends across the organization. Please use 
the following guidelines to understand each report to improve your customers’ experience:

CR OUTSTANDING COMPLAINTS REPORT

A weekly report that is distributed to the Regional Directors, DVP/SVPs and leadership teams. This detailed report reflects the number of 
complaints assigned to either the Store Manager or Regional Director that exceeds the requested response time of 48-hours.

Complaints Awaiting Store – Incidents marked with “Awaiting Store” are assigned to the store management team. Incidents in red 
indicate the case has been open for over 30 days and should be made a priority.

• If your store has outstanding complaints, you may locate incident details by searching for the original notification email in the 
Store Manager Outlook by using the “Incident Number” that is provided on the CR Outstanding Complaint Report. 

• Once you have located the incident details, contact the customer with resolution and respond to the original email to have 
CR close the incident in their database. If your records indicate the customer has been contacted, please send confirmation 
to CR with a request for the complaint be closed.

Complaints Awaiting Regional - Incidents marked with “Awaiting Regional” are assigned to the Regional Director. Incidents in red 
indicate the case has been open for over 30 days and should be made a priority.

How to update/close your case – There is a one attempt minimum requirement before a store can request an incident to be closed. 
“Reply All” to the original email from CR, which includes a watermark Reference Number (e.g. Ref:MSG0000000) that auto-updates the 
Service Now incident. DO NOT send updates to the CustomerRelationsReply@sprouts.com without including the Reference Number 
into the email, as a new incident will be created.

If you cannot locate the original email from CR - Send an email with the update to CustomerRelations@sprouts.com. Please include 
Incident Number (e.g. INC0123456) listed in the CR Outstanding Complaints Report.

mailto:CustomerRelationsReply@sprouts.com
mailto:CustomerRelations@sprouts.com


KEY ACTIONS (CONTINUED)
CR REGIONAL COMPLAINTS-COMPLIMENTS REPORT

Regional Directors receive a report at the end of each fiscal period that compiles compliments and complaints by region with a three-
period comparison.

Percentage of Company Total Complaints – The percentage of the complaints that contributed to the total amount of complaints the 
company received for that period is found in this column. This percentage is also provided for each store location.

Average Complaint by Store – The average complaints per store for each region is provided in this column. Regions with a complaint 
average higher than the company average are highlighted in red. Please note that exemptions for the store are not reflected in this 
report. Customer complaints indicated on this report includes, but are not limited to: poor service, long wait times, inappropriate 
behavior by team members and/or management, policy violations and expired products on the shelves.

Percentage of Company Total Compliments – The percentage of the compliments that contributed to the total amount of 
compliments the company received for that period is found in this column. This percentage is also provided for each store location.

Average Compliment by Store – The average compliments per store for each region is provided in this column. Regions with a 
compliment average higher than the company average are highlighted in red. Customer compliments indicated on this report 
includes, but are not limited to: great service, quick and friendly checkout experience, and knowledgeable and helpful team 
members.

STORE REVIEWS REPORTS

Regional Directors receive a report at the end of each fiscal period that compiles store reviews on Google, Yelp and Facebook.

Post Grand Opening Store Review Report – A follow-up report is provided two weeks after each store grand opening in an effort to 
ensure store ratings remain high. 

Below Average Store Reviews Rating List – Stores with an average rating below a 3.0 will be prominently featured on this report. Please 
note all stores that have received a store review are also included with the number of reviews they have received. (Report On Hold 
For Review)
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Attached Outstanding Report which contains the detailed information for the incidents referenced in the 
table located in the body of the email.

Provides the time-frame of the report, amount of outstanding complaints company-wide, and the number of 
complaints still open from the previous weekly report.

Instructions on how to update/close any resolved complaint that is reflected on the report.

1

2

3

4

5

6

7

8

9

Instructions on how to request incident details of an outstanding complaint.

This column contains the Regions that currently have complaints which exceed the requested 

48-hour response time. Regions that do not have any outstanding complaints will not be listed on 

this report.

This column contains the Store Number that currently have complaints. Stores that do not have 

any outstanding complaints will not be listed on this report.

This column contains the number of outstanding complaints assigned to the Store Manager.

This column contains the number of outstanding complaints assigned to the Regional Director.

This column contains the number of total complaints for each Region and Store location.

CUSTOMER RELATIONS – CR OUTSTANDING COMPLAINTS REPORT EMAIL



CUSTOMER RELATIONS – CR OUTSTANDING COMPLAINTS REPORT
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Division details.

Market details.

Store location details.
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Incident number assigned to the customer’s complaint.

The date that the incident was open.

Indicates who is responsible for resolving and closing the incident.

CR team member managing the incident.

Preferred name provided by the customer.

Short description regarding the root of the customer’s concern.
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Attached Complaints-Compliment Report for the fiscal period.

Snapshot of a 12-month trend line for Sprouts Online Store Review rating.

Instructions on who to contact with any questions regarding CR & Social 
Monitoring reporting.

CUSTOMER RELATIONS – REGIONAL COMPLAINTS-COMPLIMENTS EMAIL

Subject line indicates the fiscal period being reported in the Regional 
Complaints-Compliment report.

Attached Store Review report for the fiscal period.

Attached Below Average Store Reviews Rating List for the fiscal period.



CUSTOMER RELATIONS – REGIONAL COMPLAINTS/ COMPLIMENTS REPORT
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Region details.

Store number details.

Store name details.
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This grouping contains the data for the period indicated.

Number of complaints for each store and region.

Store/region percentage of company total complaints.

Store/region complaint average.

Number of compliments for each store/region.

Store/region percentage of company total compliments.

7 9 10

Store/regional compliment average.10



SOCIAL MONITORING – STORE REVIEWS
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Explains how reviews are responded to.

Expand/collapse region.

Total number of reviews for each region.
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Customer’s review; exporting Yelp reviews cut off text.

Customer’s rating for their review for the store.

Only applies to Facebook; not recommended is interpreted as a 1-star review.

Social monitoring team’s response to the customer’s review.

Platform the review was written on.

Store number.



SOCIAL MONITORING – BELOW AVERAGE STORE REVIEWS RATING LIST

1

2
3

4

5 6

Explains data in table.

Expand/collapse.

Number of reviews received for the period.
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Filtered for 3.0 rating and below.

Average rating for store in a given period.

Average rating since 2011.


