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.

DEFINING KEY TERMS

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



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 noftification 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
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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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All folders are up to date. Connected to: Microsoft Exchange

Instructions on how to request incident details of an outstanding complaint. . . " . .
o Attached Outstanding Report which contains the detailed information for the incidents referenced in the e d o P o This column contains the number of outstanding complaints assigned fo the Store Manager.
table located in the body of the email. .
This column contains the Regions that currently have complaints which exceed the requested
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2 |Centra| Central TX o112 INC0445436 2/26/2019 Awaiting Store Laura Broggi Dora Smith Product Out Of Stock - Cranberries
3 |Central Central TX 0124 INCO436578 2/6/2019  Awaiting Store Christina Sarvis Kimberli Carr Product Availability - Albanese Gummy Bears
4 |Central Central TX 125 INC0447042 3/2/2019  Awaiting Store Lorena Lucatorta Jessica Product Quality - Cherry Tomatoes Moldy
5 |Central Central TX 0125 INC0436374 2/5/2019  Awaiting Regional Megan McCauley Tom Fortin Yext - Poor Service in Meat Department/Manager Complaint
6 |Central Central TX ‘0144 INC0446507 3/1/2013  Awaiting Store Marcia Hall Trish Service Animals
7 |Central KS/MO/OK 0175 INC0432266 1/26/2019 Awaiting Store Marcia Hall Megan Krumsick Product Quality - Mandia Cherry Tomatoes & Spinach Pizza Caused Allergic Reaction
8 |Central KS/MO/OK 0176 INC0446801 3/1/2019  Awaiting Store Lorena Lucatorta Lisa Porterfield Product Quality - Roasted Chicken Undercooked
9 |Central KS/MO/OK 01765 INC0435500 2/3/2019 Schanel Kidd Product Quality - Produce Bruised and Rotten
10 |Central KS/MO/OK 0722 INC0444460 2/24/2019 Elizabeth Barnfield Product Quality - Chicken Breast
11 |Central KS/MO/OK ‘0803 INC0444434 2/24/2019 Awaiting Regional Christina Sarvis Amber Parker Poor Customer Service During Checkout
12 |Central KS/MO/OK ‘0804 INC0446480 2/28/2019 Awaiting Store Christina Sarvis F.Y, Product Quality - EZ Peel Jumbo Raw Shrimp 16/20
13 |Central KS/MO/OK "0805 INC0436072 2/5/2019  Awaiting Store Christina Sarvis Andrew Poor Customer Service at Checkout
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15 |Central New Mexico/SW '0011 INC0445187 2/26/2019 Awaiting Store Marcia Hall Cindy Product Quality - Cookies Expired on Shelf/ Sale Price Mot Provided
16 |Central Mew Mexico/SW 0153 INC0432008 1/25/2019 |Awaiting Store Christina Sarvis Tuyet Lam-Villa Product Quality - Field Roast Smoked Apple Sausage
17 |Central Mew Mexico/SwW ‘0153 INC0447607 3/3/2019  Awaiting Store Marcia Hall Alyssa Mijares Product Quality - Chicken Breast Rotten
18 |Central Mew Mexico/SwW o702 INC0440749 2/15/2019 Awaiting Store Laura Broggi Jose Villa Complaint - Customer Service
19 |Central  New Mexico/SW o703 INC0428710 1/18/2019 Awaiting Store Lorena Lucatorta jess s Rude Manager
20 |Central MNorth CO 0301 INC0441056 2/16/2019 Awaiting Store Christina Sarvis Dr. Thomas J Bruno Poor Customer Service During Checkout
21 |Central MNorth CO 0301 INC0439336 2/12/2019 Awaiting Store Laura Broggi David True Product Out of Stock - Roast Beef and Asparagus
22 |Central MNorth CO 0301 INC0439039 2/12/2019 Awaiting Store Lorena Lucatorta Montee Product Quality - Roasted Chicken Caused Iliness
23 |Central MNorth CO 0301 INC0447528 3/3/2019  Awaiting Store Marcia Hall Robin Korac Poor Overall Service at the Stare
24 |Central North CO '0303 INC0443096 2/21/2019 Awaiting Store Christina Sarvis Nancy Sachsel Product Quality - Sprouts Dish Soap
25 |Central North CO 0304 INC0433088 2/12/2019 Awaiting Regional Christina Sarvis Ms. martin Poor Customer Service
26 |Central MNorth CO 0310 INC0440950 2/16/2019 Awaiting Regional Christina Sarvis Frances Poor Customer Service During Checkout
27 |Central Morth CO '0312 INC0444866 2/25/2019 Awaiting Store Marcia Hall Glenn Lieberman Long Lines at Checkout
28 |Central Morth CO '0314 INC0444075 2/23/2019 Awaiting Store Lorena Lucatorta Tina Sroka Product Quality - Imitation Crab Dry, Old, Fishy
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35 |Central North CO CEED INC0444960 2/25/2019 Awaiting Regional Christina Sarvis Rich Waite Poor Customer Service Throughout Store
36 |Central MNorth CO 0330 INC0445022 2/25/2019 Awaiting Store Laura Broggi Jessica Warner Product Out of Stock - General
37 |Central MNorth CO 0330 INC0438258 2/10/2019 Awaiting Store Lorena Lucatorta Allan Phillips Product Out of Stock - Pork Chorizo
38 |Central MNorth CO 0330 INC0447503 3/3/2019  Awaiting Store Marcia Hall Kaye Kohler Poor Service at Meat Counter and Checkout -
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@ Division details.
@ Market details.

© store location details.

9 Incident number assigned to the customer’s complaint.
e The date that the incident was open.

@ Indicates who is responsible for resolving and closing the incident.

0 CR team member managing the incident.
9 Preferred name provided by the customer.

@ Short description regarding the root of the customer’s concermn.
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Below is a compliment

v Two Weeks Ago

Regional Leaders,

Below is & snapshet of oaline stare review ratings far P2 and attached are details for all stare reviews received in the period, as well a5  list of stares which perfarmed under the period’s sverage rating. These reparts are designed to enhance the understanding of your region’s averall sstisfaction [GSAT) score. Also attached i & your P2

Marcia Hall
Regional Complaints-Co...
Regional Leaders, Belowisa

3/1/2019

~ Three Weeks Ago

Marcia Hall

CR QUTSTANDING COMP...
EBelow are open complaints

e

2/22/2019

Items: 4 Unread: 1

Complaints-Compliment report.

Attached Store Review report for the fiscal period.

Subject line indicates the fiscal period being reported in the Regional

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

repart which includes a count and by regian and part of aeras the company

The Custemer Relstions team respands to all 1-2 star and select 3-5 star review ratings shared on Google, Facebonk and Yelp. Store managers will receive review anfine natification as fesdback anly or with specific action requestad. If the review contains important sensitive infarmation the stare nesds to act on, it will be shared with the store
befare custamer cantact s received because of the public nature of reviews. If the tustomer replies to the monse with contact i

5]

the Custemer Relations team will share this feedback with the store and dearly request fallow up. The same case number will appear an bath the feedback and fallaw up emails for casy tracking.

Online Store Review R

s - 5 pt scale

Company trend through time - £.2

Please email Marcia Hall and foanna ite with any

d copy Diegn RameroN

Thanks,

Marcia Hall | customer Selaticns Superasar
O B02-6EZ1341

All folders are up to date.

Connected to: Microsoft Exchange [l

Attached Complaints-Compliment Report for the fiscal period.

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

@ 00

Instructions on who to contact with any questions regarding CR & Social
Monitoring reporting.
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357
358
Summary ()] ] 3

0 Region details.
@ store number details.

© store name details.

e This grouping contains the data for the period indicated.
6 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.

€ Store/regional compliment average.



SOCIAL MONITORING — STORE REVIEWS
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I NOTE: The Social Customer Engagement Team is responding to all 1-2 star reviews and select 3-5 star reviews. We have begun to send priority protocol cases and cases that require action to the stores and regional

Pl directors through ServiceNow email. Please note, customer contact is not initially provided on store reviews. 1

p) 4 Region Store ID 5 8 Author Name Review 4 Review Date Ratine  Recommendation
IRl Central TX Total Reviews: 37
{#21] Florida Total
PN Georgia/SC 512 Google My Business Terri Elle 2/8/2019 2351 5
Georgia/sC 512 Yelp WesT. | wanted to take a minute to inform you of the deplorable state of customer care | received 2/1/2019 834 1
in Sprouts store #512 Scenic Hwy, Lawrenceville, GA. You should know that this is n...
iPEY Georgia)/SC 513 Google My Business Adrian Heintz 1/31/201911:44 4
AP Georgia/sC 513 Google My Business Amrapali Baksi 1/28/20195:58 4
iP] Georgia/sC 515 Google My Business LaRayne Fresh produce 2/23/2019 13:42 5
Georgia/sC 515 Google My Business Matt Fradd 2/18/2019 12:08 1
126
iPI) Georgia,/SC 515 Google My Business Mariya Navitsky Love this store! Great quality, great service and great prices! 2/18/2019 19:36 5
Georgia/sC 515 Google My Business Reid Bentley | feel extremely lucky to have a Sprouts near my home. It is a one-stop-shop for everything 2/7/2019 745 5
I need to live a healthy life. Their prices on healthier items are much cheaper than other
grocery stores. The produce is always so ripe and beautiful that | have to be careful not to
over buy. Sprouts draws a very diverse crowd with one thing in comman, their health.
Georgia/sC 515 Facehook lulia Anne Taylor Lower I was not happy with my shopping experience today nor with the produce | purchased nor 1/31/2019 17:04 Not Recommended

il il Liniod s Local ol Lo lled = do F i o Lokl

Response 7

Hi Wes, thank you for bringing your concerns to our attention. Please accept our sincerest
apologies for the service you received at our Snellville store. Your frustration is absolutely
understandahle and we are so sorry for the way that you were spoken to during your visit.
Treating our guests like family is an important part of our core values, and as a team, we
want to be there for you to provide you with a fun, interactive, and seamless shapping
experience. Not only do we want to be there ta help you find the right products, but we also
want to ensure that we take great care of you while you shop. Whether that's giving you an
opportunity to sample some new products in-store, a friendly and helpful conversation, or
even just a kind and welcoming hello, we always want to send you home feeling valued.
Your experience has been shared with the appropriate levels of management so that this
issue can be promptly addressed with our team members. It's important that we brighten
your day next time. Please don't hesitate to reach out to us at
socialfeedback@sprouts.com with your name, review, store location, contact information,
and any additional details if you would like to be connected with a member of our upper
management team to further discuss your feedback and the ways that we can improve. We
appreciate you giving us an opportunity to respond and we hope we'll have another
chance to impress you with a pleasant shopping experience sometime soon!

Hi Matt, we're so sorry to hear that your visit to our Cumming store did not meet your
expectations. Please email us at socialfeedback@sprouts.com with your name, an
account of your experience, your store location, and your contact information so that we
may share your feedback with the appropriate teams for review and have someone reach
out to you directly. Thank you!

Hi lulia, please accept our sincerest apologies for your experience in our Cumming store
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o Explains how reviews are responded to. e Customer's review; exporting Yelp reviews cut off text.

9 Expand/collapse region. © Customer's rating for their review for the store.

9 Total number of reviews for each region. @ Only applies to Facebook; not recommended is interpreted as a 1-star review.

0 Social monitoring feam'’s response to the customer’s review.
@ Platform the review was written on.

Q Store number.




-

@ Explains datain table.

(2] Expand/collapse.
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@ Filtered for 3.0 rating and below.
© Average rating for store in a given period.

@ Average rating since 2011.




