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MAIN MENU

2:®. BEYOND HELLO
a."

LOGGING IN TO THE SYSTEM

You will log into the MIRRORO System from the Internet Address assigned by your MSP.

Click on:

To access the system, you will need the following information:

1. Your
2. Your
3. Your

PASSWORDS
The password information provided to you in your confirmation email will allow you personalized access to the

MIRRORO System. (NOTE: See Page 6 for information regarding changing passwords)

Company Name
I "-'I
Manager Login Name J\Js

Pazsword

It is important to remember that all information is both space and case sensitive, so spacing and capitalization
matters when typing your information.
PERMISSIONS

. o _ A .
Once logged into the MIRROR ~ System, your preset permissions will limit your options based on your company’s
designated requirements.

Generally speaking, you will be able to view surveys and statistics for locations under your management. Some
users are allowed “Client Master Accounts” with more comprehensive permissions.



Quick Start User Guide

YoOUR COMPANY HOME PAGE

Your Company Home Page is the portal to the MIRRORO system, with optional styles chosen by your
administrator. Your page might not look exactly as what is pictured here —for purposes of this tutorial, we have
created a fictitious company, “Widgets Unlimited”. Your company’s logo and name will appear in its place.

The top navigational buttons will take you one of the five main sections of the system:
and

WIDGETS S AEe & ? @_
I e N ST Y . EFme
UNEMFTED HomL LOCE MEFCTY LOCHTHIRG HELP
HOME PAGE
SELECT SURVEY
[tidgeta Lribrirud: Hain =
Rspmrey ) Lincatine ] Shap Ly )
iww [orm J Majr Dvanaje Resjumst Lig

PASSWORDS: CHANGING

From the Home Page, Click

iinees M wndtbioe ber Tread mm

SELECT SURVEY

cncbout Uuloabedy San =1

Bapark Lozations _ Shep lom )
Haw Frem Mo [Chaage Kequan Loy )
'_\":rlf:l.ll_ il
i . . : ]
Type a new password, then click

ACCOUNT ADMINISTRATIOM user: Clienthas! er Test

Login DN

First Marne: IClientMaster Last Ma

Manager Login: I Password: I
Client: Wwidgets Unlimited Ernail Address: Icolleen@surfmercha

‘Save Changes ;] <«

“ou have the following permissions. ..
*Sustern Adrmin for this cient
Al T I DI POl e e
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GETTING HELP

In the top right corner of every page, the last button in the navigation menu is Help. This link will take you to a
help screen relative to the page you are on. The Help menus can provide instant assistance as you work through
the system.

N

Should additional technical assistance be required, please contact your Mystery Shop Provider.

COMPANY SHOP LOGS

The Shop Logs provide a functional list of shops completed, using the criteria you set.

Select the Survey of the Shop Logs you wish to view by clicking on the down arrow. This example illustrates
choosing the ! Survey.

Then Click | ShopLogs  }

SELECT SURVEY
IWidgets Unlirnited: Main ;I
5 I Locations J Shop Logs  }
COMPANY SHOP L OGS- VIEWING
Once is clicked, the following menu appears...
m

From IAII -I

Showvr months

Display | shop Date =]

Show Leuell I
Show Location | (enter partial ID)
w anatinnl (enter partial name) I

[Firoma =

hli #I-—'Ih
Dhﬂ.ylshnp Drata ~r|

Note: Depending on your company'’s settings, the date range selector may be a monthly pull-down menu (shown
above), a period-based pull-down menu, or a manual date selector with month, day and year menus (shown
below).

e AT S
Select the criteria in which m“m“_
to view the Shop Logs, and === st [1 =[x =l fua i vamal
1z a1 0z & Iﬂ_ﬁ "-t"'"' I =1 P
then click ::',..',E% :::_,—_ll L — GO’

Stamuz fupn] [

Start | = i =] |n4 ;
Frad 1z ; I"_'I. ;] Il.'ll'l '-I
l};“jwlnnpar& 'Fi
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COMPANY SHOP L OGS — VIEWING INDIVIDUAL SURVEYS

Click to view individual
Survey details full screen.

COMPANY LOGS user: ChientMaster Test (IR
| 1-50 | 51-100 | 101-150 ] 151-Z00 | 201-250 | 251-300 | 301-350 | 351-400 | £01-478 |

Survey:
Widgets Unlimited: Main |

Shopped Date - Shop ID Location ID - Hame m Status fup] [dovwn m

From | Al Show Level I ::] I
show [1 =] months Show Lacation] {anber partial T0) | | G 0\' y ¥
pisplay [Shop Dats =] Show Location [ {entar partial nama) I WIDGETS
LTS
09-09-04 (#47209) Mid-Bostan [Ma, US] 70%  Locked ‘—E‘u“"'
03-01-04 (#47317) Ma1-Boston [Ma, US] 68%  Finalized o
08-31-04 (#47349) Ma16-Marborough [MA, US] 71%  Emailed fsmen BE 075 v al] Scmen RN
T B | BN
07+11:04 (#47329) CAB-Cuperting [CA, US] 56%  Locked s“m“" N e Eonfato s ke
frets i ke
07-11-04 (#47241) Mal-Boston [Ma, US] 558  Client Finalized "f"‘ﬁ" byl e e | ]
07-10-04 (#47337) Ma1-Baston [Ma, US] 53%  ClientFinalized  ZHEER
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VIEWING SURVEY ON SCREEN

The survey viewed is considered the Client View
of the survey—what the shopper sees may be
very different. The system has the ability to
specify which information can be seen, and who
can see it.

For example, there may be special instructions
visible only to the shoppers that the client will not
see—usually because the client version of the
survey is kept as clean as possible.

The SCREEN link will display the online version
of the Finalized survey.

The SCREEN version of the survey is fully
formatted, including custom colors and company
logo(s), as specified during setup.

COMPANY SHOP L OGS — EMAIL INDIVIDUAL
SURVEYS

At the top of the screen, the " box
allows immediate emailing of a link of this
survey, with a private message, to anyone.

Fill in the appropriate information to email the
specific Survey.

COMPANY SHOP L OGS — PDE VIEW

Click the PDF button to view the Survey Report in Adobe Acrobat PDF format. This is a universal
format that any Internet user can view as long as they have Adobe Acrobat Reader on their

computer. (Itis a free download available at www.adobe.com ) h‘- Adobe
Nishe Reader

COMPANY SHOP L OGS — PRINT VERSION

Allows the report to be viewed without the navigation elements or the report’s control menus or buttons — good for
quick printing jobs (Note: The PDF View is preferable for the highest quality printing with cleaner page breaks).
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CoMPANY SHoP LoGs —VIEW BY LEVEL: AREA, DIVISION, REGION, DISTRICT, GROUP

Select the Level to restrict the view to a certain
subdivision of your company (such as district, region,
or area, or however your company is organized
hierarchically).

The displayed results are dependent upon how
your company is set up initially.

The following is an example of the shop log for Division “AA”
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COMPANY SHOP L0OGS--SORT

Once the Company Logs are displayed by the desired criteria selected, it can be sorted by clicking on any of the
underlined headers in the lower blue bar:

Shopped Date ~ Location ID ~ Location Name ~ Score ~ Status (up or down)

NN

COMPANY SHOP LOGS--FILTER

FILTER by any or all of the criteria in the gray section:
Dates

Company Level

Location ID and/or name
(Note: Only the first few
letters are required)
High and low Score

Status Level

Using these filters allow selecting and viewing only those surveys relevant to the criteria chosen. Once
the filter criterion is specified, click the GO button to retrieve the results.

Once filtered, the surveys may be re-SORTed as desired.

10
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COMPANY SHOP LOGS--FILTER CRITERIA

DISPLAY DATES : After choosing the date range, select which date type to display.

SHOP DATE - the actual date the shop was performed.
DUE DATE - the date the shop was to be performed by.
REPORT DATE - the date used in statistical reporting

Typically, SHOP DATE and REPORT DATE will always be the same. In rare cases, where a shop was performed
outside of a given reporting period but needs to be included in that period. The Report Date may differ from the
Shop Date.

LOCATION NAME/ID : The LOCATION NAMES and ID numbers, as provided for customization, will be sorted
numerically and/or alphabetically.

STATUS LEVELS:
There are several status levels that differentiate where a survey stands in processing. The most common status
levels, and their use, are as follows:

Finalized — The shop has been finalized and released to view the results.

Client Finalized - Some companies have requested the option to perform an internal review prior to
releasing the shop results to all managers. If this feature has been requested for use, the log will display
shops with status of Client Finalized for the completion of the internal review.

Emailed - This status indicates that after the shop has been finalized, a link was emailed to view the
shop.

SURVEY SETTINGS/SCORING

Every survey has a set of rules and scoring options that have been preset into the system.

OVERALL SCORE is the total shop score. The system provides a point total as well as a percentage score.
Location information, including Management levels and Manager names, is found here.

SECTIONAL and SUBSECTIONAL Sectional scoring will be shown on all relevant reports.

LOCATION YTD and SURVEY YTD scores are found here. Generally speaking, the latest “Year to Date”

averages are displayed here. THE MIRRORO can accommodate fiscal years beginning in any given month, and
“YTD” will not always be considered January through December if your company utilizes a different fiscal year
period.

BONUS POINTS may be calculated in a variety of ways: included in the score but not allowing the score to go
over 100%, or included and able to push the score over 100%.

NOT APPLICABLE (N/A) answers may or may not be omitted from the total Overall Score. If they are NOT
included, a notation appears. In this case, the “Highest Possible Score” may vary from survey to survey
depending on how many questions were answered “N/A”.

SECTIONAL SCORING will show up in the body of the survey, usually as part of a section header.

CUSTOM SCORING: some surveys require special scoring rules — in those cases a description of the
special rules are printed underneath the sectional scores in the Individual Shop View.

11
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LOCATIONS

The LOCATIONS feature displays a list of all locations sorted by location name. It provides the average
shop score for that location for all surveys. Also included are the number of shops that were scored.
The list of locations can be re-sorted by clicking on the underlined header title links:

Store ID

Name [State]

Subdivisions

YTD Avg.

Although LOCATIONS will sort and filter similarly to the Shop Logs page, it should be viewed
differently, and used more as a reference tool than as the best way to view shops.

The DETAILS LINK will allow you to view the location information, including the managers, for that

location. Additional Year To Date scoring information breaks down the average score by survey (if
multiple have been used) and display the overall year to date score.

The SURVEYS LINK will display the Quick Shops view of individual shops scores for that location. It
includes all shops for the current year to date, sorted by shop date.

12
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REPORTS

The MIRRORO system offers a wide range of reporting options. Each company may find different
reports more helpful that others. This overview will provide a short description of each report; however,
we encourage clicking through the system and discover the different statistical reporting capabilities on
your own.

Depending on permission levels, access to all reporting functionality might be limited. In addition, a
company may decide to completely deactivate one or all reports on a management-level basis. The
Reports Main Page shows the full list of all reports available in the system.

REPORTS—GENERAL USE

. o} . . . - .
Every report in the MIRROR ™ system will require some basic decisions about which report to choose, what
information to be viewed, and in what format to view it.

Flip between reports using the JUMP TO REPORT function, located here. Select the report by clicking the down
arrow from the pull-down menu, and click the small blue GO button.

D

Otherwise, use the top navigation to return to the Reports Main Page.

13
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REPORTS—GENERAL USE (CONTINUED)

FULL VIEW will leave the entire upper screen, including navigation, in place.

PRINT VIEW will remove everything above the thin gray line, to prepare the report for printing.

Choose DATE RANGE.

Depending on the company’s
settings, the date range selector
may be a monthly pull-down menu
(shown on right), a period-based
pull-down menu, or a manual date
selector with month,

day and year menus.

LOCATION REPORTS

Location Reports are based on geographic location and the hierarchical structure of your company.

COMPANY OVERVIEW

The COMPANY OVERVIEW report shows scores
at every company subdivision or location within a
display of the company's structure. It is a quick
view of the company’s performance across a
chosen time frame.

14
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LOCATION REPORTS

EXCEPTION ANALYSIS

The EXCEPTION ANALYSIS report
allows managers to quickly identify
exceptionally good or poor subdivisions
for shops. It's very much like the ranking
report, except scores can be filtered to
screen out subdivisions/shops that are
not relevant.

A manager can easily find data
for a specific area, and actually “Zoom
In” on the problem areas.

The example (right) shows any districts
with a Section 1 score of 0-25%.

OR, by clicking FILGERHERE |y \

“SHOW REPORT FOR”, display any
location with a Section 1 score of 0-25%.

O

OR, by clicking [ Bidislens| |nder “SHOW REPORT FOR”, display any division with a Section 1 score of 0-25%.

O

15
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LOCATION REPORTS

L OCATION WIZARD

The LOCATION WIZARD is an interactive report that allows you to drill down through the levels of your company.
Click on a level’'s name to display its internal sublevels, or click on the number of shops to view all shops for that
level.

The example below shows Company, Area, and Division. Check the box, and if desired, select a specific Area or
Division by clicking on the down arrow next to “all”.

v

Click on AA Division...

to drill down and display Regional information. ‘

Click on Region A ... >
to drill down and display district information...

Click on District 1 ...
to drill down and display individual locations.

A 4

16
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LOCATION REPORTS

LOCATION WIZARD CONTINUED

At any point while the LOCATION REPORT is displayed, click on
the number of shops for more detail -illustrated below.

Click Screen on any

given survey to view
the finalized survey

\

LOCATION REPORTS

QUICK RANKING

The QUICK RANKING report allows the user to generate a quick ranked list of whatever subdivision of choice.

These subdivisions (or individual evaluations) may be ranked by whichever score chosen: Total Evaluation
Score or individually chosen Sectional Score .

The rank corresponds to the chosen score, and though it can be sorted by any column, the rank will remain
associated with the original score chosen.

17
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LOCATION REPORTS

QUICK SHOPS

The QUICK SHOPS report allows the user to generate a basic list of shops for the subdivision or location you
choose.

SURVEY REPORTS

Reports that provide statistical analysis based on the questions and answers of the survey itself.

ANSWER SUMMARY

The ANSWER SUMMARY report allows the user to see all answers for an individually chosen question on one
screen. This is especially useful for text and narrative answers, which show up as an easy-to-scan column.

Click the Full View link to generate the list of answers for the selected question.

18
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SURVEY REPORTS

ANSWER SUMMARY_CONTINUED

“Was the exterior sign visible from 50 feet?” Choosing YTD showing 1 month and Graph answers in a Bar
Graph — showing only shops in the Entire Company...

...will display the following #

Click view to see the detailed

finalized Survey for that answer.

19
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SURVEY REPORTS

ANSWER SUMMARY - GRAPH

When using the ANSWER SUMMARY for a Yes/No or Multiple Choice question, GRAPHING is also available.
Check the box that says Graph of Answers, and the graph will appear above the regular data.

20
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SURVEY REPORTS

QUESTION CORRELATION

The QUESTION CORRELATION report allows managers to select one question and view how the answers to
that one question correlates to the overall shop score.

The example to the left illustrates “How important is the question
relative to the overall shop (survey).”

Out of 50 people who answered “Yes” to the question, “Was the
exterior sign visible from 50 feet?” they gave an average overall
shop score of 75.9%.

Of the 19 people who answered “No” to the question, they gave an
average shop score of 47.8%.

This shows a high correlation between the “Was the exterior sign
visible from 50 feet?” question and the overall shop score.

The rest of the table shows correlations for smaller subdivisions of the
company.

21
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SURVEY REPORTS

SURVEY SUMMARY

The SURVEY SUMMARY report shows how a specific subdivision (or the entire company) answered every
guestion on the survey.

If a particular question needs to be
viewed in more detail, (l.e.,

) clicking the
"view" button will display the
Answer Summary report, where
every answer to this question can
be viewed on one page.

22
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SURVEY REPORTS

SURVEY TRENDING

The SURVEY TRENDING allows the user to select up to 5 questions, sections or shop scores and view their
performance for 4-12 periods by either text answer or related score.

The following questions...

Produce the following results...

23
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TRENDING & GRAPH REPORTS

Reports that provide statistical data over time, sometimes graphically.

1 YEAR TRENDING REPORT

The 1 YEAR TRENDING REPORT shows how any subdivision or individual location has performed
over a one year period.

24
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TRENDING & GRAPH REPORTS

6 PERIOD TRENDING REPORT

The 6 PERIOD TRENDING REPORT shows you how each subdivision or individual location performed
over 6 periods. The period lengths can be set based on your company’s reporting needs—they are not
limited to calendar months.

This report may be viewed by Subdivisions, Locations with shop counts, or Locations with individual
shop scores.

25



Quick Start User Guide

TRENDING & GRAPH REPORTS

6 PERIOD TRENDING REPORT CONTINUED

Subdivisions view...

26
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TRENDING & GRAPH REPORTS

6 PERIOD TRENDING REPORT CONTINUED

Locations with individual shop scores view...

TRENDING & GRAPH REPORTS

LINE GRAPHS

LINE GRAPHS allow the user to view line graphs of one question, a section, or shop score for up to four
subdivisions of your choice. You will choose a start date, the interval type, and the number of intervals they want
to see (from 2 to 24). The Line colors are also user-specified.

27
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TRENDING & GRAPH REPORTS

LINE GRAPHS CONTINUED

Select the items to graph by clicking on the down arrow.

Then select Area, Division, Region, District, Location to graph. Choose a Line Color, click on the down arrow to
select the data to plot. This example is choosing the Entire Company for the Blue Line.

This Line Graph below displays data for Ambiance (the Section 2 Score) plotting the overall company and the
“D” Region for one year.

28
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TRENDING & GRAPH REPORTS

PERIOD COMPARISON

The PERIOD COMPARISON report allows you to compare the results of one reporting period of your choice
against the cumulative results of the current and past year. Period and year start date are set to correspond with
your fiscal or calendar year.

29
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MULTIPLE SURVEY REPORTS

The MULTIPLE SURVEY report gives a
summary for each survey for the client, and
then an overall summary of all surveys
averaged together. If any subdivisions are
checked off, the report will also give a list of
all the subdivisions with shops and their
average scores. These averages are for all
surveys combined.

30
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CUSTOM REPORTS

You may notice a fifth pull-down menu in the left column of the Reports main page. If this is the case, your
company has requested that one or more CUSTOM REPORTS be designed and activated for you.

MANAGER REPORT

The MANAGER REPORT provides immediate feedback on how each manager
within the company has performed, regardless of how often he or she has
switched locations. The average score for a manager is calculated by totaling the
scores for all surveys completed in all locations while under his/her management,
for the date range provided. (Note: this report is only useful if all manager
information is entered and updated in the system.)

31
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DEMOGRAPHIC REPORT

The DEMOGRAPHIC REPORT provides you with an analysis of the type of shoppers who performed the shops
and how each type of shopper evaluated the location. You may choose from a pull down menu of demographics
that include gender, age, education, income, number of children and marital status.

This example illustrates Income Level demographic report...

32
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PDF- PRINTABLE REPORTS

WHAT Is A PDE??7?

“PDF” is an acronym for Portable Document Format . PDF’s are useful because they require only that a PDF
Reader, such as the Adobe Acrobat Reader, be used.

On most relevant pages in the MIRRORO system, there is a link to the Adobe Acrobat
Reader, when clicked allows Acrobat Reader to be downloaded for installation if not yet
installed in the computer.

PDE-PRINTABLE REPORTS-CUSTOM DATE RANGE

The CUSTOM DATE RANGE REPORT allows the user to generate a PDF for a user-specified date range.
Click to collect the data for a report. Click to create the PDF Report.

Then click Download PDF to view the actual report...

You may choose whether or not to include Bookmarks and Summaries in your report. It is best to test the PDF
booklet both ways, to decide your preference. Bookmarks are markers that separate surveys by management
level and allow you to tab through a large PDF book more easily. Summaries are intro pages that provide a
miniature comprehensive report of the content between each bookmark.

33



Quick Start User Guide

PDF-PRINTABLE REPORTS

MONTHLY & ANNUAL

There are two PDF Report generators. The Monthly & Annual PDF generator allows the user to generate
monthly or a large annual booklet of shops in PDF format. After generating these monthly or annual booklets,
your managers can download them directly from this page. You may also alert all your managers that these
booklets are ready using the built-in Email PDF Links function.

When generating any of these PDF’s, please note that the files are extremely large and may take a short time to

complete generation. The system will provide you with an update of how many more times the page must refresh
as it crunches through the data.

REPORT DISTRIBUTION

EMAIL LINK DISTRIBUTION

Users with the appropriate permissions may use EMAIL LINK DISTRIBUTION to create and send email links of
the appropriate finalized surveys within a given date range to all managers of the selected level.

Email to a specific address or a
specific group of managers.

Add a subject ...
Comments...

Then preview before sending—>
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