RBG

Reality Based Group

Your Customer Experience Solutions
Mystery Shop RFP 2017



Agenda

RBG Overview/Intro (Service & Experience)

Account Management & Reporting

Implementation

Q&A & Next Steps
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Corporate Headquarters

located in Austin, Texas @

Invented video mystery
shopping with GameFilm®

(&)

1 of the 4 founding
members of the MSPA
(Industry Association)

MSPA

Over 2,000
Clients Served

CEO: Josh Stern

EVP : Renee DeSantis

Millions of %
i Mystery Shops

@ Esteblished in Completed
B2 1992
o2
250,000+ mystery 0
shoppers

Our Mission

To deliver ‘reality based’
continuous improvement
programs that create world

class customer experiences.

Our Vision
To be the first thought every

best-in-class company leader
has when thinking about how
to improve their customers’

experience.




Real Check - GameFilm®

in the Huddle Real Training

Real Feedback
Mystery Shopping+

Real Calls



RBG Process




Mystery
Shopping+
- The Shoppers

- Project Scheduling

- QA and Follow Up

CONTROLS

Co [ [ e

EVALUATION # 1414129
08-04-2015
SURVEY: PHONE 2015
02224

Rent A Center 02224
509 S EXPRESSWAY 77& 83, #C4
HARLINGEN TX 78550 US

Location: Rent A Center 02224
02224 02224
District: MO054
M0054 M0054
Region: RO011
R0O011 ROO11
Division: S02
S02 S02
EVP: E02
E02 E02

AVGS & SHOP COUNTS

Location avg (1) 47%
District avg (1) 47%

YOUR SCORE COMPANY RANK YTD

47% 54/100

46/97 points

LOCATION VS COMPANY YTD

THIS SCORE VS LOCATION YTD m m
E E 47%

49%

47% 47% ( YTD Average YTD Average )

This Evaluation YTD Average )

TREND VS. LEVELS
SECTIONAL CHANGE

This Last
Section Evaluation  Evaluation

Overall
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Greet @ Center ...
= M0054
Ask u ROO11
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Close

Building
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Alt Program and Comp Shops

- Alt program utilizing more film and split stores

- Comp shopping is design based






AVERAGE SCORE LOCATION SCORES
Showing data for 1/1/16 - 12/31/16, 9 Evaluations Showing data for 1/1/16 - 12/31/16, Locations, 9 Evaluations

SECTIONAL SCORE AVERAGES
Showing data for 1/1/16 - 12/31/16, 9 Evaluations

Greeting

Needs Assessment

Product Knowledge

Making the Sale

Thanking the Customer/Check Out

Entire Company




Implementation

- RACiNet?
- Scorecard Build

- Locations Update
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RBG

Reality Based Group

Case Study



