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Welcome to GatherUp

We’'re excited you’ve chosen GatherUp as your platform to listen to, understand
and engage customers. You'’re ready to turn the customer voice into customer
loyalty. This quick guide will help you get your account set-up and your business
started with gathering customer feedback and reviews. While GatherUp is a very
robust platform, this “Quick Start Guide” was created to have you up and

running in about an hour.

This quick guide will guide you through the following milestones:

1) Adding a new business

a. Creating the business
b. Authorizing your Google Account

c. Adding your logo and brand colors

2) Selecting your review reguest flow

a. Survey & Reviews Flow
b. Ratings & Reviews Flow

c. Public Reviews Flow

3) Adding customers to request reviews

a. Send Mode
b. Automated Methods

c. Manual Methods



Setting Expectations

First let’s look at some baseline expectations and terms that will help you.

1. Our platform makes it easy to collect feedback and reviews, but it can’t
turn 2-star service into 5-star reviews.

2. The platform is the engine, but your customers are the fuel —consistently
add their emails or phone numbers to drive feedback.

3. It’s a numbers game: only a portion of customers will open messages,

and even fewer will click through to leave reviews.

How to get 10 new reviews?

To get 10 new 3"-party reviews, you need to send 200 requests on average.*

Feedback Average Email Open Average Rating or Average Clicks to New Reviews

Requests Rate (45%) Feedback Rate (30%6) Review Sites (13%) on Average
200sent 1 90 opened 60 responses 26 clicks 10 reviews
E[D (1%t party reviews) (3d-party reviews)
= 1 0.0 66§

*Numbers in each step will vary based on Request Mode and location’s NPS score.

IMPORTANT TERMS:
e 1%-party review: Customer comments, feedback, testimonials or any
text given directly to you or the business.
e 3"-party review: Customer comments written at online review sites
like Google, Facebook or Tripadvisor.
e Net Promoter Score (NPS): A business metric to help you measure

your “word of mouth” growth for your business. Learn more on NPS.


https://www.gatherup.com/blog/simple-guide-net-promoter-score/

1. Adding a new business
Our Set-Up Wizard will assist you with each new location addition. As you may
or may not have gone through this yet, we will walk through the process and

highlight where you can find these settings to update at any time.

GatherUp starts with creating a profile for a business location. If you are a
one-location business, then just adding your location is all you need. If you
have 3 locations, you will need to create a profile for each business location (this
is because each location will have its own data and online review profiles).

Here’s how to add your business locations:

1. On the top left of your business dashboard you will find the button to add

a business. Click this button.

2. Confirm that you would like to add a new location

3. In the business name field enter the business name and select the

appropriate business. Once selected click continue.

Y% Pro Tip: - Type the business name as it appears on the GMB profile and

include the city and state to help with the association.

Step1 of 4

Say hello to your new
reputation coach.

Find your location to get started.

Business Name

Waldorf Astoria Atlanta Buckhead, Peachtree Road Northeast, Atlanta, |

Can't find your location? Try manual setup.




4.

In the next screen you will confirm the business details. Verify the
address, phone number, website and select the appropriate Business
Category. * Pro Tip: - Business details are important for text message
verification. Inaccurate or blank fields can lead to delays in your ability to

send review requests via text message.

In the next step you will enter the business owner details. * Pro Tip: -
This is also a critical step in SMS verification. Inaccurate or blank fields

can lead to delays in sending SMS review requests.

Step2 of 4

Who owns this business?

We need a contact from this location to complete setup.
First Name
Enter the Business Owner First Name

Last Name

Enter the Business Owner Last Name

Email
Enter the Business Owner Email|

Email is for record keeping only. We will not message this person.




6.

In Step 3 you are prompted to authorize GatherUp to connect to the
business GMB profile. This will enable more frequent pulls of reviews and
the ability to respond directly to reviews from GatherUp. We highly

recommend doing this step.

Step3 of 4

Enable review replies.

Grant access to your business's Google account to unlock more
powerful features, like replying to reviews from the dashboard.

G oooae

You can add more review sites later.

After adding you will be asked to ensure the Google link is correct by
selecting “Yes, that's correct!” and select continue to authorize Google,

and then click Continue to Requests.

In the final step you will modify the review survey seen by the end
customers. Add a logo, select your accent color and toggle between

NPS or Stars.

% Pro Tip: We suggest choosing a bold or dark color as lighter colors

can lead to issues in display or readability.



Step4 of 4

Want more reviews?

|
JUSt aSk' Please tell us about your experience.
You'll ask customers for reviews using this request
9 q How likely is it that you would recommend our company to a friend
template. Add your logo and send yourself a test to or colleague?
see how it will look.
00000
+

Browse 0 = Not likely 10 = Very likely

Color
Waldorf Astoria Atlanta Buckhead
003300 3376 Peachtree Road Northeast
Atlanta, GA 30326
Rating type Phone: +1-(404) 995-7500
NPS v

Unsubscribe

You can customize more later on the Powered by GatherUp
request modes page

Your email

matt.saeger@bytraject.com

Send Test and Finish Skip for now

9. Select Send Test and Finish to complete!

% Pro Tip: To edit an existing location in the platform, make sure you are in that
location (the name of the business will be at the top of the screen), and select
Settings in the left navigation. Here you will find options for Business Details,

Brands and Colors, and Online Review Links which will be covered next.

Settings -> Business Details

This is an important section to confirm and update business details such as
address, phone, email, website or owner information. This page will display the
current status of your SMS verification which is required to send SMS review
requests. Note, this process can take a few days to complete, especially if there
are updates to the details required. Please reach out to support@gatherup.com

with any questions or issues.


mailto:support@gatherup.com

Settings -> Online Review Links

While we completed the addition of Google monitoring in the previous steps, the
business may want to monitor and request from other 3™-party online review
websites.

To add more links simply click on the drop down to select from the number of
review sites listed. We suggest you open a new window or tab in your Internet
browser and go to the profile page of your business on that site. You want to

copy/paste the URL of that profile/listing into that site you selected in GatherUp.

% Pro Tip: We have found that a small amount of choice is best when it comes
to your selection of online review websites. Try to select between 2 to 4 total.

Give a few options for the best response rate.



2. Selecting your review request flow

Request Templates are predefined sequences for sending out review requests to
your customers. Each template represents a different strategy, tailored to
achieve specific outcomes. Our modes have various options for requesting
feedback, capturing Net Promoter Score, gathering 1st-party reviews,
segmenting customer experiences (positive or negative) and encouraging

3"-party online reviews. You will choose one of the following:

Survey & Reviews Flow: Our full offering of customer feedback

Frde ok " .

Survey & Reviews — —
RATING PUBLIC REVIEW

Best For:
e Collecting actionable insights about your customers experiences to
improve your business operations
e New businesses without many public reviews
e Collecting and publishing 1st-party reviews on your website & social
media

e Building a list of happy customers to opt-in to promotional SMS

DIAGRAM A: This diagram is to give you an idea on the touch points
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Ratings & Reviews Flow: A quick path for NPS/Stars and

3"-party reviews

ik '

Ratings & Reviews e ]
RATIMNG PUBLIC REVIEW

Best For:
e Businesses that want to grow public reviews carefully, but don’t
plan to monitor private feedback

e Building a list of happy customers to opt-in to promotional SMS

Public Review Flow (1-step): Directly requests 3"-party reviews

Public Reviews

PUBLIC REVIEW

Best For:
e Businesses that want to collect as many 3rd party reviews as
possible
e Businesses with other methods for collecting private feedback

e Businesses that already have plenty of positive public reviews
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Edit The Flow Of Your Chosen Request Mode

On the Request Modes page, you will select the request flow from the drop
down under Request Setup at the top left of the page. Once you have selected
your mode you will edit the content, steps and options of that mode on the right

side of the screen.

It’'s important to note that each mode is separate and has its own settings,

content, and steps in the process.

Request Setup What's this? Rating Request =
Survey & Reviews Flow (preferred) v Subject: Hi [customer first name], just a few questions Last updated 05/22/2024
Initial Qutreach
Email/SMS

Rating Request

This first message asks contacts for a rating

Please tell us about your experience.

Email/SMS m

First Rating Reminder How likely is it that you would recommend  our company v to a friend

If the recipient doesn't leave a rating, they will get this reminder.
or colleague?

Emalliahis o o e e @

Second Rating Reminder

Send 2 ~  days after initial request

0=Not Likely 10 =Very Likely

Web
Survey Questions

Contacts who click your requests will be directed here o share more

details about their experience. Waldorf Astoria Atlanta Buckhead

There are many options to customize including:

o Positive Feedback Page — This page displays for users that rate you

positively* and asks them to write a 3"-party online review.

o Negative Feedback Page — This page displays for customers rating you

negatively* and offers an apology as well as a call to action to leave more
11




direct feedback to the business. 3™-party review sites are also shown

here to be in compliance with the Federal Trade Commissions’ guidelines

and best practices.

% Pro Tip: The rating threshold that determines positive or negative is
adjustable. These are a NPS score of 7 or 3.5 stars by default. See Feedback

Settings below for more details or make updates.

To edit each step, click the step in the left navigation to get the preview on the
right side. You will then be shown the editor for that step so you can customize
and save the content. Be sure to scroll down through each step on the left and
edit the content as you require. You will also see how the logo and colors you

selected earlier are reflected in these follow up steps.
You will notice some steps have ON/OFF options available and timing settings

for automatic delays. Again, each step has its own template, content and

options so review them closely.

12


https://gatherup.com/blog/updated-guidelines-for-gathering-moderating-and-marketing-reviews/
https://gatherup.com/blog/updated-guidelines-for-gathering-moderating-and-marketing-reviews/

Settings -> Feedback Settings

£ Settings

The Feedback settings page is an option under Al Reply Prompts

settings that we referenced previously. For LA

. . . Auto-Replies
businesses looking to try new strategies, or have

Notifications

greater flexibility with their request process, the Brand & Colors

Feedback Settings section can help with the R e e

Feedback Settings

following items:

Business Details

1. Default send methods (email, SMS or both) for the initial request, and
survey reminders for SMS messages.

2. Adjust repeat customer thresholds. These settings give flexibility to
businesses that have many repeat customers and want to control the
number of requests a customer may receive.

3. Updates to your Rating Settings. Flexibility to do NPS or Stars and
control the threshold at which a review is positive or negative.

4. Updates to Landing Page. These are customizations you can make to the

Landing Page to show certain fields or copy.

In addition, this is the best place to find the specific URL and QR code to
prompt for a review request from customers. These links can be copied and

applied to your various resources to increase review generation.

For a detailed breakdown of each of these features please visit our help center

article Feedback Settings.

13


https://help.gatherup.com/s/article/Feedback-Settings

3. Add Customers

GatherUp offers many different ways to acquire feedback from your customers.
The most common way is to use your customer’s email address or mobile
phone number to proactively ask them for feedback and reviews. But before we
add our first customer we will want to be sure and decide on what will happen

once a new customer is added.

Send Mode

MNPS Score Send Mode Monthly Requests

~ 100 Manual - 0/ 0/

SM3 Emails

Automatic

Manual

Located on the Customer Activity screen for the specified business, you have
the ability to set the Send Mode to Manual or Automatic. If specified as
Automatic, new users will automatically be queued to be sent a review request
during business hours. If set to manual, a user will need to manually select

which profiles to be sent a review request.

% Pro Tip: Do not send out all of your requests in one day (our setting helps
regulate this). By spacing out the requests, it creates a natural flow of reviews

that can help prevent triggering filters of the online review sites.

Different methods to add customers
14



We offer a number of methods to help capture customer information to request

more reviews. We have both manual and automated options that give you the

greatest opportunity and flexibility to find what works best for you.

Automated Methods

To simplify and fully automate the review process utilize the following options to

automate the addition of new customers.

0]

o)

0]

o)

0]

AP| Documentation
QR Codes

Universal Email Integration - BCC address

Zapier Integrations
Native Integrations

Manual Methods

o)

Client Staff Forms - a dedicated url to add customers manually without

having the requirement of logging in to the platform. Great for any
business where an employee is empowered to add a customer's
information on the spot.

Bulk CSV import for a single location

Bulk CSV import for multiple locations

Adding a single customer

15


https://apidocs.gatherup.com/
https://help.gatherup.com/s/article/Feedback-Settings
https://help.gatherup.com/s/article/Universal-Email-Integration
https://help.gatherup.com/s/article/Automate-Requests-Using-Zapier
https://help.gatherup.com/s/article/Integrations
https://help.gatherup.com/s/article/Client-Staff-Forms
https://help.gatherup.com/s/article/Import-Customer-List-for-a-Single-Location
https://help.gatherup.com/s/article/Import-Customer-List-for-Multiple-Locations
https://help.gatherup.com/s/article/Add-a-Single-Customer

Send Yourself A Test

% Pro Tip: Add yourself and/or other staff members as a customer to the
platform and hit send. You can then see the process as your customer does to

fine tune anything.

You're Up And Running, What’s Next?

We’ve covered the basics to have you up and running with GatherUp. We’re
hoping this Quick Start Guide will help you build better relationships with your
valuable customers. Following the tips in this guide will help you get more
reviews, centralize your online review management and help market your

business to new customers.

With all these new reviews, we would suggest taking a look at one of our
features to help streamline responding to these reviews. Please take a look at
our Suggested Review Response feature. Not only get notified of new reviews

but have an Al suggested response you can action on immediately.
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https://help.gatherup.com/s/article/Response-Suggestions

Our User Guide & News

Answers, FAQ’s, “How-to Articles”, Videos and More

When you are ready to learn more, dig deeper or maybe are in need of further
education on our platform visit our User Guide. It is full of how-to articles, video

tutorials, best practices, tips and recommendations.

o https://help.gatherup.com/

Customer Support

We’re here to help and truly care about your experience and satisfaction with our

platform. Our Customer Support team is ready to help you succeed with us.

o Email our team: support@gatherup.com

Community, Knowledge and More

You’ll find us actively sharing on our blog, Twitter, YouTube and LinkedIn. Please

watch your email for news, webinars and updates.

o GatherUp Blog
o GatherUp Webinars

o Follow us on Twitter
o Connect with us on LinkedIn

o YouTube channel

17


https://help.gatherup.com/
mailto:support@gatherup.com
http://www.gatherup.com/blog
https://www.gatherup.com/webinars/
https://twitter.com/gatherup
https://www.linkedin.com/company/gatherup/
https://www.youtube.com/channel/UClyApSQ7GL_uilCNtcoNeBA

