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Weekly Server Summary

Questions / Responses Response Type
1 Please take a moment to evaluate your dining experience. Yes/No
Current MTD YTD

Server Response Count  Percent Count Percent Count  Percent
Amy B. Yes 1 100.00% 2 100.00% 39 95.12%
Deborah D. Yes 0 0.00% 0 0.00% 36 80.00%
Amanda Klouzs Yes 4 5714% 31  60.78% 216 59.18%
Terre Taylor Yes 0 0.00% 36 78.26% 101 77.69%
Kathy Beckett Yes 0 0.00% 9 100.00% 42  89.36%
Sarah G. Yes 0 0.00% 1 100.00% 29 63.04%
Sean Bielby Yes 0 0.00% 2 100.00% 52 78.79%
Claudine P. Yes 0 0.00% 0 0.00% 72  58.54%
Caroline T. Yes 0 0.00% 2 100.00% 47  70.15%
Nicole J. Yes 0 0.00% 0 0.00% 72 55.81%
Rya L. Yes 6 100.00% 26 96.30% 143 96.62%
Alyson C. Yes 0 0.00% 3 50.00% 47 65.28%
Kristen Perrin Yes 17 77.27% 94 78.99% 239 82.41%
Stacie C. Yes 23 82.14% 86 74.78% 289 74.87%
Karen R. Yes 0 0.00% 44  86.27% 316  75.42%
Zahra Ayoub Yes 14 73.68% 82 59.42% 492 65.43%
Melissa S. Yes 4 100.00% 59 83.10% 102 85.71%
Kristi C. Yes 8 66.67% 44  68.75% 182 64.08%
Ginger Price Yes 18  81.82% 139  76.80% 638 80.35%
Jeffrey P. Yes 0 0.00% 16 100.00% 38 97.44%
Chrissy Murray Yes 3 100.00% 57  75.00% 120 80.54%
Cari Merta Yes 0 0.00% 0 0.00% 5 100.00%
Amanda Owen Yes 0 0.00% 31  60.78% 56 62.92%
Michael Adamski Yes 0 0.00% 0 0.00% 1 50.00%
Peter Carpenter Yes 0 0.00% 4 100.00% 9 100.00%
Bradley Carroll Yes 23 85.19% 68 80.95% 209 87.82%
Sean Sura Yes 5 100.00% 14  66.67% 123  80.39%
Rachel Yacuone Yes 4 66.67% 44 49.44% 77  47.53%
Grace Provenzino Yes 3 100.00% 168 97.11% 439 96.06%
Mark Avigne Yes 0 0.00% 9 100.00% 36 94.74%
Amee Andreozzi Yes 0 0.00% 4  80.00% 42 79.25%
Brook Andreson Yes 0 0.00% 0 0.00% 11 91.67%
Shawna Piper Yes 3 100.00% 34  94.44% 58 87.88%
Lisa Gyarmati Yes 0 0.00% 0 0.00% 21 46.67%
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Mini Case Study L/ﬂ?_
BUFFALO WILD WINGS L

“The best features the system provides for our
operation is the instant guest feedback, and
next morning reporting”

— Jason Curtis
Director of Operations
AMC Group (BWW Franchisee)

INDUSTRY: Restaurant CHALLENGE
As the AMC group continued to experience growth, they wanted to maintain a level of serv-
PRODUCT(S): ice and guest satisfaction at several of their Buffalo Wild Wings locations in Michigan and
- Allegiant Electronic Florida. According to Jason Curtis, AMC Group, Director of Operations, their primary con-

cern was the ability to generate reliable and instant feedback from their guests about their
dining experience. Striving for excellence in foodservice, the company wanted a means to
accurately monitor, measure, and evaluate their guests’ experience as it related to friendly
service, food, fun and value.

CLIENT PROFILE SOLUTION

At the franchisee’s request, survey systems were shipped to each of the 10 locations in Michigan.
BUFFALO WILD WINGS g Y Sy pp g

System Components:
AMC Group is a franchisee of Buffalo ¢ 10 Electronic Comment Card Survey Trays
¢ 1 Docking System
e 2 | RS Alphanumeric Staff Pagers

Comment Card

Wild Wings with locations in Michigan

and Florida. Buffalo Wild Wings Grill &
LRS consulted with each location and provided them with the option to choose a custom

Bar is one of the top fastest growing survey or a benchmark survey already in use by other BWW franchisees. An LRS con-

restaurant chains in the country. Founded sultant also conducted a telephone orientation, which included connecting the system
' _ _ through the Internet for data transfer. Once the system charged for 24 hours, the survey
in 1982, the operator and franchisee is program was implemented with the staff, and the system was ready for use.

best known for its buffalo-style chicken

RESULTS

Receiving Instant and Accurate Feedback

Servers hand the handheld device to guests at their table as they present them with their
burgers, and specialty drinks. The New check. The survey device then prompts guests to respond to a series of questions that meas-
ure their satisfaction in each aspect of their dining experience. If guests indicate that they are
a "First-Time guest” and/or that they “VWould Not Return or Recommend Buffalo Wild Wings"

wings and 14 signature sauces; also fea-

turing a full menu of salads, appetizer,

York style wing and sports bar concept is

on a mission to WOW their guests every to others, the device instantly alerts a manager by sending a message to the manager pager
o _ with the table number that entered the response. “Managers are immediately notified and

day by achieving the highest level of sat- are able to correct service issues before the guest leave,” comments Curtis.

isfaction.

Measuring Daily Performance

At the end of each day, the devices are docked to charge, and after closing, they automati-
cally send the days data through the LRS database. By 7:00 AM each day, managers are
emailed or given on-line access to reports. “The information we gather from the reports
allow us to conduct performance evaluations for each server, and identify and correct any
service problems,” says Curtis. The system tracks and evaluates each server based on the
responses provided by the guests they served.

4550 Excel Parkway, Suite 200

Addison, TX 75001 . :
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Call: 800.437.4996 * 75% or higher guest participation e Instantly improves guest experience

ViSit_ www.pager.net ¢ Instant and accurate feedback from * Monitor daily performance and set
Email: info@pager.net guests about their dining experience benchmarks



Survey Design Guidelines

—

Each Survey Device can support up to 4 separate survey designs at one time.

. Each Survey design can handle up to 40 survey questions.

Questions Design
a. Question length is 60 characters including spaces and punctuation.

b. Questions are formatted into 3 lines of 20 characters each and the words
wrap, so all questions sentences must be measured to make sure they will
fit within the 3 lines of 20.

4. Response Types

a. Yes or No.

b. Fixed Rating using our hard coded buttons (Poor Fair Good Best)

c. Scale Ratings from 0-9 (1-5 is the recommended scale for our system). We
typically use 1=Poor, 2=Fair, 3=Average, 4=Good, 5=Excellent.

d. Multiple Choice Provides for a scrolling list of choices up to 60 Characters
including spaces and punctuation. For Example: 1=choice one, 2=Choice
two, 3=Choice three, 4=Choice Four (This is 57 characters and should
give you an idea of how much you have to work with)

e. Any Key-this response type is used for instruction screens. It requires the
guest to press NEXT to advance to the next screen and does not collect
and data responses.

f. Alpha-Numeric. This response type is used for collecting email addresses.
It is an open ended text field that supports up to 60 characters.

g. Zip Code-This response type is formatted for a 5 digit zip code.

h. Promotional-This response type is used to set your promotion contest if
you want the survey device to award a random winner (prize or incentive
of your choosing). Odds can be set for 1 to 1 (everyone wins) up to 1 in
1000. These odds are based on per tray usage, so if multiple trays are in
use, prizes could be awarded at different times depending on the amount
of usage one tray may be getting over another.

5. Branching-You may want to ask a separate set of questions based on the response
to a primary question to drill down to more specifics. The only response type that
you can set a branch from is a Yes/No response type.

6. Paging Triggers-Each survey device has a built in transmitter that can page a

manager alpha-numeric pager which we can provide with the system. Any

response to any question within your survey can trigger a page. This is commonly
used for:

a. Poor responses to key questions that indicate guest is dissatisfied and may
not return or recommend your business.

b. Loyalty building opportunities. Example: “Is this your first visit to <your
business>?" A YES response would give the manager an opportunity to
introduce themselves and make a lasting first impression that will
strengthen that guest’s loyalty to your business.

c. Sales/Marketing Opportunities. Example: Would you like information on
setting up a child’s birthday party? A YES response would prompt a
manager.

d. Pages Manager for winners if you have a promotional setting.
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Question Template

Question # (20 Character max per line) ~ Response Type: Check One
[IYes/No Branching (Leave blank if N/A): Yesto Q. Noto Q.
[J LRS Rating: Best/Good/Fair/Poor

OlInstruction Screen [ Other-Explain:

[IScale: (Define each-60 character maximum)
|=2=3=4=5=

[J Multiple Choice: (Define each-60 character maximum)
1=2=3=etc.

Response Type: Check One
[IYes/No Branching (Leave blank if N/A): Yesto Q. Noto Q.
[J LRS Rating: Best/Good/Fair/Poor

OlInstruction Screen [ Other-Explain:

[IScale: (Define each-60 character maximum)
————— = 1=2=3=4=5=

[J Multiple Choice: (Define each-60 character maximum)
———————————————————— 1=2=3=etc.

Response Type: Check One

[IYes/No Branching (Leave blank if N/A): Yesto Q. Noto Q.

———————————————————— [J LRS Rating: Best/Good/Fair/Poor
OlInstruction Screen [ Other-Explain:

———————————————————— [IScale: (Define each-60 character maximum)
|=2=3=4=5=

____________________ [J Multiple Choice: (Define each-60 character maximum)

1=2=3=etc.

Question # (20 Character max per line) ~ Response Type: Check One
[IYes/No Branching (Leave blank if N/A): Yesto Q. Noto Q.

[J LRS Rating: Best/Good/Fair/Poor

OlInstruction Screen [ Other-Explain:

[IScale: (Define each-60 character maximum)

|=2=3=4=5=

[J Multiple Choice: (Define each-60 character maximum)
____________________ 1=2=3=etc.

Response Type: Check One
[IYes/No Branching (Leave blank if N/A): Yesto Q. Noto Q.
[J LRS Rating: Best/Good/Fair/Poor
———————————————————— OlInstruction Screen [ Other-Explain:
[IScale: (Define each-60 character maximum)
e 1=2=3=4=5=
[J Multiple Choice: (Define each-60 character maximum)
____________________ 1=2=3=etc.




Connectivity Instructions

If you have firewall protection or service provider has certain restrictions, your IT
department or your High Speed service provider needs to configure your system so it has
Outgoing access to surveyproxy.pager.net on ports 3701 and 3702.

The Docking Stations are configured for DHCP. If your Router does not support DHCP, the
bases will need to be configured for Static IP. We will provide a Configuration Wizard upon
request and the instructions to reconfigure are below:

Static IP Base Configuration

When configuring your docking station for Static IP, you must connect the docking
station to your computer via serial cable and run the Configuration Wizard supplied by
LRS.

Once you launch the Wizard, you will need to select the Com port that the PC is using to
communicate with the docking station. There will be a drop down list.

Next you will be asked if you want to configure for DHCP or for Static IP. Choose Static
IP.

You will need the following information from your high speed service provider:

1. Static IP Address: on Internal Network or LAN

2. Subnet Mask:

3. Default Gateway:

4. Primary DNS Server (required):

* Secondary DNS Server (optional):

The Wizard will walk you through where to enter this information. Once the
configuration is complete, disconnect the serial cable from the docking station. Plug your
high speed Ethernet line from your router, into the docking station port marked “LAN”.
Make sure the power is connected to the docking station and dock all trays.
Force an upload at this time by pressing and holding the reset key on the docking station
for 5 seconds. Once you release the reset button, the base will initiate the upload process.
Please make note of the any errors that come up on the top tray display. If the upload is
successful, the top tray will display “upload completed”, and you will have your designed

survey name on the next screen.

If you do not get a successful upload, please contact LRS at 800-437-4996 (USA) or
214-553-5308 (outside USA). Ask for Ken Todd.





