SMG Product: Location XM

Improve location experience

to drive loyalty and sales

Location experiences are making a comeback—
and brands that get them right will win.

Summary

» Capture and analyze location-level customer feedback in real time

.............

Uncover the insights that matter most with Al-powered analytics

>
» Give every location clear guidance to resolve issues and improve performance
» Drive customer satisfaction, loyalty, and sales through better location experiences
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How does SMG do location-level XM?

SMG helps brands get closer to the on-location experience by capturing rich, location-level feedback and
analyzing it to deliver clear, actionable insights. Whether a customer pre-orders through your app, makes
a return, or visits in person, SMG ensures every touchpoint is captured, analyzed, and reported—so you
can identify what’s working, fix what’s not, and

drive improvements that build loyalty and sales.

Why it matters

Delivering exceptional location experiences
requires more than observations—it takes
timely analysis, impactful insights, and clear
guidance to act with confidence.
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Reliable data for smarter decisions

Our invitation methods cover every type

of location experience and reach every
demographic. Device-agnostic surveys adapt
to the customer’s preferred device, while
industry-leading data integrity measures
ensure your insights are real, reliable, and
ready to guide trustworthy business decisions.

Al-powered analytics to identify trends and opportunities

Our GenAl solutions analyze thousands of location-level customer comments to deliver
key reports and insights through both desktop and mobile. This puts insights and actions
directly into the hands of your frontline teams, alerting them to changes as they happen.
The result is less time spent sifting through feedback and more time focused on delivering
improvement initiatives that matter most to customers.

Increase customer acquisition and loyalty

SMG helps locations answer specific questions by instantly summarizing customer
comments into recommendations. The platform highlights the improvement areas
most likely to attract and retain customers, helping you drive long-term growth.

Reduce customer churn

Spot, track, and resolve emerging issues with Al-driven text analytics, rule-based alerts,
real-time notifications, and integrated case management tools. Together, these ensure
problems are addressed quickly—before they impact loyalty.

Location-specific guidance that drives results

SMG equips every location with the two focus areas most likely to improve performance.
Real-time alerts also notify teams of customer issues that need immediate attention, helping
them act quickly and consistently to keep customers satisfied.

Technology amplified by consultancy

The smg360® platform makes it simple to act on insights, while SMG’s strategic consultancy
ensures those actions deliver meaningful results. By pairing real-time technology with
human expertise, you can accelerate improvements and drive both acquisition and long-
term loyalty. SMG even provides the tools to design exceptional location-level experiences
from the start. Test layout preferences, new customer-facing technology, or customer
service processes with customer and employee communities, before investing in something
that might not hit the mark.

Ready to get started? See how SMG helps brands
listen better, act faster, and outperform the competition.

About Service Management Group

service SMG delivers the future of Unified Experience Management®, empowering brands to engage customers and employees
management E ) ) ) 8 . .
ooy like never before. Powered by Ignite®, our Al-native platform, and the industry’s only software-with-a-service (Swa$S)
g P approach, SMG provides real-time, predictive intelligence that turns BX, CX, and EX insights into action. From gathering
feedback during experience design to optimizing each interaction throughout the customer journey, SMG ensures every
Connect with us: smg.com | in - f decision is backed by data rather than guesswork. Learn more at www.smg.com.
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