GROUPON

Groupon Goods Merchant Guide

How to answer queries received from the Groupon Resolution
Team

Groupon Customer Service handle many thousands of queries a day and sometimes we
need your assistance to resolve them. Our Resolutions Team send daily requests via email,
these are known as “Resolution Emails.” This short guide contains details about the process
and our expectations of you as a merchant.

Please find a few examples of when we will reach out for your assistance:
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Missing orders

Incomplete orders

Untracked re-ship requests

Return requests

To request you contact a customer
Code issues

Damaged / broken / incomplete orders

The process in brief (please see pg.7 onwards for detailed breakdown)

Each day the Groupon Resolutions Team compile all customer requests that relate to deals you have
either featured, or supplied products for, on the Groupon site

E The customer requests will be compiled in an excel attachment

E The Groupon Resolutions Team will forward you the attachment by email, the attachment will be

&

accessible via a hyperlink in the footer of the email

Simply open the attachment and action the requests (further details will be provided from page 2 of
this guide)

Update the partner feedback column (or a spare column) in the attachment and reply directly back to
the email you received with the completed excel file

Please note that we will send daily automated messages for 5 calendar days after sending the initial
request

On the 6" calendar day, if there is no response to the request, we may be left with no option other than to
refund the customer. Please note that the cost of the refund may be passed on to you

Types of queries you will receive:

T|Page

This document is for training purposes for Groupon and Groupon merchants only



Missing Orders
What is a missing order?

A missing order is when a customer has not received any of their order.
How will this be stated in the attachment?

All missing orders will be stated in the column titled “Escalation Reason 3.0" as "Delayed Order.” We will only
escalate orders that are 5 calendar days or more outside the shipping window.

What do | need to do?

The desired resolution of the customer will be mentioned in the column titled “"Desired Resolution 3.0.”
Customers will generally request to either receive the item or request a refund. If you need clarification on
what action you need to take, please check the glossary on the last page of this guide.

Incomplete Orders

What is an incomplete order?

An incomplete order is when a customer has received only part of their order.

How will this be stated in the attachment?

All incomplete orders will be stated in the column titled “Escalation Reason 3.0" as “Incomplete Order.”
What do | need to do?

The desired resolution of the customer will be mentioned in the column titled “Desired Resolution 3.0.”
Customers will generally request a re-shipment of the missing part(s), or that you contact them. There may
also be return requests under this escalation reason. If you need clarification on what action you need to take,
please check the glossary on the last page of this guide.

Untracked Re-ship Request

What is an untracked re-ship request?

For some deals we may agree to ship the customer’s initial order without tracking. Unfortunately orders may
be go missing in the post and require a re-shipment. The re-shipment of the order must be sent with tracking
and the valid tracking code must be supplied to the Groupon Resolution Team.

How will this be stated in the attachment?

All untracked re-ship requests will be specified in the column titled “"Escalation Reason 3.0" as “Delayed
Order.” The desired resolution will be specified as “Re-ship Item NTK.”

What do | need to do?

The desired resolution of the customer will be mentioned in the column titled “Desired Resolution 3.0.”
Customers will request a re-shipment of their order. Please note that the second shipment must be sent with
a valid tracking code. Please provide the valid tracking code when responding to the Groupon Resolution
Team in a spare column. Failure to provide a valid tracking code may result in the item being refunded. If you
need clarification on what action you need to take, please check the glossary on the last page of this guide.

Return Request

What is a return request?
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Groupon legally offers a 14-day cooling-off window for most Goods deals, customers also reserve the right to
return faulty or incomplete orders. Sometimes our customers may struggle to contact you to either arrange
the return or obtain confirmation that they are eligible for a refund, in which case we will pass their details on
to you directly.

How will this be stated in the attachment?

All return requests will be specified in the column titled “Escalation Reason 3.0" as either:
0  Customer needs help returning a product

Or
U  Customer has returned product, no refund received

What do | need to do?

The desired resolution of the customer will be mentioned in the column titled “Desired Resolution 3.0."” This
will either be “Refund - DCO/Voucher” or "Contact Customer - DCO/Voucher” If you need clarification on
what action you need to take, please check the glossary on the last page of this guide.

To request you contact a customer

Why would | need to contact a customer?

Sometimes our customers may struggle to contact you, in which case we will pass their details on to you
directly. In addition, some customers may already have returned an item yet been unable to obtain
confirmation of the return. In this case we would request your confirmation that you have received the itemin
order to process the refund.

How will this be stated in the attachment?

All customer contact requests will be specified in the column titled “Escalation Reason 3.0" as “Customer
requires additional information about their order”

What do | need to do?

The desired resolution of the customer will be mentioned in the column titled “Desired Resolution 3.0." This
will specify one of the following three options:

U Contact customer - DCO/Voucher
U  Provide information
U Invoice request

If you need clarification on what action you need to take for each of the above points, please check the
glossary on the last page of this guide.

Code issues

What are code issues?
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For some deals that are redeemed on third party websites using a code, unfortunately there are instances
where the code does not work. In instances such as this we will reach out to you and request your assistance.

How will this be stated in the attachment?
All code issues will be specified in the column titled “Escalation Reason 3.0" as “code does not work”
What do | need to do?

The desired resolution of the customer will be mentioned in the column titled “Desired Resolution 3.0" and
will state “Fix Code.” This means that you need to ensure the code is activated and valid to use. Once this is
done, please ensure to update the partner feedback column (or a spare column)da in the excel attachment
and reply directly to the Groupon Resolutions Team.

Product is damaged / broken / incorrect

What is “product is damaged / broken / incorrect”?
Sometimes customer's items are either damaged in transit, or the item simply does not work.
How will this be stated in the attachment?

All “product is damaged / broken / incorrect” issues will be specified in the column titled “Escalation Reason
3.0" as “product is damaged / broken / incorrect”

What do | need to do?

The desired resolution of the customer will be mentioned in the column titled “"Desired Resolution 3.0." This
will specify one of the following three options:

U Refund - DCO/Voucher
U Contact Customer - DCO/Voucher
U Send Replacement - DCO/Voucher

If you need clarification on what action you need to take for each of the above points, please check the
glossary on the last page of this guide.

What we consider a resolution to the query

E A final resolution that we can pass on to the customer without any further follow-up required
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E The full and final response must be provided to the Groupon Resolutions Team within 5 calendar days of
receiving the original request

E Alluntracked orders must be re-shipped with a valid tracking code
E All customer contact requests must be actioned

E All partial missing orders must be resent to the customer

What we do not consider a resolution to the query
E Requests for additional time to look into the issue

“We are looking into this”

Incomplete information

Invalid tracking codes

m: [m: [m: Ime

Providing a response that simply states “order has been delivered.” For damaged/broken/incorrect
requests there will be additional information provided in the attachment. Please ensure to read all
columns prior to actioning the request

Please note that incomplete or invalid responses will still be classed as a “non-response” and we
may be left with no option other than to refund the customer.

Please always remember that Groupon is here to help you and your business. Should you have any
queries relating to a request you have received from the Groupon Resolutions Team, please do not
hesitate to reply to the email request for clarification.

It is integral that you reply directly to the email that Groupon have contacted you on. For
instance if we have emailed john@merchant.com you must send your reply directly to the
email from john@merchant.com Failure to do so may mean that your response is not received
by the Groupon Resolution Team. Please note that Forwarding your reply may also result in
the response not being received, as such it is imperative to reply directly.

H Ig h Level Customer contacts
P ro CeSS Ove rVI eW Groupon with a request

Customer requests are
compiled by the Groupo
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What the process looks like in action

E Each day the Groupon Resolutions Team compile all customer requests that relate to deals you
have either featured, or supplied products for, on the Groupon site

E The customer requests will be compiled in an excel attachment and emailed to you. An example
of what the email will look like can be found below, the red box highlights where you can access
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the excel attachment. Upon clicking the link the attachment will automatically download:

E Simply open the attachment and action the requests (further details |GG

7|Page

This document is for training purposes for Groupon and Groupon merchants only



