@ brokerWOLF

RealSatisfied - Initial Setup

RealSatisfied Integration

In order to participate with RealSatisfied the broker must already have a RealSatisfied Broker PRO account.
This will be configured in brokerWOLF. For multi-office brokers a separate set of API Credentials are required
for each office.

API Credentials are found under Admin > API Settings in RealSatisfied (the APl must first be enabled under
Owner Settings).

real S atl Sﬁ e d Dashboard Invitations Reports
Office Team Notification
Details Members Options
RealSatisfied API
- ~ -
Your API key is a special code that allows software and services outside of AP| Documentation

RealSatisfied to conneet to your RealSatisfied office account with your permission )
The RealSatisfied AP is implemented a

Each RealSatisfied office account has a unique Office APl Username and an Office over HTTP, we've tried fo make the API
API Key. Your API Office Username is set and does not change, while your Office principles as much as we can.

API Key can be regenerated if you fear it has been compromised o )
APl documentation including a develope

It is important that you keep both the username and key safe, both are used available at hitp:/iwww realsatisfied.com
mge:her to accs Fyour office

Office APl Username | 46dbGf
Office APl Key cd57d8a845f3e050b91f15ac0d40f41d

Using the RealSatisfied API Credentials for your office,

1. Loginto brokerWOLF.
2. Inthe menu click on E.1.1 (Edit Company Profile).
3. Click on the Interface tab.

4. In the “Integration Source” dropdown select “RealSatisfied” and click on the “Configure” button.
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-

RealSatisfied Integration

Company Profile [E1.1] o] = s
Company Profile

Company Infa H Misc. 1 H Misc. 2 ” GIL Setup H Trade ” MLS Fees | Interface

{ Interface Options )

Label Writer:| Lone Wolf Defaut ||

Create Wells Fargo File:| No |z|

Integration Source: =R S8 =) |Z| Configure )
Recruiting:| None |z|
Credit Card Processing:| iTransact |Z|

Email Options )

Cutgoing Mail (SMTP): LAWL-ADMS01. LoneWolfSoftware. loce SMTP Port:
Send Emails From:| User [~] Size Limit: 10 | ms

CC Error Emails To:

| s [num  [cars

5. Inthe “Web service URL” it will display the URL that is used to communicate with RealSatisfied
(https://api.realsatisfied.com/v1/). Click on “Store,” then on the Company Profile page click on “Store” again.
This will return you to the dashboard.



https://api.realsatisfied.com/v1/

@ brokerWOLF

RealSatisfied Integration

Integration - RealSatisfied Setup EI [=] @
RealSatisfied
C D

Web service URL: | [l =R g s Ry i

Deactivate

NS MUM  [CAPS

6. Inthe menu click on E.3 (Edit Office List). Select the office and click on Edit. In the lower right corner click on the
“RealSatisfied” button.
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RealSatisfied Integration

B office List [E3] == =]
Office List
List | Details | Info || Contacts || Royal LePage
{  Office Information )
Code:| 1 Telephone:|
Company:| CanAmera Reality Fax:| () -
Report Mame:| Office Nightline: [ ) -
Address:| 1 Toronto Way
City:| Toronto
Province:| Ontario |Z|
Postal Code:| NZM-2ZKT Default General Bank:| Use Bank Default lz‘
Broker's Name: Default Trust Bank:| Use Bank Default lz‘
Broker ID #: Default Commission Bank:| Use Bank Default lz‘
COffice Type:| Standard E‘ Federal 1D #:
Sync w/ WOLFconnect: | Wes |Z|
Email: VWOLFeon Region #: | PRDO1
Inactive Date:| / / WOLFconne : 01120
Enter This Office’s Company Name INS NUK CAPS

7. The RealSatisfied configuration will display with the following options.

a. Web service URL — this should always be “https://api.realsatisfied.com/v1/“

b. Office APl Username —the Office APl Username provided by RealSatisfied (e.g. abc123).

c. Office API Key —the Office API Key provided by RealSatisfied.

NOTE : If you believe that your Office AP/ Key has been compromised, you can regenerate it in RealSatisfied.
Once regenerated, any applications using the existing Office API Key will no longer function until the new key is

added.

Office Integration - Real5atisfied Credentials

Office APl Username:| ghcl23

Office APl Key:

Store

Real Satisfied

INS

Lo © |mes)

NUM CAPS

8. Click on “Store” to save the settings and return you to the Office Information.
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RealSatisfied Integration

9. Click on Exit to return you to the brokerWOLF dashboard.

RealSatisfied - Sending Surveys

The RealSatisfied survey will be triggered when the User “finalizes” a transaction in brokerWOLF. The survey
will only be sent to the side the agent represents (e.g. Listing Side will send the email to the Seller, Selling Side
will send it to the Buyer, and Agent Double Ender will send it to both).

1. In brokerWOLF find the transaction in Trade Records (2.1). Click on the “Commission” or “Agents” tab, and then

click on the “Finalize” button.

2. The Finalizing Sub-Trade popup will display. Select “Closed” in the drop down and click on “OK.”

Finalizing Sub-Trade

C

Sub-Trade 000013-A Totals

D

Commissions

10,170.00

3. The RealSatisfied popup will display prompting to send a survey.

Funds Held
= 0.00 =

AR

ez |

cose ssvs [

INS

a. Clicking on “Send” will send the survey to your client.

b. Clicking on “Don’t Send” will not send a survey.

NUM

Warning

'f Ready to send information to RealSatis fied?

Select:
“Send” to submit data

"Don’t Send” to submit at another time

Send | (g
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RealSatisfied Integration

4. If the User selects “Send” then RealSatisfied system will send the Buyer / Seller an email sent from
survey@realsatisfied.com.

realsatisfied

Hi Raobert, John Malone

You recently purchased a property at 123 Main Street South

Cambridge, ON N3N-3N3. !"
/ A
We hope you had a great experience with CanAmera Reality and A a9

that you received top senice from John Malone.

You are invited to share your views by completing our (really) guick Phone : (555)555-5555

feedback survey - we promise it will take only a few minutes of your
time and will be much appreciated by John.

"We would
All of your feedback is important to the team at CanAmera Reality, it

will be used to improve their customer experience and ensure the reaffy )
highest levels of service into the future. appreciate
your feedback."
Start sarv )
Uj > Kind Regards,
John

CanAmera Reality aims to provide great senvice and uses
RealSatisfied to gather feedback on their performance from

customers like you to ensure they do just that.

Thanks for choosing CanAmera Reality and thanks in advance for

your feedback.

5. When the client receives the email they click on “Start Survey” and they will be redirected to the RealSatisfied
website to complete the survey.


mailto:survey@realsatisfied.com

@ brokerWOLF

Other Notes:

[ In brokerWOLF, when finalizing a transaction, if the User receives the popup message: “{ErrorCode”:401,
“ErrorMessage”:”Unauthorized”}, verify that the RealSatisfied configuration (username and password) is correct.

RealSatisfied Integration

-

Warning

Sending to RealSatizfied failed.
{"ErrorCode™ 401 "ErrorMessage™ . "Unauthorized™}

oK

[ When you change one character of the Username or Password a popup will display informing you that incorrect
changes will break the connection to RealSatisfied. On the popup, just click on “OK” to continue.

Office List [E.3]
Office List

List | Details |1nfo || Contacts || Royal LePage |

[=][= ][]

(  Office Information )

-

Telephone:| (519)524-1236

Ofﬁcelntegration—ReaISatisﬁed Credentials | = | = | 2 |
Real Satisfied

Fax:
Warning
“ou are changing the USERNAME used to access the external
T E web service, "RealSatisfied'.
Office APl Usernam L

Office AP| Ke An invalid Office APl Username andfor Office APl Key will prevent a
successful connection to that web service and the integration
wiill fail to function correcthy.

kDefaut  [+|
*ou ghould not modify these values unless you have been k Default |z|
advized to do 20 by Lone Wolf or RealSatizfied staff.
kDefaut |«
oK
Office Type: | 4 -
Sync wi/ WOLFconnect:| ves |Z|
Email: WOLFconnect Region #:| PRDO1
Inactive Date:| 1/ WOLFconnect Office #| 01120

INS NUK CAPS

Enter This Office’s Company Mame
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RealSatisfied Integration

[ Toview the results of the survey the Broker must log into the RealSatisfied back-office at
https://secure.realsatisfied.com. A login will be provided by RealSatisfied. The Broker also has access to view
reports and resend surveys to a client.

Administering RealSatisfied

Account Creation

When a transaction is sent to RealSatisfied to create an invitation & survey, the RealSatisfied system makes a
check to see if an agent account already exists within RealSatisfied for that office.

Where no account is found RealSatisfied attempts to create an account using the Agent profile information in
brokerWOLF. Where successful an account is created, a welcome email is sent to the Agent and the survey
invitation is created.

You may also manually add Team Member (Agent) accounts to RealSatisfied at any time, however it is critical
that the same email address used for the agent is used in brokerWOLF. Every agent must have a unique email
address to use RealSatisfied.


https://secure.realsatisfied.com/

© brokerWOLF
RealSatisfied Integration

Customer Escalations

When customers respond to a survey, and are less than satidfied with the service they received, they are
provided with an option to be contacted by office management.

We call these escalations. Escalations are sent directly to the Escalation Contacts for the office. We
recommend that the Broker be added as an escalation contact for your office, in addition to the RealSatisfied
Office Admin.

You may make any Team Member an Escalation Contact by checking this box within the Team Member prdfile
under Admin > Team Members > Edit Team Member.

When an escalation is received each Escalation Contact is emailed with the details as provided by he
customer, their contact number that they have provided and the entire survey response.

Also included within the message is an acknowledgement link. This link should only be clicked by the person
that has taken responsibility for contacting the customer and has actioned the request.

We will send the message to the escalation contacts every day until it has been acknowledged as having been
actioned.

Team Member Access Privileges

| Access | Data Access | Administration Only | Customer Escalation

This Team Member can... This Team Member can see... Does this Team Member only need Does this Team Member need to

select all Their own responses only Administration access? receive Customer Escalations?
Administer Account (=) All people in this Compan

o @ ATl peop pany Administration access only # Customer Escalation Contact

# Create Invitations

# View Invitation Status More about Administration Only... More about Customer Escalations...

# View Reports

When a customer makes Customer Callback request via one of our survey’s each Escalation Contact in the
office is notffied via email (similar to that shown below)

Note the ‘Acknowledge Receipt’ button in

the message. This should only be clicked 1 reatsatisfied

by the person that is actioning the contact
with the customer. RealSatisfied Will SENA et cosomes cones naques rucsrss
this message daily until it is acknowledged

as being actioned by an Escalation Sy

Contact. AR PP s
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RealSatisfied Integration

Once acknowledged, all other Escalation Contacts will be advised via email who has taken responsibility to
action the customer contact.

Invitation Creation

Survey's are sent by RealSatisfied once they are marked as closed in brokerWOLF based on the data
recorded in brokerWOLF a that time.

If that data is incorrect when he survey invitation is created, updating it in brokerWOLF will not correct or
generate a new invitation. Should this occur, a new invitation will need to be created with the correct data, and
the original invitation deleted (provided it has not been responded to).

As the RealSatisfied Ofice Admin, you are able to create invitations on behalf of Team Members.

You may also choose to provide agents with an ability to do this themselves by providing them with Create
Invitation privileges under their Team Member prdfile. The decision to provide this access is up to your
brokerage.

Please note it is important that invitations are not created manually prior to them being closed in brokerWOLF
to avoid duplicate invitations being created when the transaction is closed in brokerWOLF.

10
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RealSatisfied Integration

Agent Permissions

There are 5 permissions or privileges available to Team Members, View Reports, View Invitations Status,
Create Invitations (Limited), Create Invitations and Administer Account

By default Team Members are created with access to View Reports, View Invitations and Create Invitations
(Limted) for their Own Data Only. This also means that they are only able to access their own Agent
Dashboard via their Agent Profile Page.

You may provide Team Members with additional privileges as is required.

Team Member Access Privileges

| Access | Data Access | Administration Only | Customer Escalation
This Team Member can... This Team Member can see... Does this Team Member only need Does this Team Member need to
select all (=) Their own responses only Administration access? receive Customer Escalations?
Administer Account All people in this Compan
peop pany Administration access only Customer Escalation Contact
Create Invitations
# View Invitation Status More about Administration Only... More about Customer Escalations...
™ View Reports

Create Invitations (Limited) provides access to create invitations for limited survey types. This includes survey
types that are typically not automated or triggered such as Lost Listing Presentation and specfically excludes
Seller and Buyer surveys

By providing a Team Member with access to Create Invitations they will be able to create invitations for any
survey. This may lead to an increased risk of duplication for surveys that a automated by brokerWOLF.

By providing a Team Member with Administer Account access they will be able to administer the account just
as the RealSatisfied Office Admin does.

Finally, by providing a Team Member with access to All Data in the Office, they will be able to see reports via
the Broker Dashboard for all Team Members in the office. This is usually suitable for Brokers, admins and other
office management.
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Returned Surveys

RealSatisfied Integration

- . . . s [ Upload List Search; Sallar T for:
Wh_en an emall invitation is not ablt_a to be i sater § Upload st
delivered it is returned to RealSatsifed as ™ Property Agent L
an Undeliverable/Bounce. When this wesmensl &3 Your Invitation was returned

Occurs bOth the Team Member It relates Your invitation to "msueping@hwolf.com™ was returned (you can use the
to and the Creator Of the InVItatlon are [ "View Message” bution to view the messags). This normally happens when
nOtlfIEd . Where the InVItatIOI"I was Created itephen 5 the email address used has been entered incormaecty or is just wrong. If you

Vla the API then Oﬁlce API ContaCt |S can sea the emor with the email address you can re-send the invite by simple
InC|Uded as the Creator #Bphen S flling in the correct email below and dlicking "Resend”.
alySelle [
s = Email Address:
ilkair &
. - jo~ | "S-~ “Delets™ § ~Guson™|
tair & 203 Mayo Road Edgewsater, MD 21037  Batty Jans

Quarantine

The RealSatisfied system contains a number of audit and - : ;
validation checks to verify the authenticity of responses @ Quarantined Response Information
received for Agents. It's ultimately important to us, our B son 30.mue2014 210000 Compleec: 30-Mar2014 21,0000
customers and consumers that RealSatisfied Testimonials ~— u o smoamassisieacon o A
come from real customers involved in real transactions — iy View R - I8

verffied testimonials and ratings that can be trusted.

This respense has been Quarantined.

FealSatiafied has & numbar of checks and validation processes in pace 1o prevent

When an item is Quarantined both the creator of the e
invitation and the Team Member will be notified via email. and valdations are sutomalealy quarantined

Where the invitation was generated from CREST data the e AT TP
creator is the RealSatified Ofice Admin (Ofiice API i .
Notflcatlons Emall) Would you like this response reviewed? Has this response possibly besn quarantined

7 BTER, You GBR fequest & review by cicking ‘Regues! Review’, folowing this you wil be

CoMacied vid our helpdesk

For Quarantined items you have 3 options.

* B Reqg N B |

Request Review - where you believe that the quarantined item is an error, you can request a review.This will
automatically open a helpdesk ticket for the review and a member of our team will look at the response. On
occasion more information may be requested from you via the helpdesk.

Delete the response - When viewing the options for a Quarantined response, you may elect to delete this
response from the system. This deletion is permanent and cannot be reversed.

Do Nothing - Items remaining in Quarantine for an extended period of time may be subject to deletion from the
system without notice to you.

12
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API Notifications Email

The API Notfications Email is set by default to the email address for the RealSatisfied Ofice Admin when your
office is created.

RealSatisfied Integration

This is an important address as it is used for many notifications in the system as well as a point of contact for
administration and support tasks that may arise from time to time based on Team Member questions in the
help desk

L) realsatisfied [T —

Office Team Motification
Deetails Meambers Optiona

RealSatisfied API

Your AR key is a special code that allows software and services outside of API1 Documentation
RealSatisfied to connect to your RealSatisfied office account with your — -
permission. The RealSatisfied AP is imp
JSON aver HTTP, we've trie
Each RealSatisfied office account has a unigue Office API Username and follow the REST principles a
an Office AP| Key. Your APl Office Username is set and does not change. - ;
while your Office API Key can be ragenerated if you fear it has bean LEELETE ETELL T
T o) sandbox is availsble at

hittpcihees realsatisfied comy
It Is important that you keep both the username and key safe, both are
used together to access the AP for your office

Offica AP| Username  <&dbGf

note: All AR Usamames and Keys &re case-sensitive

API Motifications

As tha APl is not essociated with & particular Team Member & specific AP
notifications email address is required to send messages relating AR
generated actions e.g. Bounced Message Nolifications

By default the Account Owners email address is used, however this can be
updated to any address you like.

If you would like to use a different email address, enter it below and press
update.

Email Address for API notifications

jeffirealsatisfied.com

| u s |

The address for API notffications is maintained under Admin > API Settings > API Notifications
and should be maintained as the address for the RealSatisfied Office Admin.

Agent Assistance

Agents in your office may request assistance from you as the Office API Contact. Should you not be able to
assist them, please refer them to the brokerWOLF helpdesk for BrokerWOLF specific issues or to the
RealSatisfied Helpdesk. A 'Help' tab is available to Agent from their Agent Dashboard

Many RealSatisfied questions can be resolved via the RealSatified Agent Tutorial Guide available here
http://support.realsatified.com/index.php?pg=kb.book&id=10
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