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Speak Their Language:

Learn How to Speak ‘consumer-ese

Patricia Roberts is the Director-Business Developnmt of AskPatty.Com®
and has 39 years of extensive experience in the Aatotive Industry in the
area of Marketing, Communications, Sales, StrategiPlanning, and Retail
Business Consulting in both the general and diverssulture markets. She is
an accomplished journalist and public speaker andwrrently works with
automotive businesses to assist them in attractirand retaining the female
consumer.




&Y Mystery Shopping Results

Based on customer experience with t

collision centers five miles apart, how
likely would women

return for future body work needs?




SHOPPING REPORT SCORES Pts Poss Percent  Medal SHOPPING REPORT SCORES Percent  Medal
PHONE APPOINTMENT

55.6% PHONE APPOINTMENT 95.5%
SERVICE EXPERIENCE

67.7% SERVICE EXPERIENCE 91.9%
FACILITY APPEARANCE 56.3% FACILITY APPEARANCE
OVERALL PERCEPTION / INTENT TO RETURN

100.0%
70.0% OVERALL PERCEPTION / INTENT TO RETURN 70.0%
Total Score

61.5% Total Score 93.7%
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Mystery Shop Low Score

Too expensive for service work or more than expecte
Inconvenient business hours

Difficult to get a convenient appointment
Inconvenient location for me

Poor reputation

Facility not clean

Service staff not knowledgeable

Better deal elsewhere

Too pushy / Too much pressure

Concerned will recommend unnecessary work
Concerned service will not be performed correctly
Not sensitive to women's needs




&% Mystery Shopping Criteria

Initial Phone Contact
Greeting answers promptly 0-3 rings
Offers warm greeting

Transfer efficiently, Gets to right person promp#giort
hold time

Displays upbeat attitude

Focuses on customer - Listens without interrupting
Addresses customer by name

Answers questions

Sets appointment

Offers warm closing




&Y Mystery Shopping Criteria

At Shop
Ready to serve
Warm and welcoming greeting
Professional appearance

Focuses on customer - Listens without interrupti
Answers guestions

Demonstrates sensitivity

Checks for satisfaction

Expresses appreciation




& Mystery Shopping Criteria

Curb Appeal Inside and Out
Parking lot / exterior
Directional signage visible and easy to understand
Entryway and counter
Waiting room ambiance
Coffee and snack area
Reading materials
Children's Play Area
Wi-Fi / Internet
Television
Coat Rack
Restrooms




JD Power Customer Satisfaction Index 2009
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FPolicy Offerings
Bllling and Payment
Price and Claims



Top Customer Satisfaction Factors



Top Customer Satisfaction Factors
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