Mystery Shop Exercise

Used Cars Mystery Shop Exercise
Dealership Visited:
Dealership Location:
Person Seen:

Position:

Date of Visit:

Time of Visit:

Nature of Enquiry:

Model

Visitor

Please attach any business cards you were given
Objectives of the Exercise:
!

To assess the levels of knowledge, skill and proficiency of franchise Used Sales Specialists.

!

To establish the overall standards of presentation of the dealerships.

!

To establish the size and scope of the used cars activities and the standards of preparation and presentation
employed.

Method: Personal visit
Areas to be assessed during the visit:
!

First impressions of Dealership

!

The Meet and Greet

!

Identification of Customer needs

!

The use of specific Manufacturer Used Cars point of sale material

!

Product Presentation and Demonstration

!

Trade-in Appraisal

!

The integration of Franchise Finance packages

!

Negotiation

!

Close

!

Follow-up

!

Overall standards of presentation of Showroom and any external used cars display

!

Number and type of used cars on display and standards of preparation and presentation

Notes for Guidance:
Please fill in the boxes with these scores:

0
1
2
3

=
=
=
=

No Standard in place, or Customer Prompted
Poor
Average
Good
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First Impressions
1. Was the Dealership easy to find?
2. Was the location good?
3. Was there clear signage to the customer parking area?
4. Was there space available for parking?
5. Was the showroom entrance easy to find?
6. Were your first impressions of the dealership favourable?
Sub-Total

Possible Score = 24

The Meet and Greet
7. Were you greeted into the dealership in less than one minute?
8. If No, how long did it take?
9. Was the greeting warm and friendly?
10. Did the person who greeted you give their name?
11. Were you asked your name?
12. If yes, was your name used?
13. Did the person who greeted you shake your hand?
14. Was the person who greeted you from the Sales Department?
15. If No, were you introduced to a Salesperson in less than three minutes?
16. If No, how long did it take?
17. Did you feel your enquiry was welcomed?
18. Did you feel comfortable with the Meet and Greet?
19. Overall, was the Meet and Greet to an acceptable standard?
Sub-Total

Possible Score =
44

Identification of Needs
20. Did sufficient questioning take place to determine your needs and
requirements?
21. Did the questioning take place away from the vehicle?
22. Was the questioning carried out in a friendly manner?
23. Were you invited to take a seat whilst the questioning was carried out?
24. Were you asked for your address?
25. Were you asked for your telephone number?
26. Were you asked your maximum budget?
27. Were you asked whether a Trade-in was involved?
28. Were you asked about your type of motoring? (kilometres etc.)
29. Were you asked what you wanted from a used car?
30. Was finance discussed?
31. Were you asked your occupation?
32. Were you asked about your hobbies and interests?
33. Were you asked when you wanted to change?
34. Did the Salesperson record your answers on a form?
35. Do you feel you were qualified well enough by the salesperson?
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Sub-Total

Possible Score =
64
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The Product Presentation
36. Was a suitable used car available for a Product Presentation?
37. Was a Product Presentation carried out?
38. Was the Presentation personalised to your specific needs?
39. Did the Salesperson demonstrate an acceptable level of knowledge of
the product?
40. Were the used car’s features linked to the benefits?
41. Did the salesperson ‘speak your language’?
42. Were you made fully aware of any options/accessories/warranties
available?
43. Were you made aware of any financing packages available?
44. Were those packages clearly explained?
45. Were the packages made to sound attractive?
46. Did the Salesperson confirm that the vehicle/package met your
requirements?
47. Did the Salesperson ‘sell’ the Dealership?
48. Did the Salesperson sell the benefits of buying from aFranchised Used
Dealer?
Sub-Total

Possible Score =
52

%

The Demonstration
49. Were you offered a test drive?
50. Was the used car in a clean presentable condition?
51. Were the controls fully explained?
52. Did the Salesperson drive first?
53. Was the route taken acceptable?
54. Did you have to negotiate any difficult junctions?
55. Did the Salesperson continue to present the vehicle’s features and
benefits?
56. Was the demonstration long enough?
57. Was the demonstration an enjoyable experience?
58. Did the demonstration add to your perceptions of the vehicle?
Sub-Total

Possible Score =
40
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The Appraisal
59. Was your trade-in appraised?
60. Was the appraisal carried out by the Salesperson?
61. If No, who carried it out
62. Were you present throughout the appraisal?
63. Was a structured and thorough appraisal carried out?
64. Were you asked sufficient questions about your part-exchange?
65. Was your trade-in driven as part of the appraisal?
66. Was a proper Appraisal Form used?
67. Was the appraisal sufficiently comprehensive for an accurate valuation?
68. As a potential customer, did you feel comfortable with the appraisal
process?
69. Were you asked to authenticate the appraisal by signature
Possible Score =
44

Sub-Total

The Negotiation
70. Was the valuation carried out by the Sales Manager or other third party?
71. If No, was it carried out by the Salesperson?
72. Were you offered tea or coffee at the Negotiation stage?
73. Were you informed of the “true value” of the trade-in?
74. Did the salesperson negotiate using a cost to change?
75. Did the Salesperson negotiate using a monthly repayment?
Possible Score =
Sub-Total
24

%

%

The Close
76. Did the Salesperson try to close the deal?
77. If Yes, please briefly explain method used

Follow-up
78. Has there been any follow up within the last five days?
79. If Yes, was this by telephone?
80. Or by letter?
Sub-Total

Possible Score=8
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Dealership Presentation
81. Was the Showroom/used cars area clean and tidy?
82. Were the quality of the facilities/furniture good?
83. Was the Salesperson’s appearance and demeanour in keeping with
standard?
84. Were appropriate brochures/price lists available?
85. Were the used vehicles displayed outside clean and well presented?
Sub-Total

Possible Score=20

Used Car Display
86. How many used cars were on display?
87. What proportion were non franchise?
88. Was the Franchised Used Cars Point of Sale material being used?
89. Were the used cars clean and well conditioned in appearance?
90. Was the used cars display area clean?
91. Overall, was it an attractive and eye catching display?
Possible Score=24
Sub-Total

Total

Possible
Score=348

COMMENTS
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