AA AGENT MYSTERY SHOPPING SURVEY FEBRUARY 2010

AA Agent Driver and Vehicle Licensing
MYSTERY CUSTOMER FEEDBACK

AA Agent Location v o & o;ﬁ_ Visit Date \_;DQ__C_}\ @2 O A0\0

Arrival Time A O (:l.: Departure Time \C ' \ Q

How many Customers were at the AA Counter at this Agent (including yourseif) \  How many Staff were at the AA Counter \

When you first entered tkis AA Agency what happened (tick one)

I was greeted by a Staff Member who came up to me and directed me to the AA Counter

T I went directly to the counter at the AA area, which was clearly sign posted

1 walked in and had no idea where to go. It wasn't obvlous to me this was an AA Agency

Today I was served by (: T 11 VW -
Was this person wearing a Name Badge? \J\D =
X
Enquiry: the Purpose of my Visit today was hased on Driver and Vehicle Licensing
1 asked: T W vats S Al & € AATSND M NOMR v~ V2
- \r\ - v
S~ O N\E= AL DAL (\m oo cmm-.m\_‘ﬁ‘__

\\\)Q. o)

h Maximum Potnts Scored .

Points Today  otcuon Score

SECTION A CUSTOMER RELATIONSHIP 20 2.0 (DD %

SECTION B SALES PROCESS 30 20 gD %

SECTION C  STAEF ATTITUDE AND SERVICE 30 205, OO0 %
SECTION D CORPORATE IMAGE 20 A2 76 | =0 % 5 -

Total 100 Points OVERALL SCORE
e
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Or acknowledged as soon as I approached the Driver and Vehicle Licensing area

I stoed there waiting while the Staff Member finished doing something

fanored

v nmos\@c{ W %‘\c{q\n\n’\ CWQQN

SECTION A CUSTOMER RELATIONSHIP ON ARRIVAL AT THE AA AGENT Rating based on y;m
FIRST IMPRESSIONS experlence
1  ACKNOWLEDGMENT was acknowledged as soon as I entered this outlet (Agent) C Immapeting

2 GREETING (2) I was greeted with (a) hello there /hi/ good moming etc

Criello 3

(b) I was greeted with a question such as (b) “How can we help you today?"

No - T was not actualiy greeted

Offer of Hetp
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3 MANNER T was greeted In a warm and friendily mahner éendly Man;\r‘; 4
- the staff member was not particularly warm or friendly - just neutral el :
No - the staff member did not, in my opinion have a warm, friendly manner paor ﬁo
_ %\f\o \f’\c\ﬂ-.. O e WYV e Ve W Un Vs STV Y e e P (oY ﬁ./"\él.
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4 SMILE Did the Staff Member representing the AA smile or at least appear ta have a 'happy’ disposition (Sm;;\\ 4
B W\ Ee2s m |
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5 EYE CONTACT Did the Staff Member representing the AA make clear eye contact with you

N C.hes N WO e v SO

e,
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o
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| 6  ENGAGING WITH THE Did the Staff Member ask enough questions to get a clear understandlng of your needs ry Efﬁcl;-;:’ ‘“js
CUSTOMER The Staff Member could have asked more questions, but I was satisfied gaod 4
No - T had to do all the asking poor 0.
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7 PRODUCT KNOWLEDGE. How do you deseribe this AA Agency Staff Member's overalt product knowledge Excellen | 6
Fairly good product knowledge good 4
No - my needs were not adequately met poer o

SUMMARY OF RECOMMENDATIONS AND BENEFITS ~
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8 ASK FOR THE SALE Did the Staff Member make you feel they were here to take care of your AA needs ked for the 557‘5 6
(wanted your business) 2 fooll S0 A & Al e was - | e o
Woswead eedaos D oms BuenWne Sorn S Orrg o
9 FOLLOW UP Did the Staff Member glve you any brochures or 5 business card to take home a and did they m g |
INFORMATION encourage you to come back if you need further heip *—-—-e-,n_o_..._a .
Was  Wo. foin oo QN v Aucatal Ve adlue
e AL~ 2rowv™ay =i A comneg Moo l< s 9
aod el A e ahiorvey ~
i0 OTHER Al; BENEFITS Were there¥ny other AA Services mentioned to you (for example asking if you were a member) Cross Seliing [
{CROSS SELLING) No - we only discussed services based on the enquiry I made / m, ] 0
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_\\ HE
gs Helpful 3| 6

11 HELPFULNESS Was the Staff Member helpful today and appear genuinely interested In meeting your needs

Reasonably helpful good 4
\ No - not as helpful as expected poor 0
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12 APPRECIATION Overall, did you feel you were appreciated and 2 valued customer ﬁs ValmT\‘
No - I did nat feel at all 'special’ - I felt like T was just another customer...
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no [i]

13 FAREWELL When leaving the AA Agency were you thanked and/or politely fareweiled?

__No- for example not thanked; dld not say ‘gocdbye’; 'on to the next' attitude
ST arilad  ond oond Qoedl
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OVERALL ¥
14 IMPRESSION OF Describe the Standard of Customer Service you experlenced today, overall at this AA Agent éllent Servlce% | 8 |
CUSTOMER SERVICE very goad 4 |
%u‘\(k V> ¢ mo'*\'@w*-’\! SN \Qﬁr\.@‘g& c\.-f—\d‘ acceptable 2
Padiy-rrv . caCh D{b Svdedh 2300 Vo poor 0
C NSO T £2200w B e O nﬂ\h&%g@gg o U i = 3
R gy
15 THE ACID TEST Based on your expgriencg today, would you recommend the AA to other people? Yes(&ecommend W 8
—~— 7
— na Nu ell - L w D 0 . Lﬂm C Ay “m \QU?._SL- na 9
In a Nut Shell - WHY? \3\@4, B A 4] “\ey Py

& NAME BADGES Were Staff Mambers wearing an AA Name Badge or other AA ID at ail?

i Name badge 4
Wearing another type of Name Badge? ‘! ) 4 Sangnld m AL

17 AA CORP UNIFORM Did all the staff at this AA Agent wear any type of AA identlﬁcat!on on their clothing Corp Uniform | 4

m‘f\ﬁo\ w~daanted  AA e s Slcda s Al
=
18 PROFESSIONAL IMAGE Did all Staff have a high standard of personal grooming, clea} hair and a tidy appearance ¢ professional Image | 2
No - in my opinion there was a lacking in this area - and this is why: no ]
L &7 39 -
X7y chce e A ALY T
19 BROCHURE STANDS _ Were the AA Brochure Stands neat d & Displays.™
y arranged and reasonably full Tiky Displays.™ | 2
AND DISPLAY RACKS ., . ihere were some emply spaces and / or some areas were messy no 0

- includes any brochure and dispiay units such as AA Guides, Regional Maps, Road Code and Licensing Forms \‘%
B e VR Reayn  weeRs -\\eot\ék«,\\ zhacdeel .

fassional Si 2
20 INTERIOR SIGNAGE ; 5 an signage look professional? (includes AA notices) M
14 o) lQlQ_ {
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Was the entifé tidy? includes where customers are =erved and where all the forms elc are dy Co d
24 PRESENTATION OF displayed asks | 4 )
THE AA AREA \ »‘ g 0 v"m e avg )
No - a poor imagé = \& poor 0
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22 OVERALL Was the AA Agent clean, includes the approach outside and throughout the Agent store / outiet \ ierv U;an\f\ | 2
CLEARLINESS No - a poor image m

Includes the exterior and interior, no grafiitl, floor areds must be clean, bins nat overflowing etC
ﬂa%/ no AR &(9mage ool onde . @@ﬂi Pade: al
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CUSTOMER OVERALL SUMMARY

Having completed this questionnaire regarding Driver and Vehicle Licensing at an AA Agent, there are a few comments [ wish to
make based on my experience today.

AA Agent Location Tﬂu %\3 \,M Visit Date ‘&l% \O/ Q\@ \ Q _
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