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Satisfaction Index include only consumers
who buy a particular brand. The "Frospect
Satisfaction Index,” compiled by Pied Piper
Management Co. LLC, also surveys
custamers who shopped but didnt buy.

"Mobody's been able to measure prospect
satisfaction before,” says Fran O'Hagan,
president of Pied Pi-per, of Pacific Grove,
Calif

The Fied Piper survey, released last week, ranked Acura on top, followed by Land Rover and Saturn.
By contrast, Lincoln and Cadillac, which did well in the lalest Power sales satisfaction survey, were
below parin the Pied Piperindex

O'Hagan says his company interviewed shoppers as they [eft 1,592 dealerships this spring. The
shoppers, who had taken test drives, were asked about their satisfaction with the sales process. That
included such measures as whether salespeople asked for contact information, were well-informed
about vehicles and offered a persuasive reason to buy fram the dealership.

Although dealers authorized the interdews, O'Hagan says, salespeople werent aware of them.

Fied Piper then assigned “secret shoppers™ to visit the same dealerships. Those shoppers went
through the buying process but quit once they were quaoted a firm vehicle price.

The Prospect Satisfacfion Index combines the results of the customer interviews and the secret
shoppervisits, says O'Hagan, a former vice president of retail operations for Jaguar Cars Marth
America.

You may e-mail Jim Henry at autonewsi@crain.com



