 (SOP) STANDARD OPERATING PROCEDURE

TITLE/CODE: Missed Sales File                                           DATE: 5.25.20

	WHY?
	Why am I documenting this procedure?
	Even out work flow, slow time callbacks, capture 25% of the missed sales, good customer retention, no follow up with missed sales it lost its value, have to decide to do it and set a date for rollout…

	WHO?
	Who will ultimately be responsible for this procedure?
	Manager, 

	WHAT?
	What are the key elements of this procedure?
	Offer discount on which callback second one, 3 calls, script for each of the calls, according file, copier, write call notes on front, color code all three calls differently, pull from missed sales file if customers comes in and gets job done, asked when and how to follow up, times to call NOT evening, length of phone call under 45 seconds, 

	HOW?
[image: image1]
	How is the procedure done? Step by Step.
	1. Buy file
2. Take it to your staff, sell the sizzle and why, 

3. Write the three scripts

4. Looking for a voice mail, it’s not interruptive, 9-10AM or 1-2PM perhaps a call time
5. What to say on the exit conversation

6. Contact options, with your permission I would love to follow up on this needed service, by phone message, would that be okay…When? Alternate ways….text, email or not at all or mailed card, 
7. Find someone on our staff that has the natural skill set…contest within the staff…

8. Write Script One…invitation back
9. Write Script Two…incentive discount  

10. Write Script Three…last call script
11. Script element, identify self, is now a good time if live voice is reached, fork in the road opening, actual voice mail, might be the person just answering the phone, live voice, things we are asking them to do > call back to set give options, appointment leave a number, drop by drop off the car, come by and wait, 

12. Demand Force email follow ups, when do they go out?  Bolt-On setup through Mitchell, Kukui based on mileage or 10 days emailed out on recommends or missed sales, How is our POS setting the perimeters for emailing, card to go out without email address, email is free but cards might cost $1, 
13. Rehears the scripts and train the team step-by-step… 
14. Make the calls car specific and service specific give options to have them return….

15.   


You Net Results, Brian Gillis, Owner and Guide, (678) 910-1401 (text or call)

                        brian.gillis@younetresults.com      www.younetresults.com   
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