Hello Mudlick Mail Clients & Prospects:

For those of you who missed the recent meeting at the Mudlick Ranch, I wanted to recap some important information about “How Much Is Your Customer Worth”.    Many of you have recently started your direct mail program with us (or will be starting your program soon) and are just starting to see the short-term benefits of a targeted direct mail program.  We spoke at the meeting about how our industry used to be 80% broke cars and 20% PMI / Oil change cars.  That statistic has unfortunately changed and now we see 70% PMI / Oil changes and 30% broke cars.  This change has caused us to evaluate how we treat our existing customers and new customers at the front counter.

Historically speaking each customer is worth about $4,000 in sales and $2,000 in net profit over a five year period of time, but what we sometimes fail to see is what a customer is worth both in the short-term as well as the long-term.  In the short-term a new customer who received your direct mail piece might only be worth an oil change on the first visit, but a referral from that oil change customer might be worth a $2,000 water pump.  Ask yourself --- Are you saying “YES” to your customers or did you turn that oil change customer away or try to schedule them in later?
Did you know that most referrals made by customers end up being a broke car not an oil change referral?   If you said yes to your customer on the oil change then you just earned a $2,000 broke car referral…how many other referrals do you think you might have lost for saying “NO” to your customers.   When you advertise, you must say “YES” to your customers.  If they come in for an oil change, you must say “YES”.

What happens when you say “NO” to a customer?

1. You will lose that customer’s business on the day he calls in or stops by your store for service.

2. That customer will not likely respond to future direct mail advertisements because he will recall that you did not have time for him last time he called or came in.

3. That customer will not refer anybody to your store because they will remember you were too busy to service him.

Saying “NO” to your customers will cause you to lose a customer for life, eliminate future growth with that customer & referrals and inevitable shrink your market of available new customers…..all for saying “NO” to your customers who wanted oil change.   A customer who just responded to an ad you sent him to get him to come try you out.

It sounds so easy and simple, but if you are trying to reach the best middle income / high income customers within a 2-3 mile radius of your store (5-10 for rural areas) how many months / years will it take to really negatively affect your business.   Not long….bad news travels much faster than good news!

What can I do to ensure I am not saying “NO” to my customers?

1. Front counter training is essential to a profitable business.  Your front counter staff need to be saying “YES” to all your customers all day every day.   We do not schedule customers in for an oil change or other service at a later time or another day, we say “Is now a good time to bring in your car”.  (Your front counter staff should go home dreaming of this statement because they have said it some many times each day!!).  Customer will not come back if you schedule them in later....you just said “NO” to your customer.
2. Front counter staff, need to be selling the coupon correctly to the customer.  Make sure they are telling the customer’s who bring in the ad that the Oil change / Seasonal Check-up / Get Acquainted coupon is a great coupon.  Staff should be saying “At no additional cost, we will do an inspection of your vehicle and if we find any safety or maintenance issues, we will come let you know”.  This way, there is not a brick wall put up in front of you when you come back to talk to them because you said you were going to let me know if you find something.  You can also get a preliminary signal from the customer if they say “I just want an oil change nothing else” or maybe they will say “Great, I have heard a squeaking in my brakes or funny noise coming from my engine”.  These are all buying signs and help you determine how you can most effectively pitch a job.

3. Speed of Service is critical! – How long does it take you to take in an oil change customer, inspect the vehicle and get back to the customer with any safety or maintenance issues?  If your answer is longer than 20 minutes, then you just lost money.   You have on average 15-20 minutes with most customers before they are thinking about all the things they have to do with their car that day.  Your close ratio goes does drastically the longer it takes you to pitch the job.  

4. Do you like your customers? Are you thanking each customer for their business and are you opening doors for your customers?  How can you improve in this area….service is a dying breed and providing outrageous customers service will certainly put you above your competitors.   What changes can you make to be that shining star?

