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Opportunity Shopping Report


	[Art Gallery Example]

	Store location:
	Waikiki
	Date and Time:
	09/15/06 6:18 PM

	Employee Name:
	Edgar
	Employee Count:
	2

	Shopper Name:
	ALT
	Customer Count:
	7

	Shopper is in the market for a piece of art. He looks at everything, quite undecided, and ultimately just needs to think about it, and says he will be back.  Of particular interest is how the salesperson handles the information giving and rejection.


	Ratings:    5 = Outstanding     4 = Above Average     3 = Satisfactory     2 = Below Average     1 = Disappointing

	

	Store Appearance
	

	1. Was the gallery clean and well-maintained? (On a 1 to 5 scale)
	5

	2. Did the wall art and sculptures look organized? (On a 1 to 5 scale)
	5

	3. Rate the overall gallery appearance. (On a 1 to 5 scale)
	5

	Employee Appearance
	0

	1. Salesperson dressed neatly? (No = 1, Just okay = 3, Great = 5)
	3

	2. Salesperson wearing nametag? (No = 1, Yes = 5)
	1

	3. Salesperson properly groomed? (On a 1 to 5 scale)
	2

	Greeting
	0

	1. Were you acknowledged and greeted within 7 seconds? (No = 1, Yes = 5)
	1

	2. Was the greeting friendly and professional? (On a 1 to 5 scale)
	1

	Selling Techniques
	0

	1. Were you told anything about the gallery or company before the art? (No = 1, Yes = 5)
	1

	2. Did the salesperson offer you artist information in a pro-active, no-pressure manner?
(No = 1, Yes = 5)
	1

	3. Did the salesperson attempt to find out your “true objection” and attempt to overcome it? 
(No = 1, Yes = 5)
	1

	4. Was the salesperson attentive, friendly and courteous during your visit? (No = 1, Yes = 5)
	1

	5. Did the salesperson mirror you, use positioning, and/or distance effectively during your visit? 
(No = 1, Yes = 5)
	1

	6. Rate the ability of the salesperson to multi-task or serve numerous customers if applicable.
(On a 1 to 5 scale)
	1

	7. Were you told about at least two of the following items during your visit? 1) Company 2) Gallery 3) Specifics about artists 4) Any other locations 5) Company Web site.  (1 point for each one)
	1

	Departure
	0

	1. Were you thanked for your visit? (No = 1, A good thanks = 3, A great thanks = 5)
	1

	2. Were you encouraged to return or invited back? (No = 1, Yes = 5)
	1

	3. Would you return to this gallery to shop again based on your visit today? (No = 1, Yes = 5)
	1

	4. Would you recommend this salesperson to others? (No = 1, Yes = 5)
	1

	5. Rate your overall shopping experience. (On a 1 to 5 scale)
	2

	
	0

	Total Points (100 points possible) -  Add Up Your Points 
	36

	
	

	Grading:  100 = Outstanding   80 = Above Average   60 = Satisfactory   40 = Below Average   20 = Disappointing

	Shopper’s Comments (Please summarize your shopping experience in chronological order):

	As I walked into the gallery. I immediately noticed two salespeople standing behind a table, talking and laughing amongst themselves. I wasn’t greeted, or even looked at. I proceeded to one of the little viewing rooms. I played with the lighting all by myself. Finally a male salesperson approached me and said the following phrase: “Yeah that one changes with light. Let me know if you need any help.” He then walked off, to continue his conversation, which took on a more obnoxious and louder tone. I found the atmosphere of the gallery had definitely deteriorated with this progression. I find it very hard to enjoy such art when there are people laughing and speaking very loudly in the background. I was never approached again; rather I had to proactively seek the salesperson. I asked for some quotes, Edgar responded with the following phrase: “Oh the ones you were looking at are expensive.” That was the last straw. I was deeply offended and left, as the salespeople carried on with their conversation.  

  

	Ron’s Comments:

	Wow, where do I begin? There are a few areas that need attention here. I have to ask if the conversation that took place that evening was worth a $15,000 sale. Let me start by saying that the shopper this time is a “Big-Time” west coast art collector who is a close friend of mine. This art collector has been known to spend in excess of $15,000 at one time. I might add that he often travels dressed very low key as not to draw attention. That being said, the comments made by the salesperson seem almost comedic. Remember, you never know who will walk through your doors. It’s not wise to judge a book by its cover. This customer turned out to be a high-end art connoisseur, I’m sure he knows that the piece he was viewing “reacted to light.” Another topic I’d like to cover is the second and final comment the salesperson made.  We need to remember that just because something is expensive to you; it doesn’t necessarily mean that it’s expensive to your client. Stop selling with your wallet and start selling with your client’s wallet. In this case, that comment deeply offended the customer and perhaps cost you and the owner quite a bit of business. We can never measure business lost.

 

	Employee’s Comments:

	

	Store Manager’s Comments:

	

	General Manager’s Comments:

	

	Owner’s Comments:
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