Open House Customer Feedback
Caller Instructions:

1. Please place calls to customers on the Tuesday following the Sunday Open House, otherwise the customer will have difficulty remembering the interaction.

2. Use the following Introduction:

Good morning/afternoon, my name is _________ from Weichert Realtors and I’m just following up on your visit to one of our Open Houses.  At [insert Street Name and Town here], you met our Weichert Sales Associate [insert Associate name here].  This is a customer service call to learn more about your experience with [insert Associate name here].  Would you have two minutes to give us your feedback?
3. For future analysis, it’s recommended you save all sheets so if you choose to roll up information and look for trends and opportunities, you will be able to do that.  This way all calls and all call attempts can be tracked.  
Open House Customer Feedback Form
Customer:  
Customer Phone:  
Office:
Associate:
Date of Open House Customer Attended:  
Today’s Date:

Assign a value for every element of the Customer Experience.

	Customer Feedback Questions
	Point Value
	Your Rating
	Notes

	Was the Sales Associate warm, friendly and likable?
	1
	
	

	Did the Sales Associate ask you questions to learn more about your wants and needs?
	1
	
	

	Did the Sales Associate demonstrate knowledge of:
· The property?

· The local market?

· The buying process (leaving you feeling like they could guide you every step along the way)?
	1
	
	

	Did the Sales Associate ask to meet with you so s/he could show you other properties and explain all the services available to you?
	1
	
	

	Gathered contact information
	1
	1
	(It’s a “given” the contact information was obtained if we reach the customer with the phone number provided).  See below for further reporting.

	
Total Score
	5
	
	


Some people you speak with are unable to answer the questions because of situations (e.g., no time to talk).  For those situations, place an “X” for every situation that applies and if Follow Up Actions are recommended, indicate what actions you think should be taken to help the customer and/or “save a deal.”  Use the blank area to write in any other situations and recommended follow up action.
	Place an “X” here next to each Situation that applies
	Situation
	Recommended Follow Up Action

	
	Wrong number/can’t read number
	Should track each time so we have a clear idea of % of guests that we don’t have good contact information from.

	
	No time to talk right now
	

	
	Reached live person but not the one who attended the Open House
	

	
	Would like to hear from a Gold Services Manager about mortgage, title, insurance or some other real estate related service
	

	
	Would like to meet with the Sales Associate to learn more about other properties and the local market
	

	
	Waiting for a follow up from the Sales Associate who was going to send/give the customer something.
	

	
	
	


