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Mystery Shopping Sun Protection Consulting

Ausgcngsloge

In Germany and Austria, almost 90 % of the population use the Internet as their first source of information
and for initial contact when buying a product. Especially due to the Corona crisis, online communication
gained even more importance. Due to the increased significance of the online sales channel,
Interconnection evaluates the handling of online inquiries in the sun protection industry within the scope of
a mystery shopping study.

> The study IC Mystery Shopping Sun Protection Current response
. . . . behavior of your
provides you with all necessary information sales staff

you need for an efficient sales policy in the
highly competitive sun protection market.

> Dealers of sun protection manufacturers with Practice” verschiedenen

Lernen an ,Best Umgang mit
Antworten Fragestellungen

the largest market shares in Germany and
Austria are examined in their handling of a
specific online inquiry

> Specific selling skills, speed of response and /

handling of various questions are beeing Uberprifung der
Benchmark mit Einhal

anderen Marken Ll e )

Quqlltqtsstqndqrts

evaluated.
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Methodical profile IC
IC Mystery Shopping® Sun Protection 2021 e e |

Methodology

> SELLING SKILLS: We evaluate the competence, USP, empathy, Methodology
customers’ need orientation, cross-selling, communication
preference (mail, phone, faceto-face meeting), as well as the
sales orientation of the top brands.

e-mail or call

Procedure

> HARD FACTS: We dalso analyze the speed of response to the :
inquiry, the handling of three specific questions and prices for 1. Request by e-mail/contact form

exterior sun protection and terrace roof. 2. Reminder e-mail

2 All categories are evaluated separately using scoring models. 3. Reminder call

Accordingly, the results can be viewed in a differentiated manner
with regard to speed of response, information content, etc.

Germany
Austria

) Sample size

N > 150 per country

Survey period

April/May 2021

WI
|
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Evaluated Brands
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Procedure of the IC Online Mystery - Shopping
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Methodology-Mix: Dealers are contacted by e-mail and telephone

1. Week 2. Week

First contact by

email

3. Week

Methodology

If no response was received

The request was sent to the after one week, a reminder
dealers by e-mail email with the same text
followed.

© Interconnection Consulting

If no response was received
after two weeks, a call to
the dealer followed with a
reference to the online

inquiry

p.5
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First Contact and Scenario Consolting |
Methodology
The exact key details of the renovation object was send in the request
v Due to the renovation project, we need external sun protection. The object is maximum 45km away from the
dealer.
v A motorized sun protection for 8 windows (105x135cm), 2 windows (90x100cm) and one terrace roofing (for
a terrace size of 4,5x5,5m) was requested.
v We would like recommendations or suggestions for exterior sun protection for windows, as well as for a
terrace.
In addition, some questions were asked and evaluated:
* Do you offer assembly (installation)?
» How long is the delivery time?
*  What warranty or guarantee do you offer?
Since this study evaluates the handling of online inquiries, a telephone number was deliberately not provided.
p-6
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Selling Skills Evaluation Scheme
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'
The evaluation of the soft facts is based on the subjective
Criteria ~What's behind it2” Rating (1 to 4 stars)
* tent to th ti
Competence How detailed were the questions answered? No (competent) answer to 1© questions . .
% % % % Sales team conveys high competence in all questions
Was there any mention of why Company X’s windows are * Unique selling proposition is not transmitted
usp a good choice and what sets them apart from the * % Kk |t is clear to the customer what makes Window X unique
competition? and what sets it apart from the competition
Does the service team address the situation? Do they bring % No personal note
Empathy personal elements into the response and do they build * % % % Sales team manages to establish a personal relationship
trust? in the email or addresses personal details of the request
Needs orientation If the sales team understand the customer’s needs and * No determination of the demand
addresses what is really important to them? * % % % Dealer tries to determine need, offers options
Does the sales t ff ting2 Do th k furth
Closing orientation 5:;0:5:“;; t::m ci)vee:hi mz:silzisllit tc:: c::lﬁ:lie o 0 D e T AL
9 9 - y give e p Y * % % % Dealer continues to try to contact and close the deal
communication by e-mail?
© Interconnection Consulting p-7
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General Evaluation of the Reactions Consulting

Sample Charts

m  Evaluation of the reaction to the request overall and for each individual company separately.

m This chart shows fictitious figures

IC

Interconnection I

70% of the Evaluated Dealers Respond to the Online Request Consulfing

Responsze behavior: Reaction of the dealers to the online request Sample chart

For 30% of the evaluated

® © © ®© o © © o o o
dealers, an online inquiry alene 'n‘ 'n‘ 'n‘ 'n‘ 'n‘ 'n‘ 'n‘ ln‘ 'n‘ 'n‘
is not sufficient for a response.
This includes: Response after call

or no response to inquiry. 30,0%

reaction to the

online request

70% of the surveyed dealers

respond to an online inquiry. This - Rl g Rl Rl Qo e -
includes: Response to the initial 'n‘ 'n‘ 'n‘ 'n‘ 'n‘ 'n‘ 'n‘ ln‘ 'n‘ 'n‘
mail, after the follow-up mail, as

well as rejections.

M reaction M no reaction

& Interconnection
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How Quickly Do Dealers Get Back to the Customer?
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Sample Charts

m  Evaluation of the response of the dealers on behalf of the brand in business days.

m This chart shows fictitious figures

© Interconnection Consulting

The Internet Rule Is: Answer in 24h!

Only Every Third Dealer Could Meet This Interconnection

IC

Consulting

Average response timein business days: the first response from the dealer is measured - regarc“ess of the content

Re:ponze behavier

Response Time in Business Days

2 days 13,3%

- 1 1’5?{5

3.5 days

6-10 days

] ‘lOdays - 14’8?&

& Interconnection

MN=150

1 duy _ 32173’5

27,6%

& 6,5days
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Whose Dealer Responds to the Request the Fastest?
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Sample Charts

m  Evaluation of dealer response time per manufacturer and the percentage of dealers per manufacturer

responding to the request.

m This chart shows
fictitious figures

© Interconnection Consulting

Dealers of Manufacturer A Respond the Fastest
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Dealers responze to an online request; Average response days: Day: between request and first response

Percentage of dealers responding to the online request

Manufacturer A

Manufacturer B

Manufacturer C

Manufacturer D

Manufacturer E

Manufacturer F

Manufacturer G

Manufacturer H

Manufacturer |

Manufacturer J

© Interconnection
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How Many Questions Do the Dealers Answer? i

Sample Charts

m  Evaluation of the dealers’ willingness to respond to the questions posed.

m This chart shows
fictitious figures

IC

The Maijority of the Dealers Answer the Questions Asked e mastin |

Deadlers’ willingness to respond to the question: Rezponse behavior

Willingness to Respond to Questions

Asked questions: ,Do you offer assembly?“ - ,What is the delivery time?” - ,What warranty/guarantee do you offer?” ‘

3 questions 31,6%

1 question 37.,8%

no question 15,3%

2 quesrions - 15'33{:

@ : 1,6 questions

& Interconnection
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Whose Dealers Answer the Question about Warranty?
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m The percentage of dealers per manufacturer, who answer the question about the warranty is

evaluated.

m This chart shows
fictitious figures

© Interconnection Consulting

Sample Charts

The Question About the Warranty is Ignored by More Than Half

IC
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Answering the questions: Percentage of dealer: answering the question about the warranty

All  dealers answer the

question about the warranty.

Only half of the dealers
answer the question about the
warranty.

Average  percentage  of
dealers answering the
question about the warranty.

Mot a single dealer answers

the question about the

warranty.

© Interconnection

Dealer of Manufacture A [100%])

Dedler of Manufacture B (77,0%) ‘

~
w
]

Dedler of Manufacture C (70,9%]) ‘

Dealer of Manufacture D (48,0%) ‘

Dealer of Manufacture E (39,0%) ‘

Dealer of Manufacture F [25,0%) ‘

AL L L

Dealer of Manufacture G (0,0%) ‘

Hard Skills
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Which Communication Channels Do Retailers Prefer? Consulting

Sample Charrs

m The communication preference (call, email or meeting) of the dealers is evaluated.

m This chart shows fictitious figures

IC

Int ti
,Please call me” e Consulting

Clesing orientation of deal: Which communication are dealers propesing? Sample Chart

*  For X% of the offer-submitting dealers,
written communication per mail is
sufficient. They do not suggest a
telephone and/or personal
conversation.

* Y% offer a telephone conversation or
ask for a callback.

*+ Only every x* dedler suggests a
personal meeting to assess the
6 installation situation or invites the
customer to the showroom to discuss
further details.

© Interconnection
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Which Dealers Suggest a Face-to-Face Meeting or Phone Call?
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Sample Charts

m The percentage of dealers per manufacturer who suggest a telephone conversation or face-to-face

meeting is evaluated.

m This chart shows
fictitious figures

© Interconnection Consulting

All Evaluated Dealers of Manufacturer IC
a Suggest a Phone Conversation or Personal Meeting e s

Preference of communication: Percentage of dealers who suggest a face-to-face meeting or conversation over the phone Hard Skill:

Percentage of dealers per manufacturer who suggest a face-to-face meeting or telephone call

: ‘ 100,0%
]

1
T

Manufacturer C ‘ : ‘ 80,0%
1

Manufacturer E

1

1

1

L

1
Manufacturer G ‘ 40,0%
Manufacturer | I:l 20,0%
Manufacturer J - 10,0%

& Interconnection

Manufacturer A ‘

([ ©:550% |
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Whose Dealers Are Making a Special Effort to Close? e e |

Sample Charts

m The closing orientation of the dealers in the sales process is evaluated.

m This chart shows fictitious figures

IC
Manufacturer A’s Dealers Make a Special Effort to Close a Deal ™" &nesion
Closing orientation: Average score of dealers on behalf of the brand; Min. = 1; Max. = 4;; N=150 Closing erientation
Closing Orientation (Minimum = 1 ,Maximum = 4
Minimuim Maximum
() () (<)
0, O, O, ©
Manufacturer B 3,0 : I
Manufacturer D 2.4 i I
Manufacturer E 2,1 i
Manufacturer F 1,9 I E
i !
Manufacturer H 1,4 I i
1
R =
i
Manufacturer ) | 1,0 | i[ 221 ]
® Interconnection
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Who Represents the TOP Dealers in Terms of Selling Skills?
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Sample Charrs

m  Based on the total scope of each dealer, the TOP 7 dealers are listed in terms of selling skills.

m This chart shows

fictitious figures

© Interconnection Consulting

Dealers of Manufacturer A IC
Represent the TOP Dealersin Terms of Selling Skills e nastion |
Ranking of the TOP dedlers: Total score; Minimum = 5 Maximum = 20; N=150 Ranking

Ranking in Overall
Comparison

Represented Brand Dealer Total Score

Manufacturer A Dealer name 25

Manufacturer B Dealer name 24
3 Manufacturer C Dealer name 22
4 Manufacturer D Dealer name 20
5 Manufacturer E Dealer name 18
6 Manufacturer F Dealer name 17
7 Manufacturer G Dealer name 15

& Interconnection
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How Many Different Products Do the Dealers Offer? e metog |

Sample Charts

m  The number of recommended products for exterior sun protection and terrace roofing is examined.

m This chart shows
fictitious figures

On Average, Two Products IC
Int ti

Are Recommended per Product Group e onsulting |

Average number of preducts per manufocturer: Recommendations for sun protection and terrace reofing Recommendations

Sun Protection Terrace Roofing
1

Manufacturer A

Manufacturer A |
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ﬂ

Manufacturer B Manufacturer B
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| I
B
=]

=
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=
(=]

manufacturer E
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Manufacturer F Manufacturer F

1
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Manufacturer G 2,0 Manufacturer G ‘ 3,0
|
Manufacturer H - I.SI Manufacturer H 2,0
1 1
Manufacturer | I:l 1,0 I Manufacturer | I:l ],f
i 1
Manufacturer J - 1,0 1 Manufacturer ] - 1,0 I
I[(@ 20 1 2:18
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What Products Do the Dealers Offer? i

Sample Charrs

m The different types of products offered for exterior sun protection and terrace roofing.

m This chart shows
fictitious figures

IC

. . . In fi
Venetian Blinds and Awnings Are Most Often Recommended T Consulting
Product recommendation: Average number of recommended products per product group - sun protection and terrace rocfing Recommendation

Recommended Sun Protection Recommended Terrace Roofing

Venetian blinds 73,3%
Awning 80,0%
Roller shutters - A4, 7%
Pergola 25,0%
Vertical awning 12,4%

Other 34,0%
Other 23,0%

© Inferconmeciion
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Where Does One Get the IC

Most Expensive Sun Protection in Austria i

Sample Charrs

m The dealers’ prices for external sun protection, such as roller shutters, venetian blinds, etc, and terrace
roofing (pergola and awning).

m This chart shows

fictitious figures Manufacturer A and C Position Themselves as High-Price [
Manufacturers in the Segment for Exterior Sun Protection e e

Boxplot analysis: Distribution of exterior sun protection and terrace roofing in Austria Price analysis

Sun protection prices for roller shutters and venetian blinds (in Evro) Prices for terrace roofing (in Euro)

Pergola Awming

Mamufocturer A

E14000

€ 5,000

& Inferconnedion Consulfing
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IC Online Mystery Shopping - Sun Protection 1C
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Dealer Evaluation in Germany/Austria 2021 Consulfing

Prices and condlhons

IC Subscription™ IC Single Issue

|IC Mystery Shopping® 2021 Germany € 2.950,-

IC Mystery Shopping® 2021 Austria € 2.950,

|IC Mystery Shopping® 2021
Germany and Austria

€ 4.950,-

Package

*1C Subscription: 25% price advantage compared to single issue. The subscription can be cancelled after two purchases of the study,
but not later than 31 of December in the year in which the last study has been received. If the subscription is not cancelled, it is
extended by one more year. The price is the individual price for at least two orders of the study (order year and the following year).
Price changes must be announced by Interconnection at least six weeks before the 31+ of December.

Price includes an interactive PDF in electronic form. All prices shown exclude sales tax.

© Interconnection Consulting p.20
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Your Advantages as a Subscription Customer Interconnection |
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Subscription Beneflts

As a subscription customer of the ,Mystery Shopping report’, you will receive the chosen report
automatically at a reduced price upon publication of a new issve. Additionally you have access
fo the following benefits:

m 20% price advantage for IC Standard Subscription compared to single issue
m Updated reports every year on fixed dates

m One time a year free web conference with the Analyst of the report (presentation of
key results, background information, answering of questions)

m Info-Hotline: answering of questions with regards to the report and on
methodological issues relating to market research

m Flexible subscription packages: Alternating countries, product change, etc., if
possible. Conditions on request.

m Easy termination: After 2 issues each subscription can be terminated easily

p.21
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Customers of our Mystery Shopping Studies Consulting

References

»We were able to learn a lot from Interconnection’s Online Mystery Shopping studly. Response duration,
offer duration and seller empathy were very interesting information. The evaluation of window prices s
very clear an offers some surprises.” Mag. Bettina Séllrad|, Katzbeck Windows & Doors

#:REKORD KATZBECK 2B

Das schnellste Fenster Osterreichs

Internorm

Fenster - Licht und Leben

Rstickel  joskol

Fenster-Tiiren- Bausysteme 5
FENSTER & TUREN

(N SALAMANDER

pfOflne SAINT-GOBAIN WINDOW & DOOR SYSTEMS

nnnnnnnnnnnnnnnnnnnnnnnn
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Interconnection Provides Data for Corporate Decisions Consulting

Interconnechon

Problem Solving Competence

We know the efficient tools fo solve your
problems/questions

International Focus

Offices in Vienna, Bratislava and Buenos Aires

Interconnection

Industry Competence

. Industry competence due fo longtime experience and
Expand Your Horizon regularly conducted studies

Methodology Know-How

Variety of tools for different questions and market
characteristics

Consulting - Strategy-Workshops

We support you deriving strategies and actions from the
research results

p.23



Our Market-Intelligence Tools
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Market Analysis
Market Volume and Trend's
Competition Analysis

Customer Insights

Focus Groups
Buying Motives
Customer Benefits

Price Simulation

Price Sales Function
Pricing Simulation Tool
Optimum Pricing

Management
Information System

Business Intelligence Tools
Dashboards

Market Entry

New Markets/Segments
Scoring-Model

IC

Market-Intelligence

Interconnection

Distribution Analysis

Channel Maps
Distribution-Matrix
Margins

Brand Insight

Brand Awareness
Brand Scorecards
Brand Affinity

Price Types

Customer Segmentation
Price Awareness
Buying Behavior

Mystery Shopping
Price Tracking

Price Databases
Sales Evalvation

Customer Experience

Relevance / Satisfaction
Customer Loyalty
Neft Promoter Score

p.24
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If there are any question please
Do not hesitate to contact us

Interconnection Consulting
Getreidemarkt 1, A-1060 Wien

Mag. Panorea Kaskani- Neuromarketing Consultant
Tel: +43 1 5854623 -27

kaskani@interconnectionconsulting.com

Interconnection Consulting
Vienna ¢ Bratislava ¢ Lviv ® Buenos Aires * Oberstdorf

www.interconnectionconsulting.com

© Interconnection Consulting

Contact
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Order Form

FAX: +43 1 585 46 23 30 Ic

E-Mail: office@interconnectionconsulting.com Inferconnection I
Consulting

According to the offer we order...
(Please, print out the order form and mark your desired products)

Mystery Shopping® Sun Protection 2021

Please choose from the available countries
I Germany - SUBSCIIDHON = PriCE POI YEAE: .........ceveeeeveereereereerrersersssssssssssssssssssisssssssssssssssasssssasssssises EUR 2.950,-

™ AUSHIQ - SUBSCIIDHON = PIICE PEF YOOT: .....eeveeeeveeeeeeeeesreseeseeseeseeseasisesesissssssssssssssssssssssssssasssssnssnsons EUR 2.950,-

Combi offer

™ Mystery Shopping” Sun protection - Germany and Austria - SUBSCIIDHON: ..........coe.veeveeeeeeeereeeereeeen. EUR 4.950,-
Single Issue Subscription™

25% price advantage v

Interactive PDF v v

Full Flexibility - Within the sum of the subscription available v

country reports can be changed without any additional costs

Web-Conference with the analyst free of charge v

In case of interest for a single issue of the report, please contact the responsible analyst.
Mag. Panorea Kaskani - kaskani@interconnectionconsulting.com - Tel.: +43 1 585 46 23 - 27

Interconnection Marketing u. Information Consulting Ges.m.b.H., Getreidemarkt 1, 1060 Vienna

FN 172445x - ATU45165306 - office@interconnectionconsulting.com - +43 1 585 46 23 0



Order Form

Billing Address: Delivery Address:
(please fill in the data completely) (necessary if different from the billing address )

Company: Company:
Name: Name:
Address: Address:

Post Code/Zip: Post Code/Zip:
Country: Country:

VAT identification number:

E-Mail: E-Mail:
Date Name Signature
*Subscription:

The price is the individual price for at least two orders of the study (order year and the following year). Price changes must be
announced by Interconnection at least six weeks before 31" December. The subscription can be cancelled after two purchases of
the study, but not later than 3 1st December in the year in which the last study has been received. If the subscription is not can-
celled, it is extended by one more year.

Terms of Payment

Payable after receipt of invoice without discount or via Credit Card. General terms of business apply, as agreed; any disputes
arising will be settled before a competent Vienna court of law. We claim copyright protection for the work. Distribution to third
parties, duplication, publication or revision, even in part, is not permitted. In case of violation the company or persons placing the
order agree to pay a contract penalty of one hundred thousand Euros in each case. All prices shown exclude sales tax.
Interconnection reserves the right to use the client’s logo as reference until revocation.

Interconnection Marketing u. Information Consulting Ges.m.b.H., Getreidemarkt 1, 1060 Vienna

FN 172445x - ATU45165306 - office@interconnectionconsulting.com - +43 1 585 46 23 0
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