Team Member Guide for Handling Rewashes

There are a few main guiding principles that frame how we handle rewash requests.

* The customer determines when their vehicle is clean.
» The rewash process should be hassle free.
* Ourwords and body language should communicate that we WANT to rewash their vehicle.

Remember, the customer determines whether their vehicle is clean or not. If they indicate they want a
rewash immediately after going through the wash, we honor that request with no hassle and a welcoming,
accommodating attitude. Ifthey leave the lot and return at a later time, their previous wash should be verified
in a manner that does not appear to question their honesty or the validity of their claim to have previously
purchased or redeemed a wash. In all cases we are friendly, inviting, accommodating, and professional while
handling the transaction. In general, this means we are smiling and are only interested in gathering the minimal
information to verify their purchase rather than requiring them to justify why they deserve a rewash. Once we
verify they purchased (or redeemed) a wash earlier that day, we do all we can to make the experience easy and
positive.

Here are a few tips for handling rewash situations.

Proactively Offering a Rewash (This is the Preferred Approach)

1. Team members should be proactive in observing vehicles prior to customers entering the wash and
whenwarranted, mentioning that ifthe vehicle is not fully cleaned on the first time through, that we welcome
them to come back through for a free same day re-wash. This is best done at the pay stations before the
customer has been guided into position. You might say something like, “Sometimes it takes two washes
to get stubborn spots...one to loosen things up, and one to fully wash them off. If those bird droppings
don’t come off the first time through, please pull back around and we will send you through again for free!”

2. Team members can also observe customer vehicles while moving around the lot, sweeping, coiling
vacuum hoses, collecting towels, emptying garbage cans, etc. These are all great opportunities to
interact with a customer and have a personal exchange. Smiles, a quick thank you, and a brief, warm,
genuine conversation help customers feel appreciated and adds a human touch to a customer’s washing
experience. Proactively offering afree rewash, or using atowel to wipe off some residue while removing
wiper tape, are the types of actions that will set us apart as a company with uniquely superior customer
service.

Responding to a Customer’s Request for a Rewash Immediately After Customer Has Washed

3. Whenitis clearthat the customer has just washed and pulled back around to indicate that that they want
arewash, listen to their concern and let them finish their explanation. Always begin yourresponse with
anacceptance of theirrequest.” We can absolutely get you arewash. Pull on around and just hit
the Pay At Wash button to lift the gate.”

4. If additional clarifying questions are needed, these should be minimal and asked only after letting
them know that we will rewash their vehicle for free. You might say something like, “We can
absolutely get you a rewash. To clarify it is the bird droppings that didn’t get fully cleaned, correct? Or “We
can absolutely get you a rewash. To confirm, you should have received the Beary Best Wash, correct?”
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Responding to a Customer’s Request fora Rewash When They Have Left

and Returned at a Later Time
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5. Ifthey are returning after having left the site, follow the same process of listening and then briefly recap
your understanding of the conversation. Then say something like, “We can absolutely get you a rewash.
Let’s confirm what type of wash you purchased so we can get you the correct wash.” Then ask if the
customer has areceipt from the same day or the credit card number used to purchase the wash.

6. If they have a same day receipt from your location, give them the rewash with no more questions,
remembering to be friendly and inviting. We want the rewash process to be hassle free.

7. If they have no receipt, let them know we can look up the purchase with the last 4 digits of their credit
card, or look up the redemption (if they used a ticket or similar item) using their license plate. Once you
have verified their original purchase/redemption give them a rewash with no more questions.

8. If you cannot confirm their visit that same day, use your best judgement to decide if you should give the
customer a rewash anyway, or politely explain that we are not able to verify their previous visit. If unsure,
err on the side of giving them a rewash.

9. If the customer indicates they washed at a different location, explain that the reconciliation process
requires the rewash to be done at the original location. Again, pending the outcome of your conversation,
you may make the decision to make an exception and rewash the vehicle for the customer.

10. When processing the rewash, fill out a voucher to capture all the needed information, including license
plate number, prior to having the customer sign it. This communicates a perception of control to limit
abuse of our liberal rewash policy.

11. If your site is equipped with prep brushes at the entrance, use it on the area of concern. If your site has
a sprayer, use it on the area of concern. Only prep or spray areas of concern and not the entire vehicle.

12. Rewash the vehicle as many times as needed for the customer to be satisfied.
Remember, the customer determines when their vehicle is clean.
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