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Dear Judi,

 
Many of you are clients who regularly use mystery shopping as a tool to
measure and improve customer service and sales skills among your front line
employees. The more ways you use your mystery shopping results, the more
value you receive from your investment. I am (therefore) sharing these two
articles about various ways to use mystery shopping along with my own
monthly tip about some ways our clients use their mystery shops.

 
Judi

4 Ways to Use Mystery Shopping to Improve Your Business
 
Business owners are always looking at ways to improve customer service
delivery. In order to grow and achieve excellent customer satisfaction ratings, it
is imperative to measure the customer experience in an objective manner.
 
Mystery Shopping exercises allow businesses' owners to get quick and reliable
feedback from the customer's perspective. It is an invaluable tool in aiding the
evaluation of teams customer care performance levels, training budgets and
company mission statements.
   
What are the key elements to success?

 
1. Analyze competitors:  Mystery shopping your competitors as potential
buyers is essential for well established companies. It allows you to get a better
knowledge of who your nearest competitors are and their pricing structures.
You may identify market niches that are not occupied by any of your
competitors.
 
2. Review internal processes and procedures:  Mystery shopping clearly and
objectively defines the customer experience. It can help document the step by
step process of buying your services / products or seek customer support.

  
3. Evaluate staff performance:  Mystery shopping can be used as a training
aid as it will highlight professionalism, helpfulness, integrity, appearance and
knowledge of your team during the buying process. Buyers not only buy your
services / products, they also buy your team and their credibility. This type of
mystery shopping can provide key information for your Human Resources
department about specific employees. We believe that this type of mystery
shopping should be performed on an on-going basis.

  
4. Evaluate point of sale material and the branch:  Mystery shoppers will
analyze the overall shopping experience including the cleanliness of the
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branch, the tidiness of the products displayed, the space allocated to promoting
your products in the branch, etc. It is important to know what your point of sale
looks like when management is not present.
 
These 4 ways can be integrated into one mystery shopping exercise. Mystery
shopping can analyze and objectively measure staff interactions, the quality of
your establishment and the buying experience across your entire company.

 
For complete article, click here. 
 
By Silvia Planella
Business 2 Community

 

Mystery Shopping Helps Show Whether Your Employees Care
About Their Work
  
Bottom line is that good customer service can only be provided by employees
(and management, perhaps?) who care about what they're doing and the
people they are trying to serve.  When confronted by angry customers waiting
to be served, one clerk mentioned in this article simply said, "I don't care what
you think. I won't be here in 10 years."
 
It may be a good thing, then, to have programs in place to measure employee
satisfaction, as well as customer satisfaction.  A mystery shopping firm such as
Customer Perspectives can be hired to begin the process, at least, to
determine if employees are serving customers well. In those interactions, it may
be revealed that employees are apathetic because something in the process or
the product isn't right, or isn't seen as "worth it" for the employee's trouble.  
Perhaps more training is needed? Or different training? Or perhaps there's
something amiss in the hiring process that produces only employees with a
negative attitude.  In any case, a mystery shopping campaign such as those
conducted by Customer Perspectives may be the thing that reveals the
problems so that management can address them.
 

______________________________________________________

Client Use of Mystery Shops

Our reports provide valuable insight to management about what happens in
their locations when they aren't there. Some of our clients take their individual
mystery shop reports to monthly staff meetings to review them with store or
branch managers. Problem areas identified become action items for individual
managers (e.g. - location untidy, customers seldom greeted, failure to recognize
opportunities to " cross-sell" or "up-sell", etc.). Recognition is often given to
those locations with great scores.

______________________________________________________

Upcoming Events:  
 
American Marketing Assoc. - "Marketing Research Academy for Business
Professionals" program. March 18-21 in Atlanta.  For more information, click
here. 
 



Worldwide Business Research - "Next Generation Customer Experience"
conference. March 18-20 in San Diego.  For more information, click here. 
 
Strategy Institute - "Customer Experience Strategies Summit". March 25-26
in Toronto.  For more information, click here.  
 
The Transformative Customer Experience Conference.  March 27-28 in
New York City.  For more information, click here.  
 
Qualitative 360 - Conference series for qualitative researches on April 1-3 in
Toronto. For more information, click here.  

 
We love referrals....

please tell your friends and colleagues about the mystery shopping
services of Customer Perspectives by clicking on the share link (Forward email) below

www.CustomerPerspectives.com 
 

Follow our blogs  
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