MYSTERY SHOPPING
PROGRAM MANUAL

MAKE THE SERVICE BETTER -
YOUR CUSTOMERS ARE
WAITING FOR THIS
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MYSTERY SHOPPING:
BENEFITS FOR EVERYBODY|
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POSITIVE
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MONEY

GOOD SERVICE - ALL'S WELL
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GROWTH

The customers are loyal: they come
more often, buy more, advise their
friends

New customers come (victory over the
competitors)

Service is being improved: the
company hears the customers’ wishes
and quickly involves new standards of
work

MAJOR BENEFITS FOR
THE COMPANY

EMOTIONS

The number of customer complaints is
decreasing

Customers stay with the company longer,
the period of cooperation with the
company is increasing

Employees are satisfied with the work,
the turnover is decreasing, there is
possibility of career growth from the
ground up.
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MONEY

The average bill is increasing:
accessories and cross selling are
bought more often

The customers are ready to buy at
a higher price rate - "Pay for
service"
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GROWTH

| can get high marks of my work, |
become a professional

| am learning new and can prove
myself, make a career

MAJOR BENEFITS FOR
THE EMPLOYEE

EMOTIONS

| know the rules and I'm not afraid of
customers, I'm not afraid to make a
mistake

My good work can be noticed and
praised, rewarded

| am pleased to work: the customers are
satisfied, and I'm happy
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MONEY

| can sell more thanks to good
service

| will have my regular customers

| know how to offer new products
and services, the income is growing
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GROWTH

| see the business through the eyes of
the Client, | can give the client what he
expects

| control the implementation of service
standards

| know about the best examples of the
service, and | can improve the service
in my division

MAJOR BENEFITS FOR
THE MANAGER

EMOTIONS

| know how my employees work, even
when I'm on vacation or on a business
trip

| can deal with the wrongs in the service,
reduce complaints from customers

| can praise the best and create a positive
atmosphere
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MONEY

| can influence the sales: sell more
accessories and cross sales

In the low season, | fulfill the sales
plan with the help of regular
customers, | have a stable income

Good service involves many
customers



MAJOR BENEFITS FOR

THE CLIENT
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GROWTH EMOTIONS MONEY

| will come more often | was pleasantly surprised, | got more | will buy more here
than | expected

I'll probably come with friends or family | am ready to buy additional
There is no negative feelings during a products / services

| trust the brand — | will be well served visit to this company. It is important

For a good service | vote with a
Active, but not aggressive service - it's purse
great!



METHODOLOGY.

HOW DOES THE MS
PROGRAM WORK?
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MSH SCENARIO - SURVEY - QUESTIONNAIRE AND ARTEFACTS.

ORDINARY COMMENTS THE PROOFS

The MS behaves like an It consists of questions and comments. The MS fills The MS attaches FACTS of the visit to the
average client, does not in the survey on 4SERVICE website AFTER a visit to survey: audio recording, photographs,
create conflicts, does not the location. The questions can be objective (facts) checks. All these artifacts can be found
teach employees. and subjective (emotions, impressions of the on the 4SERVICE website.

client). The questions of the survey should
correspond to the standards of the company. But
they can be changed periodically.



METHODOLOGY.
HOW DOES THE MS
PROGRAM WORK?
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GEOGRAPHY DURATION OF THE PROJECT SURPRISE

The project involves ALL
existing location of the
network

Remember, MS can come suddenly.
Always wait for him!



MYSTERY THE AIM OF THE PROGRAM

is to serve EVERY customer

S H o P P E RS nicely, whoever he is

(MSs)

Don’t try to recognize a Mystery Shopper -
Its better to serve all the clients
In EXCELLENT way!
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CLIENT SERVICE

BETTER

YOUR
CUSTOMERS

MAKE YOUR




