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Accolade

Mystery Shopping

"Are you genuinely confident that your customers always
experience the high standard of service you aim to achieve?

Do your front-of house staff take every opportunity
to sell and promote your business?

No matter how much effort you put into training and
motivating your staff, the way to assess the actual
customer’s experience is through professional, reliable
Mystery Shopping and analysis."

That is where Accolade Mystery Shopping can come in to help improve
your service standards. We provide a service to any business that needs
to maintain and improve its service levels.

In a difficult economic climate with fierce competition between brands
and where processes have already been streamlined to minimize costs,
businesses need another tool to secure competitive advantage.

Research indicates that customer perception of the service they received
is strongly influenced by staff behaviours and that this has a powerful
influence on word-of-mouth. Given that England consistently ranks
about halfway up the League of Nations in terms of customer service, we
believe that building an awareness of, and an ability to change, staff
behaviours presents a significant opportunity for members of the
hospitality industry.



MYSTERY SHOPPERS

After many years as a Mystery Shopper | know that the reports and
analysis provided are instrumental for businesses to improve their
service and identify areas where more training is needed.

Accolade Mystery Shoppers are trained in Customer Service Skills so
they not only have a valid personal opinion, but are able to look out
for specific basic skills that your employees should have.

A report specific to your business needs is agreed with you prior to
the first visit and the Mystery Shopper briefed on your requirements.

Shoppers are selected from our database according to their location
and their suitability in terms of the type of product or service
involved. We can if you wish; recruit shoppers to match your own
customer profile, or even from your own customer database.

All our Mystery Shoppers have been carefully screened for their

attention to detail and an attitude of a ‘willingness to help’ our
clients, rather than the all too common “willingness to criticise’.

Our ethos is to provide our clients as much as possible with

Mystery customers who are, have been, or are likely to be in the
real market place of our clients. Our ultimate goal is to help you
to drive your service standards ever upwards with the support of

your staff, so that more of your customers:

1. Return;
2. Spend more per visit; and
3. Go away and tell others how good you are.



Our mystery visit reports are fully guaranteed — if we or our
assessors fail to meet standards for quality or timing, the report will
be rejected and rescheduled free of charge.

We are very selective in the assessors that we take on and we ensure they
receive a briefing specific to each visit. We collect timed evidence of the

visit and require the assessor to be available for questioning the following
day.

Our obsession with quality leaves you free to get on with running your
business.

SUMMARY OF THE KEY BENEFITS:-

‘Mystery Shopping Allows You to See Your Business from Your
"Customers' Perspective"

Mystery Shopping can allow you to view your company's service levels
through your customers' eyes. The valuable information gathered
through mystery shopping helps you evaluate your customer service and
learn ways to improve it.
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The benefits of mystery shopping are evident from the following:-
e View your service through a customer’s eyes
e You will learn how to retain current customers
e Increase the volume of repeat customers
® Increase income and bottom line profit
e Help protect your brand image

e I|dentify training needs and assess the effectiveness of current
training initiatives

e Help set tangible goals and objectives for managers and operative
personnel

e Enhance your employee’s product knowledge and sales ability and
Recognise valuable employees.

e Support staff awards and initiatives

e Assess the effectiveness of current promotional activities



Example of GENERIC QUESTIONNAIRE

Below is an example of our Generic Questionnaire that will be designed for your business.
This will be used to measure all participants.
We can collect feedback for every question in addition to the score.

Subject Question Score
1. PERSONALITY
1.1 WELCOME To what extent did you feel 1-10

welcomed by staff at the first
point of contact?

1.2 WARMTH To what extent did the staff 1-10
you interacted with express
genuine warmth through
smiles and behaviour
throughout the duration of
your experience?

1.3 INTEREST To what extent did you feel 1-10
that all staff you interacted
with were genuinely
interested in your needs?

1.4 CONFIDENCE To what extent did the staff 1-10
you came into contact with
behave in a manner that was
confident and that put you at
ease?

2. SKILLS

2.1 PACE To what extent did you feel 1-10
that the pace of the
experience was appropriate
for the occasion (i.e. not too
fast or slow)?

2.2 TRAINING To what extent did the staff 1-10
you came in to contact with
seem like they were well
trained for their job?

2.3 KNOWLEDGE To what extent did the staff 1-10
you came into contact with
demonstrate knowledge of
and interest in their product
or service?

3. REFLECTIONS

3.1 VALUE Based on all aspects of your 1-10
experience today how would
you rate the value for
money?




EXAMPLE - VISIT REPORT

All reports are presented in an easy-to-read format with details of the scores and
responses to each question for the current and previous visits to the same site.
Reports are delivered online and to your inbox within a few days. Here is an extract
from an actual report:

Accolade
MYSTERY
SHOPPING
REPORT

ADDRESS DETAILS:

To the Mystery Shopper

We want to know all about your experience, but more importantly - we want to know
your suggestions on how to improve (even this survey). Your thoughts and suggestions
will and have already been used!

All as | ask is that, where possible, you refrain from closed answers and help us by
giving a little more detail where required. If there is nothing to say — that’s fine!l | have
highlighted Service Excellence Markers which are our minimum standard.




Once again, a sincere thank you.

Name of Establishment Visited

How many in your party

Approximate age/Genders

Date of Visit

Our Vision
To create a place where we continually enhance the Guest experience by
passionately providing Food & Beverage experiences of exceptional quality with a +1
approach.
Customers are our guests : Our guests are your future : Look after them!

Our Company Mission
To Make Every Guest Feel Special

Our 7 Service Excellence Guidelines

1. Always make eye contact and smile
e Start and end every conversation with eye contact a sincere smile!

DEADLY SIN 1: Ignoring our guests and not facing them.

2. Greet and Welcome each and every guest
e Extend the appropriate greeting
“Good morning/afternoon/evening”
“Welcome to the ...”
“May | help you?”
DEADLY SIN 2: Bad Manners. aahh those little civilities.
Seek out guest contact

e Itis your responsibility to seek out guests that need help. Don't be afraid to
ask! Listen to their needs, answer any questions.

DEADLY SIN 3: Playing Hide-and-Seek. (Can’'t be found when needed.)

4. Provide Immediate Service Recovery if we have failed.

e From this day forward it is your responsibility to attempt to the best of your
ability to immediately resolve a guest service failure before it becomes a full
blown service problem.

e You are empowered.

e If you don't know the answer - find someone that can!

DEADLY SIN 4: Trying to win the argument. (Confusing who is right with who's got
the money!)




Display appropriate Body Language at ALL Times
Its your responsibility to display approachable body language whenever front
of house. You should have
Attentive appearance
Good Posture
Appropriate Facial Expressions
DEADLY SIN 5: Forgetting where you are and everybody is watching

6. Preserve the Guest Experience

e Always focus on our guests.

e Talking about personal or job related problems in front of our guests is
Unacceptable.

LG, |

DEADLY SIN é: The flick-pass. (I don't know; let me pass you on to...)

7. Thank Each and Every Guest

e Extend every guest a sincere thank you at the conclusion of every transaction

e Extend every guest a thank you or similar expression of appreciation as they
leave

DEADLY SIN 7: Not being genuine, acting robotic and forgetting those final manner
moments...



EXAMPLE — VISIT REPORT for a Mystery Diner

We would ask the Mystery Diner to look at the following; each heading would be
broken down into separate reporting details for us to advise you on your service
levels.

1. BOOKING AND ARRIVAL
. THE VISIT

. GREETING

THE BAR AREA

SEATING

. DRINKS SERVICE

A U1 A~ W N

7. ORDERING
8. DELIVERY

9. FOOD FOCUS
10. Environment

11. Overall Experience

ANY OTHER COMMENTS:

PLEASE NOTE : This is only a sample report getting the
questionnaire right is crucial to getting the most out of any mystery
dining experience. That’s why we make it an inclusive part of our
service. We work together with you to develop and structure your
questionnaire(s) to fit with your chosen areas of focus. Compiling
guestions into sections or categories is a useful way of scoring and
gauging different aspects of your business.
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FEES

Fee (£) for 1 visit(s) per month

to each of pub/restaurants

A mystery diner visit incorporating the following
customer ‘journey’:

1. Telephone Reservation

2. Arrival Experience ONE VISIT PER MONTH
3. Bar Experience

4. Ordering Experience £60.00*

5a. Meal Experience — Service Quality

5b. Meal Experience — Food & Drink Quality
6. The Physical Environs TWO VISITS IN ONE MONTH
7. Toilets £50.00* per visit

8. Departure
9. Reflections

Fee per visit

. Plus reimbursement of in-house expenses to pre-agreed limits.

. The spending limits per type of Visit would be agreed prior to commencement of Programme and
would not be exceeded without authorisation.

Fees quoted are for distribution of reports by e-mail. For hard copies and compact discs, a small disbursement charge
may be payable.

Fees are exclusive of VAT and valid for acceptance within 60 days and guaranteed for 12 months from acceptance

We would be able to set up a programme very quickly for you. This would involve us e-mailing you a template of
standards and after the passing to and fro of a few drafts, we would be ready to proceed with an agreed set of
standards

We normally ask for minimum of 3 months in order to establish trends and meaningful
results. The only thing not included is the reimbursement of food and drink expenses —
this can be capped at a typical amount for 2 people.
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