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STEP 5: Mystery Shopper
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“I’ve decided to have myself frozen until science
discovers a cure for bad customer service.”




“The Art of Good Hospitality”
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Short Exercise

Ask yourself the following questions:

What is your favourite pub / restaurant / venue / place to go?

Why do you go there?

What makes it different from everywhere else?


What would happen if you went to your favourite place and you had a bad experience?

Q1 Answer – my favourite place is (name of pub / restaurant)

Q2 Answer – I go there because I enjoy the atmosphere

Q3 Answer – it is value for money, the food / beverage is great and above all the staff are warm and friendly; they are always there to help and always make you feel welcome 


Q4 Answer – There is a possibility that I would not return unless the staff were able to deal with the situation and turn it around; I would tell people that I had a bad experience and the word would spread!
What does a customer do for US?
A customer provides us with our livelihoods!

A customer ensures that we have job security!

A customer will help our business to grow and be successful!

The bigger and more successful our company, the more career opportunities that are available to you! 

IF YOU ALWAYS TRY TO REMEMBER THESE FACTS, IT WILL HELP YOU TO ALWAYS BE HOSPITABLE!! 

Do you know what the difference is between good and bad customer service? 

The answer = YOU
How you speak to a customer, how you greet a customer, your body language, your efficiency – all add to whether a customer has a good experience or bad experience!

We like our customer’s to be greeted when they arrive, asked if they require a meal or a drink and then shown to their seats - after that we must always try to provide a prompt and efficient service for them while they are with us. We must always maintain high standards!! 

So how do we monitor how good we are at providing an excellent hospitality service?

It is important to remember that we measure our standards of hospitality in a variety of ways, but one of the most effective ways is:

MYSTERY SHOPPER (delete if not appropriate)
So what is a Mystery Shopper?

A Mystery Shopper can be one or two people or it can be a family! They will not introduce themselves! They will be like any other customer! They will be assessing us on our premises, our food, our drink, our atmosphere, and most importantly, they will be assessing you. 
We need to remember that any of our customers could be a MYSTERY SHOPPER so we need to be on top of our game all the times!!

THE MYSTERY SHOPPER WILL ASSESS US ON MANY ASPECTS OF THEIR VISIT INCLUDING 

· Did the members of staff create a good rapport with 
customer’s
· Was your order taken promptly?
· Were you informed of specials (only if having a 
meal)?

· Were you offered extra / additional items (only if 
having a meal)?

· If the item was not available were you offered an 
alternative?

· Was the member of staff knowledgeable?

· Was the member of staff confident in their sales spiel?

· Were your requirements fully determined?

· Was the member of staff enthusiastic?

· Was the member of staff helpful and attentive?

· Were you made to feel welcome?

· Were you made to feel at ease?

· Were you made to feel important?

· Were staff well presented?

· Was your drink order correct?
The MYSTERY SHOPPER will be asked to give the following information and here are some comments they made following a recent visit to one of our outlets: 

This Mystery Shopper was asked to detail their Outlet Visit and commented:

“I wanted to have dinner upstairs around 8.30pm then go down to the bar for a drink when the singer starts at 10pm.  I was asked to comment on food, value, wine, atmosphere upstairs and volume levels, atmosphere and product range downstairs”

The Mystery Shopper was then asked to provide their overall assessment of their visit to the outlet:

“My overall impression of the visit was excellent.  The food was delicious, the service was good and the staff member was really friendly”.  

Here are the main sections of the Mystery Shopper report:

Mystery Shopping Survey
So - HOW does the mystery shopper measure what we do? Here is an example of a mystery shop; remember everything we do is being assessed; our premises, our food; our cleanliness; our welcoming attitude and above all - YOU! 

The Mystery Shop Profile

Step 1:
The Mystery shopper provides some information 


about 
themselves and comments on staff and 


customers present during their visit

	Venue
	Our Pub

	Day & Date
	Friday 25th June 

	No. of Staff
	7:10pm

	No. of Customers
	3

	Assistant Name
	Unknown

	Mystery Shopper (Age & Gender)
	Female 32

	
	


From the beginning, the Mystery Shopper has picked up that the staff member is not wearing a name badge - (IE) Assistant Name unknown - your name badge is all part of presenting a professional image - always wear it!

Step 2:
The Mystery Shopper looks at our overall performance and here is an example of how they scored us on this occasion 

	
	Actual Performance 
	Actual Score
	Potential Score
	%

	A
	First Impressions
	95
	100
	95%

	B
	Customer Service
	160
	170
	94%

	C
	Menu & Product Range
	110
	110
	100%

	D
	Comfort & Cleanliness
	70
	70
	100%

	E
	Payment
	30
	40
	75%

	F
	Overall Experience
	108
	110
	98%

	
	Total Score
	573
	600
	96%


First impressions -the first thing that the customer sees is your outlet, the physical building, so you are responsible for helping to make sure that the building is maintained in a clean and tidy manner; that your outlet is inviting and welcoming!
Then it is over to YOU - we all form first impressions, so when a customer meets you, you have to be at your best, remember your neatly pressed and clean uniform; your name badge; your manners! 

Customer Service - the customer will expect the basics, a smile, to be greeted in a friendly manner; to be shown to their seats, to be advised of what your food and beverage offerings are; they’ll want you to help them; to chat to them; They’ll want a clean table; a napkin; clean cutlery; attentive staff!

Menu & Product Range - the customer will expect you to know your menu: if they ask you what’s good, don’t be tempted to say 
that it’s all good; how do you know if you haven’t tasted 
everything on the menu? Be honest - don’t be afraid to say that 
my favourite is the Chef’s special steak, covered in a rich creamy pepper sauce garnished with garden fresh vegetables on a bed of creamed and garlic potato. Build up a picture - it helps make 
the mouth water!

Comfort & Cleanliness - how clean is your outlet? Are your 
tables 
clean 
when you invite your customers to sit down for a drink or something to eat? Would you drink out of a dirty glass - if not why would you expect your customers to do so? Are the toilet areas 
clean and have hand towels, toilet paper and 
soap been replenished? Is your outlet comfortable? Is your seating functional? Are customers made to feel comfortable?

Payment - customer’s expect no fuss when it comes to making a payment; have you presented the bill; do you know how to use a hand held device for taking card payments; are you fully competent in using the till system? Do you present the right bill and have you ensured that the totals are accurate? 

Overall Experience - the customer wants the full package; the extra’s; they want their food and drink fast; they want a high quality; they want to be treated like VIP’S; Is this not the same for you when you are the customer?

Step 3: First Impressions - LAST! The mystery shopper is then asked to comment on their first impressions of the building, the staff the ambience of your outlet!

	


YES = 10 Points

No = 0 Points

	FIRST IMPRESSIONS


	                                                                                                        Actual     Target

	1
	When you approached the venue what was your first impression of the exterior and approach to the venue?  Very Positive = 10 points / Positive = 8 points / Average = 5 points / Poor = 3 points / Very Poor = 0 points
	10
	10

	2
	The interior decor was well maintained? Strongly Agree = 10 points / Agree = 8 points / Passable = 5 / Disagree = 3 points / Strongly Disagree = 0 points
	10
	10

	3
	Was the floor litter-free and obstruction free?
	10
	10

	4
	Was the volume of background music appropriate?
	10
	10

	5
	The establishment had 'atmosphere'? Strongly Agree = 10 points / Agree = 8 points / Passable = 5 / Disagree = 3 points / Strongly Disagree = 0 points


	5
	10

	6
	Were staff available to acknowledge you on arrival in the venue?
	10
	10

	7
	Did staff member smile and make eye contact?
	10
	10

	8
	Staff were attentive to customers needs? Strongly Agree = 10 points / Agree = 8 points / Passable = 5 / Disagree = 3 points / Strongly Disagree = 0 points


	10
	10

	9
	Were you seated promptly?
	10
	10

	10
	Staff were not engaged in private conversation and ignoring customers
	10
	10


Look at points 1 and 2 - the customer is already assessing your outlet from the outside - does it look welcoming and inviting - is it the sort of place that you’d want to have your dinner, a drink with friends or somewhere to take your family for a special occasion?  

Points 3, 4 and 5 ask the customer to comment on the cleanliness of your outlet and on the atmosphere; think about this, has your outlet a comfortable feel to it? Has your outlet got a welcome feel to it? What about the music? Is it too loud or is it audible? Does the music suit the clientele?

Points 6 - 10 are about YOU so you always have to be at your best. In this particular example the employee scored highly; You must acknowledge people with a Smile upon their arrival; maintain eye contact when you are speaking to someone; be Prompt  in dealing with your customer, it only takes seconds to seat a customer and bring them their menu 

REMEMBER - Before a customer is sold on your food and your beverage, they have to be sold on YOU! Your manners, your attitude and your willingness to help is VITAL in ensuring that the customer has a great time and will ensure their return!
Here is a typical Mystery Shop Summary:
	Actual Score
	




95 / 100

	% Score
	
    95%

	On Approach the venue was well maintained and the exterior was clean and litter free. The interior was equally well maintained and litter free. My initial thought on entering the building was that there was little atmosphere, perhaps because there were so few customers in the venue. We were approached promptly by a member of staff when we entered the venue and welcomed with a smile. We advised the staff member that we wanted to sit outside initially as my friend wanted to have a cigarette, and it was a very pleasant evening. There was no problem with this and we were seated outside immediately. The waitress brought out the menus to us to look at whilst we were enjoying the evening sun. Great first impression.


The Bottom line in this summary is Great first impression. The first impression is created by the building; your outlet; take Pride in where you work, customers are encouraged to enter your outlet if it is clean, tidy and welcoming. That First Impression is either upheld or completely shattered by staff - we want you to act as an ambassador for the company at all times. Maintain the First Impression! 

On this occasion the staff member scored a fantastic 95%

Step 4: It’s all over to YOU now - go out and impress! The following table represents the areas that are measured through a mystery shop

	Customer Service
	Actual
	Target

	1
	Staff created a good rapport with customers? Strongly Agree = 10 points / Agree = 8 points / Passable = 5 / Disagree = 3 points / Strongly Disagree = 0 points
	10
	10

	2
	Were food / drinks menus clearly on display?
	10
	10

	3
	Was your drinks order taken promptly?
	10
	10

	4
	Were you informed about menu specials? (Only if having a meal)
	10
	10

	5
	If the item was not available were you offered a suitable alternative?
	N/A
	N/A

	6
	Staff member was knowledgeable regarding the drinks / food menu? Strongly Agree = 10 points / Agree = 8 points / Passable = 5 / Disagree = 3 points / Strongly Disagree = 0 points
	10
	10

	7
	Staff member was confident in their sales pitch? Strongly Agree = 10 points / Agree = 8 points / Passable = 5 / Disagree = 3 points / Strongly Disagree = 0 points
	10
	10

	8
	Your requirements were fully determined? Strongly Agree = 10 points / Agree = 8 points / Disagree = 4 points / Strongly Disagree = 2 points
	10
	10

	9
	Staff member was enthusiastic? Strongly Agree = 10 points / Agree = 8 points / Passable = 5 / Disagree = 3 points / Strongly Disagree = 0 points
	10
	10

	10
	Member of staff was helpful & attentive? Strongly Agree = 10 points / Agree = 8 points / Passable = 5 / Disagree = 3 points / Strongly Disagree = 0 points
	10
	10

	11
	Were you made feel welcome?
	10
	10

	12
	Were you made to feel at ease?
	10
	10

	13
	Were you made to feel important?
	10
	10

	14
	Were staff wearing full uniform and name badges?
	10
	10

	15
	Was your drinks order correct?
	10
	10

	16
	Were the drinks served at the correct temperature?
	10
	10

	17
	Were glasses / crockery / cutlery clean & polished?
	10
	10

	18
	Was your drink served in a branded glass?
	N/A
	n/a

	
	Actual Score
	160
	170




NOTE: the previous table is all about the staff member; it’s all about YOU!

Measure 1 RAPPORT & ACKNOWLEDGEMENT
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If you look at what the customer wants, it’s about how you greet the customer with a smile: how you build up a rapport with the customer - how do you do this - easy, use the weather as a topic of conversation; are the customers visiting Belfast or do they live locally - have they been shopping; strike up the conversation; help them with the menu! 

The customer wants to be acknowledged on arrival, if you are busy, a simple “you are very welcome I will be with you in a moment” will be enough or if you are not busy “you are very welcome, can I show you to a table? Great! follow me and as they sit down hand over your menu’s asking if you can get them something to drink in the meantime.
Measures 2, 4, 5, 6, 7 & 8 MENU’S
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When a customer sits down, the very least they’ll expect is a menu - they want to see what’s on offer; be vigilant, look around, check to make sure that there are menu’s on your tables or that they are readily accessible. 
Know your menu; ensure that you inform the customer of the daily special and that you are aware of the soup that is available on the day! Make sure you know what the food in your outlet tastes like! WHY - Because then you can recommend your favourite when the customer asks you what is good - don’t say it’s all good! Always Speak to your Chef - they provide important information!
If there is something that is not on the drinks menu or on the lunch/dinner menu - make sure that you offer an alternative; don’t say we’ve run out; or we don’t have any - be prepared to say that we don’t have that, but, I can offer you nice steak in a thick creamy pepper sauce with locally grown fresh vegetables on a bed of champ! Or may I recommend this bottle of white wine as I believe that it compliments your meal! If you are unsure, be honest and simply say, let me check with the chef to see what he’d recommend with that particular meal or speak to an experienced member of staff!

Accuracy - ensure that you take an order correctly - repeat it back to the customer to ensure that you get it right; this takes a matter of seconds and helps to avid the situation where you give the customer the wrong drinks of the wrong food!

Measure 3, 9, 10, 15, & 16 DRINKS 
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When you seat your customers, make sure that you take a drinks order while they browse the menu; be prompt in your order and return with the required drinks. Be enthusiastic, but be yourself - customers expect to be served by an enthusiastic, attentive and pleasant staff member; this is especially true if they have visited your outlet to escape the humdrum! 

Watch Out! Be mindful of the progress of your customer’s - during the meal, pay a visit to the table to ask if everything is ok; be attentive, let them know that you are there to assist any requirement that they may have.  Don’t keep them waiting!

Always ensure that glassware is clean and that the drinks are at the right temperature?

Measure 11 WELCOME

In a mystery shop we are measured on how we made the customer feel welcome; this begins with the look of the building and when they step inside it is down to YOU - a smile and a friendly greeting is key to customer satisfaction and is a significant part of delivering customer service excellence!

Measure 12 PUT YOUR CUSTOMER AT EASE 

Your customer has visited your outlet for a variety of reasons; to relax; to complete a business deal; to treat the family; to unwind with friends! Your job is to make them feel at ease. This can easily be accomplished by greeting the customer with a smile, selecting a suitable seating area, promptly making them aware of what is on offer; being attentive; providing them with exactly what they require; GOING THE EXTRA MILE - look at opportunities to really impress - (eg) if it’s a cold and wet day, perhaps a seat beside a heater; hanging up wet coats to help them dry out or the offer of a hot drink to remove the chill! If it’s a quick lunch - ensure that you know what can be prepared quickly; be in touch! 

Measure 13
A CUSTOMER IS A V.I.P.


Customers want to feel important, and why not - they are spending their hard earned cash so they expect a high standard of service. It is all the little things that can help - a pleasant greeting; swift service; visits to the table to see if everything is ok with their food and drink; general conversation; Going the extra mile to make their visit as good as it can be. You want them to come back; you want them to tell their friends how good you are. 

Measure 14 DO YOU LOOK THE PART? 

A clean and neatly pressed uniform shows professionalism; we want you to take pride in what you do; how you present yourself is a reflection of yourself, the company and your outlet. Your name badge provides a personal introduction to the customer.  High standard of personal hygiene and cleanliness is also required because we are working with food and drink. Wash your hands frequently. Always present yourself in a neat and tidy manner - it is what the customer sees!
This is what one of our customers had to say: 

	“Staff were very pleasant and polite from the start. I thought both the wine menu and the food menu were excellent and had no difficulty choosing options on either. Our server was helpful and knowledgeable about the menus. Our waitress was unfortunately not wearing a name badge but she was otherwise well presented and was extremely friendly. She built up a good rapport from the start and made us feel very much at ease. She made some suggestions for us which were good and appreciated. We each asked for a glass of wine and our server suggested a bottle instead to which we agreed. We were up-sold the wine in a professional manner. The drinks were served promptly and at the correct temperature”


Summary: It is about how our customers are treated that makes the experience good or bad; remember that you are delivering a professional service; the very nature of our business is based on this professionalism and it depends upon it.
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