
4/30/2019

1

Knowledge is Power!
Do you want to be a “preferred” Evaluator? 

-----IMPORTANT DISCLOSURE-----
The information contained herein are 
suggestions and collected ideas to 

consider. Individuals must verify the best 
individual course of action to be taken in 
their own specific situations by consulting 

qualified legal, business and financial 
representatives.
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Introduction: What These Courses Are, and What They Are Not

• How a mystery shopper observes, records and ultimately transmits information via 
the Mystery Shopping Provider (MSP) is critically important to the success of each 
research program. 

• This course reviews history, terminology and common shop types. Mystery shopping 
is more than a few observations in exchange for reimbursement or a free 
sweater/dinner; your observations can impact bonuses, new operating procedures, 
even an employee’s tenureship with the location shopped. Making sure you get all 
the required observations accurately observed and recorded is extremely important.

• Each person must learn how to write complete, grammatically correct statements, 
develop descriptive vocabulary and write accurate and insightful narratives on their 
own. There are plenty of ways to do this, including community college and university 
courses in composition. 

• This course expects that the shopper has already achieved that status on his or her 
own by now.

• Mystery shops in these fields can be some of the most lucrative assignments in the 
marketplace. Your achieved certification is a statement to our industry that you are a 
leader in understanding the purposes of mystery shopping within retail industries and 
that you possess the requisite skills to be an outstanding shopper in this field.
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Understanding Retail

Common Retail Shop Steps, Terms, 
and Definitions – Customer Service
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• A retail shop will generally consist of three to five main sections: Service (floor service 
and check out), Cleanliness (exterior and interior), and Product Presentation. There 
could be short narratives required for each major section or blanks in which you can 
comment on each individual question. 

• There are different types of customer experience retail shops. Some are simply inquiry 
shops that are focused on inquiring about a specific product. Some shops do require a 
purchase; either of a set amount or a specific product and other shops require both a 
purchase and a return.

• Some retailers do require a lot of detail and require the evaluator to visit multiple 
departments within the store. For example, a grocery store evaluation may require you 
to peruse 5 different aisles to confirm specific products, visit the deli, visit the butcher, 
engage customer service and then visit the bakery. 

What you will need to 
cover and learn:

1. Service
2. Cleanliness
3. Product Presentation 
4. Common Retail Terms

What you will most likely provide 
feedback on:

1. Patience
2. Attentiveness
3. Clear Communication Skills
4. Product/Service Knowledge
5. Positive Language Ability to read the Customer
6. Persuasion Skills
7. Rapport
8. Closing
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Common Key Performance Indicators:

• Greet Time:
• Assistance: 
• Recommendations:
• Upselling:
• Product Knowledge:
• Demonstration:
• Check Out Time:
• Closing and Goodbye:

What is a Retail Audit
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Reasons Retailers use Auditing and Merchandising to help their bottom line

Customer Experience Compliance Merchandising Competitiveness

Sensory Experience Safety Store Layout Pricing

Store Cleanliness Cash Integrity Product Placement Sales Forecasting

Employee Behavior Shrinkage Brand Standards Inventory

Visualization AD Compliance Loss Prevention Trends

Stock Levels Alcohol/Tobacco Promotions Competitive Product Offerings

Materials Needed

You may be expected to be familiar with any of 
the following materials when performing an audit:

Planograms, current versus expired 
promotional items may be needed to verify 
store layout is as it should be. 

Printed Instructions, Checklists, Authorization 
letters, Excel Spreadsheets

Additionally, some hardware items such as a 
Smartphone, Tablet, and SKU scanners are 
used to check barcodes or verify pricing. 
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Skills Needed when Performing an Audit

• When performing any type of field research, there are 
several skills that need to always be at the forefront of 
any assignment.

• Understand that becoming a skilled auditor may take 
time. It is important to get a little better each time and 
strive to obtain the highest levels of accuracy possible 
for any evaluation.

• Let’s take a look at some qualities that are critical in 
exceeding the client’s expectations when performing a 
retail audit.

Accuracy
Detail
Staying Objective
Documentation 

Goals of an Auditor

• The key is to get in and get the job done without interrupting everyday 
operations. Making this known and maintaining a high level of 
professionalism is very important.

• You should not fraternize with employees and should be cognizant of 
side-bar conversations. Times in and out while onsite are also important 
so you are accounted for at all times.

• If you are auditing in a retailer where you typically shop, always refrain 
from shopping or 'setting items aside' to purchase after your audit.  
Leave the location when you are finished and then return as a 
customer.

• Steer clear of restricted areas without permission and an escort.
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Understanding Property Management 
Shops

Preparing for the Shop

Be objective, and above all, be SPECIFIC and DETAILED in your 
survey. You want to make the reader feel as though they were by your 
side at the property with you. 

• Review the property website in advance.  You may get ideas for your 
cover story from the location. ex: want to be closer to work, 
school/college, hospital, etc.

• You will also get an idea of the types of apartments, amenities and 
prices.

• Tip: do not reveal that you have visited the website or the Leasing 
consultant may think you know a lot about the property already.
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Your cover story 

• If asked how you heard of the community, you can say 
a friend who lives in the neighborhood (not at the 
community) mentioned it to you.  

• Do not say you saw the website, the consultant may 
think you already know a lot about the community. 

• Do not say that you have driven by in the past or 
he/she will not offer directions on the phone.   

• If you have been given information from the Project 
Manager where the apartment is advertised, like 
Craigslist, you should say that is how you learned of 
the property.

Best Practices - for your phone call 

• It is important not to lead the agent or be too precise in what you are searching for, be flexible 
with your story. When your target answers the phone, by name, simply say, “I’m looking for an 
apartment” or “Do you have any vacancies”? Let them ask you questions about what size you 
need and so on. Do not ask about community features such as a pool or fitness center. If the 
conversation begins to stall, you may ask 1 or 2 of these questions: 

• “How many apartments are at this community”? 
• “What is the parking situation”? 
• “How late are you open”? 

• Do not interrogate the agent. It is their job to ask you questions and describe the apartment and 
community and invite you to visit. 

• Have the evaluation form in front of you as you make the call. Make notes or check off questions 
throughout the call and immediately after hanging up begin filling out the telephone portion of 
the 
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Possible problem areas to avoid 

• CONVERSATION: Do not over talk. Keep conversation to a 
minimum. Do NOT lead the consultant, if they do not bring 
up a topic or show you a property feature, do not ask about 
it.

• COMMENTS TO THE LEASING CONSULTANTS: Do not 
question the leasing consultant regarding the staff or make 
comments about maintenance problems you notice on the 
property. 

• LEASING CONSULTANT'S PERFORMANCE: Do not lead the 
leasing consultant into making the correct statements. We 
are there to make sure they cover every area. We are also 
there to identify areas they are not covering in their usual 
day to day performance. 

Completing your survey 

• PLEASE BE DETAILED and DESCRIPTIVE - It is extremely important that you be as detailed and 
descriptive as possible when writing your comments. Doing so immediately lends credibility to 
your evaluation and indicates to the reader that you are highly skilled and observant. 

• Shops submitted that lack detail will be considered invalid. PLEASE follow the examples below: 

• INCORRECT: "The leasing consultant did a good job of showing me all of the apartment's 
features." 

• CORRECT: Susan did a great job of showing me the apartment. She pointed out the large cabinets, 
the kitchen window, and the new appliances. When we entered the bedroom, she said, "You'll be 
amazed at the closet space," leading me to the large closet, pointing out the mirrored doors and 
the effect they have on the entire room." 
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Fine Dining

• A fine dining restaurant has a more formal atmosphere than quick 
service, casual/family or fast casual restaurants, and they are almost 
exclusively sit down restaurants. The menu is upscale and uses high 
quality ingredients, and the locations generally offer wine lists and 
occasionally a sommelier to help customers with their wine selections. 
They generally have dress codes as well. Many fine dining restaurants 
tend to have more expensive menu items than other types of 
restaurants. 

• Interactions with the staff during a fine dining shop could include a call 
to make reservations, as well as interactions with valet service 
attendants, a host or hostess, the bar staff, the service staff (often a 
server and one or two support staff members), and a manager. Fine 
dining establishments have high expectations of their staff and expect 
them to meet sometimes strict criteria with regard to the service being 
provided. 
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Fine dining clients also have high expectations 
of their mystery shopping program and the 
independent contractors who perform the 
shops. Forms will require a greater amount of 
detail and usually significant free-form 
narrative than you will find on QSR or casual 
dining shops. For this reason, it is generally not 
recommended that shoppers take on a fine 
dining shop until they have at least some 
modicum of experience in mystery shopping 
and superior writing skills. 

Common Fine Dining Shop Steps, Terms, and Definitions 

Common Fine Dining Shop Steps: A fine dining restaurant shop will generally consist of six to eight main sections: 
Reservations, Valet (if applicable), Host/Hostess, Bar (if applicable), Service Staff, Management, Food, Cleanliness. The 
narratives in most sections can be relatively straightforward, while the majority of the details will be included in the 
Service Staff and Food sections.  
• Reservations
• Valet
• Host/Hostess
• Bar
• Service staff
• Manager
• Food
• Cleanliness
• Service terms: Suggestive selling, food runner, busser, food auctioning, pre-bussing, crumber comber, julep strainer, 

chits, jigger, sommelier, decentering, wine varietal etc. https://www.studioneat.com/pages/toolguide
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Your participation in these sessions and your desire to become an MSPA certified 
Evaluator makes a statement to the mystery shopping industry that you take your 
vocation seriously and that you are eager to demonstrate to MSP members that 

you are a committed, professional shopper. 

Congratulations on taking these steps and good luck on your nest steps!

25


