SAN JOAQUIN DELTA COLLEGE

SMALL BUSINESS DEVELOPMENT CENTER

MYSTERY SHOPPER REPORT

RETAIL/SERVICE BUSINESS EVALUATION
This questionnaire is designed to assist you completing an overall assessment of the business that you are visiting.  Your confidential responses will be combined with those of other shoppers evaluating this business.  The combined results will be shared with the business owner(s) in consultation with the San Joaquin Delta College Small Business Development Center.

BUSINESS NAME___________________________________________________________ 

ADDRESS______________________________________/PHONE#____________________

HOURS OF OPERATION _____________________________________________________

DATE/TIME OF VISIT____/____/____   ____:____ am/pm  LENGTH OF VISIT__________

     SPECIFIC SHOPPING REQUEST________________________________________________



     REPORT DUE BY ____________________

    ATTACH YOUR RECEIPT

Please complete the questionnaire by circling the numbered response that best applies.  

A written statement must be included in all of the comment sections.  Thank you!
TELEPHONE COMMUNICATION

The phone was answered: 


1--------------------------2----------------------After how many rings____________(Fill in)


not answered
               by a machine/

                                        voice mail
 

When the phone was answered, I was:


1--------------------------2----------------------3-----------------------4-------------------------5


put on hold               transferred to the
           put on hold for 
       acknowledged, then         serviced immediately 

       and forgotten             wrong person                 hw long?                   put on hold briefly

If a message was left how long before you were called back?

TELEPHONE COMMUNICATION COMMENTS (include greeting received):
What was said when the phone was answered?____________________________________

__________________________________________________________________________ 

What did you ask? What was the response?

__________________________________________________________________________

__________________________________________________________________________

Did the greeting and the response make you want to visit this business?

__________________________________________________________________________

__________________________________________________________________________

If not, how could the business improve?___________________________________________

_____________________________________________________________________________

WEB SITE

Does the company have a web site?                                      Yes            or          No

If yes, list the web address_______________________________________

Does the business want the web site shopped?                     Yes           or         No

How many tries did it take to connect to the  web site? ______________

Describe in detail how user friendly the site was. _______________________________________

__________________________________________________________________________

__________________________________________________________________________

Send client an e-mail inquiry.  Print this inquiry and note date and time sent.  Attach a copy to this report.

How long does it take the client to respond?__________________________________________

Attach a copy of the response. Does the response answer your inquiry?  Your comments___________

__________________________________________________________________________

__________________________________________________________________________

How do you recommend the client improve the web site? Print pages as necessary and add comments.

LAYOUT / DESIGN

Finding this business was:


1--------------------------2----------------------3-----------------------4-------------------------5


almost impossible


           not too difficult



       very easy/well marked

Business name was:


1--------------------------2----------------------3-----------------------4-------------------------5


not visible

  
       too small and/or posted at entrance only
           immediately visible/helpful 

Business hours of operation were:


1--------------------------2----------------------3-----------------------4-------------------------5


not anywhere to be seen

somewhat difficult to see/find                                 immediately visible/helpful

The outside appearance of this business was:


1--------------------------2----------------------3-----------------------4-------------------------5


dirty
          



      clean



           very clean/inviting 

Upon arriving, parking was:


1--------------------------2----------------------3-----------------------4-------------------------5


unsafe

       inadequate
      somewhat difficult to find
available

   abundantly available/safe   

The furniture/fixtures in this business were:


1--------------------------2----------------------3-----------------------4-------------------------5


too crowded
          haphazardly arranged         take out                      logically arranged     helpful/comfortably arranged

Restrooms were:  (check here if n/a  )


1--------------------------2----------------------3-----------------------4-------------------------5

       very dirty

     messy
         not available
      adequate

    very clean/well marked

Facilities were accessible for the disabled and elderly.


1--------------------------2----------------------3-----------------------4-------------------------5


not at all 




   adequate



very accessible/well-marked 

LAYOUT / DESIGN COMMENTS: (Specifically what could the client do to improve?)

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

CUSTOMERS

At arrival how many people were in the Business? _________________________Fill in

At departure how many people wee in the Business? ________________________Fill in

When I visited, the business had:



1--------------------------2----------------------3-----------------------4------------------------5


no customers
        
a few customers

moderate amount 

  many 

        capacity crowd
STAFFING:  List all employees you came into contact with  o r observed. Name if known .______

_________________________________________________________________ ________

If name not known describe using all of these attributes: sex, race, age, color of hair, length of hair, 

Clothing worn.  Any specific jewelry won  ._________________________________________

________________________________________________________________________

During my visit, the business was:


1--------------------------2----------------------3-----------------------4-------------------------5


very understaffed



adequately staffed


              very well staffed 

During my visit, unrelated staff interactions were: (check here if only one staff member present  )



1--------------------------2----------------------3-----------------------4-------------------------5


frequent & disruptive


        sometimes occurring


         not  going on in my presence

I observed the staff: (check here if only one staff member present  )


1--------------------------2----------------------3-----------------------4-------------------------5


talking amongst themselves







   really working as a team

Managers/supervisors present were: (check here if only one staff member present  )


1--------------------------2----------------------3-----------------------4-------------------------5


chatting with employees
             giving directives to employees

          serving as back up if needed
The representative's other duties seemed to be:


1--------------------------2----------------------3-----------------------4-------------------------5


of prime importance
   always interfere
        sometimes interfere
      kept to a minimum
            handled in advance 

STAFFING COMMENTS: Specifically what could the client do to improve staff interaction with the

Customer?
__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

CUSTOMER SERVICE

When I entered the business, I:


1--------------------------2----------------------3-----------------------4-------------------------5


wasn't acknowledged 
 

had to seek out someone



was welcomed immediately

Who did you first come into contact with? _____________________________________________________

The greeting I received was:


1--------------------------2----------------------3-----------------------4-------------------------5


non-existent

canned and artificial
     adequate



        genuine and personal

The representative's attitude toward me was:


1--------------------------2----------------------3-----------------------4-------------------------5


extremely rude
        irritated

     neutral
      somewhat friendly
            genuine & helpful

The representative seemed to:


1--------------------------2----------------------3-----------------------4-------------------------5


hate the job

be putting in time
     neutral
         enjoy the job
       love what he/she does

Eye contact was made:


1--------------------------2---------------------------------------------4-------------------------5


not at all
               when paying/
                                       most of the time    immediately/comfortably




        leaving                                                                             maintained
  
  


The representative's manner of dress was:


1--------------------------2----------------------3-----------------------4-------------------------5


inappropriate



                adequate



         very appropriate

While I was looking at the merchandise, the representative:


1--------------------------2----------------------3-----------------------4-------------------------5


never offered assistance

           assisted briefly
          was helpful                      greatly assisted me 
The representative seemed:


1--------------------------2----------------------3-----------------------4-------------------------5


too busy to assist me
 distracted with work      distracted by others     attentive to my presence  very focused on my needs

The amount of effort and interest in servicing me was:


1--------------------------2----------------------3-----------------------4-------------------------5


non-existent

        minimal

     adequate

 fairly high
               excellent

While the representative assisted me, I often felt:


1--------------------------2----------------------3-----------------------4-------------------------5


very rushed

      

    somewhat rushed to decide

 I had the freedom to think & decide

CUSTOMER SERVICE COMMENTS:What could the client do to improve your experience?
__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

SALES TECHNIQUES

The representatives offered:


1--------------------------2----------------------3-----------------------4-------------------------5


no information on other products/services



          great tips on additional items/services

When I spoke, the representative:


1--------------------------2----------------------3-----------------------4-------------------------5


didn't listen to me


listened to what I had to say
  verbally clarified my comments & concerns

When explaining the product/service, the representative:


1--------------------------2----------------------3-----------------------4-------------------------5


was condescending
used too much industry lingo
                  gave a reasonable 
       was enthusiastic/used 







                   amount of info
     clear, layperson's terms
The representative's product/service knowledge:


1--------------------------2----------------------3-----------------------4-------------------------5


was never demonstrated


 was adequate


        was demonstrated & thorough

In closing the sale, I was:


1--------------------------2-----------------------3------------------------4-------------------------5


talked into something I didn't want 





 happy & got exactly what I wanted

No sale took place because:


1--------------------------2-----------------------3------------------------4-------------------------5


Didn't receive 
salesperson didn't try




   was not part of the Mystery Shop


adequate info

  to close the sale

If returning a purchased item, the representative:  (check here if n/a  )


1--------------------------2-----------------------3------------------------4-------------------------5


was discourtious



accepted the return 

   accepted the return and inquired








without comment

           about a possible alternative selection

SALES TECHNIQUES COMMENTS:

List any item purchased_______________________________________________________
__________________________________________________________________________

Did the client miss any sales opportunities?

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

PRICING

Merchandise pricing was:


1--------------------------2----------------------3-----------------------4-------------------------5


often missing 
    confusing/misleading
mostly visible/understandable

       visible/understandable 

Merchandise pricing was:


1--------------------------2----------------------3-----------------------4-------------------------5


way out of proportion to value


     average



         very fair/appropriate 

PRICING COMMENTS:

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

OVERALL IMPRESSIONS

When visiting this business, I was:


1--------------------------2----------------------3-----------------------4-------------------------5


very uncomfortable 
    uncomfortable           
   neutral
          comfortable            very comfortable

                                                                


   








spending time here 

Upon leaving the business, I was:


1--------------------------2----------------------3-----------------------4-------------------------5


very

      
      somewhat 
                neutral 
        looking forward                eager to tell friends/

      disappointed
               disappointed   
   
            
           to returning                   family to come here
My overall impression of this business was:


1--------------------------2----------------------3-----------------------4-------------------------5


very poor

      not so good

about  average

pretty good

extremely positive

OVERALL COMMENTS:

1.  List what is going right for this business

__________________________________________________________________________

__________________________________________________________________________

2.  List what this business can do to improve.

__________________________________________________________________________

__________________________________________________________________________

CONSULTANT NAME ________________________________________________

MS/Retail

1

