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Help your employees reach their
full potential.
by Shaw Consultancy
“I was always an average performer in my company. It’s
not that I didn’t want to give it my best, I wanted to
improve and give this job my 100%, but I was clueless
about where I was going wrong. I didn’t know what was
expected out of me. And every interaction with my seniors
only made me feel more clueless and demotivated.” Roma

Every month when the Mystery Shopping report was to
arrive, Roma would get extremely stressed and start
mentally preparing herself for a blame game session with
her seniors.
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Although these might be Roma’s words and her story, this is a shared sentiment across
employees in various organizations. Employees often want to give their best and improve
their performance, but due to the lack of concrete and constructive feedback, they’re often
left feeling lost and demotivated towards their work.
This incident puts light on a very crucial question:
Should Mystery Shopping be used as an exercise to find faults or an exercise to
improve the performance of employees?

Mystery Shopping is a method that consumer-focussed businesses adopt to check out the
standard of the service and employee integrity of their staff members. Many organizations
have realised bitter truths about the standard of their service after such audits.
However, rather than using it as a policing tool, companies should view it as a tool to
improve and better the performance of their employees. It should motivate their employees
to do better. It should help them set benchmarks so that each employee is aware of where
they need to reach. If you use Mystery Shopping as a fault-finding exercise, then after a
certain period of time, your employees get immune to vague feedback and start acting
indifferent to it, which in turn, might end up causing more harm to your organization.
Therefore, your Mystery Shopping exercise should focus on helping your employees serve
the customers in the best way possible. To boost the performance of your employees, you
can try incentivising the entire programme. You need to recognise a well-scoring audit
publicly to make them feel good. We strongly believe that corrections and areas of
improvement can be done without publicly pinpointing their blames, and instead
explaining their flaws privately and giving them a chance to fix it. After all, mystery
shopping is not about fault-finding, it’s about fact-finding. It also helps a company see how
they can improve its Net Promoter Score and create unique and customised
experiences for their customers.
But before you opt for a Mystery Shopping program/experience, you need to ask
yourself the following questions:

What is the desired behaviour that I want from my employees?
How can I help each employee reach their maximum potential?
What do I do to make my employees feel valued and understand the importance of
their role in this organization?
Do my employees know what is expected of them?
Once you have the answers to the above mentioned questions, you can move on to the
next step i.e, making your Mystery Shopping checklist.
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A Mystery Shopping checklist usually covers the aspects of customer experience (service)
that are derived from each organisation's Standard Operating Procedures and also the hard
elements covering hygiene and other aspects of infrastructure.
It should include focused questions on service-related aspects like salesmanship, customer
interaction/engagement, last impression, and aspects that tell you more about the
employee. This will help you understand how you can help your employees improve their
skills and get the desired results from them.
As experts with an experience of over 24 years in the field of Mystery Shopping, We keep
devising organisations to use their mystery shopping checklist as a training guide and
create situations based on the checklist. Honestly speaking, nobody refers to SOP manuals
these days as they are far too detailed. Anything that is quick and practical is adopted easily
and hence your Mystery Shopping checklist should become the bible for the front end
representation to the customer.
A few of our clients who want to create a better customer experience initially start with a
non-scoring method and after a period of 2-3 months, move to a scoring system.
Understanding what to do with the results of your Mystery Shopping exercise is the most
crucial step of this process. Each organisation needs to study the results and identify the
areas of improvement.
At Shaw Hotels & Consultancy Services, we help you study these results and identify the
gaps or shortcomings of your customer experience and in turn, use our coaching tools to
get better results.
If you’re looking to enhance your customer service experience and help your employees put
their best foot forward, then look no further and get in touch with our team right away.
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