HOW ARE WE DOING?

MYSTERY SHOPPER SURVEY AUTUMN 2011

Following our first Mystery Shopper Survey held in the Autumn of 2010, we have now conducted a second survey to assess our level of customer service and general performance.

As before, we particularly wished to identify any areas that reflected on the customer experience but this year also to ensure actions had been taken to improve from the previous year. All of our 7 shops were visited by an unknown customer, including the Dress Agency Labels of Amersham. 

The survey took into account 5 specific elements:

· First impressions

· Environment and facilities

· Staff and volunteers

· Point of sale

· Overall impression

In comparison to last year the average score was 85% and this year 83%. A deviation of ± 2% is not seen as being statistically significant because we have used a different mystery shopper volunteer and these impressions in some areas are subjective.

There are some areas for attention and those that significantly need improvement are:

Shop A

72%

Not offered a lottery ticket

Not thanked by staff at point of sale

Following receipt of donation - Gift Aid not explained

Following receipt of donation - Donation bag not offered

Shop B

80%

Shop displays not fully stocked

No shop music playing

Not offered a lottery ticket

Not thanked by the staff at point of sale

Following receipt of donation - Gift Aid not explained

Following receipt of donation - Donation bag not offered

Shop C

93%

Not offered a lottery ticket

Following receipt of donation - Gift Aid not explained

Following receipt of donation - Donation bag not offered

Shop D

91%

Staff not wearing a name badge

Following receipt of donation - Gift Aid not explained

Following receipt of donation - Donation bag not offered

Shop E

77%

Till staff could be more friendly and welcoming

Not offered a lottery ticket

Following receipt of donation - Gift Aid not explained

Following receipt of donation - Donation bag not offered

Shop F

81%

Shop floor unattended

Waited to be served

Shop G

86%

Welcome and acknowledgement by staff was poor

Not offered a lottery ticket

Following receipt of donation - Gift Aid not explained

Following receipt of donation - Donation bag not offered

Overall Conclusions

In response to last year’s survey we are pleased to see improvement in these areas:

· that most of our shops are taking advantage of the PPL/PRS licence and providing background music in the shop.

· Staff and volunteers have improved wearing name badges apart from one shop.

· Receipts were offered in all shops

· General tidiness of the shops had improved.

New issues that require further training and urgent action:

· Staff should acknowledge customers as they enter the shop with a smile and greeting. We want our customers to feel welcome and at ease as they browse and be able to ask for help or advice if they require it.

· We started the Gift Aid scheme on 1 April 2011 and after an initial very positive flurry from staff, volunteers and customers alike, it is clear that we need to reinforce the need to offer Gift Aid on all donations.

· Each shop has a supply of branded bags to hand out to each person that brings in a donation to encourage the donor to return to our shop with their next donations.

· Several shops are still not offering a Hospice Lottery Partnership ticket to customers in the shop and in fact only one shop offered a lottery ticket to the Mystery Shopper.

The next Mystery Shopper survey will be in 6 months’ time (Spring 2012).

Please contact the Chief Executive if you wish to give any feedback on the service that you have received in any of our shops.
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