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Program to the
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MYSTERY SHOPPING



Congratulations!
As someone who has been running a successful mystery shopping program,
you are well ahead of the curve when it comes to gathering the insights you
need to deliver great customer experiences and earn customers for life.
 
As you know, mystery shopping is an effective method for assessing and
overseeing how well your brand standards are being met in the field and
ensuring operational consistency across locations. When paired with other
programs, like Voice of Customer or Operational Execution initiatives, you
can take your program even further by integrating these additional data
sources to ensure you have a comprehensive view of your customer
experience.

At the heart of this approach is a cycle of listening, interpreting, acting, and
repeating. This cycle allows you to engage with your customers actively,
understand their needs, measure how well your brand meets its standards,
and continuously improve based on the insights gathered.

It's essential to leverage tools that can enhance your mystery shopping
program to gain deeper insights, improve operational efficiency, and
reduce manual labor. By incorporating advanced features, you can ensure
that your brand not only maintains operational standards but consistently
evolves to meet customer expectations and drive growth both in your
physical location and digital space.

Are you ready to take your program to the next level? This guide is divided
into two sections to help you get the most out of your efforts:

Enhancing Your Mystery Shopping Program: Strategies to optimize
your current program and elevate operational consistency.
Doing More with Your Data: How to integrate additional data sources
and uncover deeper insights that drive meaningful CX improvements.
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Enhancing Your Mystery
Shopping Program
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Part 1



Gather direct customer feedbackMonitor daily execution Manage your online reputation

Your mystery shopping program is vital for
monitoring and maintaining brand standards
across all your locations and digital spaces. 
It provides objective, third-party evaluations that give you valuable insights into how your brand is
performing at key customer touchpoints. Mystery shopping is particularly effective at uncovering
operational gaps and measuring adherence to your brand standards. 

But what if you want to take this further? Mystery shopping is just one tool to help you deliver
exceptional customer experience. To gain a comprehensive understanding, complement your efforts with
tools that:
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This multi-pronged approach can help you address various aspects of the customer journey. For example,
customer feedback surveys provide direct insights into how customers perceive your brand, while daily
checklists ensure operational standards are consistently met. Monitoring online reviews allows you to
capture real-time customer sentiment and address potential issues before they escalate. 
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Whether you are an operations leader, field manager, or
franchise owner, day-to-day execution in the field is key to
building strong customer loyalty. 

While mystery shopping provides you with valuable, unbiased
point-in-time evaluations of how well your brand standards
are being executed, the consistent use of regular checklists
and internal inspections or audits work hand in hand to help
you achieve operational excellence and ready your operations
for this point in time evaluations.

Mobile forms and automation software, also known as digital
checklists or inspection software, is an essential tool for
maintaining consistent operations across multiple locations.
These tools enable brands to monitor and enforce daily tasks
and operational processes, ensuring that standards are
consistently upheld between mystery shop visits.

Brands leverage these tools for various purposes, such as:
Daily operational checklists
Weekly/monthly/annual inspections
New product launches
Event or promotion planning

By using digital solutions, businesses can streamline processes,
track compliance, and ensure that employees at every location
follow the same procedures.

Paired with mystery shopping, these tools provide a holistic
approach to maintaining brand standards. While mystery
shopping captures a snapshot of customer interactions and
operational performance, mobile forms and digital checklists
offer continuous oversight, ensuring day-to-day adherence to
brand standards and enabling quicker action on identified gaps.

Operational Execution: Mobile Forms, Digital Checklists and
Routine Inspections
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Key Benefits of Mobile Forms, Digital Checklists, and Routine
Inspections Paired with Mystery Shopping:

Proactive issue resolution: Regular digital checklists allow teams to
identify and address operational issues before they impact the customer
experience. When combined with mystery shopping, this ensures that
identified issues are resolved efficiently.

Maintain daily operational consistency: Mobile forms and digital
checklists ensure that operational standards are consistently executed
every day. Mystery shopping provides the outside oversight needed to
check in to ensure standards are being met.

Faster follow-up actions: Integrating digital checklists enables immediate
follow-up actions on any issues identified during mystery shopping visits,
preventing minor problems from escalating.

When these tools are paired with mystery shopping, brands can ensure not only that their brand standards are consistently met but also that
their day-to-day operations remain aligned with those standards, creating a seamless customer experience across all locations.

Enhanced data insights: Converting paper checklists and inspection
forms to digital saves time and enables data analysis. When paired with
mystery shopping, businesses can compare long-term trends with point-
in-time evaluations, offering a fuller picture of performance.
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Field-Tested, Brand-Approved
An example of successful integration of digital checklist and inspection software with a mystery shopping
program is High’s, a popular ice cream chain turned convenience store and gas station with more than 60
locations and 500+ employees.

High’s uses Intouch’s digital forms, checklist, and inspection software to set and roll out the standard
operating procedures to their dealer representatives. 

“Our favorite thing about IntouchCheck® is the ability to set the form to be customized for the dealer rep and
set the standards out there in that world that is a little bit different than the company ops.”

MichelleTruelove, Vice President of Operations at High’s of Baltimore.

Having all the data in one simple dashboard allows High’s team to access valuable insights instantly. They
can easily drill down into individual store or region data with just one click, providing a clear, centralized
view of their performance. 

Did you know Intouch Insight offers ready-to-use inspection software? Learn more about IntouchCheck® here.
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Customer feedback is the lifeblood of any consumer-facing business. Understanding what your customers want
and how they want to interact with your business can make the difference between earning long-term customer
loyalty versus losing that customer to the business across the street.

When running mystery shopping programs, customer feedback surveys provide critical insights to make sure you
are evaluating the right things as part of your mystery shopping program. This feedback allows you to identify
areas where your customers' perceptions might differ from your internal standards, offering a more complete
view of your performance.

In addition, in today’s day and age of Google reviews, social media, and viral content, it’s critical for businesses to
give their customers a place to provide feedback directly before voicing it publicly online for the world to read. 

Customer feedback surveys demonstrate to your customers that you care about their perceptions and help you
build deeper, more personal relationships. Brands use web-based surveys to collect feedback on customer
satisfaction, product experience, and service quality. By acting on these insights, they can proactively address
customer concerns, improve loyalty, and drive growth.

Customer Feedback: Customer Feedback Tools
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Key Benefits of Customer Feedback Tools Paired with
Mystery Shopping:

When paired with mystery shopping, customer feedback surveys offer a dual perspective—one that captures the operational execution
through mystery shopping and another that reflects the customer’s direct feedback. This combination provides a complete picture,
allowing brands to refine both internal processes and customer interactions for optimal performance.

Proactive issue resolution: Mystery shopping can identify operational
issues, while surveys can uncover customer frustrations. Addressing
insights from both sources ensures you can resolve concerns promptly,
preventing escalation into negative reviews or customer dissatisfaction. 

Flexible deployment: While mystery shopping is scheduled and clearly
structured, surveys can be distributed at various customer touchpoints,
capturing feedback across different stages of the customer journey for
comprehensive insight.

Customer insights: While mystery shopping evaluates operational
performance, web-based surveys capture customer perceptions
directly, helping you understand where your brand meets or misses
expectations. Together, they give a fuller view of both execution and
customer satisfaction. 

Encouraging positive reviews: Mystery shopping verifies service
quality, and surveys allow satisfied customers to express their
appreciation. This combination reinforces your brand’s reputation by
validating positive experiences and encouraging happy customers to
leave reviews. 
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Field-Tested, Brand-Approved
Parkland, a leading fuel retail industry company with more than 4000 retail service stations and 6000+
employees, paired their mystery shopping with customer surveys to help manage its customer experience
data. 

This allowed them to collect broader customer feedback and provided them with valuable insights into
customer needs and preferences. 

“We use this when we need to solicit feedback from our users or from our partners or our customers. So being able
to just send a quick link via email or share via QR code, whatever it might be, but being able to send that to whoever
we need, have them fill up the survey, get the results back, and really be able to dive into the data very easily.”

Andrew Balchin, Program Manager at Parkland Corporation.

Did you know Intouch Insight offers a flexible survey tool? Learn more about IntouchSurvey® here
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While mystery shopping and customer feedback surveys provide internal insights, Reputation
Management provides the “last line of defense” in protecting and shaping how your brand is perceived
externally. This service allows brands to monitor and respond to customer reviews and social media
mentions, providing real-time insights into online sentiment that can impact your brand’s public image. 

By keeping a pulse on unsolicited feedback, Reputation Management helps businesses proactively
address negative comments or misinformation before they escalate into larger issues. It also allows them
to capitalize on positive feedback, using it to shape customer perceptions and influence decision-making.

This external feedback is particularly powerful because it reflects the voice of the customer in real-time
and can highlight issues that may not surface through structured surveys or mystery shopping. As the
final layer in a comprehensive customer experience strategy, Reputation Management enables businesses
to complete the feedback loop, ensuring that every customer interaction is monitored, analyzed, and
addressed, whether it’s in-store, through direct surveys, or in the public online space. 

Brand Reputation and Protection:
Reputation Management Software
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Key Benefits of Reputation Management Software:

Monitor online presence with cross-channel validation: Reputation
Management provides a comprehensive view of brand perception
across digital platforms, while mystery shopping—whether in-store,
through an app, or online—offers objective insights into the customer
journey. Together, they ensure that online perceptions and both digital
and in-person experiences consistently align with brand standards.

Proactively protect your brand based on negative findings: Mystery
shopping identifies potential service gaps and areas needing
improvement, which Reputation Management can reinforce by
addressing negative feedback promptly. This proactive approach
prevents minor issues from escalating online.

Optimize resource allocation with actionable insights: Combining
mystery shopping evaluations and online feedback helps brands
identify where resources are needed—whether in training, operations,
or customer service. This strategic approach ensures time, budget, and
efforts are focused where they’ll most impact satisfaction and loyalty.

11

TAKING YOUR MYSTERY SHOPPING PROGRAM TO THE NEXT LEVEL



Bringing it all together
Combining mystery shopping, customer feedback surveys, operational
checklists, and reputation management creates a powerful feedback loop
that enhances your ability to listen, interpret, and act on your customer data. 

These tools work together to provide a complex picture of your customers’
experiences and operational execution. By addressing issues identified
through mystery shopping, you can improve service delivery, staff training,
and operational efficiency—ultimately leading to higher customer satisfaction
and better business outcomes.
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Doing More with Your Data
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Part 2



With the right strategies, you can transform raw data into a proactive
tool for decision-making, improving consistency, and creating
seamless customer experiences. Leveraging automation, data
enrichment, and advanced analytics allows your team to make data-
driven improvements aligned with field and corporate goals.

14

As your mystery shopping program evolves
alongside your customer feedback and
operational systems, the potential for data
to drive real, actionable insights grows.
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Data, when structured and visualized effectively, becomes a
powerful tool. The key to maximizing the impact of your data is to
ensure relevancy in the insights to the audience. Luckily for us,
today's advanced reporting tools enable you to tailor insights for
every role within your organization. 

Using custom dashboards and record listings allows you to filter,
group, and present data according to the specific needs of your
regions, divisions, or departments. This way, each stakeholder—
whether in management, operations, or the executive team—sees
the metrics and insights that matter most to their roles and goals.

With tools like Intouch Insight’s reporting solutions, you can chart
performance by region, location type, or day of the week,
uncovering trends that inform targeted improvements. For example,
a multi-location retail chain may break down mystery shopping
performance by product type or location. This allows them to drill
down into satisfaction scores for drive-thru versus in-store
experiences. Advanced reporting creates a data-driven foundation
for enhanced customer experiences by providing targeted insights.

Another key factor to keep in mind when on a mission to do more with your data is to
keep it simple. Sometimes, fancy bells and whistles can confuse the message. In today’s
fast-paced business environment, we find it is often best to use simple and easy-to-
understand charts and reports that surface answers to real business problems. 

Advanced Reporting: Customized Insights that Matter

Key Benefits
Role-Specific Views: Tailor insights to align with each team’s
focus and objectives.

Enhanced Decision-Making: Segment data by key attributes to
track trends and make proactive adjustments.

Integrated Health Check: Combine critical metrics across
programs to get a snapshot of overall performance.
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In today’s world of BIG data and AI-driven insights, organizing your data effectively from the start can make the difference between trudging through
mass amounts of results and surfacing those hidden gems that may get lost otherwise. Proper tagging and categorization can turn overwhelming data
into actionable intelligence, helping you find hidden patterns and opportunities.

Using tags and attributes to codify your mystery shopping results helps businesses dig deeper and make their evaluations more useful and actionable.
Tags can categorize locations, shopper feedback, or specific observations, allowing brands to identify patterns, compare performance across regions, and
focus on targeted improvements. For example, location tags might differentiate corporate-owned stores from franchise locations, enabling meaningful
comparisons between these groups.

By incorporating tags and attributes into your mystery shopping data structure, you can create a framework for smarter, more actionable reporting that
drives consistent improvements across all touchpoints.

Data Enrichment: Enhancing Relevance Through Context

Key Benefits
Efficient Filtering: Use tags and attributes as parameters to filter your program data with precision.

Targeted Analysis: Group and compare data based on contextual variables for nuanced trend analysis.

Drive Targeted Improvements: Identify and address patterns or trends that reveal operational gaps or opportunities.
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Unlocking the full potential of mystery shopping results historically required manual intervention,
leading to delays in action and diminished impact. But in today’s technology-enabled world,
leveraging a solution that can automate action is a necessity when wanting to take your mystery
shopping program to the next level. 

By automating routine tasks and setting triggers based on performance criteria, you can ensure
that key actions are taken without delay. For example, locations that consistently underperform in
the cleanliness areas of the mystery shopping questionnaire can automatically be assigned
additional training or cleaning checklists, while high-performing locations can receive recognition
for meeting or exceeding standards.

In practice, automation can do everything from sending completed results directly to operators to
providing targeted feedback to improve service gaps. By embedding automated processes within
your program, you create a self-sustaining system that continuously drives improvements and
allows employees to stay focused on what matters most: delivering outstanding customer
experiences.

Key Benefits
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Enhanced Automation: Effortless, Proactive Action

Timely Interventions: Trigger follow-up
actions or training when specific performance
criteria are not met.

Improved Consistency: Standardize corrective
actions, ensuring that brand standards are
maintained across all locations.

Enhanced Recognition: Automatically reward
high-performing locations, fostering a culture
of excellence.
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Bringing it all together
Integrating data enrichment, advanced reporting, and automation into your mystery shopping program enables you to get
more from your data by turning it into actionable insights. This approach empowers your team to analyze, predict, and
proactively address operational needs, making your customer experience strategy both comprehensive and responsive.

Are you ready to unlock the full potential of your data? Schedule a meeting with our team to discover how Intouch
Insight’s solutions can help you elevate your program and drive consistent, impactful improvements across your brand.
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Contact us today!
1 800-263-2980

letschat@intouchinsight.com
intouchinsight.com

At Intouch Insight, we specialize in helping multi-location brands achieve operational excellence, exceed
customer expectations, and build long-term customer loyalty, and we are proud to deliver growth solutions
to over 300 of the world's most beloved brands.

Our solutions are designed to streamline operations, maintain brand standards, and provide actionable
insights to help our clients enhance their CX. With over 40 years of CX expertise, we excel in providing our
clients with top-notch CX, customer surveys, mobile forms, mystery shopping, as well as operational and
compliance audit solutions.
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