Business Mystery Shopper brief
Understanding the role of the Mystery Shopper
The role of a Mystery Shopper is to provide first-hand feedback from people with accessibility requirements to businesses participating in the process. This is achieved by visiting the business(es) and evaluating this experience against set criteria through completion of a feedback form. The Mystery Shopper may remain ‘incognito’ or may make themselves known to venue staff at the end of their visit.
The process is designed to supplement the information in the accessibility audits and is an opportunity to receive feedback on any improvements actioned as a result. Following the mystery shopping visit, business improvement plans can be updated, as appropriate.
The deliverables for Mystery Shoppers in the Enhanced Programme are outlined below, along with Key Performance Indicators (KPIs) to help provide a focus for the work and support project evaluation. The mystery shopping process may be managed by your Project Manager, the PAMs or a member of your LVEP team, who will then be responsible for the KPI below.
A mystery shopper programme can also be delivered at any time outside the Enhanced Programme as a means of supporting businesses to understand what they are doing well and how they can improve the customer experience for visitors with accessibility requirements.

	Mystery shopper deliverables and KPIs

	Activity
	KPIs

	Mystery Shopping of participating businesses by visitors with accessibility requirements 
	At least one Mystery Shop carried out for each participating business, up to a maximum of three, with feedback documented and presented to the business. 
Where more than one Mystery Shop is carried out, these should be from visitors with different accessibility requirements.





	Recruitment and selection guidance

	Recruitment of mystery shoppers can be achieved by:
· reaching out to community stakeholders who may be able to support recruitment;
· providing a clear brief about the role and what is required;
· selecting people with a range of accessibility requirements to ensure they are representative of the target market;
· ‘over-recruiting’ to allow for illness or a change in circumstances.

Mystery shoppers should:
· Have one or more accessibility requirements

· Be willing to provide a balanced view, providing feedback on what the business is doing well, along with what could be improved

· Have the capacity to undertake the mystery shopping visits and deliver their reviews within the given timescale

· Be prepared to provide feedback either in writing or by way of a video or audio log, whichever method is agreed by all parties





Key factors to consider:
· Remember that some of your mystery shoppers may need the support of an essential companion in order to undertake their visit(s)
· Recognise that some of your mystery shoppers may need to receive their mystery shopping brief in different formats e.g. large print or audio formats, and provide their feedback via similar alternative methods
· Determine whether businesses are seeking feedback from visitors with particular access requirements and match up mystery shoppers with businesses accordingly
· Ensure that feedback forms provided to businesses have been made anonymous.

Budgeting
When budgeting for the mystery shopper process:
· allow for a payment for each mystery shopper to cover expenses: a ‘flat fee’ such as £50 per mystery shop could be easier to facilitate than requiring itemised expenses to be claimed
· consider when the payment for each mystery shop will be made, such as on receipt of completed feedback forms
· ask businesses who charge an entry fee to provide complimentary tickets (or cover this cost with the business)
· ask accommodation providers to provide complimentary dinner, bed and breakfast (or cover this cost with the business)

Mystery shopper feedback
Providing an appropriate method for your mystery shoppers to provide feedback is another important part of the process. The Sample Mystery Shopper Questionnaire offers a suggested structure for your mystery shoppers to provide feedback.
However, it is also important to consider whether your mystery shoppers would prefer an alternative means of providing feedback, for example in verbal or video format, which may be more suited to their individual preferences or accessibility requirements.
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