
                                                                         
 
 
 

 
 
Prepared for: 

Big Lots, Inc. 
300 Phillipi Road 
Columbus, OH 43228 
 
 

 
THANK YOU! 
 
Our success as a company is measured by the success, growth and happiness of our customers.  We 
have a vested interest in supporting you for years to come.  This proposal has been tailored to Big Lots 
unique business needs as we’ve discussed during previous conversations. 
 
Thank you for the opportunity to share with you the Reality Based Group™ meaning of accurate, timely 
customer experience management at a fair price. 
 
 
Heath Tull 
Sr. Strategic Consultant 
heatht@realitybasedgroup.com 
512-275-1362 
 
Reality Based Group™ 
8701 N. Mopac Expressway, Suite 310 
Austin, TX 78759 
 
 
 

 

Notice of Confidentiality 
 
The contents of this Proposal are confidential and proprietary information of Reality Based Group™. Your acceptance of this Proposal and review 
of its contents constitutes your acknowledgement that the contents are Reality Based Group™’s confidential and proprietary information and 
your agreement not to disclose the same to any person other than persons in your organization who have a need to know in order to evaluate a 
possible business relationship with Reality Based Group™ for Customer Experience Management and Measurement services. 
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Overview: 
 
Offering a one-of-a-kind shopping experience that often resembles the thrill of a treasure hunt, Big Lots 
provides its customers with a unique and ever-changing mix of brand-name merchandise.  With more 
than 1,500 retail stores in 48 states, brand-name products from 3,000 manufacturers are supplied to 
stores through five regional distribution centers with more than 9 million square feet of distribution 
capacity.  From everyday consumables and housewares to toys and seasonal goods, Big Lots offers 
amazing values that other retailers are incapable of matching.  These capabilities and buying power have 
made Big Lots the nation’s largest broadline closeout retailer, spurring incredible growth leading to 
approximate annual revenues of $5 billion.   
 
At this time, Big Lots is reviewing potential partners to provide a holistic customer experience 
management solution for its store network.  This program would consist of quarterly onsite evaluations 
in each of its retail locations supplemented by a customer survey program.  Evaluation criteria are to 
include key performance drivers in the following areas:  sales, service, and cleanliness.  Big Lots 
leadership would like to ensure not only the provision of onsite evaluations, but also detailed reporting 
from the macro to the micro level regarding evaluation and survey performance.  To ensure maximum 
ROI for Big Lots investment, Reality Based Group™ recommends the following: 
 

 Alignment of Big Lots mystery shop question set to reality-based, quantifiable criteria designed 
to impact revenue, retention, and compliance drivers at the field level 

 Quarterly onsite evaluations regarding the steps of sales and service applied in each Big Lots 
retail location from a shopper's perspective 

 A customer survey program designed around the strengths of that particular resource that 
provides not only unlimited completed customer surveys, but also unlimited Big Lots-driven 
audit functionality 

 Robust training and adjustment tools and processes integrated into shop and survey tools that 
are designed to close sales and service gaps uncovered by field-level evaluations 

 Macro to micro analytics that provide not only insight into evaluation/survey performance, but 
also insight into adjustments made by field-level management 

 A fully realized partnership that provides not only measurement, but a closed loop, self-funded 
continuous improvement process designed to ensure a REAL financial ROI for Big Lots.  
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Tools Utilized: 
 

 Mystery Shopping+ On-Site Written Evaluations 
o Robust shopper database:  Reality Based Group™ maintains a database of over 280,000 

independent auditors in the United States alone. 
o The most accomplished shoppers available anywhere:  As a founding member of the 

Mystery Shopping Providers Association, RBG has access to ALL Gold & Silver certified 
shoppers worldwide.  These evaluators have undergone additional training and testing 
to hone their skillset and typically provide data of a higher caliber. 

o Video-calibrated scorecards:  Before deploying your written evaluators, RBG can capture 
GameFilm® videos in your stores for the purposes of developing the best, most 
objective written scorecard available – a great rule of thumb is that if something cannot 
be scored by a third party watching this video, it doesn’t belong on your scorecard.  

o Video guidelines for written evaluators:  Prior to each shop, evaluators are provided with 
detailed shop guidelines on how to complete their assignment.  A unique benefit to RBG 
clients is the ability to install GameFilm® in their written evaluator guidelines.  Using 
these hidden-camera videos, RBG written evaluators are able to witness what an 
optimum shop should look like from the evaluator’s point of view.  This reality-based 
guide is unmatched in the industry. 

o Photo DNA Matching:  Evaluation verification images (receipts, business cards, etc.) are 
automatically reviewed by our system for similarity to any other image in the database, 
utilizing millions of images of millions of mystery shopping evaluations across the globe 
from a number of other providers.  Similar images are flagged, starting a review of the 
entire evaluation for integrity purposes.  This process ensures that RBG evaluators are 
completing the evaluations and uploading legitimate verification of completion. 

o Evaluator IRS Social Security Number Validation:  This practice protects the integrity of 
Big Lots’ data, ensuring evaluators completing evaluations are who they say they are 
and preventing unscrupulous individuals from having more than one mystery shopping 
account. 

o Evaluator Rotation/Lockout:  This process allows us to keep the “mystery” in Mystery 
Shopping+.  An evaluator that is known by your associates as such will always receive 
stellar service.  Evaluator Rotation and Lockout allows RBG to limit the frequency with 
which an evaluator can visit any of your locations, as well as designate specific time 
frames in which they are allowed to evaluate your locations. 

o Team of Over 50 Editors:  RBG maintains a staff of over 50 editors whose sole job 
function is to review each completed evaluation for quality prior to delivery to our 
clients.  This team reviews evaluations for consistency, legitimacy, and performs 
proofreading functions, ensuring that delivered data reflects RBG’s commitment to 
actionable insight 

o GamePlan:  With GamePlan, RBG clients have the ability to utilize their mystery shops as 
a management accountability tool.  Action items from each evaluation or survey can be 
forwarded within our system to any manager within your hierarchy.  Within the 
integrated dashboard, managers can review their action plans and timelines, then 
document the steps they took to improve associate performance or replicate a success, 
allowing for complete transparency across any aspect of an organization. 

o Staple Reality Based Group Program Features 
 24/7 Accessibility 
 Real-time Notification 
 Tiered Access 
 Question Versioning by Location 
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 Customized Reporting 
 Automated and Supervised Quality Assurance 

 Real Check ™ Surveys and Audits 
o Unlimited Completed Customer Surveys AND Client-Driven Audits:  For a flat monthly 

fee, Real Check users are provided with a solution that addresses both customer 
feedback and operational audit needs.  RBG clients utilizing Real Check can easily build 
mobile-friendly forms that fulfill a number of functions, including: 

 Customer Surveys 

 Receipt-driven surveys 

 QR code-driven surveys 
 Facility Inspections 

 Safety Inspections 

 Marketing/POP Compliance Inspections 
 Service Inspections 
 Merchandising Audits 
 Inventory 
 Competitive Price Checks 
 End-of-Day Closeout 
 Financial Audits 
 Employee Surveys 
 Customer Shopalongs 
 Customer Exit Interviews 
 Employee Exit Interviews 

o Integrated Manager Action Plan/Coaching Review:  While mystery shopping evaluations, 
audits, and customer surveys are the best tools for measuring frontline accountability, 
few providers extend these tools to your management teams.  However, with RBG’s 
Manager Action Plan, users now have the ability to utilize these resources as a 
management accountability tool.  Action items from each survey or audit can be 
forwarded within your RBG system to any manager within your hierarchy.  Within the 
integrated dashboard, managers can review their action plans and timelines, then 
document the steps they took to improve performance, replicate successes, or address 
issues, allowing for complete transparency and accountability across any aspect of your 
organization. 

o Recommended items for discussion for customer surveys: 
 Goal of survey program 
 Survey questions and answer choices 

 NOTE:  Customer surveys excel at the collection of subjective data.  
Attempting to collect objective data post-experience from customer 
surveys results in substantial data coloration. 

 Online portal design 

 Front-end design 

 Integration with Big Lots’ current website design aesthetics 

 URL customization 

 Completion percentage display 
 Big Lots’ POS system capabilities 

 Integration of survey invitation 

 Methods for purchase validation 
 Survey validation and fraud prevention measures 
 Survey incentive 
 Completed survey notification 
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 By location 

 By subdivision 

 By score threshold 
 Completed Manager Action Plan notification 
 Integration of survey recommendation into mystery shopping criteria 

 In the Huddle™ Custom Training Video Library 
o Four (4) Customized Training Videos Keyed to Big Lots’ Steps of Sales and Service:  RBG 

will collaborate with Big Lots leadership to create customized training videos utilizing 
RBG’s proven-effective format to ensure the videos are of the highest impact where 
they matter most:  in the field.  Your In the Huddle videos will be designed to be 
palatable and usable by your frontline team members and can be used in new hire 
orientation, continuous training, or to turbocharge existing learning management 
systems.  RBG will provide talent/actors, scriptwriters, production managers, and 
directors to bring Big Lots’ vision to life, with a finished product delivered through 
streaming online video.  Typical In the Huddle topics include: 

 How to greet the customer 
 How to build rapport 
 How to understand the customer’s needs 
 How to add on to the sale 
 Thanking the Customer 
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Account Management 

 
During the tenure of our relationship, RBG account team members will meet (at a minimum) quarterly 
with key Big Lots program stakeholders to discuss the following: 

 Program housekeeping 

 Opening/closure of locations 

 Management changes 

 New industry regulations/requirements requiring RBG measurement 

 New training/service/sales models deployed by Big Lots requiring RBG measurement 

 Data Analysis 

 Key behavioral successes 

 Key behavioral opportunities for improvement 

 Correlations of key opportunities to occurrence of downstream behaviors 

 Prioritization of opportunities 

 Performance trending 

 Performance ranking 

 GamePlan© coaching completion 

 Correlation of coaching completion to performance 

 Field-Level Feedback 

 Do the questions need adjustment? 

 Are we measuring the right things? 

 What has been successful from a coaching perspective? 

 What has been challenging from a coaching perspective? 

 Best Practice Recommendation 
 
Additionally, RBG will provide dashboard/reporting/functionality training upon request.  During the 
course of our relationship, it is recommended that upper management personnel receive at minimum 
three (3) dashboard trainings within the first twelve (12) months of evaluations: 

 Prior to evaluation commencement to familiarize users with deliverables and reporting 
functionality 

 Following the completion of the first round of evaluations to familiarize users with ranking and 
aggregate performance reporting functions 

 Following the completion of the second round of evaluations to familiarize users with trending 
and gap analysis reporting functions 

 
From an account maintenance point of view, the Big Lots program administrator(s) can contact their 
RBG representative at any time to add/remove logins, adjust evaluation questions, increase/decrease 
user access, request dashboard training, hierarchy/subdivision updates, etc. 
 
Big Lots’ RBG account team will consist of: 
 
Randy Sparks, Director of Sales 

 Randy’s role in your account will be to ensure the success of your RBG program.  Our clients 
typically define program success with the measurable increases in retention or revenue driving 
behaviors that lead to real ROI in the form of increased average ticket, increased conversions, 
increased retention (both guest and employee), decreased shrink, etc.  Randy will work to 
understand your goals with this program (KPIs to impact, standards to maintain etc.) and 
achieve desired business impacts utilizing RBG’s three stage continuous improvement cycle of 
MEASURE – ANALYZE – DEPLOY.  From a tactical perspective, Randy will lead the creation of 
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your evaluation criteria in conjunction with your representatives, work with your team to 
develop a regular schedule for review of RBG analysis of your evaluation data, and coordinate 
and lead the installation of RBG’s proprietary GamePlan© Coach’s Guide and follow-up 
documentation tools tailored to Big Lots’ culture and established development processes.   

Veronica Strother, Account Executive 

 A graduate of the University of Texas’ McCombs School of Business, Veronica will be responsible 
for the day-to-day operations of your account.  She will directly oversee the implementation and 
development of your online dashboard, scorecards, and reporting capabilities.  She will be the 
“go to” for location updates, question versioning, new user setup, 
location/subdivision/hierarchy updates, or any other operational functions relating to your 
account.  In addition to this, Veronica will be your resource for account support and dashboard 
user training.  Veronica will also directly manage the scheduler and editor assigned to your 
account.  As the day-to-day on each RBG keystone account, Veronica has been instrumental in 
the actualization of improvement programs for over 30 clients ranging in size from five location 
franchisees to 3,000 unit multi-national organizations. 

Robin Myers, Scheduling Lead 

 Robin will be tasked with leveraging RBG’s database of 280,000+ independent auditors and 
select the most competent, qualified auditors to complete evaluations at selected Big Lots 
locations along the desired evaluation schedule.  With over ten years in scheduling mystery 
shopping, Robin offers an unmatched personal shopper rolodex. 
NOTE:  Reality Based Group™ also maintains relationships with all third-party scheduling 
companies in North America, and can call upon those resources on a moment’s notice.  
However, we have found maintaining exclusive relationships with premiere schedulers to be a 
best practice for providing evaluations that meet our exacting standards. 

Rae Campbell, Quality Assurance/Editor 

 Rae will be responsible for quality assurance on your individual evaluations.  She will review 
each completed evaluation to ensure shopper guideline compliance, correct shop execution, 
and provide proofreading when necessary.  From there, Rae will rate each shopper based on 
their performance, allowing the optimization of Big Lots’ evaluator pool as your program 
progresses. 

 
We pride ourselves on Best in Class service and have zero hesitation when ensuring its delivery.  In our 
experience, when best practices are followed relating to dashboard set-up, scorecard build, shopper 
guideline creation, shopper scheduling, and shop quality assurance, minimal account maintenance time 
is necessary, outside of client requests (add/remove users, changes in hierarchy, etc).  Where RBG will 
spend the bulk of our account management time is in discussion with you regarding data analysis, 
consultation on best practices, and recommendations for improving the frequency of desired employee 
behaviors. 
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The Holistic View 

 
A program such as the one proposed by RBG to Big Lots offers a true 360-degree view of the enterprise 
when deployed according to best practices.  The points evaluated will cover necessary touchpoints to 
ensure that your business functions optimally.  These areas of evaluation include: 
 

 Operational Touchpoints 
o Evaluated using client-driven unlimited Real Check™ audits.  Can include, but are not 

limited to: 
 Safety 
 Merchandising 
 Marketing Display 
 Nightly Closeout 
 Financial Audits 
 Cleanliness 
 Inventory 

 Objective Application of Customer-Facing Steps of Sales and Service 
o Evaluated using Mystery Shopping+ on-site evaluations 

 Subjective Impression of Operational, Sales, and Service Performance 
o Evaluated using unlimited Real Check™ customer surveys and unlimited client-driven 

Real Check™ shopalongs and customer exit interviews 
 
When deployed holistically, the above measurement processes naturally empower one another.  
Additionally, analytics regarding the content of RBG’s proprietary GamePlan post-evaluation coaching 
tool and post-survey/post-audit Manager Action Plan will provide additional insight into the field-level 
management efforts made to adjust performance based on opportunities for improvement.  Some 
examples of how these solutions can be used in unison with one another are below: 
 

 If customer survey data states that guests feel a store is dirty, cleanliness audit data can be 
utilized to verify if the store meets minimum Big Lots cleanliness standards.  If the store 
historically falls below these standards, Manager Action Plan data can be analyzed to determine 
if the appropriate steps are taken to address issues post-audit.  Is the store cleanliness an issue 
of team inaction or could it be a result of a highly trafficked store? 

 If customer survey data states that guests feel unwelcome when shopping in a specific location, 
mystery shopping data can be leveraged to determine how actively team members are greeting 
guests.  GamePlan post-evaluation coaching data can then be leveraged to determine if location 
management is actively making greeting behaviors a priority for discussion.  Is the manager 
coaching to these points regularly?  Is the content of their coaching sessions in alignment with 
Big Lots steps of sales and service? 

 Outside of tactical applications like those detailed above, the combination of the data collected 
by the resources proposed by RBG provides invaluable strategic insight.  For example, if mystery 
shop data shows strong employee adherence to an organization’s defined steps of service, yet 
customer survey data shows that guests regularly feel unwelcome or unappreciated, revising 
service standards may be necessary.  Following this revision, the newly adjusted standards may 
be incorporated into mystery shopping evaluations.  Through GamePlan post-evaluation 
coaching analytics, coaching prioritization of new standards can be monitored and enforced, 
while guest impression the newly deployed service guidelines can be determined with ongoing 
customer surveys. 
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Pricing Proposal 1 (Mystery Shopping+ & Real Check): 

 
Annual Mystery Shopping+ Total:  $181,920.00 (monthly cost per location - $10.00) 
Maximum Annual Reimbursement Total:  $48,512.00* 

 Reimbursement is “up to” $8.00 per evaluation (if shopper spends $3.00, billed reimbursement is $3.00 
instead of $8.00) 

Annual Real Check™ Total:  $272,880.00 
Four (4) Customized In the Huddle™ Training Videos:  $30,000.00 $0.00 
One-Time Setup Fee: $7,500.00 
Maximum Total Year One:  $510,812.00* 

 Year one total is dependent on amount of reimbursement utilized by each shopper 

 
 

 
 

Service Scope Price 
Mystery Shopping+ On-
Site Written Evaluations 
 

One written on-site evaluation per 
location per quarter 
 
(1,516 evaluations/quarter;  
6,064 evaluations/year) 

$30.00 + up to $8.00 purchase reimbursement 
per evaluation 
 
Reimbursement is “up to” $8.00 per evaluation (if 
shopper spends $3.00, billed reimbursement is 
$3.00 instead of $8.00)   

Real Check™ Unlimited 
Surveys and Audits 

Unlimited Customer Surveys and Client-
Driven Audits 

$15.00 per month per location for 1,516 
locations 

In the Huddle™ 
Customized Training 
Videos 

Four customized, hyper-focused training 
videos keyed to Big Lots steps of sales 
and service 

$7,500.00 per video 
 
$0.00 per video 
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Pricing Proposal 2 (Mystery Shopping+ – Purchase/Return & Real Check): 

 
Annual Mystery Shopping+ Total:  $260,752.00 (monthly cost per location - $14.33) 
Annual Real Check™ Total:  $272,880.00 
Four (4) Customized In the Huddle™ Training Videos:  $30,000.00 $0.00 
One-Time Setup Fee: $7,500.00 
Maximum Total Year One:  $541,132.00 
 
 

 
 

Service Scope Price 
Mystery Shopping+ On-
Site Written Evaluations 
 

One written on-site evaluation per 
location per quarter 
 
(1,516 evaluations/quarter;  
6,064 evaluations/year) 

$43.00 per evaluation  

Real Check™ Unlimited 
Surveys and Audits 

Unlimited Customer Surveys and Client-
Driven Audits 

$15.00 per month per location for 1,516 
locations 

In the Huddle™ 
Customized Training 
Videos 

Four customized, hyper-focused training 
videos keyed to Big Lots steps of sales 
and service 

$7,500.00 per video 
 
$0.00 per video 

 


