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5.1   Do you have any technology or digital capabilities?

While we offer written on-site mystery shop evaluations, many of our clients 
have moved to a better and more accurate tool, our GameFilm® video 
evaluations.

Here is a sample of a GameFilm® we captured at one of your retail locations. 

https://vimeo.com/rbgtx/review/337288642/73e430d11f

https://vimeo.com/rbgtx/review/337288642/73e430d11f
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Trust the Process
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Our GameFilm® for Business solution is a tool used to drive results. Using hidden cameras 
we capture your customer experience from start to finish. Your video goes through various 
Quality Assurance checks and is then scored - based on your chosen criteria. We will provide 
you with your FILM, your SCORECARD, and a GAMEPLAN so you can COACH TO THE 
FILM, MAKE ADJUSTMENTS, and IMPROVE PERFORMANCE. 

It’s 100% Actionable Data that drives Results. 
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5.2   Does your company provide customer service?

Client Support

Dedicated Account Management Team

Your RBG team will consist of a dedicated CSM (Customer Success Manager), 

schedulers, and quality assurance personnel. Each team member is constantly updated 

on program adjustments to ensure accuracy and constancy in the final deliverables.  

They will be there to create any customized reporting or special requests you may need.

5.3   Does your company provide customized solutions?

For every client, we create a custom tailored program. This process is unique and covers 

the design of the program, the scorecard, the reporting and any additional solutions we 

may be implementing. 
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6.1   Briefly explain your company's experience and approach in managing a 
complex and large size organizations like The Coca-Cola Company.

It is our belief that our nearly 28 year history of performing mystery shops for some of 

the world’s most recognizable brands makes RBG a uniquely qualified candidate for 

Coca Cola.  With RBG, you get a completely in-house dedicated team, that is ready and 

able to meet your needs. In order to ensure the most accurate and consistent data 

possible for this scope of work you need a team that can show your real results of 

current work. We have the experience and abilities to ensure all these deliverables are 

met and your program will be a success.

RBG will be in constant communication with Coca Cola to ensure alignment throughout 

the duration of this program. 

6.2   Describe the composition, experience and size of the client engagement 
team you would use to stand up a system similar to what we’ve described, 
and how your team composition will vary during different stages of the 
engagement.

See the next page for your management team. 



Your Management Team

Renee DeSantis, Vice President of Operations

Renee will be responsible for overseeing the development and design of 

your program to achieve maximum results. She has over 20 years of 

experience in the industry. She will lead the RBG team and ensure that the 

program is aligned with the success of your stakeholders.

Tim Williams, Director of Operations

Tim will be responsible for all RBG Customer Success Managers and staff 

associated with your program. He will assist in overseeing the 

implementation and development of your program and ensures that there is 

a constant alignment with your account, including support and dashboard 

user training.

Jake Dancy, Customer Success Manager

Jake will assist Rae in oversee the implementation and development of your 

online dashboard, scorecards, and reporting. He will be an additional 

resource for updates, questions, editing, new user setup, hierarchy updates, 

or other operational functions. Jake will be responsible for support and 

dashboard user training and will manage the shopper recruiter and 

scheduling team.  He will be leveraging RBG’s database of employees and 

independent mystery shoppers and select the most qualified to complete 

evaluations within  your target cities. 

Rae Campbell, Customer Success Manager

Rae will oversee the implementation and development of your online 

dashboard, scorecards, and reporting. Se is your “go to” for updates, 

questions, editing, new user setup, hierarchy updates, or other operational 

functions. Rae will also be responsible for the day-to-day operations of your 

account, including support and dashboard user training.
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6.3   How does your company keep clients informed of industry updates, 
innovations, best in class, etc.?

We will have monthly, if not weekly check in meetings and in-depth quarterly reviews to 

help you digest the data and provide key takeaways and insights. This is our opportunity 

to share with you updates, innovations and any other news from other clients in the 

industry. 

6.4   Mention the clients with whom you currently work and specify the area 
where you provide your services.

See the next slide for a list of some of our clients. 



Table of Contents

Select Clients
RBG Partners With Over 200 Top Brands
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6.5   Please list major clients you service and details regarding:1. Your 
company's specific role and responsibility  2. The length of time of your 
relationship  3. Average number of projects per year per client

Texas Roadhouse- RBG has been the mystery shop provider for Texas 

Roadhouse for over 15 years. We perform over 10,000 mystery shops each year.

Ferrari- RBG has been the mystery shop provider for Ferrari for over 5 years. 

7-Eleven- RBG has been the mystery shop provider for 7-Eleven for over 3 years. 

We perform over 10,000 mystery shops each month across North America.

7.1   How many company-owned locations does your company have? (Do 
not include affiliates)

We have one company headquartered in Austin, Texas.

7.2   How many years of experience do they have in the field?

RBG has over 30 years of experience in the mystery shopping field.
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7.3   Please provide the contact information for the Account Manager that 
would be responsible for The Coca-Cola Company.

Tim Williams

Twilliams@realitybasedgroup.com

7.4   What percentage of your staff is temporary/contracted?

All of our employees are full time. However, our mystery shoppers are contracted. 
Roughy 50% of our staff is contracted. 

7.5   Please provide three examples of similar scopes of work your firm has 
performed in the past. Examples should be consistent with number of FTEs, 
site type and geography. Additionally, please provide the contact information 
for all three of these projects.

Please see the next two pages for details on some of the project we’ve 

implemented.

mailto:Twilliams@realitybasedgroup.com


Type of Mystery Shops

RBG delivers over 5 figures of both written and video mystery shops each month. 

Written Mystery Shops Case Study - To Read The Full Case Study, Click Here. 

Texas Roadhouse has over 560 locations nationwide and continues to expand around the world. 

Since the year 2000, the full-service restaurant chain looked to Reality Based Group (RBG) to ensure a 

consistent customer experience, help train bar and dining staff effectively and optimize customer 

satisfaction and loyalty. Texas Roadhouse believed an effective mystery shopping company could 

help them better measure its CX nationwide, improve customer and staff retention, and bolster sales.

Dedicated to Coaching and Consistency

Texas Roadhouse partnered with RBG to measure on a monthly basis the quality of their dining and 

bar services. RBG worked alongside executives at Texas Roadhouse to establish a scorecard, analyze 

the data on a custom dashboard, and coach to areas of improvement. Several hundred trained 

mystery shoppers were then deployed nationwide to every location to ensure a consistent experience.

By assessing month-over-month and annual trends, Texas Roadhouse can now measure their 

storefront performance by region, by staff, by service, and so much more.

Voted America’s Favorite Full-Service Restaurant

In June 2015, NBC News announced that Texas Roadhouse was voted America's Favorite full-service 

restaurant through a national study of consumer preferences, conducted by the American Customer 

Satisfaction Index. Texas Roadhouse locations nationwide continue to score an average of over 90 

based on the corporate team's initial scorecard guidelines. RBG continuously helps the company 

deliver the highest level restaurant experience possible.

“RBG is an excellent client partner that we have worked with for almost 2 decades. There is no 

doubt that RBG and Roadhouse are completely aligned and have a shared vision of success."

- Courtney Schum, Manager of People Development, Texas Roadhouse
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Depth of Experience & Assignment Flexibility

RFP Requirements

https://www.realitybasedgroup.com/proposals/CaseStudyTexasRoadhouse.pdf


Type of Mystery Shops

Video Mystery Shop Case Study

7-Eleven:

We began providing video mystery shopping services to 7-Eleven U.S. in June of 2018. Every month 

we shop their nearly 8,000 locations nationwide.

The program began in June 2018 with the planning and setup. From July through September, we 

processed a significant ramp up and ran a pilot at each location. Monthly services at each location 

commenced in October of 2018.  Our shoppers visit each area of the store and provide information on 

exterior, interior, gas pumps, food, beverage and customer service.  7-Eleven has found the business 

intelligence we provide extremely important and eye opening.  On many occasions we have been able 

to identify programs they have in place that their employees are engaged in and are succeeding with.  

We have also identified programs that have not received the dedication that they anticipated, 

recognizing more opportunities for increased ROI.  

The program with 7-Eleven has been a huge success thus far. With seeing such incredible results, 

they decided to expand the program to all locations in Canada in May, 2019. It is also being 

integrated into the Franchisee awards and recognition program as a key metric for them to hit to earn 

incentive pay.

Client Self-Service Shopping Deployment

RBG builds in the flexibility for clients to be able to schedule and launch shops in specific markets 

during unique times.

Shop Type Experience

RBG has successfully performed every time of mystery shop imaginable. Our deliverables are 

customized based on the request of the client. For Panda, we will be able to perform dine in, 

drive-thru, online and delivery shops.
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Depth of Experience & Assignment Flexibility

RFP Requirements
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7.6   Please provide your D&B #

062615695

8   Compliance

Please see the next few slides for details on our Data & Security.
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8.7   Please confirm that your company is fully compliant to all local laws, 
standard and regulations? (e.g. child labor practice laws etc.)

Yes. 

8.8   Does your company have a formal policy in place regarding business 
conduct and compliance? (Corruption, Extortion, Bribery, Corporate Social 
Responsibility (CSR), Sustainability)

Yes. 

9.1   Has your company ever filed for bankruptcy? If yes, please elaborate in 
detail (e.g. when, where, magnitude of impact etc.) in a separate Word file 
and attach it to your response.

No.

10.1   Are there any other innovations that your company has recently 
launched or is about to launch? If yes, please provide some details about the 
innovations.

Yes. See the next slide about our Virtual Reality Training. 
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10.2   How often does your company communicate or plan to communicate 
RandD and innovation efforts to Coca-Cola?

RBG will share updates every time we connect for our quarterly review meeting.

11.1   Describe in detail, how problem identification and resolution will be 
handled.

While RBG prides itself on executing and delivering at an elite level, we recognize 

that mistakes may happen. RBG will proactively address any errors that may 

occur and rush to rectify the solution immediately. 

11.2   Does your company have a documented quality system with 

well-defined objectives and metrics in place? If yes, please provide a brief 

description.

We work with our client partners, collaborating to create well-defined objectives 

and metrics. We customize each system for our clients. 
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11.3   How do you assess customer satisfaction?

Every evaluation we create we put through heavy scrutiny to ensure we are 

evaluating objective and actionable items. We collaborate with our partners to 

develop a scorecard that accurately assesses customer satisfaction.

11.4   What criteria do you measure to rate the overall success of a project 
like this?

There are several criteria to rate the overall success of a project like this. We 

measure on time delivery, on time onboarding, and client satisfaction.
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Locations Description Unit Price Total

3 Written Mystery Shop Visits $75.00 $2,700.00

3 Video Mystery Shop Visits $550.00 $19,800.00

*Pricing Does Not Include Reimbursement Of Any Necessary Purchases.

Management Fee
*Includes admin support, scorecard creation, company reporting setup, 

mystery shop guidelines, and program implementation 
$1,995.00 USD

Estimated Program Total

Pricing

13.1   Please attach your cost proposal


