
Evolving Customer Experience.
1.877.990.3456

realitybasedgroup.com

INDUSTRY

 

 

 

 

 

 

Retail

SOLUTIONS RENDERED

Mystery Shopping Plus

Real Feedback

RESULTS

 

+ 50%
Increase in Measured Behaviors

+ 50%
Increase in Baseline Grade

Improving People to Create a Better 

Customer Experience

A nationwide retailer with over 2,000 locations internationally had a goal of developing a 

measurable increase in their overall customer service and further developing their personnel, 

but they were unsure as to what metrics to evaluate on an enterprise-wide scale. Knowing that 

they needed a third party to evaluate their performance, they brought in Reality Based Group™ 

(RBG) and their suite of training tools and platforms that help companies evaluate customer 

service metrics and then implement management training to increase the overall performance.

Implementing a Process
RBG knew that they had to develop a process that was going to establish a baseline metric to 

GHWHUPLQH�ZKHUH�WKH�RSSRUWXQLWLHV�IRU�LPSURYHPHQW�ZHUH��7R�DFFRPSOLVK�WKLV��WKH\�GHYHORSHG�
a mystery shopper survey and sent hundreds of operatives around the world to visit the stores, 

buy something with a reimbursed per diem, and grade their experience. RBG also developed 

WKH�VXUYH\�LQ�FRQMXQFWLRQ�ZLWK�WKH�UHWDLOHU�VR�WKDW�HYHU\�TXHVWLRQ�ZDV�GHVLJQHG�WR�SURPRWH�
DFWLRQDEOH�DQG�WUDLQDEOH�GDWD�SRLQWV��7KH�UHWDLOHU�DOVR�KDG�WKH�RSWLRQ�RI�ZHLJKWLQJ�FHUWDLQ�
VHFWLRQV�KHDYLHU�EDVHG�RQ�VSHFLĂF�PHWULF�YDOXHV�

And the Survey Says...
RBG’s initial evaluation uncovered multiple issues, such as:

â�(PSOR\HHV�ZHUHQÛW�JUHHWLQJ�WKH�FXVWRPHUV�ZLWKLQ����VHFRQGV�����RI�WKH�WLPH�
â�&DVKLHUV�ZHUHQÛW�H[SODLQLQJ�WKH�ZDUUDQW\�����RI�WKH�WLPH�
â�&DVKLHUV�ZHUHQÛW�FKHFNLQJ�,'�IRU�FUHGLW�FDUG�SXUFKDVHV�����RI�WKH�WLPH�

The Management Action Plan
Six months after implementing the uniform training tools, the customer reported a marked 

increase in their overall customer service, with application of measured behaviors increasing 

����DQG�D�EDVHOLQH�LQFUHDVH�IURP����WR�D�WRS�JUDGH�RI�����7KDW�ZDVQÛW�WKH�RQO\�ZLQ�IRU�WKH�
UHWDLOHU��7KH\�QRWLFHG�DQ�LPPHGLDWH�ĂQDQFLDO�UHWXUQ�RQ�LQYHVWPHQW�EHFDXVH�WKH�P\VWHU\�
VKRSSHUV�RQ�DYHUDJH�VSHQW�����PRUH�WKDQ�WKHLU�UHLPEXUVHG�DPRXQWV�LQ�WKH�VWRUHV��SURYLGLQJ�DQ�
instant increase to the bottom line.

Safety Inspections
As a side program, RBG was able to save the retailer even more money by taking over their 

safety inspections across all locations. Not only did this give them a discount on insurance, but 

servicing those safety audits locations requires a substantial investment in resources that the 

company would no longer have to spend. In addition, because RBG provides a third-party audit, 

they can aggregate the data across locations to look at trends that the retailer wouldn’t be able 

WR�VSRW�ZLWK�WKHLU�RZQ�UHVRXUFHV��L�H��LI�DOO�WKH�ĂUVW�DLG�NLWV�DUH�PLVVLQJ�FRPSRQHQWV��LW�FRXOG�EH�D�
problem with the vendor and corrective action may be necessary.
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