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Statement 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 acknowledgment that the contents are 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.                             
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Hello Team,

Reality Based Group™ (RBG) is excited for the opportunity to present a response to your  Request 

for Proposal to evaluate and select a Mystery Shopper Program supplier. This proposal presents our 

approach, schedule, team and qualifications, to provide the services you have requested.

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 the city of Winston-Salem.  

With RBG, you get a completely in-house dedicated team, that is ready and able to meet your needs. 

Our understanding is that the scope of this project calls for 400 mystery shop phone calls and 100 in 

person ‘on-site’ visits. In order to ensure the most accurate and consistent data possible for this 

scope of work you need a proven team that has the experience to deliver excellence. We have the 

experience and abilities to ensure all these deliverables are met and your program will be a success.

Introduction & Executive Summary
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How your firm will work with City staff to create customized scripts for “mystery shopping”?

Our experienced accounts team will work with you to ensure the scripts for the shops are customized 

and believable. We have a plethora of experience working on similar projects. We will share with you 

best practices and guide you to create these scripts.

How your firm will perform both telephone and in-person evaluations?

Size - RBG has over 200,000 active mystery shoppers.

Quality - Experienced Shoppers: In order to have the necessary control and consistency, RBG utilizes 

pre screened, experienced mystery shoppers. We will pinpoint those shoppers that have experience 

doing this type of shop. In most cases, our competitors are using randomly selected mystery 

shoppers with no ability to control the quality and no ability to coach and train to the specific 

scenarios and scripts to meet the clients needs.

Shopper Auditing

RBG has a full team dedicated to reviewing all evaluations. Each evaluation goes through a detailed 

process prior to being delivered to our partner clients. RBG’s shoppers are focused on following the 

scenarios/script for each shop. RBG’s Quality Assurance Team is the final touch to ensure that each 

report/scorecard is filled out  properly and to verify that the final deliverable is up to RBG’s standards.

To read our full shopper quality control guidelines, click on the image or the link below:

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

Your accounts team will work with you to create the script and guidelines for this shop. We have 

extensive experience doing this type of work and will guide you along the way, sharing best practices 

and insights that will benefit you tremendously.
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How your firm will tabulate and present results?

Dedicated Account Management Team

Your RBG team will consist of a dedicated CSM Team(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.

Scorecard Design 

Our team will work with you to design questions that get to the heart of what you want to measure 

while actively removing gray areas and feeling questions. 

RBG’s Reporting Tool

Your account management team will help create any customized reporting, build any requested 

reports, setup automatic, scheduled and tiered distribution of reports. Our smart reporting tool 

provides geo-evel reporting and the ability to export data in all formats. 

To see a video of our reporting capabilities, click here. 

User Account Management and Tool Administration

The RBG account management team will help provide guidance on password issues, permission 

levels, creating manage accounts and any other administrative requests.

Login and Access

The RBG account management team will set up role based permissions and access, track user 

activity and ensure secure user login and authentication.

User Experience

Your accounts team will help create any customized reporting and widgets you request.

Your account management team will present reports and insights on a monthly or quarterly basis.
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How your firm will identify gaps and deficiencies?

Our team is well versed in digesting the data that will come from your program. Based on other similar 

projects they will use the data and reporting to convey the top opportunities for your departments to 

improve. We will also show you how to use our proprietary coaching tool, Gameplan®, to help your 

staff improve.

Provide information on your firm and any subcontractor(s)’ background and qualifications 

which address the following: 

Name, address, and telephone number of a contact person 

Brian Rothschild, 8701 N Mopac, Ste 310, Austin, Texas 78759, 5125830945.

A brief description of your firm: 

RBG was founded 28 years ago on the belief that organizations with a reality-based view of their 

operations will be able to continuously improve their service quality to achieve a world class customer 

experience. No other organization in the world has RBG’s experience delivering accurate, objective, 

actionable data to thousands of clients through millions of Domestic and International mystery shops. 
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RBG Organizational Structure
RBGs culture is built around our Mission, Vision, and Core Values. Our values drive our decision 

making process and guide how we conduct business. We operationalize these values through several 

programs, including our Monthly Celebrations and our On The Spot program, where any team 

member can ‘spot’ another demonstrating one of our values and provide them with a certificate. 

Quarterly and Annual Awards are given out based on these peer to peer and manager to peer 

observations. Ultimately we are a customer experience company, and if our experience to our 

customers is not of the highest excellence we have failed in our mission. 

With RBG you will have a dedicated team of professionals dedicated to ensuring your project is a 

success.  The chart on this page outlays our corporate structure.  The team on the next page are the 

individuals you’ll be working with directly and indirectly to achieve your goals.
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Miami- Dade Park & Recreation

Miami-Dade Park & Recreation decided to partner with RBG, looking for expertise on developing a robust 

mystery shop program including written evaluations and phone calls. RBG performed roughly 100 ‘in-person’ 

written evaluations and phone calls to 13 different neighborhoods. RBG was brought on to help report and 

evaluate on the following:

- Customer Experience

- Ensure employees are following customer service directives established by management and providing 

the best possible guest experience

- Knowledge and friendliness

Miami-Dade evaluated their Park Services and Facilities, After School Programs, Golf Courses, Facility 

Operations (including customer transactions and rentals), Marinas, Zoo’s and Attractions.

Findings

RBG pinpointed several areas that employees could improve with their phone call processes.

The three biggest opportunities were:

- Offering to provide the caller with additional information.

- Referring the caller to their website.

- Introducing themselves to the caller, by name.

As for the in-person written evaluations, RBG was able to help uncover the following:

- Overall, they were performing at a high level.

- The employee was only wearing his name tag 33% of the time.

- Hours of operations were only listed correctly 75% of the time.

Overall, RBG helped Miami-Dade discover their biggest strengths and biggest opportunities to improve and 

deliver a world class experience to its customers.

Contact: Miami-Dade, Elaine Ramirez, Special Projects Administrator, Miami-Dade Parks 

Recreation and Open Spaces. Ph: (305) 755-7838. Elaine.ramirez@miamidade.gov
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Metropolitan Atlanta Rapid Transit Authority

RBG partnered with Metropolitan Atlanta Rapid Transit Authority (MARTA) to collect data using scored 

mystery shops on MARTA station agents. The Program Shops were divided based on shifts. First Shift 

shops were performed during the timeframe of 6:00 AM to 2:29 PM. Second Shift shops were 

performed during the timeframe of 2:30 PM to 8:30 PM. Shops were performed on different days of 

the week, with a heavier focus on weekends with particularly busy travel days. Shoppers used four 

different scenarios when interacting with station agents: SCENARIO 1: Ask the station agent all 3 

questions listed below, unless prevented by the agent: ○ Ask the station agent for directions to a 

specific location that you know is close to the station, but do not ask for directions to a CVS or any 

other pharmacy. 

○ After receiving a response, ask the agent if he or she can tell you what types of retail shops and 

restaurants are within easy walking distance of the station. 

○ After receiving a response, ask the agent if there is a CVS nearby. 

Shopping Findings 

After program completion, we discovered that MARTA station agents are performing very well in some 

aspects of customer service but have opportunities for growth in aspects of customer service that 

add value for a customer. 

Key Station Agent Successes: 

● Shoppers were able to speak with a station agent 98.5% of the time. However, please note that 

shoppers did occasionally have to call for assistance in order to speak with an agent. 

● Station agents were noted as being in the correct uniform and being well groomed 98.5% if the 

time. (Please note that correct uniforms did not count name badges for the purposes of the shop 

report.) 

 12

Project Approach

RFP Requirements



Metropolitan Atlanta Rapid Transit Authority

Other Findings of Note 

Station agents were typically found either outside of the faregates (not at the bus bay), or inside of the 

faregates on the concourse. During the scheduling process, we discovered that several RBG mystery 

shoppers are already MARTA riders. We also discovered that several MARTA riders already know to 

use the phone system in the stations in order to get help when no station agent is immediately visible. 

Recommendations Greetings, smiles, and proactively offering help are the main differentiators of 

customer service. RBG recommends that MARTA utilizes the provided best practice Game Plan to 

install a regularly-scheduled coaching session, weekly or monthly, with a focus on these primary 

differentiators. MARTA would then use these coaching sessions to set realistic goals for your teams, 

provide incentives for employees to reach those goals, and then utilize additional mystery shops to 

measure whether those goals have been met. Our clients who have followed these steps in order to 

utilize their mystery shopping program to the fullest extent have had great success in improving their 

customer service. MARTA is doing a great job of training their station agents to answer questions, but 

a friendly face will drive customer loyalty and retention. Personalized interactions let a customer know 

that they are valued. Greetings, friendly farewells, visible smiles, and going above and beyond by 

offering additional help when a need is noticed, are crucial to building customer loyalty. Station agents 

are the face of MARTA, and investing in your station agents through coaching and training will drive 

their performance, make it into muscle memory, and drive your customer retention up.

Contact:

Robin Salter

Senior Performance Analyst

404.848.5329

rsalter@itsmarta.com
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Assigned Project Staff

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.

Rae Campbell, Customer Success Manager

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

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

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

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

dashboard user training and will manage the shopper recruiter and 

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

independent mystery shoppers and select the most qualified to complete 

evaluations within  your target cities. 

Jake Dancy, Customer Success Manager

Jae will oversee the implementation and development of your online 

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

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

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

account, including support and dashboard user training.
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The Cato Corporation (North Carolina)

LInda Dalton

Director, Training & Development

ldat@catocorp.com

704.554.8510

Orange County Public Library

Bethany Stone

Chief Branch Officer

407.835.7445

stone.bethany@ocls.info

MidPointe Library

Brielle Maynor

Public Services Director

513.785.0558

bmaynor@midpointelibrary.org
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Project Schedule with Milestones

The timeline below provides a general idea of project implementation 

Reality Based Group™ handles all of the heavy lifting, leaning on years of experience 

and best practices.
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Activity Dates

1.0 Proposal Submittal 4.7.2020

2.0 Kickoff Meeting 4.17.2020

4.1 Scorecard Design, Dashboard & Reporting Design 4.17.2020 – 4.24.2020

4.2 Shopper Route Design and Scheduling 4.17.2020 – 4.24.2020

5.0 1st Round Of Shops 5.17.2020 – 5.31.2020

5.2 Month 1 Review Meeting 5.31.2020

6.0 Stakeholder Quarterly Review Meeting 6.1.2020

7.0 Stakeholder Quarterly Review Meeting 9.1.2020

8.0 Stakeholder Quarterly Review Meeting 12.1.2020

9.0 Stakeholder Quarterly Review Meeting 3.1.2020
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RBG’s Reporting Tool

Your account management team will help create any customized reporting, build any requested 

reports, setup automatic, scheduled and tiered distribution of reports. Our smart reporting tool 

provides geo-evel reporting and the ability to export data in all formats. 

To see a video of our reporting capabilities, click here. 

Reporting & Analytics

Additional Material

https://player.vimeo.com/video/214089748
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City Wide Reporting
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City Wide Reporting
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City Wide Reporting
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Telephone Program Scorecard
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Telephone Program Scorecard



 27

In-Person Program Scorecard
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In-Person Program Scorecard
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In-Person Program Scorecard
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Sample Coaching Gameplan

Track and Monitor Manager Use And Progress

Our proprietary coaching gameplan allows you to ensure that stores and 

managers are taking the time to coach to the evaluations. Pull reporting to see 

who has coached and what kind of coaching they have implemented.
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Sample Coaching Gameplan
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2,000.00

1,000.00

16,000.00

40.00

9,900.00

99.00

2,000.00

2,000.00

*We can do this virtually. If 
in-person is required, this 
would cost $5,000.00 + 
travel costs.

35,900.00

Reality Based Group

Brian Rothschild, Customer Engagement Director

4/7/2020



Evolving Customer Experience.

Thank you for the opportunity to 

submit this proposal, we are 

excited about the next steps.

Brian Rothschild, 

Customer Engagement Director 

o: 512.583.0945 | f: 512.233.5040

e: brothschild@realitybasedgroup.com

www.realitybasedgroup.com


