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Mystery Shopping




Author
Institutional Affiliation
Instructor
Course code
Date of submission

Name of the establishment 
The name of the establishment is the Independent Man 
What was your first impression when entering the establishment?
During my first engagement with the establishment, I realized that many of the staff members overlooked the importance of identifying themselves to the shoppers. Similarly, they failed to build a rapport with the incoming shoppers at the facility. 
How long were you in the establishment before somebody acknowledged you?
I was at the establishment for approximately 1 minute (s) before I was actually acknowledged. Ideally, one minute represents the wait time before any typical visitor at the facility is attended to. 
How long before you were actually greeted?  How were you greeted?  Did he/she smile while saying it?
After the acknowledgement, a line attendant at the establishment greeted me. The greeting was just normal and observably, she did it for the purposes of formality. She did not smile either. She was particularly focused on delivering her introductory message to me while arranging some items on the shelf opposite. 
Did they introduce themself by name? (If so, what was it?)
The formal introduction by the line attendant was more focused on what the company had to offer. She did not mention her name. seemingly, she had overlooked the importance of identifying herself. 

Was the service provider courteous?
Referring to the aspects of courtesy, I can confidently say that the service provider was courteous save for the few overlooked areas. For instance, the service provider was polite and showed a significant amount of respect to the shoppers.
Do you think the service provider stereotyped you? If so, how?
In my view, the service provider held no prejudice against me. Her actions seemed to revolve around the set guidelines that they follow each day while at work. Even though the stereotype is that male boutiques are synonymous with men, my gender did not in any way influence my engagement with her. 
Were they dressed appropriately for their job? (How were they dressed?)
They were appropriately dressed for the job. They wore nice-fitting black and grey suits. Observably, the ladies wore skirts with proper lengths that are not too tight. In their dressing, lady attendants could easily walk, bend and even sit down an indication that they were comfortable in their wears.
What product/service were you seeking?
I came to the store to find a pair of trousers for my fiancé’s birthday.



Make a special request (i.e. not something on the menu; not on the sales floor) and explain how they handled the request.
Am I able to get a hair clipper for men? 
First, they expressed frustration and regrets that they were not able to provide the item I needed after listening carefully to my request. They said they understood my frustration but were not however able to offer any assistance at the moment other than giving me a referral to a nearby establishment where they were sure I could get the hair clipper. 
Act indecisive and explain how they handled you as the “indecisive customer”.
Acting indecisive, the initial resolution mechanisms involved particularly focused on ensuring that I got to the bottom of it, have time to step back and reorganize myself. I felt indecisiveness especially due to the longevity and quality of the products on sale. For this reason, in trying to make me reorganize myself, they particularly focused on mentioning examples and sample products with very much alike qualities to help establish a trust base. Believably, this helped in addressing the indecisiveness going forward.
If a food establishment, did the server offer specials of the day?  How long did it take to get your food after ordering?  Do you think the time was reasonable?  Was your order correct when you received it?
The server offered the specials of the day. Generally, the amount of time taken to get the food ready after ordering was in my view was reasonable considering the number of people who also had to be served. Similarly, there were no mistakes in the order received an indication that paid attention to every detail of the order. 
Did the service provider adequately answer your questions or find out for you if they didn’t have the answer?
The service provider adequately answered my questions consequently deciding to let me know how to compare their products with that of their competitors and the most important features of the products.
Did they check back with you to see if you need further assistance?
The service provider was generally responsive and showed much care for their clients. Although at first, she seemed busy with some other stuff, she eventually came along and enquired if there is anything else, I needed besides the ones I already had.
Did you feel rushed by the service provider?
Although the entire experience was pleasant, I felt rushed to make my purchases as fast as possible and leave the establishment at the earliest.
Did you have any problems while in the establishment? (If so, what) Explain how the situation was handled and did the service provider apologize for the error or inconvenience?
The prices indicated on the shelved items were somehow exaggerated. For instance, a pair of socks retailed at a whopping 50 dollars. I informed her immediately of the error which she termed as an error consequently dismissing it without making any efforts to have it addressed. Observably, she did not apologize.



How well did the service provider perform their tasks? (Explain)
The service provider at the establishment seemed well informed about the products at the facility and was of much assistance to me. However, much of the activities that she overlooked such as properly introducing herself may be considered her major undoing’s. her communication skills were observably perfect however her nonverbal communication wasn’t welcoming on many occasions. Similarly, the idea of wanting me to leave the store as soon as possible could be an indication that she needed to help the other customers considering the limited space in the establishment. 
If a retail establishment, how long did you have to wait in line to pay for your purchase (if applicable)?  Was it a reasonable amount of time?  If it was too long, did the service provider acknowledge your waiting time or apologize?
The waiting time approximated for every customer at the checkout was about 2 minutes depending on the number of items purchased. The checkout time was observably reasonable and thus the service provider had no reason whatsoever to apologize. For each customer, the QR codes on the items had to be scanned individually hence the 2-minute checkout time. 
Did the service provider thank you for your purchase?  Did they smile?
Although the service provider thanked me for the purchase, she did not smile. I had preempted that could be due to the observable exhaustion. Again, I think was also a formality at the facility and they were required to acknowledge the purchases made by each customer. 


[bookmark: _GoBack]Did the service provider ask you to come back again?
After packaging the items, I had acquired from the store, she got herself busied with helping other customers. She did not mention any word asking me to come back to their store. It seemed as if our engagement ended after handing over the package top me.  
Was the establishment clean, both inside and out (including floors, restrooms, sidewalk, parking lot, etc.)? (Explain)
By the time I got to the facility, the establishment was observably clean. The sidewalks had trash cans to dispose of the little trash. Also, the floors were also clean except for the dust from the incoming visitors. 
 How would you rate your overall experience?
On a scale of 1-10, I would give my experience at the establishment of a 6/10 rating. 
