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1. 
Mystery shopper form
a. What is the name of the store/store number? _________________________________
b. How is the store appearance/display (i.e. Inviting, organized, attractive etc.) _________________________
c. Are the price tags well placed and easy to understand? _____________________
d. How would you rate your first impression of the store? _________________________________________________________________________________
e. Did you meet any store attended who gave you some help? How? ____________________________________________________________
f. How much time did you have to wait in the checkout line? ___________________________________________________
g. Were you satisfied with our services/goods? __________________________________________________
h. What would you recommend from your experience in our store? ____________________________________________________________________________________________________________________
i. Please enter any additional comments __________________________________________________________________________________________________________________________________________________________________________________________
2. Policy statement for employees
a. We at Wemart Stores believe that we are here to serve our customers and make them satisfied
b. We at Wemart Stores believe that quality is key in what we provide to our customers
3. Customer loyalty strategy 
a. The action plan for Wemart Stores is to return its shoppers who are critical elements for the survival of the store in the competitive market. In order to stay relevant in the market, it is important to keep the customer happy. The first strategy is customer marketing in order to inform the customer on the different products and services that the store has for its customers. In order to build loyalty and delight for the customer, it is important to build a strong relationship by improving customer experience in the store. We simply want to be passionate and engaged with our customers and be transparent and honest with them (Reichheld, & Teal, 2011).
As a dedicated store in the market, we want to be where our customers are. For example, offering price and quality competitive services as well as offering time-limited promotions that motivate customers to buy. In our brand countrywide, we intent to create customer community that will appreciate what we offer. We will constantly ask our customers to recommend what they feel is the best for our customers (Reichheld, & Teal, 2011). 
b. The store will constantly provide to its customer’s promotion services and come up with retention strategies that can make them frequent the store. This will need the effort of all stakeholders of the store such as the employees, general manager, departmental managers, customers etc. it is important for the store to build a team that will manage the client population of the store. The sales and marketing team plays a major role in this plan. The management too has a role to play and support the customer loyalty program with the necessary funding, social platforms, websites, and equipment for the team (Reichheld, & Teal, 2011). 
The team needs training. The management will have to organize for seminars and workshops that will equip the team with the necessary knowledge to manage customers. Marketing professionals can be hired to take through the team in a process that will successfully engage the customers to regularly buy from the store. 
Feedback from the customers is important. Any customer who visits the store will have the chance to sign the visitor’s book and make a comment at his or her own wish. The recommendations can be used to make the necessary improvements to impress the customer (Stucker, 2015). 
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