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Are You Really Seeing What
Your Customers See?

Brands rise and fall on the customer experience. Too often, what leadership
thinks is happening in stores, online, or over the phone doesn’t match what'’s
actually happening. That’s where mystery shopping steps in—and if you're
serious about strengthening your brand, you need more than a generic
program. You need a strategic partner.

At IntelliShop, we've spent decades helping brands of all sizes—local
businesses, national franchises, and global powerhouses—capture authentic
customer experiences, tighten operations, and outpace the competition.
This ultimate guide to mystery shopping covers everything you need to
know, from evaluating frontline service to benchmarking against your top
competitors.

Whether you manage a small business (we've got a solution just for you at
CustomerOptix) or run a multi-unit enterprise, we will show you how to
unlock insights, take meaningful action, and level up your customer

experience.

INTELLI-SHOP.COM
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Introduction to .
Mystery Shopping

What if you could see your business
exactly as your customers do?

That's the power of mystery shopping.

Mystery shopping is a proven method of measuring
the real customer experience by having our
network of 1M+ highly-skilled evaluators—
posing as everyday customers—interact with your
business across multiple channels. These
evaluations are designed to assess everything from
employee behavior and brand compliance to
product knowledge, sales technique, and customer
service standards.

But here’s the thing: not all mystery shopping programs are created equal.

At IntelliShop, we don’t believe in generic checklists or one-size-fits-all scorecards. We
design customized mystery shopping programs that align with your brand standards,
business goals, and customer touchpoints. Whether on-site, online, or over the phone,
our evaluations dig deeper to uncover what's really happening on the front lines.

What you get is more than just data—you get actionable insights that help you:

#1 Transform operations
#2 Enhance customer satisfaction

#3 Boost loyalty and revenue

If you've never used mystery shopping—or if you've been burned by cookie-cutter
programs in the past—we will show you how to do it right.

Learn More

INTELLI-SHOP.COM
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Why Mystery Shopping -~
Matters for Your Brand

Your brand is only as strong as your customer’s last experience.

In today’s competitive landscape, it doesn’t take much for customers to walk out, log
off, or leave a bad review.

What they experience—at your physical locations, on your website, or through
your call center—defines your brand more than any marketing campaign ever
could. That's why mystery shopping is a must-have for any business that takes
customer experience seriously.

Here's how mystery shopping helps protect and grow your brand:

Reveals the Real Customer Experience

Managers and corporate teams often have a filtered view of what's happening on the
ground. Mystery shopping gives you unfiltered, third-party insight into what
customers actually see, hear, and feel when they interact with your brand.

Highlights Gaps in Service, Compliance, and Performance

From forgotten greetings to missed upsells, inconsistent execution adds up. Mystery
shopping uncovers those hidden gaps that can erode trust and loyalty over time.

Drives Higher Standards Across the Board

When employees know their performance could be reviewed at any time, standards
naturally rise. Mystery shopping creates a culture of accountability that encourages
your team to consistently deliver their best.

Identifies Training Needs

Pinpointing where teams struggle—whether it’s product knowledge, customer
interaction, or speed of service—helps you deploy training where it's needed most.
You stop wasting time and resources on programs that miss the mark.

Improves Brand Consistency Across Touchpoints

Brand equity relies on repeatable, predictable experiences. Mystery shopping ensures
that whether a customer walks into a store in Toledo or books a service online from
Tampa, they get the same reliable experience.

Read The Power of Mystery Shopping INTELLI-SHOP.COM
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Mystery Shopping -

Across Industries

Customer expectations may differ from industry to industry, but one thing remains the
same: people remember how you made them feel. IntelliShop customizes mystery
shopping programs to match the nuances of your business, delivering insights that
drive smarter decisions and better outcomes.

We work with a diverse range of industries, including:
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Restaurants

From quick service to fine dining,
we evaluate speed, order
accuracy, upselling, cleanliness,
and customer interaction to help
improve guest satisfaction and
increase return visits.

Retail

Our programs uncover sales
conversion gaps, ensure
adherence to promotions, and
highlight compliance issues—so
you can tighten the customer
journey and optimize associate
performance.

Automotive
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Hospitality

Whether it's a boutique hotel or a
national chain, we assess
everything from front-desk
interactions to housekeeping and
amenities, ensuring every guest
touchpoint delivers.

Property Management

Leases don’t sell themselves. We
assess leasing agent behavior,
maintenance response,
community presentation, and
communication effectiveness to
ensure high occupancy and
resident satisfaction.

We evaluate both the service department and sales staff, measuring timeliness,
product knowledge, and upselling techniques to improve the customer lifecycle from

first visit to trade-in.

See All Industries Served

INTELLI-SHOP.COM
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Mystery Shopping for
Small Businesses

Small business owners wear a lot of hats—but customer experience should never
be left to chance. \Whether you're running a single storefront, a local chain, or
managing a small team, you can’t be everywhere at once.

We created CustomerOptix—the only mystery shopping platform designed specifically
for small businesses—to give you the same powerful insights that big brands rely on,
but without the big-budget complexity.

CustomeOptix provides:

Affordable, scalable mystery shopping tailored to your size and needs
Quick-start programs that are easy to launch, no consultants required
Real-world feedback from real customers in your community

No long-term contracts that’s flexible and commitment-free

O 00 00O

DIY platform—just order and let the shops begin!

Whether you want to spot training gaps, improve service, or simply know how your
team is doing when you're not around, CustomerOptix is your secret weapon.

Because when you understand your customer experience, you can fix what's broken—
and double down on what’'s working.

About CustomeOptix™

CustomerOptix (CX on demand by IntelliShop) helps small business owners
understand and improve their customer experience. Our team has 25+ years
of experience building scalable mystery shopping programs nationwide. Our
network of over 1M verified evaluators will gather real-time insights through
interactions in-store, online, or over the phone. Small businesses can discover
the strengths and weaknesses of their operations through the lens of
customers to see what's working and what’s not.

Learn More INTELLI-SHOP.COM
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Mystery Shopping for ”
Multi-Location &
Franchise Brands

Consistency Is Currency: Why Multi-Location Brands Rely on Mystery Shopping

When you're managing multiple locations—whether it's 5, 50, or 500—consistency isn’t
just important, it's non-negotiable. Every guest interaction, in every location, reflects on
your brand. One bad experience at one site can unravel hard-earned loyalty and drive

negative reviews, impacting your brand reputation.

Here’s where mystery shopping becomes mission-critical.

Ensures Brand Standards Are Met

Across Locations

« Are staff greeting guests promptly?
» |s the product presented as expected?
» |s your brand voice consistent across

service channels?

We give you proof with data that you can act upon.

Provides Location-Level
Accountability

Data at the enterprise level is
great, but it's too high up to fix
what’s happening in “Store
#42”, for example. Our
evaluations drill down to the
location level, giving you
precise visibility into where
things are running smoothly—
and where they'’re falling apart.

Discovers
Underperforming Stores

When numbers dip, mystery
shopping helps answer why.
Maybe it's a leadership issue,
maybe it's poor training, or
maybe a simple process is being
skipped. Our mystery shopping
evaluators flag the early warning
signs so you can take swift,
informed action before customer
churn becomes a trend.

Drives Operational
Consistency

From frontline service to
upselling, from cleanliness to
compliance—our evaluations
help you create repeatable
excellence. You get to set the
tone and ensure it's echoed in
every market, every shift, and
every transaction.

Franchise and multi-location leaders partner with IntelliShop because they’re done
playing the “l think” game. They want to know exactly what's happening in real-time and
build a culture of excellence, accountability, and continuous improvement across every

unit.
Explore Mystery Shopping INTELLI-SHOP.COM
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Omnichannel
Mystery Shopping

NS

Customers expect a seamless experience—no matter how they choose to interact
with your brand. \Whether it's face-to-face, onling, or over the phone, every channel
represents a chance to impress or disappoint.

That's why IntelliShop offers omnichannel mystery shopping—so you can measure

and improve every part of your customer journey, not just what happens in-store. We
evaluate them all:

On-Site

In-store visits assess the full guest experience, from greetings and wait
times to product availability, cleanliness, compliance, and suggestive selling.
It's about more than just service—it's about how your brand feels in the real
world.

Online

Your digital storefront is often the first point of contact. We evaluate e-
commerce usability, product search functionality, mobile responsiveness,
checkout flow, and support via live chat or email—ensuring customers can
shop and resolve issues with ease.

Over the Phone

From call centers to local store lines, we test for courtesy, responsiveness,
problem resolution, product knowledge, and tone. Are your agents
reinforcing your brand, or frustrating your customers?

Your customer experience is only as strong as its weakest link. |f one channel
breaks down, trust can erode fast. That's why a true customer experience strategy
means monitoring all of them.

Learn More About Omnichannel Mystery Shopping

INTELLI-SHOP.COM
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Data-Driven Action
Plans: Turning Insight
into Improvement

Data is power, but only if you use it.

It's easy to run mystery shopping programs and stack up reports—but what happens
next determines whether your investment pays off. Many times, businesses collect
insights, flag issues, and... stop there. Without a structured follow-up process,
opportunities slip through the cracks.

That's why IntelliShop offers Action Plan Support Services—a fully managed solution
that turns mystery shopping results into meaningful, measurable improvement.

We help brands:

@ Prioritize issues and set timelines for @ Track remediation progress with real-
resolution time updates

@ Provide coaching and support to

@ Hold locations and team members
improve performance

accountable

When a key team member left their role,
Fairfield’s ability to follow through on CX
improvements stalled. That's when IntelliShop
stepped in. By integrating our Action Plan
Support into their existing mystery shopping
program, they:

« Increased issue resolution by 50% in just two
weeks

« Reduced incomplete remediation by 85%

« Strengthened performance across multiple
properties

Don’t have someone to manage this internally? No problem—we can take it off your
plate, drive accountability, and free up your team to focus on what they do best.

See How It Worked for Fairfield Communities

INTELLI-SHOP.COM



https://intelli-shop.com/
https://intelli-shop.com/fairfield-communities-cx-evaluation-action-plan/

Benchmarking and ”
Competitor Mystery
Shopping

Want to know how your locations stack up?

Mystery shopping isn’t just about evaluating your own customer experience—it’'s also a
powerful way to measure yourself against the competition. IntelliShop’s competitive
benchmarking programs help you understand where you lead, where you fall behind,
and what it will take to win more business. Here’s what you get:

Understand Industry Averages

We'll show you how your service, compliance, upselling, and overall experience
compare to others in your space. You'll get clear benchmarks, not guesswork—so you
can measure your brand against real market standards.

See How Competitors Operate

Want to know what customers experience at competing businesses? We evaluate
your direct competitors using the same methodology applied to your own locations,
providing apples-to-apples comparisons on:

Customer service quality

Staff knowledge and professionalism
Cleanliness and presentation

Speed, accuracy, and resolution

Drives Higher Standards Across the Board

When employees know their performance could be reviewed at any time, standards
naturally rise. Mystery shopping creates a culture of accountability that encourages
your team to consistently deliver their best.

Why It Matters

If you're only measuring yourself against internal expectations, you're flying blind in a
competitive landscape. Mystery shopping your competitors shows you what great looks
like and what gaps you can close to outperform them.

Learn More About Benchmarking INTELLI-SHOP.COM
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Why Companies '
Choose IntelliShop

IntelliShop isn't just a mystery shopping company—we’re your strategic customer
experience partner. Here’s why brands choose us:

4 N

e The largest network of TM+ verified mystery shoppers
e Voted MSPA Shopper’'s Choice Award 10 years running
e Expertise across all industries and business sizes

e Powerful dashboard and analytics tools

e Fully managed Action Plan Support Services

e Flexible programs that fit your brand and budget

We don't just collect data. We help you improve what matters most.

See Who We Serve

P

About IntelliShop*"

We are a customer experience research and advisory company. We partner with
the world’s leading brands to help them strengthen their customer experience,
audit for onsite compliance, protect their brand reputation, and drive improved
revenue. Our core values—serving the client above all else, commitment, respect,
integrity, positivity, and teamwork—drive our holistic and unique approach. With
custom strategies and programs, deep analytics, and impactful advisory services,
we'll help you improve your customer experience and use it as a competitive
advantage to set you apart from others in your industry.

INTELLI-SHOP.COM
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Client -
Testimonials

IntelliShop offer the most reliable and highly detailed
shoppers in the industry. Their attention to detail and

timely execution of projects is why we've been
working with them for over 15 years and the reason
they are our trusted partner.

IntelliShop has great services managers. They work

hard and put the client first, always. They worked

hard to meet our constant requests for change and KIA
improvement and provided a friendly and non-

combative response, even when we pressed them

hard.

Our mystery shop program has been that change
agent for us. This program has helped instill great
confidence in the accuracy, immediacy and reliance of
the data - which has drive operational improvements,
a better guest experience and positive business

in the box results.

See What Our Clients Say INTELLI-SHOP.COM
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Ready to Take Control of Your
Customer Experience?

4 I
Whether you're a local shop, a fast-growing franchise, or a global brand—
we’re ready to help you grow stronger, smarter, and more customer-
focused.

Book Your CX Consultation

INTELLI
An Employee-Owned Company

@ www.intelli-shop.com

Q. 419.872.5103

o 2025 Michael Owens Way
Perrysburg, OH 43551
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