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Chapter 1 
 

Welcome To The World Of  

Mystery Shopping 
 

Get paid to shop till you drop? Buy all the things you've ever wanted to buy (and lots you 

never did) -Get paid for it -And get to keep it too? It all seems too good to be true. But let us 

assure you it is true!  

In this little-known venture you really can spend your days shopping to your heart's content -

You won't have to spend any of your own money -You really will be able to keep much of 

what you buy -And you really will get paid for doing it too!  

This is all perfectly possible when you become involved in the wonderful world of mystery 

shopping.  

Mystery shopping is a little known but fast expanding sector of the market research industry. 

All around the country (in fact all around the world) a growing army of mystery shoppers are 

helping companies improve and develop the service they provide to consumers -and quietly 

helping themselves to attractive fees and freebies galore too!  

With a little inside information -exactly what we provide you with in this guide ¬you too can 

become a mystery shopper!  

Mystery shopping is ideal as a highly profitable sideline. It's easy. It calls for no skills, 

qualifications or previous experience. You won't need any capital, nor any office premises. 

You can work as and when you like -you can even take the kids mystery shopping with you if 

you wish. You can even work from the comfort of your own home if you prefer. And, of 

course, the rewards are excellent!  

Here are just a few of the things you'll be able to take home -and keep -when you become a 

mystery shopper:  

 Women's Clothes 

 Men's Clothes 

 Children's Clothes 

 Shoes  

 Meals  

 Groceries 

 Air Travel 

 Package Holidays 

 Toys 

 Hotel Breaks                          
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And don't forget Mystery Shopping is also a lot of fun. If you enjoy shopping then you'll be in 

heaven! 

What Does A Mystery Shopper Do?  

A mystery shopper is essentially a professional consumer. He or she is paid by a company to 

purchase the product or service they sell -to shop in their shop, visit their cinema or eat their 

fast food -in exactly the same way that a real customer does -But then to report back on 

exactly what happened.  

To a company, this is very valuable inside information indeed. They can use it to improve the 

quality of their product or service, find out what their competitors are doing, check that their 

employees are following proper procedures, or even check for fraud or security lapses.  

A mystery shopper only does what an ordinary member of the public does when they're 

shopping in a shop, supermarket, service business or by mail or telephone nothing more and 

nothing less - except that they observe and report on what happens.  

And, of course, as mystery shoppers are providing a valuable professional service they get 

well paid for it. The bonus is that they often get to keep the products and services they 

consume too.  

 

Why Are Mystery Shoppers Needed?  

It's a tough commercial world out there. Companies everywhere are well aware that the 

service they provide is every bit as important as the products they sell. They know that if they 

can improve their service they'll sell more than their competitors and their businesses will 

thrive and expand.  

Mystery shopping is the ideal way of doing this.  

Successful companies use a variety of other methods to improve their service but these all 

have their limitations. If a member of staff knows that their performance is being tested then 

it's quite likely they'll act differently. If, however, they are being ‘mystery shopped' they'll act 

as they do with any other customer, providing their employer with valuable inside 

information on what happens when they're not there.  

It's a fact that most people don't complain enough! So many times, if customers receive poor 

service from a company they just walk out and never come back. Company owners and 

managers don't want this to happen. If their service isn't up to the mark they'd rather know 

about it so that they can improve.  

Mystery shopping is the very best way known of doing this.  
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What Pay And Benefits Can You Expect?  

There is no fixed rate of pay for mystery shoppers. Companies will pay whatever the service 

is worth to them. And, since improving their service can mean hundreds of thousands of 

pounds worth of extra business, they don't usually skimp when it comes to paying mystery 

shoppers.  

As a mystery shopper, you'll be providing a much needed professional service in the market 

research industry. So, you'll normally be paid a very professional rate of pay. Often, when 

you work in your own mystery shopping service, this can be in the region of £30 per hour or 

more, plus expenses.  

The added advantage, of course, is that you'll also be able to keep many of the products and 

services you buy when mystery shopping which could, over the course of a year be worth 

thousands and thousands of pounds!  

Think of it this way: Imagine that you undertake just three assignments each week, each 

taking six hours each. At a typical charge of £30 per hour you'll earn £540 a week (or over 

£28,000 a year) - plus expenses -from your part time venture. In addition to which you could, 

with care, and due to all the free goods you'll pick up, slash your living expenses by 50% or 

more.  

You're sure to agree that shopping has never been such fun!  

 

Case Histories of Six Typical Mystery Shoppers  

 Elizabeth K - has a contract with a restaurant chain. Every week she visits a 

different restaurant-pub with her husband and two children (aged 2 and 4). 

Elizabeth prepares a report on the quality of the food and the facilities that are 

provided for children. Some of the restaurants Elizabeth visits are run by her 

client's competitors. Elizabeth is paid £30 per hour, receives a free meal, and is 

taken to each restaurant by taxi!  

 

 Graham M - operates as a mystery shopper for a Supermarket chain, and often 

works assignments in partnership with his wife. They mystery shop both their 

client's branches, and those of competitors, to survey prices, displays, choice, 

store facilities and helpfulness of staff. They're allowed to keep up to £75 of goods 

from each visit. Once a month they are instructed to shoplift from one of their 

client's branches, to check that security procedures are being followed.  

 

 Kevin L - specialises in fraud detection. He visits shops purely to check whether 

till procedures are being followed. 
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 Anne E - is confined to a wheelchair and works as a mystery shopper one or two 

days a week. Her job is to visit stores and simply see which, if any, employees 

offer help without being asked. She also checks on 'statutory compliance’ as 

regards disabled facilities in her client's buildings.  

 

 Simon T - has a regular assignment with a motor distributorship, which he 

operates completely by telephone. His job is to telephone information hotlines to 

check on product knowledge and obtain brochures for analysis.  

 

 Andrew N - specialises in mystery shopping the fashion industry. When he’s not 

mystery shopping in this country he travels all over Europe mystery shopping, 

looking for new marketing ideas which he can bring back to the UK.  
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Chapter 2 

How To Set Up Your Own Mystery  

Shopping Service 
 

What You Need To Know  

In most cases, mystery shoppers are not paid employees of the company they mystery shop 

for. They're normally employed by market research companies or specialist mystery shopping 

companies. This is the only way to keep mystery shopping confidential. So, most professional 

mystery shoppers spend their entire working lives shopping for a range of different 

companies.  

The easiest way to set up as a mystery shopper is to work as a mystery shopping agent for a 

market research or mystery shopping company. However, with very little extra work you can 

set up your own mystery shopping service and deal directly with companies. This gives you 

complete control of exactly what you do, and allows you to earn more, and allows you to 

keep more of the goods you shop for too!  

 

Finding Employment As A Mystery Shopper  

Before branching out on your own you might feel that you would benefit from gaining 

experience and training from someone who already runs this business. If so, then you'll be 

pleased to discover that you can not only get free training - but be paid for it too!  

This can be achieved by working as a mystery shopper for an established mystery shopping 

firm or market research company. There are already many around, which proves just what a 

demand there is for this service.  

Most companies and agencies hire both full and part time mystery shoppers to go mystery 

shopping for them. So, you can work a few hours a week, discover exactly what is involved, 

and earn some money to set up on your own as well. Don't, of course, tell them that you are 

planning to set up your own business when you apply!  

To get this work, look for advertisements in your local newspapers and check in you’re 

'Yellow Pages' under the 'Market Research' and 'Detective Agencies' categories. 

Alternatively, see the directory of market research companies at the end of this guide. Contact 

a selection of companies and ask if they currently have vacancies for mystery shoppers. 

Whether or not they do will depend on what projects they are running at the time.  
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Setting Up Your Business  

The best way to earn the highest rewards from mystery shopping is to set up your own 

mystery shopping service. This can be done very easily, part or full time, with very little 

capital. In this case, you will be dealing directly with companies, such as shops and 

supermarkets, who need mystery shoppers.  

Here is how to set up a mystery shopping business:  

1. Choose A Business Name  

You should choose a business name for this kind of business so as to project a proper 

professional image. You can style your own name as a business, or choose a made up 

business name if you prefer.  

Whatever you do, don't put the words 'mystery shopping' or 'investigations' or any similar 

words in your business name. This may compromise your confidentiality.  

If the business name you choose isn't your own name then it is a legal requirement to state 

our own name on all business documentation, such as letterheads and invoices.  

2. Set Up A Base For Your Business  

You don't need any office space for this business and, in most cases, it can be easily run from 

home. If you wish, using an accommodation address or PO Box number for your business 

will help it look more professional and help maintain confidentiality too.  

You will need a telephone for dealing with calls from clients and possibly for your mystery 

shopping as well, since some mystery shopping assignments can actually be undertaken by 

telephone  

3. Obtain Your Business Stationery  

In order to project a proper professional image have some business letter headings and 

business cards printed.  

Your business stationery should always be top quality, so as to project a professional, high 

quality image for your service.  

4. Looking After The Books  

This business requires very little in the way of administration. To start with, register your 

new business with the Inland Revenue. You'll be required to pay income tax on your business 

profits, but you'll also be able to claim all your business overheads as a tax deductible 

expense.  
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Always keep proper records of fees received from customers, and details of goods and 

services you purchase for your business.  

Important: It's likely that any goods which you are allowed to keep when you mystery 

shop for your clients will be considered as part of your income by the Inland Revenue 

and will be subject to income tax. Keep a list of all the goods you are given, together 

with details of their approximate value for this purpose.  

Once your turnover (annual takings) exceed £79,000 you'll need to register for value Added 

tax (VAT). You'll need to charge your customers VAT on top of your fees, but you'll also be 

able to reclaim the VAT you pay on your business purchases.  

5. Getting Training  

You don't need any special prior experience to set up this type of service. If you have 

experience of shopping and who doesn't then you have all the skills needed to carry out this 

kind of service. 

By working as a mystery shopper for another company or market research company you can 

get expert training if you feel you need it.  

6. Employing Others  

Although mystery shopping is ideal as an owner-operator business you may wish to employ 

others to work in your business. This is ideal, as it allows you to take on many more 

assignments and also provides a range of different personalities for different types of 

shopping. You can even set up your own national network of mystery shoppers who can work 

for you in other areas of the country.  

It is a good idea to hire part-time mystery shoppers to start with. This way, you will only need 

to pay them when they are working on an assignment for you. Try advertising in your local 

papers to find suitable people.  

Get a good balance of different people: Male and female. Young and old. Even children can 

work as mystery shoppers provided they are supervised by their parents!  

Your mystery shoppers need no special qualifications or experience. You should, however 

check they have no criminal convictions relating to shoplifting, fraud or similar offences 

which might make them unsuitable for this type of work. 

You are now ready to roll with your mystery shopping service. 
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Chapter 3 

How To Find Customers  

For Your Service 
 

 

Who Are Your Customers?  

Everyone who runs a business of some sort is a potential client for mystery shopping 

services. This includes the smallest corner store, to the largest multinational corporation. 

Every business, in fact, that's not a one man band.  

Businesses in the retail trade are the easiest businesses to mystery shop, simply because you 

can walk into a shop at any time and carry out your assignment. They're also the type of 

businesses where customer service is very important, thus creating a lot of demand for your 

services.  

But don't forget the trade or industrial sector, i.e. companies who sell to other companies. 

This is good if you have some experience of a trade, like building or agriculture. You can use 

your experience to set up in mystery shopping.  

Nowadays thousands of companies run their business by telephone - banks, insurance 

companies, double glazing sales and the like. This is ideal for you if you want to stay at home 

because you can carry out surveys without ever leaving your armchair. The same applies to 

mail order businesses. They use mystery shoppers to shop by post for them and monitor the 

quality of the service. Companies who provide household services (eg. double glazing, 

appliance repairs or plumbing) also sometimes use mystery shoppers who are willing to have 

sales people visit them at home and report back on the service they receive.  

 

Targeting Customers  

The main difficulty when selling your service is not who might be a customer, but who isn't. 

In any given area there will be hundreds of potential customers. And don't forget that you can 

operate on a national basis, or even worldwide, as many mystery shoppers do.  

When you first get started try to target customers that are large enough to offer you lucrative 

work, but not so large that you'll be inundated with work which you can't handle. Also, the 

larger companies may have arrangements with mystery shopping services already. You can 

serve them eventually but it will be harder to break in when you're a newcomer.  
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If you start with shops, for example, target those that are part of medium-sized chains. These 

companies are ideal because they probably don't use an agency already but they're almost 

certainly aware of the value of mystery shopping.  

Important: Choose types of businesses where you'll automatically get to keep the product or 

service, as part of your remuneration. For example, if you can arrange to mystery shop in a 

fine restaurant, or mystery shop for an airline, you'll not only get paid for your efforts but 

receive a gourmet meal or a free ticket to a destination of your choice as well! If on the other 

hand, you mystery shop for a supermarket or a clothing store, you'll have to negotiate 

separately if you want to keep the groceries or clothes which you buy.  

Some ideal types of client to offer your service to:  

 Clothing Shops 

 Shoe Shops 

 Cafes Restaurants  

 Supermarkets Grocers  

 Travel Agents  

 Toy Shops  

 Hotels  

 Fast Food Outlets  

 Theatres  

 Cinemas  

 Motor Dealers & Garages  

 Sports Centres  

 Hairdressers  

 Pubs  

 Taxi Services  

 Laundry & Dry Cleaning  

 Takeaways  

 Satellite & Cable TV Services  

 Diet Classes  

 Banks  

 Insurance Companies  

 Golf Courses  

 Mobile Phone Companies  

 Furniture Shops  

 Florists & Garden Centres  

 Opticians  

 Nightclubs  

 Theme Parks 

 Electrical Goods Plumbers  

 Electricians  
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 Appliance Repair Companies  

 Builders  

 Double Glazing Companies  

 Mail Order Businesses  

 

 

Dealing With Your Clients  

The first thing to remember when dealing with companies is that you must be Professional -

with a capital P. You must always deal with people to the highest possible standards and 

project the image that you know exactly what you are doing (which, of course, you do) and 

have the situation under control at all times. You may be dealing with people who run a 

multi-million pound business, and they'll expect you to treat the job with the seriousness it 

deserves.  

The second important point is to observe total confidentiality at all times. Remember, your 

service only works because your identity remains a 'mystery' - members of staff think that 

you're just an ordinary shopper. If they know, or even suspect, that you're testing them they 

might change the way they deal with you accordingly. Also, it can be bad for morale, or the 

image of the company. And, in extreme cases, they may even object to what you're doing. So, 

it's vital that as few people as possible know what you are doing.  

When approaching a company who could be a potential customer always, in the first instance, 

only approach the PRINCIPAL. The principal is, quite literally, the boss. They may be the 

proprietor of the business, the managing director or the manager of the branch. Always go 

right to the top. Also, only this person will be in a position to make the decision to hire your 

service.  

You should only discuss your service, and the results of your survey, with this person or the 

people they authorise personally. Never discuss your service with anyone else in the 

company, not even the branch manager or the boss's secretary. If details of who you really are 

- or even a hint gets out it can quickly spread like wildfire through a company and your whole 

project could be put in jeopardy.  

 

Advertising Your Service  

One way to generate business is to place advertisements for your mystery shopping service.  

Don't place advertisements in your local newspapers and general interest magazines. These 

are not the sort of places that company principals look for mystery shopping services. Instead 

you need to use the trade newspapers, magazines and professional journals. For example, 

advertise in 'The Grocer' if you wish to market your service to supermarkets and grocery 

shops. Or, use 'Caterer and Hotelkeeper' if you wish to market your service to hotels and 

restaurants (and enjoy some first class weekends away and gourmet meals into the bargain!).  
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You can get a complete list of all the trade newspapers, magazines and professional journals 

by looking in 'Willing's Press Guide', which can be consulted it larger libraries.  

 

 

Here's the type of advertisement you might place:  

 

 

 

 

 

 

 

 

You can also advertise your service in the 'Yellow Pages', although it may be some months 

before you can get your new business into the next issue.  

 

Sales Letters  

The easiest and quickest way to generate business for your service is to send out sales letters 

explaining what you do.  

Make up a mailing list of target companies and send your letter out to them all. The best way 

to do this is to run a rolling campaign, sending out a fixed number of letters each week. This 

will bring you in a regular stream of enquiries.  

Always direct your letter to the managing director, proprietor or manager.  

Your letter should always be typed or word processed on a good quality letterhead.  

On the following page is a sample letter you could use:  

  

Is Your Business A Mystery? 

We offer a professional mystery shopping service to help you 

improve your service beat your competitors or detect fraud. 

We can take care of all the arrangements and produce a 

comprehensive report on what's happening in your business when 

you're not there!  

Tel. XYZ Associates 01000 000000. 
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Chart 1: Sample Sales Letter 

XYZ Associates 

22The Road, Anytown, Anyshire. AY1 2CD 

Tel. 01000 000000 

FAX 01000 000000 

 

22 January 0000        Private & Confidential  

 

The Managing Director 

ABC Stores 

Anytown Business Park 

Anytown 

Anyshire 

AY99 1AB  

 

Dear Sir,  
 

I am writing to you to introduce the services of XYZ Associates and explain how, I feel, they 

might be of use and value to your company.  

XYZ Associates specialise in mystery shopping. Our job is to conduct mystery shopping 

assignments of companies such as yours to produce useful information and valuable data 

which you can use to expand and develop your business.  

The information we provide can be used to improve the quality of your product or service, 

and enhance your service compared to your competitors. We also carry out mystery shopping 

for the purposes of crime and fraud prevention (ie. test purchasing) and statutory compliance.  

Our service is efficient, effective, and cost effective and t00% confidential at all times.  

I would welcome the opportunity to meet with you to discuss our service in more detail and 

reveal exactly how our service could make your business more competitive and more 

successful. If you are interested in what we have to offer please telephone now for a FREE 

consultation.  

Yours faithfully, 

  

A.B. Smith.  

XYZ Associates.  
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Sales Strategies To Use 

How To Convince Your Client To Use Your Service 

When you receive enquiries from potential clients you should make an appointment to go and 

meet with them face-to-face. This is the best way to fully explain what you do, and discuss 

their requirements.  

This is not usually a 'hard sell', since clients will mostly already understand what mystery 

shopping involves. However, do what you can to convince your prospective client that not 

only should they use mystery shopping, but that they should use your service. There are five 

main strategies you can use:  

Strategy 1: I've had a bad experience with your company!  

This is an excellent strategy to use, especially if you've used this company's service or bought 

their product yourself and found that it is lacking in some way. In the event, your opinion is 

likely to be heartfelt and it should be relatively easy to convince the client that you really can 

help them out.  

Strategy 2: Your company has a ‘certain reputation’!  

This can be a good method to use. Why? Because every company boss suspects that they 

have a bad reputation for something or other, whether it's justified or not. So, by telling them 

this you'll simply be confirming what they already suspect. Don't be afraid to use this strategy 

because they probably already know what the problem is and this will be enough to convince 

them to go ahead.  

Strategy 3: You can make more money.  

If a mystery shopping campaign is properly executed and the results are acted upon it is very 

unlikely that the company's turnover won't improve. This much is fact. (Experience proves 

that where employees know or suspect that mystery shoppers are at work performance always 

improves and fraud etc. falls!)  

Spell it out in clear terms: Ask the client that, if their turnover improves by just 0.5%, 

wouldn't it all be worthwhile? Since a 0.5% increase in turnover can be worth many hundreds 

of thousands of pounds to even quite small companies it's difficult for them to argue that it 

won't be worth their while spending a few thousand pounds on your survey.  

Strategy 4: Your competition are doing very well. 

No company boss likes to think that his or her competitors are doing better. So, before your 

meeting find out what you can about your client's competitors. If they have increased their 

turnover or profits, or opened new branches, draw this to their attention at the meeting. 
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Strategy 5: You're doing well, but it pays to check.  

This is a good method to use if your client is positively, definitely sure that they don't really 

need your service. Explain to them that it could be too good to be true. And, of course, not 

even the best run business is perfect. They'll find it very hard to accept that this isn't true, and 

you'll make your sale!  

 

How Much To Charge  

The simple solution to this question is as much as possible! There is no fixed charge for a 

mystery shopping service. It is simply a matter of deciding what your service is worth to your 

client.  

It's usually a lot more than you expect. Don't base your fee on what a regular employee 

undertaking mystery shopping might earn -something like £4 an hour or £200 a week. 

Remember, you're offering a professional service.  

Charging on an hourly basis is a good way to calculate your fee. We would suggest £30 per 

hour would be a MINIMUM, and some mystery shopping companies charge £50 per hour or 

even more. To this you should add your out-of-pocket expenses, such as rail fares, 

accommodation, car mileage and meals - absolutely everything.  

 

Claiming Your Freebies  

Remember that the actual fee you charge for your service is only part of the remuneration you 

can expect. You should also try to negotiate to keep whatever you mystery shop for as part of 

the deal.  

Your client won't automatically say you can keep whatever you buy as part of your mystery 

shopping service. You should discuss and negotiate this at the outset.  

As we have already discussed, you should do what you can to select goods and services that 

you HAVE to keep. Obviously, if you're mystery shopping for a service - such as a meal - 

you can't give back the service you have been provided with. However, if it's a product which 

isn't consumed your client might expect you to give it back. But always negotiate to keep it.  

Point out that the goods you keep are part of your remuneration. If they're especially valuable 

(such as a flight or package holiday) you might even offer to waive your fee as part of the 

negotiations. Point out that, if they allow you to keep the item, it will only actually cost them 

the trade price, not the amount marked on the price sticker. Also, point out that a second hand 

item can't be resold as new and has very little value if they put it back on sale.  

Remember: Think big! A Free holiday, meal, trolley full of groceries, hair-do, or cinema 

visit might be worth plenty to you - but n a big company it's nothing!  
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Finally, note that although you will have to pay out for the goods you purchase, in order to 

make your mystery shopping look convincing, you should ALWAYS expect to be 

reimbursed whether or not you keep the goods.  

Contracts and Agreements  

The success of this type of service depends upon building a good relationship and trust 

between you and your client. If they aren't entirely convinced that you are offering them real, 

positive benefits then they're unlikely to use your service again. Thus, formal contracts are of 

little benefit. It is, however, a good idea to sign a simple letter of agreement with your client 

which will explain who is doing what and what each party is entitled to expect. This will also 

help make it completely clear as to what you're entitled to keep.  

Here's a sample letter of agreement:  
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Chart 2: Sample Letter of Agreement 

Letter of Agreement 

 

Between: XYZ Associates 

(Hereinafter known as the 'company'.) 

of: 22 The Road, Anytown. Anyshire. AY1 2CD  

 

And : __________________________________ 

 

(Hereinafter known as the 'client'.) 

 

of: ____________________________________ 

 

The company hereby agrees to provide mystery shopping services to the client, under the 

following terms: 

Date of assignment: _________________ 

Address assignment to be carried out at:_____________________ 

Details of assignment: 

___________________________________________________________________________

___________________________________________________________________________

___________________________________________________________________________ 

In recognition of these services the client will pay to the company the sum of £_____due 30 

days following the date of the company's invoice, plus out-of-pocket expenses at cost, namely 

bus/train fares, car mileage, meals and accommodation.  

It is further agreed that the company will be entitled to keep with clear title the following 

goods and services obtained during the assignment, namely: 

___________________________________________________________________________

________________________________________________________________________  

 

The client agrees that they will reimburse the company for all monies expended in the 

purchase of these items.  

 

Both the client and the company hereby agree that all details of this assignment, and the 

results there of, will be kept completely confidential and not divulged to any other party. 

Signed:      Date: 

For The Company 

Signed:      Date: 

For The Client 
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Chapter 4 

 Carrying Out A Mystery  

Shopping Assignment  
 

 

Four Types of Mystery Shopping Assignment  

There are four main types of mystery shopping assignment. Whenever you first meet with a 

client you should decide which type of assignment is most suitable for their needs. You may 

find, in some cases that they will require you to undertake several types of assignment.  

Type 1: Quality Control And Customer Service 

Most companies nowadays realise that, in order to succeed, they must offer good customer 

service in a good quality environment. If they don't, they will almost certainly lose business 

to their competitors and, in extreme cases, it can even cause them to go out of business.  

It is, however, notoriously difficult to judge quality and customer service from within. This is 

much better done by outside mystery shoppers, preferably those who have no prior 

knowledge of the company and can hence approach the project with a fresh mind.  

Testing quality and customer service is the simplest type of mystery shopping. All you have 

to do is shop as any customer would, but simply gather your own impressions. Here are some 

of the questions you might ask yourself:  

 Is the shop welcoming?  

 Are the premises clean and tidy?  

 Does the staff ask if they can help?  

 "Are the staff welcoming and friendly-or do they seem disinterested?  

 Do they show you the range of products on offer?  

 Do they give a demonstration, where appropriate?  

 Do they explain the benefits of type product/service?  

 Do they try to sell, or not? Or do they give you the 'hard sell'?  

 Do they try to sell you options or accessories?  

 Was your shopping experience pleasant, or unpleasant? r Would you shop in that 

shop again, or not?  

Type 2: Security And Fraud Detection  

Checking on security and reducing fraud is one of the biggest areas of demand for the 

mystery shopper. It's a sad but true fact that employees of a company are often tempted to 

steal cash or stock from their employers, or otherwise try to beat the system. This costs some 
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companies many millions of pounds per year. So, they are sure to appreciate the value of 

paying you several thousands of pounds to help save them a much greater sum.  

Security and fraud assignments can relate to something fairly minor, like a member of staff 

who is stealing a few pounds from the till, to organised criminals who are stealing thousands 

of pounds worth of stock, perhaps in collusion with a senior manager.  

In this type of assignment you can use a normal visit to a stop, or other business premises, to 

find answers to the following questions:  

 Is the correct price charged?  

 Are you over or undercharged?  

 Do you get what you pay for?  

 Do you get the correct change?  

 Is the sale rung through the till?  

 Are you offered anything 'from the back of a lorry'?  

 Are staff using the goods themselves, stealing them, or giving them to other 

customers seemingly without receiving payment?  

 Are sale processing and accounting procedures not being followed?  

Sometimes you might be asked to pose as an employee and work in a particular place for a 

few days or weeks, giving you a better opportunity to detect breaches of security and fraud.  

Occasionally, you may be called upon to test or monitor the security procedures within the 

business by, for example, shoplifting from their premises to discover whether or not your 

'theft’ is detected by security staff.  

Type 3: Industrial Espionage  

Most company owners or managers are preoccupied with knowing how their competitors 

operate, especially if they have been particularly successful and business is booming, and 

especially if they are losing business to a competitor. As a mystery shopper, you may be hired 

to find out exactly why a competitor's business is succeeding, ie. What they do better.  

By espionage, we don't mean that you'll be involved in anything illegal like spying or 

telephone tapping. You'll simply be mystery shopping the competitor's services or products, 

rather than your clients, and then reporting back to your client about why they are better.  

The great advantage of doing this type of work, of course, is that because the company you 

mystery shop is not your customer you will have to keep the goods and your customer will 

have to pay for them!  

To complete this type of assignment properly you should undertake what is known as a 

COMPARATIVE TEST. That is, you will need to mystery shop both your client and their 

competitor (or competitors) and then report on how they differ.  
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Type 4: Statutory Compliance  

Mystery shopping for statutory compliance reasons is a growing sector of the market. It 

works like this: When companies sell certain products or services they are obliged to follow 

certain laws or legal procedures. For example, it's illegal to sell alcohol to under 18's. Or, 

when you take out a loan you're obliged to be told the APR (annual percentage rate) of 

interest which is being charged. Take out life insurance, or a pension, and you must be told 

by law whether the person selling the product to you is a representative of just one company, 

or a broker representing several companies. Buy a 10kg bag of potatoes and you're legally 

entitled to receive 10kg of potatoes.  

In each of these cases, if a company breaks the law, they can be fined (in some cases 

hundreds of thousands of pounds) or even lose their licence to sell certain products which 

could, ultimately, lead to the business being shut down.  

Since laws and regulations are often complex or ever-changing it is very easy for employees 

to neglect them, either in ignorance of the rules, or simply because it makes their job easier to 

ignore them.  

When you check statutory compliance you check whether or not all the relevant laws are 

being followed. In a way, you work as an unofficial trading standards officer, reporting back 

to your client. At least if you find the law is being broken (intentionally or accidentally) you 

can help your client put this right before they get into more serious trouble.  

To undertake this type of assignment you must first find out what rules and regulations apply 

to the particular business you are working with and then mystery shop your client. You can 

get information on what rules and regulations apply to any business, free of charge, from 

your local Trading Standards Service.  

Essential Preparations For Each Assignment  

Once you have decided what type of assignment your client requires and they have instructed 

you to go ahead you should arrange a briefing for everyone who is involved.  

With a mystery shopping service it's very important that everyone knows exactly what is 

going to be done and the reasons for it. If there is any doubt about what is needed then it is 

possible misunderstandings can occur, which would make the information useless.  

The briefing should cover all these areas:  

Where?  

Obtain an accurate address for the premises to be mystery shopped. If your client has several 

branches you may be required to mystery shop them all.  

When?  
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When should your assignment be undertaken? You can normally get a better impression of 

the service being offered when a shop is at its busiest. Also, if particular staff members are 

suspected of fraud, for example, it's vital that you visit when they are on duty.  

Who?  

Are there any particular members of staff whom your client wishes to be checked out? If so, 

how can you identify these people? Obtain a photograph if at all possible.  

What Do They Need To Know?  

Are there any specific areas that your client wishes you to focus on? For example, is fraud 

definitely occurring, or is it merely suspected? Is your client interested only in customer 

service? Are they interested in the work of the manager, or the individual shop assistants?  

Don't try to take on too much in one assignment. If necessary, organise several visits using 

different mystery shoppers.  

Organising An Assignment. 

Once you have received the briefing from your client you can go ahead and organise the 

assignment. Here are the steps you should go through:  

When and Where?  

If several sites are involved, decide when and where each will be visited. Will one visit be 

sufficient to gather the information you need, or will you need several visits, perhaps spread 

over a week or several weeks?  

What Methods Will Be Employed?  

Work out a strategy for collecting the information you require. Will you merely visit the 

business and observe? Will you make an enquiry, but not purchase? Will you make a test 

purchase? Will you return goods? Will you make a complaint?  

How Many Staff Will You Need?  

Many assignments can be undertaken on your own. However, for some assignments you may 

need a team of people. In the event, it is best to keep staff requirements to a minimum, thus 

minimising the opportunity for information about the assignment to ‘leak'.  

Estimate how many times you can shop in a given store and not be noticed. If you are 

mystery shopping a busy supermarket, for example, you may be able to make an unlimited 

number of visits in a day. In the case of a small shop, e.g. a travel agency, you may only get 

one 'shot' and further visits will need extra staff, which you can recruit as we have already 

discussed.  
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What 'Props' Do You Need?  

Usually you won't need much in the way of props. However, for certain assignments you 

might need to dress in a certain way, to project the image of a typical customer, or drive a 

certain type of car or van etc. You might also find it useful to carry a concealed tape recorder 

or camera, to collect evidence. These extra expenses can be passed on to your client where 

necessary.  

Money: If you will be purchasing goods as part of your mystery shop make sure you and your 

staff have enough cash to make the purchase. It's best not to use cheques or credit/debit cards. 

This could lead to your name becoming known.  

Contacts: In case of any assignment where you will be required to give a contact address or 

telephone number (eg. for an invoice to be prepared) then it's wise to set up a decoy address 

and number beforehand. Arrange with a friend or relative to give their address and telephone 

number. Don't give your own business address or number, since your true identity could 

easily be discovered if you do.  

Obtain An Emergency Contact  

Finally, always obtain an emergency contact number where your client can be contacted 

when the assignment is being carried out. Should the unforeseen happen-such as you detect a 

major fraud or you are apprehended by the security staff you may need to contact them at 

short notice!  

Practice Makes Perfect  

If you, or your employees, feel that you need to practice your skills before undertaking your 

first assignment then complete a 'dummy run', mystery shopping a local business at random. 

It will help make sure that your first paying assignment runs smoothly.  

Should Employees Be Told?  

You may be asked by your client whether his/her employees should be told that a mystery 

shopping assignment is being undertaken. Opinions on this are divided. Some expert’s say 

that employees are should never be told, since this can damage morale whereas others say 

that, as a matter of courtesy, they should always told.  

From your point of view it is best to advise your client that their employees should be told 

that mystery shopping MAY be carried out from time to time, but NEVER when. The result 

of this is that service almost always improves, thus stressing to your client the value of your 

service, irrespective of what you discover.  

NEVER tell employees that they are being mystery shopped to detect fraud, even if they are. 

This can lead to very poor morale and a difficult atmosphere in the workplace. Instead they 

should simply be told that mystery shopping is being undertaken to improve customer 

service. Most employees accept and even welcome this.  
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Running A Mystery Shopping Assignment  

In this case we'll assume you are doing the mystery shopping yourself. If you are employing 

others then brief them on what they should do:  

 

Rehearse The Scenario  

As a mystery shopper, a modicum of acting ability won't go amiss. Before you go on an 

assignment take some time to decide what is the best way to approach and handle the 

situation. What sort of person is the typical customer for that establishment? How are they 

likely to act'! What would they say? What would concern them? How little or how much 

would they know about the product being purchased? Run through the scenario in your mind; 

try to develop the mindset of that type of shopper, and imagine how their typical shopping 

trip would run.  

 

Simulate How A Typical Customer Would Act  

From the beginning of the assignment you should try to simulate exactly how a customer for 

that type of product or service would act. Remember that staff in a particular type of business 

know exactly how customers behave because they deal with them every single day. They will 

soon pick up any 'irregularities', and this may arouse their suspicions.  

A customer wanting to buy a washing machine, for example, wouldn't usually walk into a 

shop and purchase the first machine they see. They're likely to spend half an hour or more 

creating a shortlist and then narrowing down their choice. And they certainly wouldn't change 

their mind half way through and walk out of the shop having bought a freezer. Then again, 

you wouldn't use the same shopping procedure to buy a sandwich, or a tank of petrol.  

 

Act As Naturally As Possible  

Not with standing what we've just said try to act as naturally as possible. Imagine yourself on 

a normal shopping trip. You don't have to do anything more, or anything less. Try to run 

things as normally as possible. Put any thoughts that you're deceiving the member of staff 

right out of your head.  

If, in your own mind, you convince yourself that you're lying you'll look and feel 

embarrassed. You might even blush, or fluff your lines. So convince yourself that what you're 

doing is perfectly natural. After all, it is. Before you enter the shop or wherever take a few 

moments to compose yourself, collect your thoughts, and take a few deep breaths.  
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Don't Overact!  

As you gain confidence it's easy to feel that you can go that little bit further, which can easily 

lead to overacting. For example, by asking questions that a typical customer just wouldn't 

ask, or by trying to trick the staff. But don't. Remember, if you do or say something that a 

typical customer never would the staff will be immediately suspicious and the whole 

assignment could be ruined.  

 

Don't Feel That You’re Victimising The Staff  

It's easy to feel sympathetic towards a paid employee who might be on a low wage, faced 

with a long queue of impatient shoppers, in a shop that's seriously understaffed. But you'll 

give yourself away if you're over sympathetic. Remember, unless an employee is stealing or 

otherwise deliberately breaking the law, it is probably NOT their fault that they're giving bad 

service. They may simply not have been trained properly. The fault probably lies with their 

highly-paid boss, ie. Your client!  

 

Be Observant  

Although it's very important to pose as a normal customer you should be as observant as 

possible, noticing and remembering minor details which at first may not seem relevant but, 

later on, may become important. Try to commit to memory everything that happens from the 

moment the assignment begins.  

Be Aware Of Common Tricks 

Your work will be easier in a security or fraud investigation if you acquaint yourself fully 

with common tricks that are used, whether by pretty pilferers or big-time fraudsters. You will 

become familiar with them as you gain in experience although you should ask your client to 

brief you on these at the briefing. The chart on the following page details some common 

tricks used in the retail trade:  
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Chart 3: Dishonest Fraudulent Practices Which Can 

Occur In The Retail Trade  
 

1. Not charging friends/relatives people they like, eg. 'the pretty girl from the shop next 

door.' 

 

2. Allowing friends/relatives/accomplices to shoplift.  
 

 

3. Giving an accomplice as much change as the amount originally tendered, or giving 

more change than is actually due.  

 

4. Not issuing a bill and keeping the customer's money.  

 
 

5. Issuing one bill to two customers so that money from the second sale can be pocketed. 

 

6. Not ringing a sale through the till, pocketing the cash, and giving change from the 

employee's own pocket. Or ringing only part of the sale through the till.  

 
 

7. Dipping into the till, perhaps blaming the shortfall on accidental errors/mistakes.  

 

8. Making false or 'phantom' refunds. (Money is taken from the till supposedly to 

reimburse a customer for goods returned, which do not exist.)  
 

 

9. Customer conspiracy. Offering customers a discount for paying in cash/not requesting 

a bill, then pocketing the cash.  

 

10. Stealing cheques and paying them into employee's own bank account. (Can occur 

where a cheque stamp is used and the customer hands over a blank cheque for 

stamping.)  
 

 

11. Charging customers extra and keeping difference, or returning an inadequate amount 

of change hoping that the customer won't notice. (Actually the customer may notice 

but is too embarrassed to return to the shop. It will still reflect badly on the business.)  

 
 

12.  The inside job: Leaving doors unlocked, security systems unset etc. so that staff or 

accomplices can return later and steal goods.  
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Collect Evidence Wherever Possible 

 

It's important to realise that, although your opinions and advice will be valuable to your 

client, they'll be much more valuable (and taken more seriously) if you have evidence to 

support them: 

 

 Keep all documentation relating to the sale, ego leaflets and brochures given to you, 

order forms signed, invoices, bills and receipts. you aren't given these without 

asking then make a point of asking and record the fact that you had to ask. It could be 

important. 

 

 Make notes wherever possible, during or afterwards. In many assignments you won't 

be able to make notes as this would arouse suspicion. But, there will be certain 

situations when you can make notes. For example, using a newspaper or a paperback 

book to cover your notepad, or jotting notes down on the reverse of a fake shopping 

list. 

 

 When you can't make notes as you go do so as soon as possible. In a restaurant, for 

example, you might be able to use a couple of visits to the lavatories to make notes. 

Otherwise make notes in your car, or a nearby cafe, as soon as you leave the shop. 

 

 Make tape recordings and take photographs wherever possible. In more critical 

assignments, ego serious fraud, you may wish to take tape recordings or even 

photographs of what happens. Hidden recording and photography devices can be 

bought from specialist suppliers. It pays to take a disposable camera on every 

assignment, ego to take photographs of dirty/untidy premises, poor shop window 

displays etc., if you can do so without being noticed. 

 

 

Test Purchasing 
 

What It Is And How To Use It 
 

Test purchasing is the name given to a technique used to test the operation of procedures by 

members of staff in a shop or other business to check that a) they are operating procedures as 

stipulated and b) specifically, that they are not stealing from their employer. You will often 

be called in to do this where a company has noticed discrepancies in their takings. Test 

purchasing is normally carried out as a team: 

 

 At a predetermined point the till is 'cashed up' and the amount of money in the till 

drawer is checked. This can be done at the start of the suspected employee's shift. 

 

 A number of members of your team make test purchases over a fixed period, usually 

at least an hour.  

 

 Other members of the public are permitted to make purchases as normal.  

 



28 
 

 Your team should make fairly large purchases where possible, and also tender cash. 

This provides additional temptation to the dishonest and also reduces the risk that 

large discrepancies can be blamed on legitimate mistakes. (It is quite normal for the 

till in a busy shop not to balance by a small percentage of the takings.)  

 

 At the end of a fixed test period the supervisor or manager is instructed to cash up the 

till again.  

 

 If the till does not contain at least the amount which has been spent by your test 

purchasers, regardless of other sales, this indicates that an element of fraud may be 

involved.  

 

 Additionally marked notes can be used. Mark notes with a distinctive mark using a 

UV security pen. If a search of the employee or their property reveals these marked 

notes this serves as absolute proof of theft.  

 

 

Making A Statement  

Following making a test purchase or, indeed, witnessing any suspected fraud you may be 

required by your client to make a statement. If so:  

 Do this as soon as possible.  

 

 Write down exactly what happened, neither adding nor disregarding any material 

detail.  

 

 Sign and date your statement. Have your statement witnessed by a colleague.  
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Checklists To Follow 
 

In this section we provide ready-made checklists which you can use in a number of different 

types of mystery stropping assignment. In each case, we list the aspects of each situation 

which you shroud be looking at and recording information.  

Only rarely (for example, in a telephone assignment) will you be able to fill in these sheets as 

you go. In other cases, read the checklist before you go into each business, then complete it as 

soon as possible after you leave.  

 

Checklist 1 - Mystery Shopping The Service In A Shop 

Name & Address of Premises:  

Date:  

Time of Entry :  

1. Door open/closed?  

 

2. Open/Closed sign visible? Open or closed showing?  

 
 

3. Condition of premises (clean/dirty)?  

 

4. How many other customers?  

 
 

5. How many members of staff? 

 

6. Did a member of staff approach you? If so, how long did this take?  

 
 

7. If you had to go and look for a member of staff, how long did it take before your 

enquiry was attended to?  

 

8. Member of staff, name (check name badge) and description :  

 
 

9. Their attitude (polite/hostile etc.)?  

 

10. Their dress (smart/untidy etc.)?  

 
 

11. State of cleanliness?  
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12. What did you enquire about?  

 
 

13. Did staff member know where this was located? 

 

14. Did they take you to goods required, give directions, or neither?  

 
 

15. Did member of staff stay with you while choice made, or leave to attend to other 

duties?  

 

16. Were the product and its operation etc. explained to you?  

 
 

17. Was a demonstration offered (where appropriate)?  

 

18. If product not available were alternative products offered?  

 
 

19. How did staff respond to any questions asked?  

 

20. When sale made, did member of staff offer options/accessories/insurance/ 

extended warranty/delivery/complimentary products eg. Batteries etc.? 

 
 

21. Bill number: 

 

22. Amount charged:  

 
 

23. Any irregularity noticed in way bill prepared?  

 

24. Name of person taking payment if not same as person serving : 

 
 

25. Their attitude, appearance, cleanliness: 

 

26. How much money tendered? 

 
 

27. How much change received? 

 

28. Was any inducement made to tip?  

 
 

29. Additional information :  
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Checklist 2 - Mystery Shopping The Service In A Restaurant 

Name & Address of Premises: 

Date: 

Time of Entry:  

1. Position taken (able number or location): 

 

2. Condition of able (clean/dirty)? 
 

 

3. Table services (condiments, ashtray, and menu) provided? 

 

4. How many other tables occupied? 

 
 

5. How long before your table was attended?  

 

6. Member of staff, name & description : 

 
 

7. Their attitude (polite/hostile etc.)? 

 

8. Their dress (smart/untidy etc.)?  

 
 

9. Sate of cleanliness?  

 

10. What ordered?  

 
 

11. Cost :  

 

12. List other members of staff seen during your visit detailing names, descriptions, 

appearance and attitude : 

 
 

13. How long before your order was served? 

 

14. Quality of food?  

 
 

15. How did staff respond to any special requests made? 

 

16. How long before bill presented after requested? 

 
 

17. Bill number :  

 

18. Amount charged :  
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19. Any irregularity noticed in way bill prepared?  

 

20. Name of person taking payment if not same as person serving : 

 
 

21. Their attitude, appearance cleanliness : 

 

22. How much money tendered? 

 
 

23. How much change received?  

 

24. Was any inducement made to tip?  

 
 

25. Additional information: 
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Checklist 3 - Test Purchasing Procedure 

Name & Address of Premises: 

Date : 

Time of Entry :  

1. Description of member of staff serving : 

 

2. Name badge of member of staff showed : 

 
 

3. Item purchased :  

 

4. Cost :  

 
 

5. Amount tendered and in what notes/coins :  

 

6. Did staff member 'ring through' sale on till?  

 
 

7. Was till display clearly visible?  

 

8. What sale amount did till show?  

 

 

9. Did staff member open till draw and place money tendered directly into till draw 

or not?  

 

10. Change due?  

 
 

11. Was correct change due given?  

 

12. Where did staff member obtain in change from? 

 
 

13. Was receipt offered without question?  

 

14. Receipt number : 

 
 

15. Any other irregularities noticed?  
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Checklist 4 - Mystery Shopping A Service Provided By Telephone 

 

Name of Company :  

Number Telephoned : 

Date :  

Time of Call :  

1. How long before number connected and ringing tone heard?  

 

2. How long before telephone answered? 

 
 

3. Was telephone answered by person or a recorded message?  

 

4. If recorded message, was message or instructions left audible and readily 

understood?  
 

 

5. How long before employee came on line? 

 

6. Was employee audible?  

 
 

7. Did employee greet (Good Morning/Good Afternoon/ Good Evening etc.)? State 

greeting given:  

 

8. Did employee say company name?  

 
 

9. Did employee introduce themselves?  

 

10. Was offer of help made or not? 

 
 

11. Attitude and tone of voice (helpful, rushed, care-less etc.)?  

 

12. Did employee listen to your questions and comments in full without interrupting? 
 

 

13. Did employee appear to be knowledgeable and well informed?  

 

14. Were answers given clearly? 

 
 

15. Were answers repeated or explained on your request?  

 

16. Did the employee ask if you understood the information which they provided?  
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17. List any questions which you asked which employee was unable to answer : 

 

18. Did employee offer to find out answers to questions which they were unable to 

answer there and then, and did they do so?  
 

 

19. Was further help offered? 

 

20. Did you receive a follow-up call? If so, did it provide the answers to your 

questions?  

 
 

21. Was any printed information requested or offered received, and how long before it 

was received?  

 

22. Statutory compliance: Did employee provide statutory information as required by 

law?  

 
 

23. Did employee thank you for calling and say goodbye?  
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More Useful Tips When 

Mystery Shopping 
 

 Do ask awkward questions. Every employee should be trained how to deal with 

difficult questions, even if they are unable to answer them there and then. For 

example, ask for a product which you know isn't stocked and then report how they 

handle the situation.  

 

 Do make complaints. Clients are interested to know how their staff handles this 

difficult area. You might make a complaint about the service, whether justified or not, 

or return faulty goods. Liaise with your client about what type of complaint they want 

you to make.  

 

 Do give staff chance to carry out their duties without being asked. For example, only 

ask for the bill in a restaurant after you have waited for a reasonable time without the 

bill having been presented automatically.  

 

 Do give the staff opportunities to offer good service and bad service. For example, if 

they offer to do something which isn't strictly part of their job (eg. carry your 

purchases to your car) accept this good service, even if it is unwanted. Also offer 

opportunities to give bad service. For example, plan your assignment in a shop at the 

busiest possible time, or five minutes before it is due to close. This will really separate 

the good from the bad in service terms.  

 

 Don't do anything that could be considered entrapment. For example, don't ask a 

suspected fraudster if they'll give you a discount on your purchase 'for cash in their 

hand'. They'll immediately be suspicious and it might also mean that your evidence is 

inadmissible in any dismissal action or prosecution.  

 

 Don't antagonise people, eg. By being unnecessarily rude, in order to provoke bad 

service and give you something to report on. It will invalidate the results of your 

research.  
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Pitfalls To Avoid 
 

 Don't believe everything your client tells you. For example, that they don't have a 

problem with fraud/poor service/poor choice/their telephone system. Go in with an 

open mind and report what you discover impartially. This is what you are being paid 

for.  

 

 Don't be misled by appearances. The friendly-faced grandmother behind the counter 

might be responsible for the most appalling service, whilst the surly looking youth 

might offer superlative service.  

 

 Don't compensate for situations which aren't of your making. ie. because another 

customer gives the shop assistant a hard time, they are 'having a bad day', or they are 

'short staffed'. Follow the course of action which you have already planned in 

advance. 

 

 Don't accuse an employee of fraud or malpractice without having first gathered cast-

iron proof and consulted with your client. If you make allegations that can't be proven 

and an employee is dismissed your client could be sued for unfair dismissal or even 

slander.  

 

 Don't get too involved. And don't intervene if, for example, you see theft taking place. 

You will blow your cover, your evidence may be insufficient in itself to be useful, and 

you may even be at personal risk. Simply report what you see and leave your client to 

deal with the situation.  
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Common Or Difficult Situations And 

How To Deal With Them 

 

Situation: The staff suspect that you are a mystery shopper.  

If you feel that the staff suspects you then never, ever reveal your identity. In fact, they 

probably don't.  If the assignment has been set up properly they will never discover the truth 

and revealing your identity may compromise other assignments.  

Situation: The staff obviously know, and may have been ‘tipped off’.  

You may occasionally encounter a situation where the members of staff you deal with 

obviously know what you are doing, ie. they may have been 'tipped off’ by staff at another 

branch, or a 'mole' within the company. Again, don't reveal your identity. Do, however, 

terminate the assignment discreetly after making a suitable excuse, eg. You are 'going away 

to think about it', rather than making a purchase as planned.  

Situation: You are challenged by security staff.  

The very nature of your work means that there is always a risk that your actions will be 

noticed by security staff, especially if they are very observant and you may be, for example, 

regarded as a potential shoplifter or 'spy' for a competitor. If this happens try to avoid 

revealing your identity. Only do so if there is no alternative (eg. the police are called). 

Always carry ID and a contact number for your client.  

Situation: You are asked to participate in a fraud.  

For example, a dishonest employee might offer you an unauthorised discount, if you pay 

them in cash and don't ask for a receipt. Unless this is part of the assignment agreed with your 

employer-refuse! There is always the risk of being implicated, even if you agree to go along 

with the fraud in order to collect evidence. 

Situation: You discover that nothing is wrong and the service seems perfect.  

Do nothing! Simply report your findings back to your client. Things do sometimes run 

exactly according to plan.  
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Reporting Your Findings  

To Your Client 
 

When you have completed your mystery shopping assignment you should report your 

findings to your client.  

This can be done either in writing, by submitting a written report, or verbally, by meeting up 

with your client. In either case this should be done as soon as possible, while the facts are still 

fresh in your mind.  

 

Writing and Presenting Reports  

Important points when preparing a written report are clarity, and keeping to the facts.  

Provide the client with a written statement of what happened. Don't be too concerned about 

the grammar, or whether your report reads well.  

Always clearly state the date, time and place of particular events. Always identify 

individuals, referring both to their name badge (if any) and their description.  

If any point is a suspicion or belief rather than a proven fact state this is so, so as to separate 

actual happenings from opinions.  

Your report should always be typed or word processed.  

 

Verbal Reports  

If you prefer not to write reports you can meet up with your client to give a verbal report on 

your findings.  

If you do this, always take your notes and refer to them as you give your account. As with a 

written report, indicate whether particular happenings are actual facts or merely suspicions.  

Take any evidence you have (eg. bills, receipts) with you to produce at your meeting.  

An additional fact of a verbal report is that you may be asked questions. It is a good idea to 

prepare answers to questions you are likely to be asked, eg. 'What was good/bad about your 

meal?' 
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Developing And Expanding Your 

Mystery Shopping Service 

 

It is important to remember that mystery shopping is an on-going service. Once you have 

completed your first assignment you should certainly not let your relationship with your 

client end. Over the years, you can earn thousands and thousands of pounds -from just one 

client in terms of fees -and freebies as well!  

The business and commercial world today is changing fast. In order to keep abreast of these 

changes most clients will need mystery shopping services on a regular basis. Better still, they 

should be incorporated into a planned, regular system of mystery shopping assignments.  

 Agree a regular contract with each client, by which their business will be visited on a 

regular basis by mystery shoppers and a report prepared. For example, agree with 

them that you will repeat the exercise every 3-4 months, so as to monitor 

improvements and progress being made.  

 

 Organise a 'double blind' mystery shopping campaign, by which mystery shopping is 

undertaken periodically when you decide it is most appropriate, rather than the client. 

This sort of 'double-blind' arrangement produces the very best results, since not even 

the boss will know about it! 

 

 Suggest that your client introduces a 'Best Branch' or 'Best Employee' competition, 

with appropriate prizes awarded for good service as a result of mystery shopping. This 

will encourage staff to actually welcome the idea of mystery shopping. This way, 

everybody wins!  

 

 Offer other services, such as market research and consumer surveys. Interview 

customers in the very same places you've carried out mystery shopping assignments 

and compare your opinions with theirs thus providing a comprehensive business 

development service for your client.  

 

In fact, with a bit of thought and effort you can turn your one-client, part time business into a 

thriving enterprise with regular clients, undertaking regular assignments, all over the 

country and, in fact, all over the world!  
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Questions & Answers 

 

Q. Do I need experience of mystery shopping to start a business?  

A. No, if you regularly shop you have all the basic experience you need. Add to this an 

observant nature and an eye for detail and you have all the basics you need to get started.  

 

Q. Which types of business are best to deal with?  

A. You're free to choose -from thousands of different types. If there's a particular type of 

product or service you particularly enjoy using, for example, clothes shopping, meals out, the 

cinema, then this would be a good place to start.  

 

Q. How many clients will I need?  

A. It's up to you how much work you want to do. Some mystery shoppers work by themselves, 

just a couple of hours a week, for one client. Others have several dozen clients and run a full 

time business with a team of paid mystery shoppers.  

 

Q. Is Mystery Shopping dangerous, will I have to arrest anyone?  

A. No! Your job is merely to observe and report. If you see, for example, theft or fraud taking 

places don’t break your cover. Just report it to your client. It is up to them to handle the 

situation from there on.  

  



42 
 

Useful Contacts 

The following companies are mainly market research companies who may have mystery 

shopping assignments available in all areas of the country from time to time.  

ACE Fieldwork  

Hill House  

Highgate Hill  

London 

N19 5NA 

T: 0207 263 9696 

W: www.acefieldwork.co.uk 

 

The Added Value Company 

 Rivermead  

6 lower Teddington Road  

Hampton Wick  

Surrey KTl 4ER  

T: 0208 614 1500 

W: www.added-value.com 

 

Audits & Surveys Europe Ltd  

6 Duke of York Street 

 London  

SW1Y 6LA  

T: 0207 321 0303 

 

BJM Research & Consultancy Ltd 

 4-5 Bonhill Street 

London 

EC2A 4SR 

T: 0907 018 0020  

 

BMRB International  

Hadley House  

79-81Uxbridge Road  

London  

W5 5SU  

T: 0208 566 5000 
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Business & Market Research Plc 

The Court 

Buxton Road  

High Lane Village  

Stockport  

Cheshire  

SK6 8DX 

T: 0166376511 

 

Continental Research 

37-42 Compton Street 

Clerkenwell 

London 

EC1V 0AP 

T: 0207 490 5944 

 

ESA Market Research Ltd 

4 Woodland Court 

Soothouse Spring 

St Albans 

Herts 

AL3 6NR 

T: 01727 847572 

F: 01727 837337 

 

FDS International Ltd 

Hill House 

6
th

 Floor  

Highgate Hill 

London 

N19 5NA 

T: 0207 2727766 

F: 027 07274468 

 

Field Management 

32-34 Danbury Street 

Islington 

London 

N1 8JU 

T: 0207 3592828 

F: 0207 2267833 
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The Gallup Organization Ltd 

The Adelphi 

1-11 John Adam Street 

London 

WC2N 6HS 

T: 0207 950 4400 

 

GFK Great Britain Ltd 

Mulberry House 

36 Smith Square 

London 

SW1P 3HL 

 

O.R.C International Ltd 

186 City Road 

London 

EC1V 2NT 

T: 0800 231 5340 

W: www.orcinternational.com 

 

Hall & Partners 

81 Dean Street 

London 

W1D 3SW 

T: 0207 1734600 

W: www.hallandpartners.com  

  

The Harris Research Group 

Holbrooke House 

34-38 Hill Rise 

Richmond 

Surrey 

TW10 6UA 

T: 0208 3329898 

 

IRI Infoscan 

1 Arlington Square 

Downshire Way 

Bracknell 

RG12 1WA 

T: 01344 746000 

W: www.iriworldwide.co.uk  
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Isis Research Plc 

Embankment 

London 

SW15 1LB 

T: 0208 2466300 

 

Marketing Direction 

1 Manor Court 

Main Street 

York 

YO26 9TB 

 

Marketing Sciences Ltd 

St Swithuns House 

1a St Cross Road 

Winchester 

SO23 9JA 

T: 01962 842211 

W: www.marketing-sciences.com 

 

Market Research Solutions Ltd 

Little Baldon House 

Little Baldon 

OX44 9PU 

T: 01865 788000 

 

Martin Hamblin Research 

Mulberry House 

36 Smith Square 

London 

SW1P 3HL 

T: 0207 2228181 

 

Millward Brown International 

Olympus Avenue 

Tachbrook Park 

Warwick 

CV34 6RJ 

T: 0207 1265000 

W: www.millwardbrown.com 
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MORI 

79-81 Borough Road 

London 

SE1 1FY 

T: 0207 3473000 

W: www.ipos-mori.com 

 

MSS Interviewers 

23-25 Coldharbour Road 

Bristol 

BS6 7JT 

T: 0117 906 4120 

W: www.mssresearch.co.uk 

 

NOP Research Group Ltd 

91 Victoria Road 

Chelmsford 

CM1 1JW 

 

Pegram Walters Research Group 

242-244 St John Street 

London 

EC1V 4PG 

T: 0207 689 500 

 

The Research Business 

Holford Mews 

Cruikshank Street 

London 

WC1 9HD 

 

WPP Plc 

27 Farm Street 

London 

W1J 5RJ 

T: 0207 408 2204 

 

RSGB 

AGB House 

Westgate 

London 

W5 1UA 
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Simon Godfrey Associates 

The Old Town Hall 

4 Queens Road 

London 

SW19 8YB 

T: 0208 879 3443 

W: www.sga.co.uk 

 

Surveyplan 

Summit House 

Tower Hill 

Dorking 

Surrey 

RH4 2AN 

 

TNS Global 

6 More London Place 

Lodon 

SE1 2QY 

T: 0207 6565000 

W: www.tnsglobal.com 

 

 

For More Information 

 

The Market Research Society 

15 Northbury Street 

London 

EC1V 0AH 

T: 0171 490 4911 

F: 0171 490 0608 

W: www.mrs.org.uk 

 

 

The Market Research Society can provide details of more market research companies in the 

UK who may have assignments for mystery shoppers. 

 

 

 

 

 

 

 

 

 



48 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Disclaimer:  To the fullest extent permitted by law, The Publishers are providing this written Material, its subsidiary elements and its 

contents on an ‘as is’ basis and make no (and expressly disclaim all) representations or warranties of any kind with respect to this material or 

its contents including, without limitation, advice and recommendations, warranties or merchantability and fitness for a particular purpose.  

The information is given for entertainment purposes only.  In addition, The Publishers do not represent or warrant that the information 

accessible via this material is accurate, complete or current. To the fullest extent permitted by law, neither The Publishers  nor any of its 

affiliates, partners, directors, employees or other representatives will be liable for damages arising out of or in connection with the use of 

this material.  This is a comprehensive limitation of liability that applies to all damages of any kind, including (without limitation) 

compensatory, direct, indirect or consequential damages, loss of data, income or profit, loss of or damage to property and claims of third 

parties. 


