Call Centres Effective mystery shopping.

Mystery Shopping under-pins the Top 50
Call Centre Benchmark Programme.

Business aim Key steps Key outcome and client quote
= To provide high quality, = Develop realistic S P ey
robust mystery shopping scenarios for 50+ |s.|s the third year |r'1 whic ystgry
data for the TOp 50 organisations and an Shopplng have run the fieldwork for the hlghly
effective questionnaire. successful ‘“Top 50 Call Centres for Customer Service
programme and produce rozramme’ run by CMP:
detailed, insightful = Undertake one of the - v '
reporting tools. largest telephone MS
studies in the country. * The study is one of the largest telephone mystery

shopping studies of its kind, delivering a number of
benefits to members including an awards ceremony
and a commercially focussed insight report.

* GFK were selected as our mystery shopping
partners due to their vast experience and the
credibility they would bring to the programme. Over
the past three years they have consistently over
delivered against our expectation and have added a
large amount of insight into how we could develop
and improve the Top 50 initiative. | am delighted how
the partnership has evolved and look forward to
continuing this relationship throughout 2010 (Simon
Thorpe, Programme Director Top 50 Call Centres for

G'FK Customer Service)

© 2010 GfK NOP


http://www.top50callcentres.co.uk/
http://images.google.co.uk/imgres?imgurl=http://www.warnerleisurehotels.co.uk/images/35-43216Top 50 Call Centres for Customer Service.gif&imgrefurl=http://www.warnerleisurehotels.co.uk/press-release/call-centre-awards&usg=__Vk-dn18aMPsWXTlrpvRGDqJtaoc=&h=197&w=192&sz=9&hl=en&start=2&itbs=1&tbnid=dKMbxdDIlvwoUM:&tbnh=104&tbnw=101&prev=/images?q=top+50+call+centres&hl=en&sa=G&gbv=2&tbs=isch:1

