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SUBJECT: Mystery Shopper Evatuatians

Tiis is a retvander conuerning the aroner use of the Mystery Shopper evaluations.

The program’s purpose and intent is to be used as a diaanostic (ool 1o corract condilions tha! zre
gsirenenial 1 Ccaslome: salsiacton and may intibil sevenue growsh. Mystery shopping gives the
Pos:al Sprvice ar. ubjeciive v ew o our retail locatons—a 1ew -lime snapshoi of a customer
interactivn.

As you may alreacy kncw, the Mystery Shopoer transaction involves the shopper maiiing an iem
w \est the ouality of e cusiomer experience &1 relail units, 1 ihe rolail assuciate asks the proper
saleg skils QUESKONS 2re Concudts & perfect ifansacton, we know the revenus that would be
yeneraivd. i CUBNET 2, QUr AYETGYE rEVenue 10ss per ganseciion ranged from a high of £.02 pes
Relt 1o 0w Of 3,10, The areas wih (he lowest revenude luss were alsc the top scoring areas in
terms of sales skills. This snows the positive correizlion belween high sales skills and revenue
genaratioi,

The Mystery Shopper program is not just about the score. It's even mare irmportani thet the
sesulls drive behavior that will resu.t m improvet cuslomer satisfaction and increased retail
revenue. The giliiouies measureu n e Mysiary Shoppar o bwull geLOMme s
oINS TG BT BYL LY IS 0N TANGE NEL IS DITQEM wite T R LOraniG, i would
net change he CUSILNE™'S TGIAI CagdulieCe N any way,

Mystery Shopper evaluations 00 rol, and shouid no, identify individuats and must not be used as
the soUrce for disciphinary aclon. |eontirually hear of instances wnere post offices are spending
great deals of ime reviewing tapes and Point of Sale receipls in an sffort to identity the relall
cesociate of the shopper. In many instances. offices &y 1o use this infornation lo discrech! the
shooper evaluation, Tiis Nme can ue mudh better spant in Uying lo grive bekavior anc Atimately
WILFEHSE SUSTUMEr SBUSIBCING Ziltl 1154 FevenLe

\Ainile Mystery Shopper Cvatualions must nai be used as ‘he source for disciphnary action,
SUpEIVISCrs snould D8 MEKING intepndent personal opservabons oF relail ass0ciate inleraction
with customers [0 ensure tney are performing all asneots of their dulies as instructed. This would
wnciude poservalions that zllow them {¢ coach empioyess 0 ask gusstions that will determine
customet needs, The Retall Employee Observation form, PGS Form 4000-B, shoul¢ be used tor
this purpose. At least one observatan shouid be complsied avery ascuunting penod oer reteil
sscociale. As with all ernloyee perllomance obsarvalions. inowaver, IT.ake Sue UsUIve
PHONTIERCE 45 Wl 85 1SS Ul satisiaciory penionmsnce 1S recognized.
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rask all of you to Sully support the Mystery Shopper program, We have over seven mldion
Qpzurnbes every Dus.ness day al relan 10catons (o osiadtish the Postal Service as the premier
prrvider Of uur SLstamers meling neses. This program can heip us 10 1eap e bensfits of
NS eBLLO0 CUSUEMET SAUSIACLON and revenus generation, but only i the rosults are used propery
lu curredt rétas PErOIMIBHEE 85 Spprupriaie. /
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