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1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31 32 33 34

Max. Available Points 4 2 4 4 4 3 3 3 3 2 4 2 2 3 3 2 3 3 3 3 2 2 2 2 3 2 3 2 2 2 2 2 2 2

1 Oxford 4 0 4 4 4 3 3 3 3 2 4 2 0 3 3 2 0 3 3 3 2 2 2 0 3 2 3 2 2 0 2 2 2 2

2 Aberdare 4 2 4 4 4 3 3 3 3 2 0 2 2 0 3 2 3 3 3 0 2 2 2 2 3 2 3 2 2 0 2 2 2 2

3 Hereford 4 2 4 4 4 3 3 3 0 0 0 2 2 0 3 2 3 3 3 3 2 0 2 2 3 2 3 2 2 2 2 2 2 2

4 Newport 4 2 4 4 4 3 3 3 3 0 0 2 2 0 3 2 3 3 3 3 2 2 2 2 3 0 3 2 0 0 2 2 2 2

5 Ross-on-Wye 4 0 4 4 4 3 3 0 3 0 0 0 2 0 3 0 3 3 3 3 2 0 2 2 3 2 3 2 2 0 0 2 2 2

6 Warwick 4 0 4 4 4 3 3 3 3 2 0 2 2 0 0 2 3 0 3 3 2 2 2 2 3 2 0 2 0 0 2 2 2 2

National Average 3.6 1.8 3.5 4.1 3.5 2.8 2.7 2.7 2.8 1.2 1.1 1.6 1.5 0.7 1.9 1.7 2.8 2.6 2.5 2.6 2.0 1.7 1.9 1.9 2.7 1.7 2.7 1.9 1.4 0.7 1.7 1.8 2.0 1.7

7 Camarthen 4 0 4 4 0 3 3 3 3 2 0 2 2 0 3 2 3 3 3 0 2 2 2 2 3 2 3 2 2 0 2 2 2 2

Regional Average 3.5 1.5 3.5 4.0 2.9 2.8 2.8 2.4 2.8 1.1 0.3 1.5 1.5 0.6 2.0 1.6 2.6 2.2 2.4 2.4 1.9 1.5 2.0 1.9 2.8 1.7 2.6 1.7 1.2 0.4 1.6 1.9 2.0 1.7

8 Cirencester 0 2 4 4 0 3 3 3 3 0 0 0 0 3 3 2 3 3 3 3 2 0 2 2 3 2 3 2 0 0 0 2 2 2

9 Malvern 4 2 0 4 4 3 3 3 3 2 0 2 2 3 0 2 3 0 3 3 0 0 2 2 3 2 3 2 0 2 2 2 2 2

10 Bridgend 4 2 4 4 4 3 3 3 3 0 0 2 2 0 3 2 3 3 3 3 2 2 2 2 0 2 0 0 2 2 0 0 2 0

11 Cardiff 4 2 4 4 4 3 3 3 3 2 0 0 2 0 3 0 3 3 3 0 2 2 2 2 3 2 3 2 2 0 2 2 2 2

11 Cheltenham 0 2 4 4 0 3 3 3 3 2 0 2 2 0 3 2 3 3 3 3 2 2 2 2 3 2 3 2 0 0 2 2 2 2

13 Stratford 4 2 4 4 4 3 3 3 3 2 0 2 2 0 0 2 3 3 0 3 2 2 2 2 3 2 3 2 2 0 2 2 2 2

14 Worcester 4 2 4 4 4 3 3 0 3 0 0 0 0 0 0 0 0 0 0 3 2 2 2 2 3 2 3 2 2 0 2 2 2 0

15 Gloucester 4 2 0 4 0 0 0 0 3 0 0 2 0 0 0 2 3 0 0 3 2 2 2 2 3 0 3 0 0 0 2 2 2 2
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Assessment Criteria No.

Pos. Branch Town

A: Exterior B: Overall Appearance C: Displays, Signs, Stock Posters and Pricing D: Environment & Facilities

Y our Logo Here



Max. Available Points

1 Oxford

2 Aberdare

3 Hereford

4 Newport

5 Ross-on-Wye

6 Warwick

National Average

7 Camarthen

Regional Average

8 Cirencester

9 Malvern

10 Bridgend

11 Cardiff

11 Cheltenham

13 Stratford

14 Worcester

15 Gloucester

 © 2008, 

Assessment Criteria No.

Pos. Branch Town

Y our Logo Here      Mystery Visit League - October 2008

D
id

 s
ta

ff 
m

ai
nt

ai
n 

ey
e 

co
nt

ac
t 

th
ro

ug
ho

ut
 tr

an
sa

ct
io

n?

D
id

 s
ta

ff
 s

m
ile

?

D
id

 s
ta

ff 
th

an
k 

yo
u?

W
er

e 
st

af
f f

rie
nd

ly
?

W
er

e 
st

af
f c

ou
rt

eo
us

?

W
e

re
 a

ll 
st

a
ff

 w
e

a
ri

n
g

 a
 u

n
ifo

rm
 

or
 a

pp
ro

pr
ia

te
 w

or
k 

at
tir

e?
W

er
e 

st
af

f a
tte

nt
iv

e 
to

 y
ou

r 
ne

ed
s?

W
e

re
 s

ta
ff

 k
n

o
w

le
d

g
e

a
b

le
?

W
er

e 
st

af
f e

as
ily

 id
en

tif
ia

bl
e 

as
 

su
ch

?
D

id
 th

e 
st

af
f m

em
be

r 
ta

ke
 y

ou
 to

 
yo

ur
 r

eq
ue

st
ed

 p
ro

du
ct

?
D

id
 th

e 
st

af
f m

em
be

r 
su

gg
es

t a
ny

 
al

te
rn

at
iv

e 
or

 a
dd

-o
n 

pr
od

uc
t?

W
er

e 
an

y 
st

af
f j

us
t t

al
ki

ng
 w

ith
 

o
th

e
r 

st
a

ff
 m

e
m

b
e

rs
?

W
a

s 
th

e
 s

a
le

 c
o

m
p

le
te

d
 in

 a
 

fr
ie

nd
ly

 m
an

ne
r?

W
a

s 
th

e
 s

a
le

 c
o

m
p

le
te

d
 

ef
fic

ie
nt

ly
?

W
as

 th
e 

sa
le

 c
or

re
ct

ly
 e

nt
er

ed
 

in
to

 th
e 

til
l?

W
er

e 
yo

u 
pr

ov
id

ed
 w

ith
 th

e 
co

rr
ec

t r
ec

ei
pt

?
W

er
e 

yo
u 

gi
ve

n 
th

e 
co

rr
ec

t 
ch

a
n

g
e

?
D

id
 s

ta
ff 

m
ai

nt
ai

n 
ey

e 
co

nt
ac

t w
ith

 
yo

u?
W

er
e 

yo
u 

gi
ve

n 
th

e 
co

rr
ec

t s
iz

ed
 

ba
g 

fo
r 

yo
ur

 p
ur

ch
as

e?
W

as
 th

e 
qu

eu
e 

(if
 a

ny
) 

m
ov

in
g 

at
 

a
n

 a
cc

e
p

ta
b

le
 r

a
te

?
 

W
er

e 
st

af
f a

tte
m

pt
in

g 
to

 o
pe

n 
an

y 
un

us
ed

 ti
lls

 to
 r

ed
uc

e 
th

e 
qu

eu
e?

W
er

e 
st

af
f i

nv
iti

ng
 c

us
to

m
er

s 
ov

er
 

to
 q

ui
et

er
 ti

ll 
po

in
ts

?
W

as
 th

er
e 

an
y 

lo
os

e 
ch

an
ge

/c
oi

ns
 o

n 
th

e 
til

l?
W

er
e 

no
te

s 
pl

ac
ed

 im
m

ed
ia

te
ly

 

D
id

 y
ou

 s
ee

 a
ny

 s
ta

ff 
sw

ap
pi

ng
 

W
er

e 
an

y 
til

l d
ra

w
er

s 
le

ft
 o

pe
n 

W
a

s 
th

e
 s

h
o

p
 fl

o
o

r 
le

ft
 

W
as

 th
e 

E
P

O
S

 e
qu

ip
m

en
t 

W
er

e 
an

y 
se

cu
rit

y 
gu

ar
ds

 
pr

es
en

t?
D

id
 s

ec
ur

ity
 g

ua
rd

s 
ap

pe
ar

 to
 b

e 
al

er
t a

nd
 o

bs
er

va
nt

?
W

er
e 

se
cu

rit
y 

gu
ar

ds
 w

at
ch

in
g 

cu
st

o
m

e
rs

?
 

D
id

 y
ou

 s
ee

 th
e 

m
an

ag
er

 in
 th

e 
co

ur
se

 o
f y

ou
r 

vi
si

t?
W

as
 y

ou
r 

vi
si

t g
oo

d 
va

lu
e 

fo
r 

m
on

ey
?

T
o

ta
l

%

35 36 37 38 39 40 41 42 43 44 45 46 47 48 49 50 51 52 53 54 55 56 57 58 59 60 61 62 63 64 65 66 67

2 2 2 2 2 2 2 2 3 2 2 2 2 2 2 2 2 2 3 3 3 2 3 1 1 1 1 1 3 3 3 5 Y/N 160 100.0%

2 2 2 2 2 2 2 2 3 0 2 2 2 2 2 2 2 2 3 3 3 2 3 1 1 1 1 1 3 3 0 5 Yes 144 90.0%

2 2 2 2 2 2 2 2 3 0 2 2 2 2 2 2 2 2 3 3 3 2 3 1 1 1 1 1 3 3 3 0 Yes 141 88.1%

2 2 2 2 2 2 2 2 3 2 2 2 2 2 2 2 2 2 3 3 3 2 3 1 1 1 1 1 0 3 3 0 Yes 138 86.3%

2 2 2 2 2 2 2 0 3 0 2 2 2 2 2 2 2 2 3 3 3 2 3 1 1 1 1 1 3 3 3 0 Yes 136 85.0%

2 2 2 2 2 2 2 2 3 2 2 0 2 2 2 2 2 2 3 3 3 2 3 1 1 1 1 1 3 3 3 5 Yes 134 83.8%

2 2 2 2 2 2 2 2 0 0 2 2 2 2 2 2 2 2 3 3 3 2 0 1 1 1 1 1 3 3 3 5 Yes 130 81.3%

1.8 1.7 2.0 1.5 1.6 1.9 1.9 1.8 1.4 1.0 1.4 1.2 2.0 2.0 2.0 1.5 1.9 1.9 2.5 1.7 2.1 1.5 2.6 0.8 1.0 0.9 1.0 0.9 2.1 2.7 2.1 2.0 128.1 80.1%

2 2 2 2 2 0 0 2 0 0 2 2 2 2 2 2 2 2 3 0 0 2 3 1 1 1 1 1 3 3 3 5 Yes 127 79.4%

1.7 1.5 2.0 1.5 1.5 1.7 1.9 1.9 1.6 0.7 1.3 1.1 2.0 2.0 2.0 1.7 1.9 1.9 2.4 2.0 2.2 1.5 2.4 0.9 0.9 0.9 1.0 0.9 2.0 2.8 2.2 2.0 122.9 76.8%

2 2 2 2 2 2 2 2 0 2 2 2 2 2 2 2 0 2 3 0 3 2 3 1 1 1 1 1 3 3 3 0 Yes 121 75.6%

2 0 2 2 0 2 2 2 0 2 0 0 2 2 2 2 2 2 0 3 3 0 0 1 1 1 1 1 3 3 3 5 No 121 75.6%

2 2 2 0 0 2 2 2 3 2 0 0 2 2 2 2 2 2 3 0 3 2 3 1 1 1 1 1 0 0 0 5 Yes 117 73.1%

0 0 2 0 2 2 2 2 3 0 0 0 2 2 2 0 2 2 0 3 3 2 3 1 0 1 1 1 0 3 0 0 No 115 71.9%

2 2 2 0 0 2 2 2 0 0 0 0 2 2 2 2 2 0 3 3 0 0 3 0 1 0 1 1 3 3 3 0 Yes 114 71.3%

0 0 2 0 0 0 2 2 0 0 0 0 2 2 2 0 2 2 3 3 3 2 3 1 1 1 1 1 0 3 0 0 No 113 70.6%

2 0 2 2 2 2 2 2 3 0 2 0 2 2 2 2 2 2 3 0 0 0 3 1 1 1 1 1 0 3 3 0 Yes 104 65.0%

2 2 2 2 2 2 2 2 0 0 2 2 2 2 2 2 2 2 0 0 0 0 0 0 1 0 1 0 3 3 3 0 No 88 55.0%

OverallF: Point of Sale G: Till & Shop Floor Procedures H: Security I: ReturnE: Staff 


