SILENT  Reputation Specialists

CUSTOMER aking the guesswork

Using mystery guest, customer feedback and online reputation, we specialise in
supporting multi-site hospitality operators in service improvements and revenue growth.

We realise that data, by itself, does not initiate change but people do,
so we work closely with our clients to make sure they are interpreting
feedback in a meaningful and actionable way.

Our values are centred around giving feedback kindly to influence
positive change, and our focus is on helping teams in understanding
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Mystery Guest

Mystery guest generates detailed, targeted insight and brings
learning directly to your teams

* Benchmark standards and social engagement

e |dentify ways to increase revenue

* Promote management collaboration

Software and reach

Silent Customer uses ShopMetrics Cloud-based software platform to
host and deliver mystery dining services to its clients. There are over
10,000 Silent Customers around the UK and the UEA ready to visit
restaurants, hotels, pubs and other leisure venues and complete fully
customisable surveys based upon their visit. ShopMetrics works with

“An extremely ‘in touch’

hundreds of international partners, each with thousands of assessors, company that works hard at
enabling us to visit venues worldwide. pmducing Wwhat you want.”
Surveys | | | “Great service, flexible and reliable.”
Typically our clients’ surveys will have sections on topics such as the

ambience and feel of the establishment, the friendliness and knowledge “Friendly, helpful, reliable,

of the staff, cleanliness and upkeep of the building as well as the quality
and presentation of food and drinks.
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accurate and fair.”



Customer Engagement & Reputation Specialists

Taking the guesswork out of guest work
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Silent Customer works with clients to determine the —_

most appropriate set of survey questions based upon oMo

each particular business’s needs and aims. Cosiniaal "
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Questions can be multiple choice, discrete values, e ke i i o oan et s

ranges and numeric values, and can include free-text o e

comments as preferred. Questions can range from @ Py AR OK o s M e Y

simple tick-list options to much more subjective and s
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We will record phone enquiries so that your teams can Surveys can include detailed closed questions as well as open subjective questions.

identify ways to improve their listening skills and convert
more enquiries into bookings.
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Full reporting system as standard,

Results

Our clients find that by running regular, targeted
visits they can:

e |dentify areas for improved customer satisfaction

e Monitor improvements over time

e Compare performance across different business
types and area managers

e Audit the success of new campaigns and projects

e |dentify training needs and shortfalls
* Drive revenues and reduce revenue leakage

* Motivate and stimulate staff to excel in their
customer interactions
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