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Market Leading Tour Operator – Mystery Shopping Delivers Continuous
Improvement

Client Objectives

Our client is a niche operator of winter and summer activity holidays and runs an
in house contact centre dealing with telephone booking enquiries. The company
approached maia consulting in 2006 to set up a mystery shopping campaign with
the aim of regularly measuring and tracking the performance of its agents and
the overall service its customer contact centre is providing. The company was
looking for a specialist mystery shopping consultancy that would be able to
provide high quality independent assessments which dovetailed with their own
internal quality and continuous improvement. As staff bonuses were dependent
on the results of the programme, the assessment company’s criteria had to be
aligned with what the management team was communicating to the agents.

maia’s approach

maia consulting worked closely with the tour operator to develop a mystery
shopping assessment program which dovetails with, and reinforces the client’s
own quality program and training. Some of the features and benefits we deliver
are :

• A bespoke assessment matrix developed with the client which ensures
agent and team leader buy-in to the program

• Flexible mystery shopper scenarios designed with our client to test
responses to both general enquiries, and particular ‘campaign based’
training takeup.

• A team of trained mystery shoppers which enables us to remain
anonymous

• 100% call recording which we provide to the client with our assessments
to enable one to one feedback with the agent

• Benchmarking against competitors
• A full monthly management report showing performance against

competitors and trends in performance
• Access to maia’s consultancy and training teams at regular review

meetings giving our client a fresh, outsiders view on their service.
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The results

The mystery shopping program has become an integral part of our client’s
quality program. The report, assessments, and call recordings are used by
the management team and team leaders to effect real change in the way in
which agents interact with customers and in the way the organisation
provides a service to them. We have recently begun an outbound customer
satisfaction survey for the tour operator, the results of which will feed into the
way in which the service is managed and assessed.

If you would like to talk to us about how we can help your business, we would
love to hear from you. You can contact us on contactus@maiagroup.co.uk,
telephone us on 0870 7744220, or visit our website at www.maiagroup.co.uk
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