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Nearly *38% of frontline staff failed to
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With the increasing popularity of online shopping, it has become an integral part of the retail business, especially
when consumers are looking for variety and convenience. A pleasurable online shopping experience can pose
material impacts not only in the promotion of a brand, but also in business expansion.
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How can you collect valuable feedback from your consumers? What actions you can take to evaluate whether
your e-commerce business is delivered to your consumers as expected when everything can be completed
online with ease?

SGS is pleased to offer the following services that suit both online and physical stores to enhance customer
experience.
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ALSO APPLICABLE TO

ONLINE STORES
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CUSTOMER SATISFACTION CUSTOMER EXPERIENCE °© MYSTERY SHOPPER AUDIT
SURVEY (CSS) (MSA)
o FIRFHIB - BERBNEFER

Discover new opportunities

o {FHEERENL
Make improvements and
enhancements

o BUREREMREENER
Monitor customers’ opinions on social
media

Reveal real customer experience
o HAIRRFSHIBERRIRE
Benchmark quality and speed of
services
° BRETEHR
Ensure the compliance by staff

o HEBRBLUFRIE

Drive insights for improvement
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E{pRYERE
TO CONNECT WITH YOUR CUSTOMERS

RUBERFREEHRE?
WHY CUSTOMER SATISFACTION SURVEY?

° EENAESHBECTHRFHFNE s HERAEEREENBERREER o RIFEELEFIRSTIEEEHE
ANSBLUEHNE Establish key drivers which promote Keep your consumers coming back
Make improvements and customers satisfaction. and enhance customer loyalty.
enhancements by identifying the o WHFHFRRBTORME, WHEBH FRRIBWISNOEEES0EER
strengths and weaknesses of your THEgE SRR SHREMEIER
own and.competitors from the Differentiate your brand from Explore how brand image plays a role
perspective of customers. competitors and conceive successful in consumers’ buying decision.

o FHERELRIImEEHFNBEEREE marketing strategies.
To gauge your own and competitors’
customer satisfaction.
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In addition to inviting customers to complete a customer satisfaction survey, monitoring the customers’ true opinions on social media

can provide a more comprehensive understanding of their feelings. SGS has rich experience in customer satisfaction surveys. From
questionnaire design to data management, we also provide consultation and training services that form targeted solutions for businesses.
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MYSTERY SHOPPER AUDIT (MSA) /4
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TO REASSURE DESIRED CUSTOMER EXPERIENCE
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SGS has many years of experience in the Mystery Shopper Audit (MSA) in providing
worldwide professional services. Our strong and excellent team of mystery shoppers
were strictly trained and examined to ensure the consistency of audit indicators.
Professional mystery shopping reports help you to obtain accurate information to
formulate relevant strategies or improvement solutions in time to stand out in the market.

RUFEEM AR TZIRTS?

WHY MSA SERVICE?
o AIBBSNUNGRE {KMEERENEEMR

Reveal the real customer experience by measuring how staff engage with customers.
o RIS IEEHHITIRBERTEBIEE

Verify staff has fulfilled the designated service standard requirements.
s THREERBRRHEERSENTE

Understand the influence of the service performance of staff against customer satisfaction.
o BAILRABEEREENRERREER

Identify the key drivers for customer satisfaction.
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The vast majority of professional mystery shoppers : & 3| l Y i \ 1 \
have or are completing qualifications in tertiary education. i Wi I )

* RFBBEATE, BHE2EAIRS

More comprehensive services covering the Greater China.
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TEXTTHRIERRIBRSRENR
KEY DATA COLLECTED IN FIELDWORK

° HENETREE ° FIENAFERARLS
Appearance and etiquette of staff User experience and security of an

o B} SHOSEERIT online store
Selling skills of staff o EIERBIEERIRE

o HhEEEEENRIT Speed of response and delivery I
Objection handling skills of staff o BT FAVESRIE

o [EiERYIRES Benchmarking with competitors
Store environment o Hfti5BERVFTIZ 2,

o B REXAMINEBE Other specified assessment points

Quality of product, service or food

CE S
PROFESSIONAL REPORT

HAfISCIERE Fa ] LIS S Mt iR SRR BUR. 75T BIRYERIR
FROL—SBEE T REEHIRE.

Our cutting-edge online platform reports key data efficiently and
accurately. Customizable dashboards give you an at-a-glance view of
how your stores are performing.

o [HIERNERIBHES o [E—itlE /5 EERRESZILLE
Store information and performance summary Comparison of important checkpoints among stores in the same district
o BRXAED o IRIBFEIEAERIRAILLE
Trend of overall performance Performance versus the same period in the past
o BARRFZIRIR ° BEHHIEREEETENRERISAS RIS E B,
Performance by important checkpoint Automatic arrangement of the important checkpoints or service
o F—HEET R E touchpoints that need priority improvement

Comparison among stores in the same district
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MSA FOR ONLINE STORES

BUEEREMEREIRES?
WHY MYSTERY SHOPPING FOR ONLINE STORES?

o FHMEE LEYRETINERNTER
Evaluate the logistic of online shopping in real life.

° BISTEMNEEEEBER, HLA BT SEERIZAESRM5SE,
Identify the strengthens and weaknesses of the entire online shopping platform from
different perspectives.

o TEIRFTIRMHLRVE. IRFE R EmESZEIERIZAE
Validate if the provided information, services and products meet the required standards.

o LIFFENBREE, WEBCMEZEINGRFEFARIRNKE

Leverage the reviewed scores to compare your performance with the industries or other competitors.

o HEREER LBYIBIEEEmEHEERIEIE

Reassure that the entire online shopping journey fulfils the expectations of consumers.

o IRHEBERELEYRIED

Strengthen the consumer confidence in online shopping.

arzE e HE IR EEE]

ASSESSMENT POINTS AND OTHER SERVICES

BEFS R B
SERVICE AND EXPERIENCE

o FBFREER (BuhEin. NEMERD
User Experience (web navigation,
layout and design)

o BEYIAZ Shopping logistic

o ERIARFS Pre-sales service

o XEZLHE Delivery arrangement
o EEIRFE After-sales service

e 8% Packing

=2

SAFETY

o IR Z M
Security of payment

o EABERUE

Personal data collection

EE
SPEED
o R F¥ITE BNREE
Online chat, query and email
o FTERER MR
Order confirmation and receipt
° XE
Delivery

G

SiER

OPERATION TEST

o fAuh K FEARE
Web and Application

- BYEH
E-commerce

. SEEEHTE

Multichannel marketing campaign

&ill

INFORMATION

o BMIE
Clarity

o HEREME
Accuracy

o SR

Compliance

hiElEHR
MARKET INTELLIGENCE
o IRFBEER

Standard service assessment
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SUBSCRIPTION

EUZT R RMNEFIR, BEEHEEIFEE AR REBERRNRINBEERE
g, W RIS R EBLUERAIFEREE,

Subscribe to our newsletter for the latest news and events on international
standards, regulations and management systems, and learn how to run your
business for sustainable growth.

Hi4%SGS
CONTACT SGS

B =H N8 K O i

www.sgsgroup.com.hk hk.cbe@sgs.com +852 2765 3620 www.facebook.com/sgshongkong instagram.com/sgshongkong www.sgs.com/linkedin
learning.sgs.com/hk


http://www.sgsgroup.com.hk
http://learning.sgs.com/hk
http://instagram.com/sgshongkong
http://www.facebook.com/sgshongkong
http://www.sgs.com/linkedin
mailto:hk.cbe%40sgs.com?subject=

WWW.SGS.COM
WWW.SGSGROUP.COM.HK

WHEN YOU NEED TO BE SURE
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