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Mystery Shopping Case Study 

Automotive Sector 
 

 

Our client is an internationally recognised automotive brand. They provide a wide range of 
services to the corporate and private sector.  
 
 The company pride themselves on their customer service levels and their ability to 
outperform their competitors on price and service.  

 

Objective of this Case Study 
This case study will provide an insight into: 
 

 Our experience and knowledge within the automotive sector 
 Demonstrating our experience in market research and mystery shopping 
 Our ability to  compile  and analyse data  
 Our ability to fulfil the project scope  

 

Description of Project & Scope of Work  

 

Arema Connect have partnered with our client on numerous marketing research projects in 
the past.  

The primary objective of the research is to ascertain that the overall organisational 
standards and customer service standards are being adhered to.  

By using an external mystery shopping service the bias is removed that could result from 
internal assessment. It also promotes consistent customer service levels within a company’s 
employees.  

 

 
 Client Requirements 

The initial requirements for the client are:  

 200 Mystery shopping exercises to be completed on set days and time 

 Work from a specific script 

 Reports to be provided of the individual calls including time of call, length of time to 
answer and length of call and employee name 

 Data to be compiled and analysed 
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Mystery Shopping Case Study 

Automotive Sector 

 

 

Business Challenge 

Our client wanted an overview of the levels of customer service provided by their teams.  

 

The main challenges are:  

 

 To find a company that records all the calls  

 Time frame of the project  

 To fulfil the project scope 

 Reliability and trustworthy partner 

 To evaluate the customer service teams interactions with potential and existing 
customers 

 To complete the calls at a specific time  

 ISO Certified provider 

 Mystery shoppers with a range of demographics 

 Provide guidance to the client 

 

 

Our Proposal 

The script and timeframes were confirmed at the initial meetings with the client. Reports of 
the calls would be provided outlining the specifics defined by the client including the date 
and time of call, the length of time before call was answered, the length of the call and the 
employee’s name.  

 

Arema Connect complete a full analysis of the project including the qualitative and 
quantitative data collected, highlighting the key findings of research.  

 

 

Results 

We have an on-going relationship with our client and provide market research services on a 
regular basis. The research that we perform on their behalf is compiled and submitted as 
part of their annual/regional reports. The research is used to update training and 
organisational standards.  


