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Dramatic Performance Improvement™ 

Mystery Shopper Exercise 

 

Introduction  

 

“Mystery” or “secret” shoppers are people who pretend to be customers but are actually 

customer-service evaluators (under-cover). By putting themselves in the customer’s shoes, they 

see exactly what the customer goes through in using the company’s services.  

Health care organizations have discovered this simple but powerful tool. A “mystery shopper” is 

a staff member, manager, or paid professional who pretends to be a regular shopper. Think of 

this person as a kind of “investigative shopper!” 

In this exercise, you are the mystery shopper. You are going to be a patient “shopping” for an 

appointment or service. By completing this simple exercise, you’ll better understand what your 

patients go through to get an appointment or ask a question at your clinic. Don’t tell anyone 

you’re doing this exercise or there won’t be much “mystery” to the thing! 

The detailed steps on the following pages will lead you through your mystery shopper work. This 

work is the foundation to all of our work in Dramatic Performance Improvement™ beginning on 

____________ (write in LS1 Date here.)  
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Step 

A 

Call your clinic (or call center, or whatever) for one of the following requests:  

1. To see if you can be seen by a provider today because you woke up sick. You’re not having 

an emergency, you’re just thinking “The faster I get rid of this thing the better.” *Be sure to 

jot down whether you’re offered an in-person or telehealth visit.  

2. For a more routine appointment like an annual pap or physical, but still “as soon as possible.” 

3. For a non-appointment request like a referral, medication refill, or form.  

As mystery shoppers, decide whether you are willing to see any provider or only a specific provider. 

And if you’re a Spanish speaker, for example, decide if your mystery call will be in Spanish. 

Remember: Don’t tell anyone you’re doing these calls! 

Step 

B 

Now schedule a time that will work for you to make your mystery shopper calls. You will need a 

quiet place so you can listen carefully while taking good notes.  

If staff will recognize your voice when you call, you will need to get a friend or relative to make 

the call for you while you listen in—either through an external speaker on the phone, or on an 

extension, or three-way calling (but make sure you’re on mute!)  

Step 

C 

Make one of your mystery shopper calls. The phone is ringing, right? On the worksheet at the end 

of this guide, write down how many times the phone rings before your call is picked up by an auto-

attendant or a person.  

If the call is answered by an auto-attendant, write down as much as you can about what the auto-

attendant says, what your menu choices are, what selections you choose, and what happens next. In 

other words, WRITE DOWN EACH STEP AS IT OCCURS. The more detail the better. If you get 

a person rather than an auto-attendant, do exactly the same thing. Write down what you say, what 

the other person says, and what happens.  

TIP: If you expect to speak to a person, write down—ahead of time—what you’re going to say in 

the beginning of your call (like a script). That will save you time in your note taking. Remember: 

You need to record both sides of the transaction, including what you say. 

Continue the call until you succeed in getting an appointment or your request is completed. Write 

down the date and time of the appointment, if applicable, and any follow-up instructions. Be a 

typical patient on each of these calls. You’re not trying to be the very worst patient imaginable. But 

do make these calls real! 

Step 

D 

After completing the call, complete and review your written worksheet carefully and 

IMMEDIATELY. In the rush of the call you may have forgotten to write down some important 

details, so this is the time to make sure you get everything.  Then: 

◼ If you made an appointment, call back and cancel the appointment! Just tell the 

appointment maker you’ve changed your mind; and  

◼ Email your worksheet to coach’s name, _______________@ColemanAssociates.org. 

You may also snap a photo and text it to their cell phone #__________________. 
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Step Description & Notes 

1 
Phone rings _____ number of times. 

Picked up by (check one): 

  Auto attendant 

  Person 

2 
 

3 

 

4 
 

5 
 

Mystery Shopper Exercise 

Shopper:  _________________________________ 

Facility: ______________________________  Clinic: ____________________________ 

Date of call: ______________    Day of the week: _________________    

Type of request: __________________________ 

Language of the call: __________________________ 

Time call began: _________   Time call ended: _________      

Total time of call in minutes: ____________ 

I got an appointment for this date and time: ______________________ 
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6 
 

7 
 

8 
 

9 
 

10 
 

11 
 

12 
 

13 
 

 


