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news and events

new website

MSPA-AP is very pleased to bid farewell to the old portal, and
welcome in the new, and now live, website.

With the unwavering support and site development help from our
MSPA-EU compatriots, we’ve launched the new site and look forward
to a more functional portal for our members. Parts of the site are still
being refined so we ask for your patience.

coming up... networking event India

In June 2015, one of MSPA-AP’s Directors in Hong Kong held the
inaugural MSPA-AP Networking Event for members and non-
members. It was a great success and achieved the goals of MSPA-AP
awareness, drive for membership and social time to get to know our
local industry colleagues.

We are pleased to say that another formidable MSPA-AP Director,
Bhairavi Sagar from Onion Insights in Mumbai will shortly run the
second Networking event in India. We will confirm location, dates
and details with you via email in the next month. Stay tuned,
members.

welcome back webinar

MSPA-AP held a members-only Webinar on 19
August and we’re pleased to have 42 members
attend. The theme of ‘Keeping Shoppers Trained
and Motivated’ was obviously a popular subject.

The Webinar discussed various tips and tricks to
keep our shoppers trained, motivated and hap-
py. Board Director, Keira Mackenzie-Smith
covered issues including successful shopper
training methods, motivating shoppers to en-
courage positive behavior and varied shopper
motivation program ideas.

Some feedback from our members:

“First of all, we would like to express our
thanks for offering us such a great opportunity. Oh
yes, that was very inspiring indeed!”

Anthony, JETT Asia, Shanghai

“It was a great session last week. | would like
to request for the presentation deck for 'Keeping
Shoppers Trained and Motivated” so that | could
share this with my team if possible.”

Michelle Goh, Joshua Research Consultants Pte
Ltd, Singapore

Of course, the recording is available for MSPA-AP
Members - please email Anu at
mspa-ap@mysteryshop.org

if you would like the file.

The next Webinar is scheduled for January 2016,
unless we can squeeze it into December. The
topics will follow-on from our Conference theme
of “The Business of Mystery Shopping”.

Stay tuned Members.
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case study exchange

How mystery shopping proves that people aren’t

lazy when they don’t renew at the fitness centre

Many fitness centres offer a free or reduced fee for the first 3
months, hoping that the customer will sign up for a year or
longer. “HOPE” is exactly what so many of them do and
nothing else.

Our clients scenario was that over the past 12 months their
marketing campaigns were certainly effective as they were
attracting new people each quarter when they promoted
“Pay for 2 months and get 1 month free” membership, how-
ever, the number of these customers then signing up for a 12
month membership was less than 2%, very disappointing with
all the effort they put into it and money spent on marketing
campaigns.

We approached this opportunity with enthusiasm, as | must
confess I’m one of those people who know I should exercise
but never make the time, so | was very keen on what the
process was when joining.

We developed a tailored program for our clients covering
four specific reports:

Each one of these reports was undertaken by one of our
qualified Mystery Shopping team. We did a sampling of 10
different shoppers for each report. Of course reports 2, 3
and 4 mapped the journey of the experience for each of
shoppers. The telephone enquiries were handled by other
staff who waited for follow up information to be sent to

them (and some of them are still waiting months later!)

presentation and going forward

Analysis from Report 1 showed there was little follow up or
encouragement to come down to the centre and join in a free
training session, class or just try out the equipment.

Report 2 showed our clients that even though a customer was
keen and staff on the front counter provided them information,
they didn’t take down any details that sales staff could you to
follow up and offer a personal invitation to come down to the
fitness centre.

In the case of Report 3, we were shocked to observe and read
that even though each session our staff attended they engaged
with a fitness staff member to stamp their card not one offered
our Mystery Shoppers the opportunity to meet with the sales
person to discuss membership or even remind them they were
up to their 8th, 9th or last visit. Missing out a great opportuni-
ty to upsell without the hard sell.

Report 4 was a cumbersome process in some cases with cus-

tomers having to work around the roster of sales staff to dis-

cuss their needs, as many trainers/sales people working part
time.

It was all about the sale and not focussed upon the customers
goals and how they could help. All talk and very little listening.




europe
north america
latin america
news and events

MSPA-EU Workshop Week
December 2015

Four workshops organized in 3 days, by
professional trainers from the industry.
Make your own training schedule and
choose if you attend 1, 2, 3 or all 4 work-
shops! Mark your agenda, you and your
staff do not want to miss it! From CEO to
Directors to Project managers..... every-
one is welcome to network, share and
learn at the Workshop Week of MSPA
Europe.

Workshop topics are:
“Questionnaires that work"
“From the client’s perspective"

“Tips & tricks for organizing work
shops for your clients”

“The value of Mystery Shopping"

For workshop topics, general infor-
mation, programme, trainers and registra-
tion possibilities -

MSPA-EU Net Happiness Score

The Europe Board of Directors have creat-
ed a member data-collection project to
help promote the value of Mystery Shop-
ping across Europe. It will assist also in
engaging new and current clients at a
local level.

All that’s required is to add one question,

The Happiness Question, to the bottom

of each of your surveys. And then keep

the question on all surveys across 2015.

The project is open for MSPA-AP mem-

bers, so if you’re interested, go to the
for more details.

Call for Speakers
MSPA-EU Conference
Malta, 24-26 May 2016

MSPA-EU is looking for speakers who can
share their experience from other indus-
tries, but that are somehow related to
mystery shopping. Do you want to be a
speaker? Would you like to recommend a
speaker?

To send your application, please

MSPA-EU Elite Membership

An interesting new initiative from EU -
Elite Membership has been introduced to
acknowledge MSPA Europe members
who contribute towards the promotion
of MSPA Europe and the Mystery Shop-
ping industry in general.

MSPA-NA CXE3 Conference
Puerto Rico 2016

Mark your calendars! MSPA-NA have al-
ready begun planning so save the date
October 19 - 21, 2016
El Conquistador Resort in Fajardo,
Puerto Rico.

for info on Puerto Rico
for info on the Resort

MSPA-NA CXE3 Conference

We had a great CXE3 Conference in
Hollywood this year!

to view some photos from our
Closing Awards Dinner.

MSPA-NA ‘ShopperFest’

This unique opportunity allows shoppers
and MSPs to have an open forum to dis-
cuss any questions, concerns and provide
feedback.

On top of that,
opportunity to become certified in a num-

shoppers had the

ber of areas!

Be on the lookout for information on
ShopperFest on the MSPA-NA website.

MSPA-NA University

MSPA-NA is launching an online training

module for independent contractors

(shoppers), this month.

This online environment will allow inde-
pendent contractors to complete a varie-
ty of courses in different disciplines to
enhance their skills with new courses
added annually.

The goal is to provide the members with
the tools and resources to be successful
in their business. This initiative accom-
plishes this for both the provider mem-
bers as well as the independent contrac-
tor members.

Click the icons for

international
MSPA websites
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case study exchange

Submissions are examined by the MSPA-AP
Board and one will be awarded ‘Exchange
Leader’ for the quarter with their Case Study
published in the next Newsletter.

Winners  will  receive a certificate
acknowledging the achievement. All other
acceptable entries are posted to the
Members Communication Portal on our new

website.

All successful quarterly Case Study ‘Exchange
Leaders’ will go on to be judged and
awarded a prize at the annual MSPA-AP
Conference. Stay tuned for more information
about the MSPA-AP Awards for Excellence.

What makes a Case Study successful? A
one-page story of industry experience
demonstrating MSPA standards, ethics and
values while sharing knowledge and thought
-provoking ideas from our daily mystery

shopping lives.

quarterly quote

Professional Standards and Ethical
Conduct - Best Business Practices in

Public Relations.

Be an advocate for the industry and
MSPA by providing communities with
positive information regarding the
potential benefits of mystery shopping;
help educate industries about mystery
shopping, and avoid activities harmful
to the mystery shopping industry.

2015-16

board directors

M Saidul Haq
President

SRG Bangladesh Limited
mshaq@srgb.org

Ermina Yuliarti

Vice President & Treasurer
MRI, Indonesia
ermina.yuliarti@gmail.com

Peter Rogers

Immediate Past President &
Conference Director

Shopping Science International,
Australia
peter.r@shoppingscience.com.au

Aftab Anwar

Founder & Director Professional
Development

Startex Marketing, Pakistan
aftab@startexmarketing.com

Jim Chong

Director Membership

Cardas Research & Consulting Sdn Bhd,
Malaysia

jim@crcg.com.my

Bhairavi Sagar

Director Marketing

Onion Insights, India
bhairavi.sagar@onioninsights.com

Keira Mackenzie-Smith

Director Communications

Learning Curve Solutions, Hong Kong
keira@thelearningcurve.com.hk

be social

Tune into MSPA-AP events and news as it
happens...

Website:
WWW.mspa-ap.org

Twitter: @MSPA_AP

twitter.com/MSPA_AP

Facebook:
facebook.com/MSPA.ASIAPACIFIC
FOLLOW OUR CONFERENCE UPDATES

www.facebook.com/events/1561864214062141
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