Institution Name
Mystery Visitor Instructions 

Your mystery visitor pack should include the following:- amend as required
· Instructions
· Briefing sheet on The Library

· Personal visit customer journey form
· Telephone visit customer journey form
· Website visit customer journey form
If you are missing any of the above or do not understand how to conduct any part of your visit, please contact:-   Contact Details  

Timeframe for the visit:  
All visits to be completed between Dates. 
All paperwork to be sent to:

Contact Details
By Deadline  

Please remember to make a copy of your paperwork
Number of visits: 
Each volunteer is requested to make 1 personal visit, 1 telephone visit and 1 website visit.  amend as required
Expenses:
Information on any expenses that can be claimed 
Reporting the results of the mystery visits:
We would like you to report on the visit as if you were describing a “customer journey”, reflecting on your experience and noting your actions, feelings, thoughts and reactions at each step.  We have indicated the main steps below and in the form for you to complete, alongside prompts for the type of thing you might like to consider.
Please add any steps to the journey that you undertake in addition to those listed and comment appropriately.

It would also be helpful if you could indicate your overall level of satisfaction at each step by selecting from:
· Commendable

· Satisfactory

· Unsatisfactory

	
	
	
	
	
	
	
	


Please use the final section to suggest any ways in which the journey might be improved for you.

	
	
	
	
	
	
	
	
	
	


Personal Visit Customer Journey
· We would like you to visit the Library during our staffed opening hours

List hours
· Include any information about access arrangements
Journey Steps

Finding the Library
· What were your thoughts and feelings as you found and first entered the Library?

Finding your way around the Library

· Find your way to the catalogue PCs, photocopiers, help points, self service machines, journals and books or a plan to show you where things are located. Add / delete services as required
· How did you feel trying to find these services?
· How did the environment make you feel?

Finding information about Library services
· Was it easy to find information about Library services and how to use them? 

· What were your thoughts about the quality / ease of use of any information you found?

Enquiry and Response
· Please approach the Help and Information Point and ask one of the questions from the list on page 3, commenting on your thoughts and feelings as you did so.

· Please note which question you asked and whether it was answered correctly or what response was given.
Customer Care

· Please think about:

· how easy was it to find someone to help you with your enquiry (eg were they easy to identify / did you have to queue?);
· the attitude and manner of the member of staff (eg did you feel you were treated fairly and with respect);

· how you felt if you were referred to someone else

· Did staff ensure you understood the information you were given?

· Did you have confidence in the member of staff and the information they gave you?

Leaving The Library

· Did you find your way out easily?

Personal Visit – approach the Help and Information Point and ask one of the following questions  (insert own questions)
1. Are there guides available to help me with Harvard Referencing? 

 

· Insert expected answer here
2. Is it ok to bring in my own laptop to use in the library to study with?

 

· Insert expected answer here
3. Do you have any books on topic? 

 

· Insert expected answer here
Telephone Customer Journey
· Please use the Library website (insert URL) to obtain the phone number (if you cannot find this please contact contact name who will provide it).
· Please note on the form the date and time of day of your telephone enquiry.  

· We would like you to phone us in the same time slot (though not necessarily the same day) as you undertake your visit (ie daytime, evening or weekend.  

Journey Steps

Finding the Library phone number

· Please note how easy it was to find this.
Phone the Library 
· How did you feel about the response time to your call (please note the number of rings).

· Provide further prompts as appropriate eg if there is an option to leave a message how was this handled / were you called back

Enquiry and Response
Please ask one of the questions from the list on page 6, commenting on your thoughts and feelings as you do so.
· Please note which question you asked and whether it was answered correctly or what response was given.
Customer Care

· Please think about:

· the attitude and manner of the member of staff (eg did you feel you were treated fairly and with respect); add other / alternative attributes as required
· how you felt if you were referred to someone else

· Did staff ensure you understood the information you were given?

· Did you have confidence in the member of staff and the information they gave you?

Closure

· Please comment on how the telephone conversation was ended.

· Did staff offer further help?

Telephone Visit - ask one of the following questions (insert own questions)
1. Could you tell me when you are open this coming weekend?
· Insert expected answer here
2. I graduated from your institution in July – can I use the Library?

· Insert expected answer here
3. Is it possible to bring my own laptop in to work in the Library?

· You may also be told that our audio visual department lends laptops to students for use in The Library.
· Insert expected answer here
Website Customer Journey
· Imagine you are a postgraduate student and using our Library website (insert URL).  We would like you to find information about:

· The number of items you can borrow

· Using other libraries

· Newspapers held by The Library

· How to contact your Academic Librarian
· Please indicate on the Website Customer Journey Form the steps you took (eg pages / sections you clicked on) to find the information.

· Please note your feelings / levels of satisfaction / suggestions for improvement as in the previous journeys.
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