(RESTAURANT NAME)
Mystery Shopping Report

Shopper’s Name  
  Date  
  # in Party  



Location  
  Server’s Name  


Manager on Duty  
  Day of Week  
  Meal Period  



	CATEGORY
	POINTS EARNED
	POSSIBLE POINTS
	PERCENT

	Facility / Environment
	
	125
	

	Service / Personnel
	
	175
	

	Food & Beverage
	
	50
	

	TOTALS
	
	350
	


Comments:

The 3 top things this restaurant did very well: 

1.     


2.     


3.     


The 3 top things that could be improved: 

1.     


2.     


3.     


Overall comments/observations:

Shoppers Scorecard
Use the scale below to rate your experience and observations in each of the areas detailed below. Total possible points for each item is 5 points. A “5” indicates you observed an outstanding job, a “3” is average and a “1” means poor.


Rating Scale: 


FACILITY / ENVIRONMENT

 
 Points  
Exterior:
Earned
Comments
	Parking lot is clean. 
	   
	     

	Parking lot spaces clearly marked.
	
	

	Driveway and sidewalks free of debris.  
	
	

	Signs and lights are on and functioning.
	
	

	Landscaping is neat and well-kept.
	
	

	Flower beds free of weeks and debris.
	
	

	Entry door, including windows, are clean?
	
	


Front Entrance:
   
	Lobby is neat and orderly.
	
	

	Hostess stand is neat and orderly.
	
	

	All light fixtures are working.
	
	


Dining Room:

	Windows are clean.
	
	

	Floors clean and free of stains and excessive wear.
	
	

	Table spotless when seated.
	
	

	Staff uniforms clean, neat & attractive.
	
	

	Condiments and tabletop items clean and in order.
	
	

	Light fixtures free of dust, dirt and spots.
	
	

	Chairs and seats clean and free of food particles.
	
	

	Booth frames, window sills and other surfaces clean and polished.
	
	


Restrooms:
   
	Restrooms are odor free.
	
	

	Floors are clean and free of dirt, water and trash.
	
	

	Urinals/toilets clean and odor free.
	
	

	Sinks, fixtures, counters and mirrors clean and polished.
	
	

	Soap dispensers clean and working properly.
	
	

	Rest room supplies in adequate supply (soap, paper towels, toilet paper).
	
	

	Trash receptacles emptied to prevent overflow of paper towels?
	
	

	                                             CATEGORY SCORE
	
	


Facility / Environment Comments & Observations:

SERVICE / PERSONNEL
   


  Points

Host / Hostess:
 Earned
Comments
	Greeted and welcomed with a smile.
	   
	     

	Friendly demeanor. Positive interaction with guests.
	
	

	Asked for table preference.
	
	

	Received accurate wait time.
	
	

	Telephone answered promptly.
	
	

	Seated efficiently and courteously.
	
	

	Asked if table was o.k. while being seated.
	
	

	Menus handed to guests, not placed on table.
	
	

	Departing guests recognized and thanked.
	
	


Dining Room:
   

	Promptly greeted by server (within 60 seconds) with a smile.
	
	

	Pleasant, friendly and personable demeanor. Good eye contact.
	
	

	Description of house/daily specialties offered.
	
	

	Server showed knowledge of menu items.
	
	

	Server made appropriate suggestions (beverages, appetizers, specialty coffees, dessert).
	
	

	Orders taken when ready.
	
	

	Salads, appetizers served with 7 minutes of order.
	
	

	Entrées served within 12 minutes of order.
	
	

	Person delivering food knows who gets what.
	
	

	Within 5 minutes after entrée delivered, server checked back to ask about food.
	
	

	All reasonable requests accomodated – even off-menu
	
	

	Beverages refilled in a timely manner.
	
	

	Owner or manager on the floor.
	
	

	Checked presented promptly.
	
	

	Change, receipt returned promptly.
	
	

	Thanked by server and invited to return.
	
	


Bar:
   

	Greeted within 60 seconds – beverage napkin set.
	
	

	Bartender/server friendly, encourages positive interaction.
	
	

	Specialty drinks recommended.
	
	

	Order taken and drinks served promptly.
	
	

	Drink refills offered promptly.
	
	

	No employee observed drinking, eating or engaged in personal conversations.
	
	

	All orders recorded on register. 
	
	

	Guest checks presented to guests promptly when tabs are run.
	
	

	Guest check close-out transactions made promptly when cash is tendered.
	
	

	Thanked by bartender/server and invited to return.
	
	

	                                             CATEGORY SCORE
	
	


Service / Personnel Comments & Observations:

FOOD & BEVERAGE
   


  Points


 Earned
Comments
	Attractive plate presentation
	   
	     

	Adequate variety and price points.
	
	

	Portions sizes appropriate, not too big or too small.
	
	

	Hot food served hot, cold food served cold.
	
	

	Appetizer tasty and served as ordered.
	
	

	Salad ingredients fresh, tasty and served as ordered.
	
	

	Entrees tasty and served as orders. Note entrées selected.
	
	

	Desserts tasty and served as ordered.
	
	

	Beverages tasty and served as ordered.
	
	

	Good price / value relationship.
	
	

	                                             CATEGORY SCORE
	
	


Food & Beverage Comments & Observations:

       5              4              3              2              1


outstanding	           average                       poor  








5

