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Abstract

The objective of the research was to apply the mystery shopper method to
evaluate the performance of the employees within the retail stores to achieve
customer satisfaction. In order to achieve this objective, the researcher
selected a sample of 147 participants from a number of major electrical
appliances companies in the three Canal cities (Port Said, Ismailia, and Suez)
to test their opinions about the research questions and the empirical study
hypotheses. The results of the research showed that there is an effect of the
mystery shopper method on the effectiveness of the evaluation of the
employee's performance and on the evaluation of the quality of service
provided in retail stores to achieve customer satisfaction. The results
indicated that it's important to apply this method as a basis for performance
evaluation, especially in service organizations it also, enhance the objectivity
during the evaluation process as it reflects the actual performance of the staff.
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