Competition Research Worksheet

Create a scenario for "mystery shopping":

Example:

Responsibilities are being dividing and you got the "check services" responsibility and have to report back to the family.

It appears that an aunt is going to need some care at home, or she is going to have to move somewhere to receive care. You are checking options available.


She lives alone in YOUR CITY, not far from YOU CHOOSE.


Her husband died a few years ago. 


She moved here to be near a son who still lives in St. Catharines and works full time. 


She has had a stroke recently and is in the hospital. She will be leaving soon. 


She can get up and down out of a chair and the bed with assistance. 


She can walk, with assistance. 


She can feed herself. 


She needs a companion to cook meals, do housework, run errands and assist with her getting up and down. 


She can help, so it is not total lifting.

If they ask, “How did you hear about us”? 

Tell them your brother gave you their number. You are not sure where he got it.

You want prices, minimum hours of service, assessment information (who does the assessment and when and how), and you want material mailed to _______________________________________.

If question arises as to how the time line works since she is in the hospital, you can say that a family member has agreed to take the immediate role of caring until we get a longer-term plan worked out.

Competitive Analysis Questions

Date of call: ______________________________

Name of agency _______________________ 
Phone number _____________________________

1.
Do you provide these kinds of in-home services? _________________________________________.

2.
What do you provide? ______________________________________________________________.

3.
What are your caregiver’s qualifications? Are they employees? ______________________________.

4.
Are the bonded and insured? ___________. What about criminal background checks? __________.

5.
Do you supervise the people, since her son works and the rest of the family is at a distance? _______________________________________________. How often? ______________________.

6.
She is a finicky eater, how do you deal with that? _________________________________________.

7.
Are your services covered by medical plans? ____________________________________________.

8.
What about benefit insurance, she was a teacher. ________________________________________. 

9.
What does your service cost? ________________________________________________________.

10.
Can we use the services whenever we want, and is there a minimum? ________________________.

11.
Can you drive my aunt around if she has an appointment? _________________________________.

12.
Anything else I need to know? _______________________________________________________.

13.
If they do an in-home assessment, ask, "What if staying at home is not the best option, will your assessment tell us that?" ___________________________________________________________.

14.
Can you send my family some information? _____________________________________________.

Things to notice and report:

1.
Were you put through immediately to someone who could assist you?  (If yes, go to 4.)

2.
Were you put on hold? ______________________. How long? _____________________________.

3.
Were you told to call back ___________________________________________________________.

or did they request a call back number? ________________________________________________.

4.
When you reached the person giving you information, were they helpful and could they answer your questions or did they make you wait for someone else to assist?

_____________________________________________________________________________.

5.
Did the person answering the phone have good phone manners? ____________________________.

6.
Were they helpful and asked you good, probing questions? _________________________________.

Comments: ____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Checklist for materials received:

Name of agency: _________________________________________________________________________ Marketing material: _____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Date received: ___________________________________________________________________________

Answer 1 to 5 with 5 being the best: 

Professionally created


_______

Helpful 




_______

Informative



_______

Full disclosure



_______

Time requested to time received

_______

Was there any follow-up?

_______

