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MYSTERY SHOPPING
The Equality Act 2010 places a legal responsibility on service providers to do what they can to make sure disabled people can access their services without experiencing disability discrimination.  How better to ensure that you are complying with this than getting disabled people to check it for you?
You might like us to do this for you by conducting a User Led Access Audit (see the relevant fact sheet on our website).  However you might decide that you’d like the quality of services provided to disabled people across your organisation to be checked in a more covert fashion.  This enables us to establish the likely standard of service provided to disabled people on a day to day basis, rather than the service provided to us as auditors, which can be somewhat better than average.

The aim is to gather the evidence required to evaluate the level of service delivered to disabled customers and the extent to which your organisation's policies and procedures are put into practice at ground level.


We have a team of disabled mystery shoppers based all across Scotland. The team is diverse, with a broad range of experience of disabling barriers. Once feedback is received from the team of mystery shoppers, we will analyse it and provide you with a report providing qualitative and quantitative analysis of the results and recommendations for improvement to practices.

 
The cost for Mystery Shopping varies depending on the number of venues to be visited and their location across Scotland.  However, as with all of our Training and Consultancy services, Mystery Shopping is cost effective and designed to be financially accessible while covering our costs.

Clients we have worked with in the past include:
 The Co-operative (30 stores across central Scotland)
 Midlothian Council
 The Vehicle Operating Services Agency (once in 2007 and once in 2009)
You can see what some of these clients have said about our training in the Client Testimonials on our website.
To find out more and receive a quote for an event, contact Elspeth Molony on 0131 347 1022 or elspeth.molony@capability-scotland.org.uk. 
