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Registra tion

Join us!

We are constantly looking for dedicated freelance test shoppers, interviewer and

guestionnaire participants for the implementation of our projects.

We offer you:

K K K K

Interesting and diversified jobs
Good income possibilities
Variety of experiences

Openness: We employ tester of all nationalities, age groups and professions

You should bring along:

K K K K

Dependability
Accuracy
Minimum age of 18

E-mail address and online computer access

The registration is free and easy.

1.

You fill out the registration sheet. You will directly receive a confirmation if the data
was correctly transferred.

You will receive an E-mail with information to the employment and personal access
data. You will be regularly contacted per E-mail about jobs which lie in your desired
field of interest.

You can decide if you want to accept the available jobs. When you have completed a
Job for us your stipulated payment will be transferred to your account.

If your data is changing or you donOt want to be a tester anymore you can mke

changes or cancellation anytime.
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1. General Information

Concertare is a specialist consultancy for customer relations management.

The aim is to provide a customer service which will ensure customer satisfaction, loyalty and
consequently the economic growth of our clients.

Concertare works with a variety of trades, providing customer service analysis and

development strategies, enabling our clients to achieve their potential.
Our main services include:

¥ Consulting: the different tools and aspects of customer relations
¥ Analysis: customer questionnaires, test phone calls, test shopping and test consulting
(mystery shopping)

¥ Customer relations training for staff

A significant proportion of our client base is made up of large businesses, including Audi,
Autostadt, BMW, Citro‘n, Deutsche Post, DEVK, Dresdner Bank, Edeka, Honda, KlSckner,
Porsche and T-Com.
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2. Information for test shopping

What is mystery research?

Mystery research is a means of testing a company anonymously. Through real customer
situations and points of contact, mystery research enables us to identify the weaker points of

customer interaction.

The two most widely used testing formats are the anonymous shop-test (mystery shopping)
and the anonymous consulting-test (where the customer is looking for advice). Mystery
research can be conducted personally, by telephone (mystery calls), in writing and

electronically.
Businesses carry out anonymous testing in order to:

monitor and measure company standards
experience their own business practice from a clientOs perspective

gauge their performance in relation to their competitors

K K K K

assess the sales-orientation of their sales department(s)

Mystery research allows a company to see itself through the eyes of the customer. In finding
a weakness there is also a path towards active improvement in the customer orientation of a

business.

What is a test shopper/ tester?

A test shopper sees a tested company with the eyes of an objective customer. Concertare
briefs the shopper to explain which standards and criteria are being tested. This includes
behaviour guidelines for the shopper and the nature of the sales or advice. To avoid variation

between testers, each of these guidelines must be followed in the test itself so that the
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standard of our research can be upheld. Because of this, the mystery research is regularly

monitored by Concertare and its clients.

Job description: test shopper
Reliability

¥ adhere strictly to the briefing
¥ thorough and accurate testing

¥ follow up with Concertare if any deviations occur

Precision

¥ an accurate, complete and legible questionnaire

¥ well acquainted with all points of the questionnaire

Confidentiality and discretion

¥ regarding the tested members of staff

¥ regarding third parties

Natural manner

¥ putting yourself in the shoes of a normal customer
¥ presenting yourself as a novice

¥ asincere manner
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3. Information for interviewing
Why interviewing ?

Interview scenarios allow customers to be asked about their expectations and satisfaction
according to certain definitions. The results point towards areas for improvement in customer
interaction.

Interviews can be conducted in person, on the phone, in writing and electronically.

What does an interviewer do?

An interviewer conducts interviews of a prescribed nature either in person or on the phone.
Personal interviews tend to be held in neighbouring town centres (e.g. in a shopping centre
or high street shop) as opposed to phone interviews which are usually conducted at home.
Concertare issues training to all its interviewers to ensure that all the same key criteria are
covered, including questions and behaviour guidelines for the duration of the interview. To
avoid unnecessary variation between interviewers, each of these guidelines must be followed
in the test itself. Because of this, the mystery research is regularly monitored by Concertare
and its clients.

Job description: interviewer
Reliability

¥ adhere strictly to the briefing
¥ thorough and accurate testing

¥ follow up with Concertare if any deviations occur

Preci sion

¥ an accurate, complete and legible questionnaire

¥ well acquainted with all points of the questionnaire
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Confidentiality and discretion
¥ regarding the tested members of staff
¥ regarding third parties

A fluent and natural manner

¥ speaking to clientOs employees on the phone and being able to win them over

¥ asincere manner
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4. Information for filling in online questionnaires

Why online questionnaires ?

These interviews allow customers from specific target groups to be asked definitive
guestions about their expectations and satisfaction. The results point towards areas for

improvement in customer interaction.
The interviews are conducted online.

What do | have to do?

All participants fill in a specified online questionnaire.

Job description: onlin e participant
Reliability

¥ thorough completion of questionnaire to specified deadline
¥ participation after giving consent

Precision

¥ an accurately completed questionnaire

Confidentiality and discretion

¥ regarding the tested members of staff
¥ third parties

Profile

¥ accurate and appropriate profile entry
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5. Frequently asked questions

1. How does the selection process work?

For each new project we select a number of candidates according to specification from our
database. The parameters are set around particular profile details as well as your previous
performance for us. The best way of being selected is by entering all your details and
updating your profile at least once a year. If you have already worked for us successfully you
will be preferred in the allocation of future work. Annually, we give out circa 100,000 jobs so

either way, your chances of being selected are high.

Firstly you will be contacted by us, asking if you are interested in participating in our next
project. This will include information about the time-scale, location, particular requirements,
what you will have to do and payment details. Only if you are interested in taking the job do

you have to contact us.

If you are interested then you log on to your workspace online where all available jobs are
shown. This works on a Ofirst come, first servedO principle. Your acceptance of the job is

tantamount to entering a binding contract with us.
Upon accepting the job you receive all further briefing details for the mystery research.

2. When, where and how will | be trained?

The briefing can be alone, in person, by telephone or online, according to the project.
Telephone training will be conducted as a conference call; this means you will be given a

particular calling time, coordinated with others from your area.

Training in person will be conducted in your local town or city, and is usually paid.
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3. How is the job itself carried out?

¥ Allinstructions are contained in your job-specific briefing. Some projects include a
further online test.

¥ You go to the town where the test is to be conducted.
You enter the outlet without any forms or documentation and carry out the test,
perhaps making some notes on a piece of paper.

¥ You enter your final report onto an online form.

4. How long does a job take?

This varies from project to project. In itself, a test takes 30-90 minutes although the tests can
often be incorporated into a normal shopping trip. Interview assignments vary enormously;

the expected time will be given in project documentation.

5. What about payment?

Each job is paid for as a lump sum. The payment takes expenses into account and lies
somewhere between 10 and 100 Euro. Normally after deducting all costs for petrol, parking

etc it works out around 15-25 Euro/ hour.
6. Do you need my national insurance details?

No. You carry out the tests as a freelancer and you do not need to declare your tax or
anything along those lines with us. If you do choose to declare your details with us then you

will receive your tax return separately to your payment.
7. Will | receive extra payment for travel expenses?
Travel costs are taken into account in the payment sum.
8. Can | take my spouse/ partner for the test?

In the majority of tests you can take someone with you. They are often set up so that more

than one person can be there which makes shopping, parking etc more interesting.
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9. Am | permanently employed?
No. You do not have a formal permanent contract with us.
10. Do | have to declare my earnings?

Yes. Your earnings must be declared to the Inland Revenue so that your tax/ benefit can be

appropriately calculated.
11. What happens with my details?

Your details are saved and protected for use on our internal server. They will not be passed

on to any third parties. You are free at any time to remove your details from the system.
12. Am | bound to accept a job?

No. You do not have to answer job offers or give a reason why you donOt want them. Only

when you definitely accept a test, you are bound to complete it.
13. Do | have to buy things?

Sometimes a purchase is part of the test. For smaller purchases an amount for that purpose
(about 5 Euro) is included in the payment and you are allowed to keep that item. In other
larger purchases you will be reimbursed in exchange for the item. When dealing with

particularly big sums of money, payment is usually separately arranged.
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14. How long till I get paid?

All employment is paid within 30 days of completion.

15. Do | need a car?

No. Many tests or interviews are in city centres and are reachable without car.
16. Can | work fulltime as a tester/ interviewer?

Yes, in principle this is possible however not many people do. Most companies work, as we

do, nearly exclusively with freelancers.
17. Can | work as a tester/ interviewer for other companies?

Yes. However you are not allowed to pass on any information about Concertare or you will

be liable for damages.

www.concertare.de Seitel2von 13



Gesellschaft zur Gestaltung von Kundenbeziehungen

6. The next steps

Upon entry, your details will be put into our database.

When a local project arises which matches your profile you will be contacted by email or

sometimes by telephone to see if you are interested in taking on a job.
You are never bound to accept a job offer.

In accepting an offer you will receive more information about the project and your precise

role.

Upon completing the task (test-shop, interview, etc.) you enter the details online, sending us
the questionnaire with an account of the experience. The appropriate payment for your

completed work will be with you in 30 days.
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