Sample Employee Announcement  Letter

To all employees:

In our continuing mission to deliver outstanding customer service, we are launching a new sales training program. This initiative will provide our sales personnel with additional skills specifically designed to address the valid requirements of our customers.  The program will be accompanied by a bonus plan that rewards employees who perform at and above the level required to demonstrate outstanding service to our customers. 
We have entered into an agreement with a third party company to perform a concept entitled “mystery shopping” within our dealership. Basically, the way the program works is the third party company will pose as a customer requesting to purchase a forklift or related service(s) (parts, service, rentals or aftermarket). They will evaluate and score how well we perform during the course of the sales process. This will provide us with valuable information we can share with everyone and then focus on those techniques and skills that are critical to our customers. Those who score high on the evaluations will be rewarded for their superlative performance. The information gathered will also allow us to discover areas that we need to improve upon and identify opportunities to provide additional training and support for our employees. 
A portion of the mystery shopping program will include recordings of our interaction with the mystery shopper either over the telephone or in person. It is important for you to understand our company IS NOT, in any way, recording any private telephone conversations or secretly video taping any areas of the company. All recordings are done entirely by the mystery shopping company and only during their sales interaction while posing as a customer doing business with our company. 
To be successful in business we must constantly evaluate and measure our performance. The most successful businesses in the country, such as Disney World, Federal Express, Dell Computers and Microsoft, are all using mystery shopping to evaluate and measure their performance. If we are to be successful in today’s extremely competitive environment, consistent improvement in our processes and providing outstanding customer service is the path we must follow. 

I have every confidence that the mystery shopping program will provide an opportunity to show what an outstanding group of employees we have at (name of dealership). 
