

TOPIC 2 – The customer experience
at Disneyland® Paris
Mystery shopper exercise at Disneyland Paris

	Group name:

	


	Group members:

	





What to expect during your visit
Disneyland Paris is about making the impossible possible and creating a magical world for guests. 
When designing the customer experience, all senses are considered; from what the guest experiences, what they see, what they hear and even smell in the resort.
Employees are called Cast Members because they all have a part to play in delivering a magical story. They are trained to:
· Treat everyone as a VIP
· Smile, answer questions, ask about your day, 
· Go above and beyond expectations
· Project a positive image and energy
· Be courteous and respectful to all guests
· Pre-empt customer needs
· Go above and beyond expectations
· Stay in character and remain in their role at all times

Your mission
Now you know what to expect in the park, your assignment is to act as a mystery shopper to assess how Disneyland Paris meets your expectations as a guest visiting the park. 
You will need to score different element of the service you receive and take photographic evidence to back up your findings.
 

1. FIRST IMPRESSIONS of Disneyland Paris
The Disneyland Paris resort is designed to make you feel that you are entering another world, with special details and small touches to make you stay magical.
	
To what extent did Disneyland Paris live up to your expectations?

5 – Far exceeds expectations
4 – Exceeds expectations
3 – As expected
2 – Below expectations
1 – Far below expectations

Provide examples to explain your score.
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Take 3x photos to support your findings




2. Interactions with the resort’s CAST MEMBERS (STAFF)
All staff are called cast members because their job is to put on a show for their customers. They are expected to treat all customers as VIPs and at all times they should project a positive image, be courteous and ask about your day.
	
Think about how cast members interact with you and consider:
· What are they wearing? Did they stay in character?
· Do they smile, answer questions, ask about your day?
· Did they go above and beyond expectations?

How would you rate your interactions with the Disneyland cast members?

5 – Far exceeds expectations
4 – Exceeds expectations
3 – As expected
2 – Below expectations
1 – Far below expectations

Provide examples to explain your score.
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Take a photo to support your score — remember to ask politely first!



3. AVAILABILITY of the rides, shows and other services
There’s nothing more frustrating than arriving on holiday after months of anticipation to find your favourite ride is closed.
	
Thinking about services in the resort that you were looking forward to, how would you rate the availability of the rides, shows and other services?
5 – Far exceeds expectations
4 – Exceeds expectations
3 – As expected
2 – Below expectations
1 – Far below expectations

Provide examples to explain your score.
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Take photos to support your findings




4. How does the park cater for DIETARY NEEDS?
Food and drink are an integral part of a visitor’s experience in the resort and the availability of the right kind of food can make or break their overall satisfaction with their holiday. It is estimated that as many as 1 in 12 children have a food allergy, while the number of vegetarians and vegans in Europe is growing year on year.
	
How would you rate the choice of FOOD OPTIONS for people with specific dietary needs such as meat-free, healthy options, kosher, halal or allergies?
5 – Far exceeds expectations
4 – Exceeds expectations
3 – As expected
2 – Below expectations
1 – Far below expectations

Provide examples to explain your score.
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Take photos to support your findings



5. How does the park cater different NATIONALITIES?
Paris is the most visited city in the world and Disneyland Paris is well connected to attract visitors from the UK, northern Europe and further afield.
	
How would you rate the resort in terms of looking after the needs of guests of different nationalities and languages?
5 – Far exceeds expectations
4 – Exceeds expectations
3 – As expected
2 – Below expectations
1 – Far below expectations

Provide examples to explain your score.
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Take photos to support your findings




6. How does the resort meet the needs of guests with INDIVIDUAL NEEDS?
Walt Disney created the first Disneyland in 1955 to be ‘happiest place on earth’.  How much does the resort create an accessible attraction for people with special needs e.g. people with disabilities, or different physical, sensory, cognitive or mental health needs?
	
How would you rate the resort in terms of adapting different special needs?
5 – Far exceeds expectations
4 – Exceeds expectations
3 – As expected
2 – Below expectations
1 – Far below expectations
What facilities and services are available for guests with disabilities?
Provide examples to explain your score.
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Take 3x photos to support your findings




7. CLEANLINESS
When Walt Disney designed his original theme park in 1955 he placed brightly covered trash cans within 30 feet of each other because research showed that people wouldn’t walk further than this with rubbish. Cleanliness is still an important aspect of making customers feel like they are in another, magical, world.
	
What is your view of the cleanliness of the park?
5 – Far exceeds expectations
4 – Exceeds expectations
3 – As expected
2 – Below expectations
1 – Far below expectations
Provide examples to explain your score.
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Take 3x photos to support your findings





8. Value for money
When Walt Disney designed his original theme park in 1955 he placed brightly covered trash cans within 30 feet of each other because research showed that people wouldn’t walk further than this with rubbish. Cleanliness is still an important aspect of making customers feel like they are in another, magical, world.
	
Disneyland Paris offers a premium product. How would you rate the overall experience in terms of value for money? 
5 – Far exceeds expectations
4 – Exceeds expectations
3 – As expected
2 – Below expectations
1 – Far below expectations
Provide examples to explain your score.
Give 3 x reasons to explain your score.

	























9. How does Disneyland Paris seek feedback on your experience?
	














10. What positive lessons have you taken away from this assignment that could be applied to any other Travel and Tourism products?
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