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Overview
You are likely familiar with the idea of Mystery Shopping, a method used 
to measure the quality of a service or experience. You may have even been 
a Mystery Shopper for a retail brand in the past. Routine activities such as 
grocery shopping or attending a doctor appointment become so ingrained 
in our lives we often find ourselves just going through the motions. Mystery 
Shopping encourages you to engage and truly evaluate your experience.

As a Mystery Shopper for Indiana 
University Health, you will evaluate your 
regularly scheduled visit and submit 
feedback about your experience. You will 
provide your feedback on things such as:

• Care environments

• Friendliness and communication

• Wait times

IU Health will use your input to make 
refinements that improve how we provide 
care experiences. 

W H AT  TO  E X P E CT 
When you become a Mystery Shopper, you 
will receive all the information you need to 
prepare you for the activity, including the 
criteria you will be evaluating before your 
scheduled appointment. 

During your visit, you will evaluate your 
experience, paying particular attention to 

the criteria provided by IU Health; after 
your visit, we will provide instructions on 
how to submit your feedback. 

Mystery Shopping can take two forms:

Patient Visits or Phone Calls. You may be 
asked to evaluate your regularly scheduled 
appointments. You will provide feedback 
on a phone call you have with IU Health 
or a healthcare visit—including your 
interactions with office staff.

Observation Visits. You may be asked 
to observe an environment—rather than 
interact with team members. In these 
instances, you will take notes on what you 
hear, see, smell and observe.

When IU Health is looking for feedback, a 
team member may contact you to discuss 
your interest and availability in becoming a 
Mystery Shopper. 
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What is the purpose of Mystery 
Shopping?

Mystery Shopping is a method used to 
gather your feedback which provides 
valuable insights to ensure we are 
identifying what matters most to you.

As a Mystery Shopper, you will go to your 
regularly scheduled visit or attend an 
observation visit and provide first-hand 
feedback on your experience. You will 
evaluate topics such as:

• Customer service 

• Office presentation

• Employee training

• Check-in and check-out procedures

You will observe different aspects of 
your experience and objectively report 
those observations. Specific criteria will 
be provided to evaluate and a survey 
to review before you complete your 
assignment.

Who can participate in Mystery 
Shopping?

Any IU Health patient or parent/guardian 
of an IU Health patient may participate.

How do I submit my evaluation 
after a Mystery Shop?

Instructions will be provided for each 
opportunity.

How will my participation 
help improve the healthcare 
experience at IU Health?

IU Health has made changes both big and 
small as a direct result of feedback from 
programs such as Mystery Shopping. You 
can read about the impact that these 
programs have in this kit.

What if I don’t want to 
participate anymore?  

Participation is entirely voluntary. At 
any time, you can decline to submit an 
evaluation or choose to stop participating 
entirely. 

Is there compensation for 
participating in Mystery 
Shopping?

No, currently IU Health does not 
compensate for your participation.
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Insight. Innovation. 
Impact.
Become an integral part of something 
brand new and valuable throughout the 
entire IU Health system by joining our 
Mystery Shopping team. 

Potential Mystery Shopping opportunities 
may include, but are not limited to, 
physician office wait time observations 

and evaluations, personnel reviews, and/or 
conversational phone assessments. 

In the pursuit of providing excellence 
in care, your unique perspective and 
feedback will ensure we are identifying 
what matters most to you. 




