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WE HAVE PUT THE INDUSTRY TO THE TEST WITH A MYSTERY SHOPPER
STYLE INVESTIGATION TO RATE THE GREAT AND THE GOOD IN OFFICE
SUPPLIES. MATT JANE WENT OFF THE RADAR TO SEPARATE THE
WHEAT FROM THE CHAFF

SERVICE
BASKET

®SURVEY?

oll over Donal MaclIntyre, there is a new undercover opera-
tion in town. Posing as an office assistant for a marketing and
communications firm based in north London, Dealer Support
put seven leading companies to the test in a real-life survey

of their efficiency, helpfulness and the quality of their catalogue. As
the catalogues began to fill the post bag at AB Communications head
office and its inbox filled with price lists and offers of visits, there were
some interesting results on their performance.

OUR MAKE BELIEVE COMPANY
Company name: AB Communications

Size: 10 employees
What we do: Lead the way in marketing and PR.

Office supplies needs: All the regular office supplies goodies, with
plenty of tea and coffee to quench our thirst and big emphasis on eco-
products to appease our consciences.

Company’s favourite biscuit: Biscuit or cake debate aside, it's the
Jaffa Cake.

Favourite water cooler topic of late: The late Michael Jackson, as
heard on loop on AB Communications radio.

Annual spend on office supplies: £1,500

WHO IS BEING JUDGED?

Internet: Amazon

Mail order: Viking

Contract stationers: Lyreco, Accord (part of 020), Corporate Express
Independent dealers: UOE, Bright Media

WHAT IS BEING JUDGED?
Number of rings: How long does it take for them to pick up the phone
on the first call?

Mood: How happy are they to get a call from a potential client, or is it
just a robot at the other end?

First impression: What was the feeling at the start of this potentially
long relationship?

Website: A key area for that first impression and getting those valuable
contact details.

Catalogue: Judged on style, range of products and speed of delivery.

Eco-friendliness: An important area for companies to be working on,
so we look out for any products to tick these boxes.

RESULT
Just like those school exams, a grade from A —F, with dealers hoping to

avoid those Fs. DS

Please turn page for the results -
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COMPANY

NUMBER
OF RINGS

FIRST
IMPRESSIONS

WEBSITE

CATALOGUE

ECO-FRIENDLY

OVERALL
COMMENTS

SERVICE MARK

AMAZON

Internet superstore

VIKING
Mail order

LYRECO

Contract stationer

ACCORD

Contract stationer

CORPORATE
EXPRESS
(AKA STAPLES
ADVANTAGE UK|

Contract stationer

UOE

Independent
dealer

BRIGHT MEDIA
Independent dealer
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