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            From insight to impact

            Excap helps to improve the customer experience and employee experience for more than 18 years in over 20 countries. We deliver the best actionable insights possible to companies servicing multiple international markets.
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                                                            Mystery Shopping

                            [image: ]

Mystery Shopping tells a true story about your customer service. We are specialised in Mystery Shopping, Mystery E-mailing, Mystery Calling, Mystery Feedback Shopping and Online Mystery Shopping.

Find out more

                        

                    
	
                        
                                                            Journeys

                            [image: ]

We measure all the touchpoints between an organization and the customer with a wide range of research tools. On top, we have our own unique and award winning methodology: the ExperienceCapture. 

Find out more

                        

                    
	
                        
                                                            Audits

                            [image: ]

Measuring the core of your retail location by using hard data and gain direct insights on PoS materials, brand compliance, pricing and stock levels. Executed by our experienced and trained auditors.

Find out more

                        

                    


        

    





	
	
		
				What we also do

				

    
        Qualitative and Quantitative Research

        Take action and analyze your organization with our in-depth interviews, panels, customer arenas, focus groups, masterclasses and after sales research studies.

    


	

    
        Employee Experience

        Connecting knowledge about employees, customers and organizations through scientific measuring instruments that examines the behavior and attitude of your employees and their underlying motives.

Read more

    


	

    
        Coaching & Consulting

        Excap offers workshops, coaching, Insights Discovery® and change management to provide your employees with all the necessary knowledge in the field of customer experience and employee experience.

    


	

    
        Digital Journey Mapping

        Use Digital Journey Mapping when you want to to visualise the journey that prospects and customers take within your online organisation. Find out which moments have the most impact and which moments you can positively influence by surprising customers.   

Read more >

    


	

    
        Inclusive Workplace

        By applying various research methodologies, excap can reveal where your organisation is standing in terms of Diversity and Inclusion. In addition, our consultants accompany your company and employees in the change processes, following the new strategy.

Read more >

    


	

    
        Meet the excap team

        At excap international, we have a dedicated team of researchers and consultants. Multilingual and versatile expertise across multiple industries. Discover who can help you at excap international.

 

About excap >

    




		

	



    
    
    
        
            
                Food for thought

                From insight through activation to impact, discover how it works in real life. 
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        Blog

        The use of AI in market research
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        Insurance Europe

        Build your strategic plan with new insights
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        SWAPFIETS

        New insights regarding the brand appreciation
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        SHIMANO

        serving the end user as well as possible
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        CUSTOMER EXPERIENCE 2023

        5 trends really worth sharing
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        IKEA Solar Panels

         Learn from the competitors: a benchmark in Customer Journeys
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        Scotch & Soda

        Each store visit is a unique experience
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                            18 years experience and 35+ employees
                        

                    
	
                        
                            2 benelux offices with 450 MSPA connections worldwide
                        

                    
	
                        
                            50.000+ researches annually and active in 25+ countries worldwide
                        

                    
	
                        
                            MSPA elite, ESOMAR, CUBE and MOA member
                        

                    
	
                        
                            ISO certified 9001 and 20252
                        

                    
	
                        
                            5000+ shoppers Benelux
                        

                    


    




    
    
    	
    		
    			
    				
    				    Increase the happiness of your customers and employees feel free to contact us
    				

    				    				
    					
    						
    					
    				
    			
    		
    	

    




    
        
            FAQ

            	
    
        
            What types of Mystery Guest Researches are there?

            
                
                    
                
            
        

        
            
                
There is a very wide range of researches. We can best classify them into three broad categories: for customers, for employees and for others. The latter is more about quality audits, candidate experience and discrimination surveys. > All surveys > Read more

            
        
    


	
    
        
            Is Mystery Guest Research also used for online journeys?

            
                
                    
                
            
        

        
            
                
Absolutely. An online customer shops differently compared to a customer in a physical shop. Online Mystery Shopping exposes the bottlenecks in your webshop, so that you can improve the online experience. The entire buyer journey is measured, up to and including the return of the purchase.

            
        
    


	
    
        
            How do Customer Journeys and Mystery Guest Research go together?

            
                
                    
                
            
        

        
            
                
In a Mystery Guest Research, we go through all the steps of the Customer Journey. At each step we measure how this step contributes to an excellent Customer Experience. Unique to our method is the ExperienceCapture in which conscious and subconscious emotions are recorded for each step.

            
        
    


	
    
        
            What criteria determine the cost of a good Mystery Guest Research?

            
                
                    
                
            
        

        
            
                
Each research consists of Project Management, Briefing, Execution & Reporting. The cost for execution is the biggest part. This cost is influenced by the number of measurements to be performed, the complexity and length of the assignment and the profile of the Mystery Shopper. > More information

            
        
    


	
    
        
            What is the impact of Mystery Guest Research on CX and EX?

            
                
                    
                
            
        

        
            
                
Thanks to the innovative reporting tools and the frequency of the measurements, you gain insight into the results in order to subsequently formulate action-oriented conclusions. Your impact will be: higher customer and employee satisfaction and higher turnover.

            
        
    


	
    
        
            Can I monitor the results during the Mystery Guest Research?

            
                
                    
                
            
        

        
            
                
The results are brought together in a visual and user-friendly dashboard. The results and progress can therefore be followed live. You can consult the dashboard on desktop, tablet or mobile and that you can export the reports. Read more >

            
        
    


	
    
        
            How do I get the right insights from the many data and data sources?

            
                
                    
                
            
        

        
            
                
Many companies collect more and more data from their customers. This concerns data from their own systems as well as data from external (research) partners. Excap can help to connect these different data sources so that overarching insights arise to realise a final impact.

            
        
    


	
    
        
            What practical examples are there?

            
                
                    
                
            
        

        
            
                
Every week we publish new insights on Customer Experience and Employee Experience. We find it important to share our own expertise with our network. Or we let excap's ambassadors have their say: satisfied customers with whom we made a real impact.

            
        
    


	
    
        
            Does excap Mystery Guest Research also take place outside the Benelux?

            
                
                    
                
            
        

        
            
                
Definitely! Thanks to our extensive network of partners and years of experience with international projects, we carry out Mystery Guest Research all over Europe (and beyond) and also Audits, Customer Journey Research, Consultancy and Qualitative Research. > To find out more

            
        
    


	
    
        
            How can I research the Employee Experience?

            
                
                    
                
            
        

        
            
                
Employee Experience is measured within different groups of employees, investigating different departments. Such a survey > research usually takes place once per quarter, but ideally every fortnight. In this way, progress and policy can be monitored and adjusted immediately.

            
        
    


	
    
        
            Why is the feedback from mystery shoppers reliable?

            
                
                    
                
            
        

        
            
                
Our mystery shoppers receive an extensive briefing before the start of their assignment so that they are always well prepared. The number of assignments per mystery shopper is limited in order to guarantee quality. On top, there's an internal control before the delivery of the final results.

            
        
    


	
    
        
            Who are the mystery shoppers from excap and how big is our database?

            
                
                    
                
            
        

        
            
                
Our database of over 5000 mystery shoppers consists of very different people. From young to old, from make-up lovers and handymen to teachers and engineers. Our mystery shoppers are carefully selected by our recruitment team. Read more >

            
        
    


	
    
        
            Can I ask an additional question?

            
                
                    
                
            
        

        
            
                
Of course. Ask your question by using the contact form and you will receive an answer as soon as possible. > Contact us

            
        
    




        

    




    
        


    


    








	
		
		
			
				
				
			
		
		
			
				
			
            You are going to change websites

            
                You leave the current website, you will now continue to another website from us
            

		
	

    


    


    

    
    
        
            
                
                    
                        
                        
                    
                
                When using this website, information about your use may be collected by excap or by third parties, through cookies. A cookie is a small file that is sent along with pages from a website and stored on your computer's hard drive by your browser. The cookie allows your browser to be recognized after repeated visits to a website.

            
            
                Accept
                Set preferences
            

        


        
            
                
                    
                    
                
            
            
                
                    
When using this website, information about your use may be collected by excap or by third parties, through cookies. A cookie is a small file that is sent along with pages from a website and stored on your computer's hard drive by your browser. The cookie allows your browser to be recognized after repeated visits to a website.

                
            
            	
                    
                    Strictly necessary cookies
                    
                        Minimum required to display content.

                    
                
	
                    
                    Limited
                    
                        For website statistics: to analyse the use of the excap website. For example, we can find out which pages are popular and which parts of the website need to be adjusted, based on visitor flows.

                    
                
	
                    
                    Default
                    
                        For marketing purposes: to check if we reach the right target group and the desired results of our ads. We can use cookies to determine if the advertisements were relevant to our website visitors. And to prevent you from seeing the same advertisement all the time.
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