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In our current economic situation,
we may find it difficult to be positive,
however, now is the time for
shoppers and Mystery shopping
companies to unite and share their
voice of opposition on changes to
the worker classification for
Independent Contractors.

The MSPA (Mystery Shopping
Provider's Association) is sending
teams to Capitol Hill to meet with
lawmakers to share their concerns
on the new legislation. The MSPA
has several concerns in regard to
the new proposal:

It hinders a person’s ability to
earn extra money at a time when
so many people need it.

It will impose new compliance
costs on small businesses and
others, who rely on Independent
Contractors.

It will increase the cost for
companies, that utilize mystery
shopping providers to objectively
evaluate a customer’s
experience and train/reward
their employees.

For the latest information about the

proposed legislation visit the Coalition

to Preserve Independent Contractor

Status at:

PROS
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shop like a professional, Dressing
the part, Choosing your Scenario
wisely

Sit back and enjoy your first issue of Shopper Bytes, the new Shopper Newsletter for Pinnacle Financial Strategies. Every quarter
Shopper Bytes will be filled with up to date shopper news, tips, articles, and information on Pinnacle Financial Strategies. Each
quarter we will also spotlight one special shopper that really shines. Shoppers on whom we can depend to help us out at the last
minute with missed assignments and those who always perform high quality work will be congratulated for their ongoing efforts.

Don’t miss our section on, “Industry Updates” for a new and exciting tool that will benefit any mystery shopper.

We hope you will find this newsletter helpful and insightful, as we work toward our goal of becoming a well-known consulting firm

in the Financial Services Industry.

Who is Pinnacle? We are!

In 2006 PROS Mystery Shopping was purchased by Pinnacle Financial Strategies. Pinnacle Financial Strategies is a consulting
firm that combines a deep understanding of banking with innovative technology. Of course we provide the best customer service,
client retention, and relationship building of any company in our field. Pinnacle Financial Strategies has helped more than 1,000
banks and credit unions generate revenue, enhance customer service and retention, and improve profitability. We are excited to
now offer our shoppers more shopping opportunities that focus on several of our products:

Deposit Growth Checking; a deposit and retention program, which encourages customers to use e-banking services that either
reduce expenses or increase revenue.

Overdraft Privilege; a consumer—oriented program, which focuses on customer retention, and through which revenue improves in
direct proportion to customer satisfaction.

Profit Performance Group; a consulting team that works with an institution’s current systems and procedures to ensure
technology processes and people are aligned to exceed goals and objectives.

PROS Mystery Shopping; enhances sales and customer service effectiveness, improves customer satisfaction, and assists with

employee development efforts.

Despite current economic changes we are positive and encouraged as we look to the future. We have become energized by new
challenges and we are focused on new ways to serve our clients and shoppers. The services that Pinnacle Financial Strategies
offers to the financial services industry are even more valuable and profitable than ever before. Changes are happening and
solutions are being designed for each of our clients. Aren’t you glad to be a Pinnacle Financial Strategies shopper? We sure are
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glad that you are!




Each quarter Pinnacle will spotlight one shopper who
really shines! This quarter we are recognizing Marilyn
from Harwich, MA. Marilyn is a shopper who really
goes above and beyond in every project. We are
delighted to have the opportunity to recognize her in
our Shopper Spotlight!

Marilyn began mystery shopping six years ago,
coming from her work at a major teaching hospital in
the greater Boston area. Her interests include travel,

Shoppers who are interested in tennis and shopping, both as a mystery shopper and

learning more about Silver and as a quest for new fashions. When | asked Marilyn

Gold Certification from the MSPA what she liked most about financial shops, she said, “I

(Mystery Shopping Provider's like shopping financial institutions as | enjoy the

Association) are encouraged to interchange of conversation about financial products

visit for and services. | enjoy learning about changes, latest

more information. rates and charges, and getting paid for doing it! Also

Upcoming MSPA Events: when discussing financial interests and needs, there

2009 MSPA North America seems to be a closer relationship building experience

Conference than with other retail businesses.

Las Vegas, NV When | asked Marilyn about her most difficult

October 7-9 2009 challenge in mystery shopping, she said, “Maybe not a
challenge to some, | find that when doing several SyStem WatCh SaSS|e T|pS

shops in a day, all in different areas and different types

of shops, | have to make certain that | can
Carthage, TX accommodate 5 large coffees, 3 McDonald’'s©
Center, TX
Joaquin, TX lunches, and many receipts. To avoid spillage all over Your Sassie shopper log will automatically default to the Active
Shelbyville, TX ) ) shops in your log. There are several filters in your shopper log to
myself and the car, and to avoid lost receipts, | have allow you to sort the data from past and current shops. Under
Hernando, MS ) ) . the 1% Column labeled “Status” select “Any” from the drop down
I-(I:leilvelgnld’ ';\"ASS finally devised a plan to make things run smooth and list, then press the red “Go” button in the ninth column. If you
geéll;or?i eMS easy. | always take along a cooler with divides for the are only interested in . - reviewing shops for
Batesville. MS a certain time period, . e -, select the start
QUESVEE coffee and food, a stapler and a notebook for receipts. and end date in the 4 . 4 fourth and fifth
q column in your log and > : | press the “Go”
PA-many locations Lastly, | allow myself enough time at each location to ~
NC -many locaions S oy et fHyouony | | P [anitovion
feel comfortable about where | am going and what | : 4 E R |
going shops for “XYZ Bank” * =& | ~ | then select “XYZ
need to do.” Bank” from the sixth | % & column and again
press the “Go” button. T You shopper log
Victoria, TX Marilyn loves mystery shopping and it shows. Thank will default back to your current shops, when

Port Lavaca, TX

. L ) you log out of the system. "For additional
Edna, TX you, Marilyn for your dedication to mystery shopping

information click the “Help” icon ~  at the top right hand

Dodge City, KS and your “you can count on me” attitude. side ofiyour screen.

Tipton, KS
Formoso, KS
Beloit, KS

-Pinnacle Staff

Springfield, IL
Quincy, IL
Swansea, IL
Jacksonville, IL

Emporium, PA
Port Allegany, PA
Coudersport, PA
Jersey Shore, PA

Liberty, PA

Canisteo, NY Page 2
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What's New?

Writing
Comments
That Speak

We will go over seven easy

Step 3: Products & Services We are thrilled with the launch
Your supplemental comments
should include information about the
specific products and services that
were recommended to you and what
the Representative said to support

his/her recommendations.

of JobSlinger Plus. This new

web tool is a real time saver!

. If you are accustomed to
steps that will cover each Step 4: Materials/Brochures
You should include information on
any handouts, brochures, etc. that
you were given. Any materials that
the Representative used to
supplement his presentation should
be included in your commentary.

scouring Sassie job boards for

aspect of writing

hours a day, you will suddenly

commentary that is both find a lot of free time on your

accurate and informative. hands. This new web tool

Step 5: Asking for your Business allows all of your SASSIE Job

How did the Representative show or
verbally express that he wanted
your business? Your comments
should include specific quotes,
actions, and details to show that the
Representative was eager to gain
your business.

We pride ourselves on providing
our clients with commentary that
is detailed, informative, and
beneficial. We count on our
shoppers to provide accurate
information and good feedback to
our clients. We value our
shoppers’ opinions and
expectations of quality customer
service.

Step 1. How your shop started

Your summary should start with how
the interaction began when you walked
into the bank/credit union. You should
include details of the facility, greeting
from other employees, time you spent
waiting, and where your interaction
began (standing, at a Teller line, a
service desk, a Banker’s desk).

Boards to be linked together
using SASS-Watch. Even
shops that we do not post to
JobSlinger can be e-mailed

. directly t ing Sling Me.
Step 6: Close of Interaction rectly fo you using =fing Me

The end of an interaction is just as
important as the beginning. How

Step 2. Presentation With Sling Me you can even

When you accept an assignment Once you provide your scenario, the

you are agreeing to provide
commentary of your shopping
experience. Your comments
should include answers to all
guestions on the survey and
information to justify each “No”

Representative will begin his/her
presentation. Your comments should
indicate how the presentation started,
what questions you were asked, the
Representative’s rapport building
skills, etc.

the Representative closes the
interaction will leave a lasting

impression on a customer. Include
comments to describe actions or
statements that the Representative
made to end the interaction and to
show his/her appreciation for your

elect to receive Text Messages
sent to your Mobile phone so,
you will never miss another

assignment. New features like

response. Your objective is to
provide the facts of what did and
did not happen during your
shopping experience.

time. Job Dinger will automatically
Step 7: Overall Thoughts/Opinion search for your preferred shops
How did the Representative
measure up to your standards and
expectations of excellent customer
service? Include comments to
indicate whether or not you would
take your business to the
bank/credit union.

and alert you when they are
available.

Sass-Sync lets shoppers
update their profile information
in one place for all of their
Sassie companies.

If you want more information on
Job Slinger Plus, check out this
funny and informational video

at:

Why do you require my SSN?

One of the top questions we
receive from shoppers is, “Why
do you need my Social Security
number?”

The good news is that SASSIE shopper sign-ups take
place on a secure SSL layer, which encrypts the

transmission of data.
Pinnacle Financial Strategies
When logging into the Sassie system your internet

Federal law requires private businesses to collect o
388520 Street

Vero Beach, FL 32960
1-800-741-7758 ph
1-800-330-1304 fax
www.sassieshop.com/2proreview

) ) o browser will notify you that you are entering a secure
your SSN, when you are involved in a transaction in
) ) ) site. Shopper’s Social Security numbers are kept in an
which the Internal Revenue Service requires
o ) encrypted format in our database. Our SASSIE
notification. Shoppers that earn over $600 in a
) shopper database is housed on a separate server NOT
calendar year are reported to the IRS and will
) ) ) ) ) directly connected to the Internet. This provides an
receive an I-9 from Pinnacle Financial Strategies.

incredible layer of security against unauthorized use.
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