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The Project: Paso Robles Wine Country Alliance asked the WISE Academy to conduct a survey of winery 

alliance members to understand the region’s strengths as well as areas of opportunities for wineries. Over the 

course of two months, WISE sent mystery shoppers to about 10% of the overall members (26 shops), ranging in 

winery size from boutique to large, and in location from both the East and West of Highway 46.  

 

Why WISE: Over the past few years, we have conducted over 3,500 mystery shops and have been tracking 

industry trends, which gives us a unique prospective. Our mystery shoppers are unbiased third-party, industry 

professionals who understand WISE standards regarding guest experience, sales skills and industry best 

practices (see below for more on this). Shoppers use our WISE Mystery Shopping Scorecard, which ensures 

consistency of feedback over time, shoppers, regions, etc., and consists of over 80 questions.  

 

Our Process: WISE standards regarding guest experience, sales skills, and industry best are as follows. Of the 

80+ questions, the questions are either binary (yes or no) or shoppers are asked to rate on a 5 point scale (1 = 

Poor, 2 = Fair, 3 = Good, 4 = Very Good and 5 = Excellent) 

 

There are two important scores. First, after visiting a winery, shoppers are asked to rate the overall guest 

experience, regardless of business goals. This is called the Overall Customer Satisfaction score which 

measures how the shopper would recommend the guest experience to a friend (irrespective of whether the 

winery met its business objectives or not).  

 

Second, from a business perspective, shoppers are asked to rate the WISE Triple Score which measures if the 

host:  (1) Asked for the order, (2) Effectively presented the wine club and (3) Attempted to capture contact data.  

 

The goal for successful DTC (Direct to Consumer) wineries is to have both high customer satisfaction scores as 

well as 3 out of 3 on the WISE Triple Score on every visit.  

 

We also measure how the winery is doing against the following core WISE concepts. 

1. On Stage vs. Backstage.  Don’t let you backstage show – Backstage issues are usually physical (i.e., 

smudged glasses, bathroom that needs servicing) but they can also be verbal (inappropriate attitude or 

comments in front of the guests).   

2. Silent Selling Tools.  Leverage non-verbal sales tools to facilitate more sales and support brand standards. 

3. Great Greeting (and Farewell).  You only have one chance to make a great first impression.  

4. Referral Source.  The best ice breakers build rapport by finding out what brought them to the winery. 

5. Service Heart.  Does the host really want to be “of service?”  Is service in his / her DNA? 

6. Surprise & Delight.  What did host do to exceed guest expectations?  Was it relevant to shopper’s interest?  

7. Delivery of Wine / Winery Information. Was their knowledge as well as passion/enthusiasm?  Need both. 

8. Use of Analogies & Great Storytelling.  These skills help educate, entertain and entice guests all at once. 

9. Sell the Brand First, Wine Second.  Brand needs to be compelling, unique and brought to life with great 

stories. 

10. Build Rapport.  Use relevant open-ended questions and then adjust the conversation accordingly (positive 

profiling) based on responses to tailor the interaction towards the guests’ interests.  

11. Professional Sales Skills including  

 Features & Benefits Selling – a feature is what something is, a factual statement about a product or 

service. Benefits appeal to the customer’s emotions, which makes the sale). 

 Planting Sales Seeds – best practice is to make suggestions for reasons to buy wine, sign up for a wine 

club membership, or join the mailing list throughout the experience and based on the guests’ interests.  

 Buying Signals – 70% of buying signals are non-verbal. Noticing buying signals is the first step to 

increasing sales.     
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On Tuesday July 12
th
 2017 Lesley Berglund, WISE Chairman and co-founder, presented the following result to 

the PRWCA membership meeting. 

 

The Results:  

 

 

 

For more information about WISE Mystery Shopping for your winery, please contact:  

 

Jennifer Warrington 

The Glue, WISE Academy 

Jennifer@WineIndustrySalesEducation.com 

Office: 877-740-WISE (9473) 

Fax: 877-852-6304 

Cell: 707-704-6817 
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