Center for Medical Aesthetics RI - CallRail Audit & Insights – May 23 to July 22
Date range covering 55 calls from May 23rd to July 22, 2019
Observations & Assessments on Calls:
· Discovered an issue with the Spa's automated messaging system when no one picks up the incoming calls. The phone rings more than 9 times before the message that no one is available begins to play. The message keeps playing in loops as they remain on hold. Many callers hung up after waiting on hold for more than 3 minutes at a time. See or hear an example of the call here. 
· Spa had an extremely high number of "Missed," or “Unanswered” calls. About 31 of the 55 calls the spa received were missed during the time covered. That’s almost 57% of all calls missed or unanswered. In some cases, some callers tried to get in touch with the spa calling about 4 to 5 times for an hour or so before getting through.
· The spa went on to schedule more than 18 appointments in the time covered which is very good. That amounts to a whopping 33% conversion rate on calls coming in. Most of them were for Coolsculpting consultations.
· Agents need to work on their answers to Coolsculpting questions and overall knowledge about it. Especial attention should be given to learning how to provide “Ballpark” figure pricing to callers. 

To listen, first login here: https://app.callrail.com/
User: centerformedicalaesthetics@gmail.com
Pass: RI@02908$sculpt

Calls for Review:
Call 1) - Listen to Call Here

 
Notes on call – During this particular call, the phone rang more than nine times before it went to the spa’s automated answering system. No one picked up during the high number of rings or after.
Extra analysis on call – The automation answering machine needs to be adjusted. Phone is ringing too many times before actual recording that one is available begins to play. Secondly, it then pauses again. Caller waited for almost 3 minutes before hanging up.
            						-----------
Call 2) - Listen to Call Here


Notes on call – Agent Marianne - Caller saw ad on website about free CS consultation and wanted to schedule one.
Extra analysis on call – One of several callers who decided to schedule a Coolsculpting consultation after seeing ads or promotions on the Spa’s website. Shows how crucial offering free consultation, promotions and discounts on CS is. And how it can result in appointments and leads.  
						-----------
Call 3) - Listen to Call Here


Notes on call – In this phone call, there’s another instance where no one was available to pick up the phone. But the person still remained on hold for about three minutes. 
Extra analysis on call – Found more than ten instances were the calls were not being picked up. Worse yet, many of the callers were kept on hold waiting for an average of 2 minutes and 37 seconds. Noticed some of the callers did not leave their information or called back. Automation, missed call needs adjustments.  
						-----------
Call 4) - Listen to Call Here


Notes on call - During this call, the caller had a few questions about Coolsculpting.  The caller also wanted a general idea on prices for CS
[bookmark: _GoBack]Extra analysis on call – Perfect example of what happens when agents refused to give callers at least a ballpark figure on Coolsculpting cost. This person wanted to know at least more or less how much it would cost for the treatment. Responding agent would not give her any kind of glimpse on pricing so she hung up resulting in a loss for the spa. Agent, pricing and information adjust.
	                                                                              -----------
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