Center for Medical Aesthetics RI - CallRail Audit & Secret Shopper Results – May 23 to August 29
CallRail Audit Date range covering 80 calls from May 23rd to August 29th, 2019
Secret Shopper Leads Test: Center’s Staff Needs Improvement
Observations & Assessments on Calls & Secret Shopper Leads Test:
· Discovered what seems to be 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. 
· Center for Medical Aesthetics RI had an extremely high number of "Missed," or “Unanswered” calls. About 55 of the 80 calls the spa received were missed during the time covered. That’s almost 69% 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 21 appointments in the time covered which is very good. That amounts to about 27% conversion rate on calls coming in. Most of them were for Coolsculpting consultations. *Number could be much higher if not for all the missed calls and agents lack of mentioning promotions and discounts.
· 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. 
· Center for Medical Aesthetics RI agents need to provide callers with promotions and discount information. In many cases during calls, the responding agents did not take time to mention any promos or discounts. Lack of mentioning these incentives may have resulted in loss of appointments being set up.
· The staff for Center for Medical Aesthetics RI spa needs to do a better job handling incoming leads. During our secret shopper leads test using the Spa’s online form to submit a lead, the response time from the staff was mediocre at best. (See report below following CallRail audit) 

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 tried to get through for almost 3 minutes before hanging up.
            						-----------
Call 2) - Listen to Call Here


Notes on call – Agent Marianne – This particular caller saw ad on website about free CS consultation and wanted to schedule one.
Extra analysis on call – This is one of several callers who decided to schedule a Coolsculpting consultation after seeing ads or promotions on the Spa’s website. The call shows how crucial offering free consultation, promotions and discounts on CS are. It also shows 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
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.
	                                                             -----------
Call 5) - Listen to Call Here


Notes on call - Agent Maryann – The caller wanted pricing on Coolsculpting for double chin.
Extra analysis on call – During this call, you can hear caller asking about payment options. The agent mentions “Care Credit,” to the caller. However, when the caller asks more about it, the responding agent remains silent and does not answer. In addition, there was no mention of promotions or discounts to entice caller into setting up an appointment. Agent, info and promotions adjust.
                                                                         -----------
Call 6) - Listen to Call Here


Notes on call - One of several instances where the phone rings and rings and no one ever picks up.
Extra analysis on call – On this date – August 13, 2019 - there were several instances throughout the day where the phone just rang more than 10 times. In each case, no one was available to pick up the phone and answer incoming calls. More than 5 calls in row missed throughout the day; during morning and afternoon hours.  
                                                                       -----------
===================================================================================
Center for Aesthetics RI - Secret Shopper Leads Test Results 
On August 2nd, 2019, at 11:29 AM EDT, a Secret Shopper lead test was performed on Center for Aesthetics RI. This included filling out a lead form on the website and later calling the spa directly. That was done in order to test the lead form, the response of the spa to leads coming in and overall handling of callers. 
Below are the results.
Lead sheet was filled out at using the Coolsculpting link. This is the confirmation link.
The following information was entered in the lead form:

Name - Dayana Portes 
Email - dayana.p88_69@outlook.com
Phone # - (201) 677-5371
Message - I would like to target chin, stomach and underarms area. I wanted to see if you can help me with my belly fat, underarms and other areas.

Center for Medical Aesthetics RI had a subpar to dismal response to the secret shopper lead test. That’s because the Center’s staff waited 3 days before initiating any contact with the prospective lead. A phone call was finally placed to the lead by Marianne on 8/5/19 at 11:49 AM. When the lead did not pick up, a voicemail was left by Marianne to the lead. Someone also sent out an email later that day to the potential lead at 11:58 AM. 
However, no text messages were ever sent out to the lead nor was there any other form of contact attempted again by anyone from Center for Medical Aesthetics RI. Weeks passed by and the potential lead was never contacted again regarding the Coolsculpting inquiry. Following this, the second phase of the Secret Shopper test went into effect where calls were placed to Sound Shapes Spa using the following tracking number - 401-204-1308. 
[bookmark: _GoBack]*Please note that another secret shopper leads test on Center for Medical Aesthetics was done back in July 22nd, 2019. The results of that lead test were much worse than the present one. Staff members never bothered to contact the lead at all except for an email. No calls to that lead were ever placed. Name Used - Michelle Acosta, Email - babyxiog25@gmail.com, Phone # - 201-677-5371.
Total number of calls: 1
Date: September 4th, 2019
Time: 11:02 AM EDT
Call 1 -   
The phone rang and an agent by the name of Kylie picked up. I proceeded to inform her of my reason for calling. I told her my girlfriend and I had filled out a form online a few weeks back regarding a Coolsculpting consultation. But, she never asked me for any information to verify this or to have it on file. I then went on to ask her the following questions:


1. How safe is the Coolsculpting Procedure? – Agent Kylie said that it was very safe since it was non-invasive. 
2. Can you tell me if I am a good candidate without me spending any money? – She said with the consultation, they would be able to tell you whether or not I would be a good candidate. 
3. What happens to the fat? – She explained that it freezes through a process called cryolipolysis. 
4. Does insurance cover any part of it? – She said that it does not. * Did not mention care credit or other options. 
5. How long before I see any results? – Agent said that you can begin to see results within 4 weeks. 
6. Do you have any promotions or discounts going on right now? – She placed me on hold and then mentioned a 25% off. 
7. What should I expect to pay for Coolsculpting?? – Agent said she could not give me a ballpark figure on the price. When I informed her of the area, she then said it would start at $562 per cycle.
I continued speaking to agent Kylie and I told her that I would have to check out my schedule in order to commit to a consultation. 
-- 
Analysis on the website lead & phone call: Overall, Center for Medical Aesthetics had a lackluster response time. The staff at the Spa waited 3 full days before they reached out to the potential lead that filled out their online form. They also waited 3 days before sending an email to the lead. Still, no kind of welcoming or acknowledgement text message to the lead was ever sent. 
On the call itself, responding agent Kylie was courteous and friendly in her tone. While she seemed willing to help try and answer the caller’s questions, she did not appear to sound eager or happy to do so. In addition, no promotions, discounts or mention of the word complimentary regarding Coolsculpting consultation was ever done.
Areas that require attention and can be improved by the staff at Center for Medical Aesthetics RI:
· Within minutes of first contact by the potential lead, there should be – and should have been – a confirmation or welcoming email sent to them. 
· The staff should not wait 3 days until they contact the lead via a phone call. Calls to potential leads should generally be done within an hour at most.
· A welcoming or acknowledgment text message should be sent out to the potential lead. This benefits the spa in several ways; not just letting the lead know that their request has been received. It also helps create a personal line of communication between the Spa and the potential client.
· At no time did the responding agent to the call ask the lead for his name in order to address him by such. She also never asked for his information to have on it file for future follow up by the staff.
· Agent Kylie did not mention any promotions until caller asked about them. In addition, she failed to mention the word "Complimentary" or use the word free during their conversation about the Coolsculpting consultation.
· We would also add that the responding agent did not say she was "more than happy to answer any questions," about CS. This can help potential clients feel more at ease when asking tough or embarrassing questions. 
· While the agent stressed the importance of a CS consultation, she did not mention that it was free of charge. Agent Kylie also failed to mention Care credit or other options for those asking about insurance coverage of the CS procedure.
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