Cellular Intelligence Med Spa - CallRail Audit & Insights – Feb 18, to July 19th
Date range covering 88 calls from Feb 18, to July 19th, 2019
Observations & Assessments on Calls:
· Discovered that the phone to CIMESpa sometimes rings as much as 8 times before being picked up by an agent. There were several instances where the phone rang more than 5 times and no one answered and the callers hung up.
· Agent heather stood out among other agents for several reasons. For one, she was extremely cordial, energetic and helpful. More importantly, she mentioned promotions and discounts creating urgency. Lastly, she would begin her pitch to Coolsculpting callers by saying CIMESpa was "The number 1 provider of Coolsculpting in the Midwest."
· [bookmark: _GoBack]There were several instances where callers interested in Coolsculpting wanted pricing on it. However, agents would not give callers any pricing even when they continued to insist on a ballpark figure or rough estimate. In some cases, callers hung up since they said they had no way of knowing if they could afford it. On the other hand, there were about two occasions where callers were told that price for Coolsculpting would start at $750.00. 
· Due to an internal CallRail error, there were more than 20 calls captured before May 29th which did not load on CallRail. Also, could not download them for review either. Found the issue to be an internal problem with the CallRail Company due to errors in their updates. Ability to review these calls lost forever due to their error. Read explanation from CallRail CEO here. 
· CIMEDSpa had about 10 calls which were missed or went unanswered. However, due to error with CallRail on some calls, the number could be higher.
· Overall, there were more than 10 Coolsculpting and other consultations scheduled by agents during the time covered.  

To listen, first login here: https://callreports.netsertive.com/users/sign_in
User: Laura@cimedspa.com
Pass: BabyYoYo1

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

 
Notes on call - Agent Heather - Caller wanted to set up consultation on Coolsculpting. Caller wanted it for 3 different people.
Extra analysis on call – Agent Heather was very courteous and mentioned promotions and other discounts. She created urgency with the caller and ended up scheduling a consultation with her. Promotions, agent and appointment good.
            						-----------
Call 2) - Listen to Call Here


Notes on call – This caller was placed on hold instantly upon phone being picked up by responding agent or system.
Extra analysis on call – During this call, the caller was placed on hold right away without any acknowledgment from agent. She was kept on hold for more than 5 minutes. Luckily she did not hang up as she went on to schedule an appointment for Coolsculpting. Hold time adjust.
						-----------
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