C.I. Med Spa - Secret Shopper Leads & Calls Report
On July 31th, 2019, at 10:18 AM EDT, a Secret Shopper lead test was performed on Central Intelligence Med Spa. 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 - Kevin James
Email - Kd1-star567@outlook.com
Phone # - (972) 656-9619

Central Intelligence Med Spa did not respond to the lead until later on that day at 11:51 AM EDT. A call was placed by Genesis to the lead’s phone number where she left a detailed voice message. However, no text messages were sent. CIMED Spa did send out an email at 10:59 AM to contact the lead as well. After that, the lead was not contacted by anyone from the spa again. Following this, the second phase of the Secret Shopper test went into effect. This is where a phone call was placed to CIMED Spa using the following tracking number - 312-626-9170. 
Total number of calls: 1
Date: August 1, 2019
Time: 2:25 PM EDT
Call 1 -   


Phone rang and agent Mari picked up. I went ahead and informed her that I was calling in regards to a form I had filled out online a day earlier. I then told her I had a few questions I needed answers to. Agent Mari was hesitant to on the questions and then put me through to Lauren, a Coolsculpting specialist. I proceeded to tell Lauren the reason for my call and she was extremely courteous, friendly and helpful. She then went on to answer the following questions:
1. How safe is the Coolsculpting Procedure? - Lauren said it was the safest thing out there. It was non-invasive. 
2. Can you tell me if I am a good candidate without me spending any money? - She said that they offer complimentary consultation. 
3. What should I expect to pay for Coolsculpting? - Lauren said that everyone's body is different and she could not give me a price on it. Even though I asked for a ballpark figure, she could not provide one.
4. How many sessions will I need? - Specialist Lauren said she would have to see me before letting me know. 
5. Does insurance cover any part of it? - She said no, but she mentioned other payment options. 
6. Are there any side effects or downtime? - She said the only side effect would be the addiction I would get from wanting more and more Coolsculpting treatments.
7. How long before I see any results? - She said that around 30 days you may begin to see results. But in about 90 days is when you see the full results. 
Following our conversation, I told her that I would have to check out my schedule and call back to make an appointment. 
--- 
Analysis on the website lead & phone call = Overall, Central Intelligence Med Spa had a good response time. They reached out to the potential lead obtained by filling out their online forms the same day. However, no follow up email, second call or text message to the potential lead was received. 
[bookmark: _GoBack]When it came to the call, agent Mari was gracious in her tone. But when I asked Agent Mari the first question which was “how safe Coolsculpting was,” she hesitated. She also seemed to be caught off guard by it and then had to transfer me to a CS specialist. Luckily, Specialist Lauren was available right away to answer my questions. Still, responding agents should be able to answer basic Coolsculpting questions for this reason. 
On the negative side, CS specialist Lauren was not able to give potential client a price quote. Not even he asked for a ballpark figure. Nonetheless, Lauren was extremely helpful, courteous and friendly in her tone. 
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