CoreSculpt Englewood  - Secret Shopper Leads & Calls Report
Date of test – 01/13/20 – Date of Call – 01/20/20
Secret Shopper Leads Test Report Summary
Spa Response time: Phone call: Yes, 6 hours and 7 minutes later.
Spa Response time: Text Message:  No Text Messages sent to the lead.
Spa Response time: Voicemail:  Yes, voicemail left 6 hours and 7 minutes later.
Spa Response time: Email:  - No emails sent to the lead.
Problems with form/button: None.
Follow up Phone call: None.
Follow up Phone Email: None.
Follow up Phone Text: None.
Summary: The overall response time requires some adjustments. No emails or text messages were ever sent to the lead. Also, no follow up phone calls, text or emails were ever sent to the lead again.
Following this, the second phase of the Secret Shopper leads test went into effect where a direct phone call was placed to CoreSculpt - Englewood Sports Medicine Orthopedic Surgery, P.C. staff using the following tracking number - 201-890-7058. 
Staff’s Handling of Calls from Potential Leads Directly: Requires some attention & adjustments.
-- 
Details about lead:
Coresculpt Englewood Secret Shopper Leads Test - Emsculpt
Website - https://coresculptme.com/emsculpt/
Confirm - https://coresculptme.com/c/emsculpt/
Date: 1/13/20
Time: 11:10 AM

Name – Marcus Rojas
Email - Mrp.990123@gmail.com
Phone # - 201-419-5198
Message - My name is Marcus Rojas and I am really interested in this coresculpt emsculpt treatment. Can you please tell me more about it?
[bookmark: _GoBack]Total number of calls: 1
Date: January 20th, 2020
Time: 3:23 PM AST
Call 1 -   


The phone rang and an agent by the name of Sherry picked up the phone. She then told me she would transfer me to Mariam to answer my questions about Emsculpt. I was placed on hold while being transferred to Mariam. Once she picked up she did not ask whom she was speaking to or anything like that. I had to tell her the reason I was calling. She then asked me what body part I was interested in having done. I proceeded to tell her my name and that I had filled out a form online and no one ever got back to me. (She never apologized for that) I then began asking her a few questions about the treatment. I then went on to ask her the following questions:
1. How much does an Emsculpt treatment cost? – Agent Mariam said it all varies and then went on to explain other things about the procedure.
2. Is there any downtime? – She said there wasn't any downtime.
3. How long before I see any results? – Mariam said that everyone is different. It was just like going to the gym, it takes some time to see results.
4. Does insurance cover any part of the treatment? – She said no it did not. She then mentioned the Care credit option.
5. Are there any promotions? – She said there was a promo - but she did not mention what it was.
Following these questions, I went ahead and told her that I would check with my girlfriend so we could set up an appointment together and then call back when ready.  
-- 
Areas that require attention and can be improved by the staff at Coresculpt Englewood:
· A welcoming or acknowledgment text message should be sent out to the potential lead. This works 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.
· Coresculpt Englewood never sent out a welcoming email to the lead; or any other type of email for that matter. Statistics show that sending out welcoming or confirmation emails provides greater ROI results when it comes to leads. 
· Overall, Agent Marian was courteous, helpful and knowledgeable about Emsuclpt and the process. She was able to answer the lead’s questions and provided a lot of other information on the procedure. However, there was a lack of mentioning of promotions and discounts by the agent. It wasn’t until the lead asked about promos that the agent acknowledged them; and even then she did not say what they were. There was also a lack of empathy on the call towards the caller as he continued to apologize about his coughing. At no time did the agent wish him any get well wishes or mention any concerns about it. (Data shows that empathy is one of the best ways to connect with a potential lead.)
· The lead mentioned several times that he had filled out a form online and that no one called him back. Still, none of the agents asked the lead for his information to check, write down and verify it or to have on record. The latter is very important since it can be used to follow up on the lead. Since agents did not ask for the lead’s info or write it down, following up would be close to impossible.
· No follow up text messages, emails or phone calls were ever sent to the potential lead again. We highly recommend that leads should be followed up on with a phone call and text message the next day or the following day. Then, an email, phone call and text again a few days or a week later. 
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