CT Skin Doc - Call Rail Audit & Insights 
Audit covering 53 calls 
Observations & Assessments on Calls:
· CT Skin Doc had a large amount of missed or unanswered calls. Overall, the spa missed about 17 calls which is about 32%. Based on the high percentage of appointments set from calls, it is recommended that this issue be addressed and corrected as soon as possible.   
· CT Skin Doc had a good amount of calls from potential leads wanting to know more about Coolsculpting. In the majority of calls, the callers went on to schedule a Coolsculpting appointment. Most of the callers said they found the site using Google organic search. 
· While agents were mentioning that the Coolsculpting consultations were free, they were not mentioning any promotions to the callers. Our research data shows that mentioning discounts and promotions tends to lead to more appointments being booked. 
· In all, CT Skin Doc’s staff set up more than 18 appointments or consultations. The majority of them were for patients inquiring about Coolsculpting. This is an excellent ratio of almost 33% which is pretty high. When you deduct missed or abandoned calls, the percentage is more than 67% which is excellent. 

To listen, first login here: https://app.callrail.com/
User: manager@ctskindoc.com
Pass: winter11

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

 
Notes on call – Agent Donnelly - Caller wanted to know about Coolsculpting. She also asked agent about pricing. Caller was given a high quote. In addition, no promos or discounts mentioned.
Extra analysis on call – During this call, the responding agent provided a price quote for the caller. However, it is recommended that when quoting a price, the lowest applicator - $650.00 – is mentioned as an example. In addition, agent did not provide any incentives to caller such as mentioning that consultations are complimentary. Nor did she mention any promotions or discounts. Price, promotions adjust.
            						-----------
Call 2) - Listen to Call Here


Notes on call – This caller wanted to schedule a consultation for Coolsculpting. The caller went on to make one.
Extra analysis on call – Good job by the agent letting the caller know that the Coolsculpting consultation was complimentary. The person went on to schedule a CS consultation. Agent, promos and appointment good. 

						-----------
Call 3) - Listen to Call Here


Notes on call - Agent Donnelly - Caller was interested in learning more about Coolsculpting. Hold time adjust.
[bookmark: _GoBack]Extra analysis on call – During this call, the prospective client had a few questions about Coolsculpting. However, the agent placed him on hold more than 3 times during 3 different occasions. In total, hold time lasted for more than 8 minutes. While the agent did apologize, hold time and the process behind it, needs to be adjusted. 

						-----------
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