CT Skin Doc - Secret Shopper Leads & Calls Report
On July 10th, 2019, at 9:43 AM EDT, a Secret Shopper lead test was performed on CT SKIN Doc. This included filling out lead forms 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 following Coolsculpting link. This is the confirmation link.
The following information was entered in the lead form:

Name - John Hill
Email - brilliantsources@mail.com
Phone # - 201-591-5294
Selected Location – Milford, CT.

CT Skin Doc did respond to the lead the very same day at 10:36 AM EDT. A call was placed by Jenn to the lead’s phone number where she left a message. However, while no text messages where sent, there was a follow-up email sent to the lead. Still, the lead was not contacted by anyone from the spa again. No other emails, phone calls or text messages were received by the lead after the first attempt at contact. 
Following this, the second phase of the Secret Shopper test went into effect. This was where calls were placed to CT Skin Doc using the following tracking number - 203-295-0969. 
Total number of calls: 1
Date: July 22, 2019
Time: 1:12 PM EDT
Call 1 -   


Automated messaging system. Pressed 1 to connect. After which, automated messaging system continued and prompt 2, then option 7 was pressed. Phone rang and an agent named Jillian picked up. Spoke to Jillian and I told her I had filled out a form online about a week ago and had some questions about CS. She asked me how far along I was in my research. For the most part, she said she could try to answer some of the inquiries. But, she had to refer me Jan in order to get most of my questions answered and get an appointment set up. I told her that I needed most of my questions answered before I go on to schedule a consultation. 
Jillian said she may be able to answer some of my questions but may need to refer me to Jan for answers to others.
Caller then went ahead and asked her the following questions:
1. How safe is the Coolsculpting Procedure? - She said it was totally non-evasive and that you won't feel anything since it is cold. (Did not really answer my question until I pressed her.)
2. Can you tell me if I am a good candidate without me spending any money? - Jillian said I would have to be within 20 pounds of my goal weight. (Did not really answer my question until I pressed her.)
3. Is the fat actually removed by Coolsculpting? - The layer of fat is removed, but it takes a least two treatments. 
3a. If so, how much of it? – She said it depends on the area that you are having treated.
4. What should I expect to pay for Coolsculpting? Jillian did not answer this question. Even when I pressed her for a ballpark figure, she would not give me a price quote.
5. Does insurance cover any part of it? – Agent said no, it is all out of pocked. She did not mention any care credit or other payment options. 
6. Are there any side effects or downtime? None, to her knowledge. 
7. How long before I see any results? Agent said it would be about 3 months to begin to see the results
--- 
After Jillian finished answering my questions I told her I was still hesitant to schedule a consultation. That was due to the pricing question - even without a ballpark amount - being given to me. 
--- 
Analysis on the website lead & phone call = Overall, CT Skin Doc had a great response time when it came to reaching out to potential leads obtained through their online forms being filled out. However, they never bothered to follow up by sending a second text message or email to the potential lead. They also never took time to contact the lead back via another phone call. Not even after more than a week went by. 
On the call, agent Jillian was very courteous, helpful and friendly in her tone and demeanor. She was also willing to try and help answer the caller’s questions. She did mention that the Coolsculpting consultation was complimentary a few times. 
[bookmark: _GoBack]On the negative side, the agent was not able to give potential client a price quote. Not even a ballpark figure; even though caller told her this was crucial in order for him to go ahead and set up an appointment. It seemed at times as if she was unsure on some of the information. She also had trouble answering a few of the questions. Or at least being more to the point with them such as whether or not Coolsculpting was safe.
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