CT Skin Doc - Call Rail Audit & Insights – July 4th to August 5th 
Date range covering 16 calls from July 4th to August 5th, 2019
Observations & Assessments on Calls:
· During the time period covered, CT Skin Doc had 7 missed or unanswered calls. That is almost half of all calls to the spa not being answered by anyone.  
· [bookmark: _GoBack]Responding agents are still not getting callers who want an appointment to commit right away. Instead, they are taking down their information for a later call back from someone else. This can end up resulting in loss of appointments down the line.
· Discovered a lack of mentioning of any promotions when it came to Coolsculpting or any other services people inquired about. Also, agents were not creating any urgency with the callers. More importantly, no sales pitch or reasons as to why they should choose CT Skin doc was being mentioned to callers by responding agents. 

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 Emma - Caller wanted to know about Coolsculpting. Agent took down the caller’s information for a later call back.
Extra analysis on call – This caller wanted to set up a Coolsculpting appointment. However, agent simply took down her phone number and did not set one up with her right away. While this is marked as an appointment for the spa, it can still be unknown. CT Skin Doc should reconsider how they handle incoming requests for appointments.
            						-----------
Call 2) - Listen to Call Here


Notes on call – Agent Hannah - Caller wanted pricing info on Fraxel laser procedure.
Extra analysis on call – During this call, the responding agent missed a couple of opportunities which could have led to an appointment being scheduled. For one, she did not create any urgency with the caller. She also failed to mention any promos or discounts. Lastly, there was no ‘sales’ pitch on her part on why patient should choose CT Skin Doc to do the procedure. Agent, promotions, sales pitch adjustment.
						-----------
Call 3) - Listen to Call Here


Notes on call - Agent Jillian - Caller wanted info on Coolsculpting such as pricing and others. 
Extra analysis on call – This particular caller had a few questions about Coolsculpting including pricing. Responding agent failed to mention any promotions or create urgency with the caller. In addition, the caller said she had filled out a form online and appeared to not have been contacted yet. Agent, promotions, sales pitch adjustment. 
						-----------
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