Dello Russo - CallRail Audit & Insights – June 20th to July 24th 
Date range covering 109 calls from June 20th to July 24th, 2019
Observations & Assessments on Calls:
· [bookmark: _GoBack]The calls to Dello Russo Laser Vision were often long and lasted about an average of 4 minutes and 17 seconds. Some calls were as long as 20 minutes. Agents took time to answer caller’s questions and their concerns. 
· During this month’s audit, there were two different incidents were two different agents appeared to get somewhat flustered by callers. In both cases, they spoke over callers and could have handled the situation differently. Both calls can be found below in the report for further inspection. See calls #3 and #7. 
· Dello Russo agents managed to obtain 48 appointments for Lasik Surgery and other procedures. The ratio – when taken from the total number of calls – is close to excellent. 
· Spa had a small number of "Missed” or “unanswered” calls." Only 17 out of 109 calls the spa received were missed, went unanswered or went to Voice mail which is very good 
· Overall, agents performed very well when it came to callers inquiring about Lasik surgery and information regarding the procedure. There were some agents who provided great information on pricing. At the same time, others did not which may need adjusting. Most could do a better job mentioning promotions. 

To listen, first login here: https://app.callrail.com/
User: dellorussoweb@gmail.com
Pass: TFnLsg5Leex!)T!H

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

 
Notes on call - Agent Alex - Caller wanted to know about Long Island office procedures. Alex went on to provide great info to the caller and scheduled a consultation. 
Extra analysis on call – This call shows how important it is for an agent to be knowledgeable and willing to help callers. The caller was asking about a particular procedure and agent Alex explained other alternatives. Good info, agent and appointment.
            						-----------
Call 2) - Listen to Call Here


Notes on call – Agent Alex - Caller needed answers about general practice. Caller placed on hold by the responding other agent without taking his info down.
Extra analysis on call – During this call, person had some questions and had to be transferred to another department. Upon other agent picking up, the caller was placed instantly on hold without his information being taken down first. The caller then went on to hang up.
						-----------
Call 3) - Listen to Call Here


Notes on call - Agent Alex = Caller had an appt. and said Doctor was not at the office the day and time she went. Caller was upset because she was schedule wrongly and had taken a day off of work to go to the appointment. The person ended up arguing with the agent for almost 6 minutes.
Extra analysis on call – In this call, the person said she was scheduled for an appointment and no one was there. She was upset and it seems as if agent could have handled the situation a bit better. Although she was confrontational, the agent did not do much to calm the situation down. Agent needs adjustment.
						-----------
Call 4) - Listen to Call Here


Notes on call - Caller had consultation done and wanted to schedule Lasik Surgery. 
Extra analysis on call – All around good call from two different agents. Caller had consultation done and wanted to schedule Lasik surgery. He had numerous questions ranging in various topics. Agent answered his questions and explained everything in detail. She also mentioned promotions and care credit to the caller. They also got him approved for care credit. Agents, appointment, information good.				-----------
Call 5) - Listen to Call Here


Notes on call - Caller wanted to know locations and other info on Lasek and Lasik.
Extra analysis on call – This particular caller wanted information on locations. He also wanted to know if they did Lasik and Lasek. Agent did not appear to know about procedures other than Lasik. She also missed opportunity to explain to caller that Lasek is more invasive and that Lasik was a better option. Agent and information adjust.					
-----------
Call 6) - Listen to Call Here


Notes on call - Caller wanted information on his problematic eye and lasik surgery. He asked responding agent several questions.
Extra analysis on call – During this call, agent appeared to have trouble with the answers to some basic questions such as insurance and payment plans. She also placed the caller on hold without informing him. You can then hear the caller continuing to talk until he noticed she did not respond. It was then caller kept saying “Hello,” over and over again until he hung up. Agent and information adjust.
                             				-----------
Call 7) - Listen to Call Here


Notes on call - Caller wanted to know when the other office was going to call him back since he was there in Brooklyn a few days ago.  He ended up getting into an argument with the receptionist who said was named Lola.
Extra analysis on call – In this call, the caller wanted to know when the Brooklyn office was going to call him back. He then got upset when the agent did not give him the number to Brooklyn. But at one point agent was speaking over client. She then said the phones were being upgraded. Caller got upset with agent who said her name was Lola. Agent adjust.
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