Docere Med Spa - CallRail Audit & Secret Shopper Results – August 23 to September 18th
CallRail Audit Date range covering 81 calls from August 22rd to September 18th, 2019
Secret Shopper Leads Test Results: Call response time was excellent. But other areas are troubling & require improvement.
Observations & Assessments on Calls & Secret Shopper Leads Test:
· The Spa’s greeting message appears to confuse callers into thinking no one is answering the phone. It is also too long and more than twenty callers hung up before the actual ringing started. *Recommend changing, fixing or updating automated system.
· Docere Med Spa had a large number of "Missed or Unanswered" calls. About 26 of the 81 calls the spa received were missed or went unanswered during the time covered. That’s almost 33% of all calls missed or unanswered.
· Overall, Docere agents managed to book more than 18 appointments during the time covered. That is about 24% which is pretty good; especially when you consider the high number of unanswered calls. Some callers left voicemails stating that they wanted to schedule consultations for services. 
· Discovered a pattern where agents are placing callers on hold right away without taking down their information. Worse yet, some callers are kept on hold for more than 5 minutes in certain cases. In addition, some agents are not apologizing for keeping potential clients on hold. 
· Overall, Docere Spa agents are not mentioning promotions or discounts as often as they should. Coincidentally, some of them appear to NOT know basic answers to questions callers had regarding different services.
· The conclusion on how the agents from Docere Med Spa responded to leads coming into the spa is somewhat mixed. They performed well contacting the lead via a direct phone call within an hour. However, there were numerous other protocols which were not followed. Also, the way the potential lead was handled by responding agent when he called the spa directly was also troubling. (See results on secret shopper leads test report below)

To listen, first login here: https://app.callrail.com/
User: allison.l.leonard@gmail.com
Pass: WEcool$216*#

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


Notes on call - Caller hung up - automated message too long.
Extra analysis on call – One of many calls were the automated message seems to take too long. Callers appear to believe no one is there since “ringing” doesn’t begin right away. The callers end up hanging up without leaving a message. Automation adjust. 
            						-----------
Call 2) - Listen to Call Here


Notes on call – Caller complained about the automation problems she had with Docere Spa when calling previously. She said she called twice and the phone hung up on her. She went on to schedule an appointment with Maggie.
Extra analysis on call – This caller confirms the automation issues happening with the Docere automated messaging system. She is one of more than a dozen callers with similar issues. Some hung up before the phone rang. Others before the line was picked up by an agent; some were confused by it. Then there were those – such as this caller – who simply had issues with the entire automated system. Automation adjust. 
						-----------
Call 3) - Listen to Call Here


Notes on call – This particular caller was placed on hold instantly by the agent without her information being taken down. She was kept on hold by the agent for almost 6 minutes. The caller wanted a consultation for Old Therapy.
Extra analysis on call – The spa’s agents need to adjust how they place callers on hold and for how long. This caller was kept on hold for more than 5 minutes and luckily, she did not hang up. In addition, at no time did the agent apologize for keeping her on hold for so long. She went on to schedule a consultation. Hold time, agent adjust.
						-----------
Call 4) - Listen to Call Here


Notes on call – This caller had a previous appointment and needed to cancel it because she said her mother was in the hospital.
Extra analysis on call – During this call, the caller said she had a previous appointment and needed to cancel it due to her mother being in the hospital. However, responding agent did not even offer any “I’m sorry to hear that,” or show any kind of empathy. Instead, she cut off the client and asked her about rescheduling consultation. Agent adjust.
					-----------
===================================================================================
Secret Shopper Leads Test Report Summary
Spa Response time: Phone call: 7 mins later 10:09 AM
Spa Response time: Text Message:  No Text Messages placed to the lead
Spa Response time - No Email Messages sent to the lead
Problems with form/button: NONE
Follow up Phone call: No.
Follow up Phone Email: No
Follow up Phone Text: None!
Staff’s Handling of Calls from Potential Leads Directly: Dismal (Needs Improvement)
On September 19th, 2019, at 10:02 AM EDT, Secret Shopper lead test was performed on Docere Med Spa. This included filling out a lead form on the website and later calling the spa directly. That was done in order to test the lead form, the spa’s staff response to leads coming in and their overall handling of callers. 
Below are the results.
Lead sheet was filled out at using the Coolsculpting link. This is the confirmation link.
The following information was entered in the lead form:

Name – Charlie Pagan
Email - Mrp.990123@gmail.com
Phone # - (347) 480-9290
Message - Would like to know if my chest and belly fat can be helped by this treatment

Docere Med Spa had a very good response time to one part of the secret shopper lead test. However, they performed very badly in other areas. The staff members contacted the lead via a direct phone call within 7 minutes of the online form inquiry being filled out. A person by the name of Joelle left a detailed voice message. But there was never any text messages sent to the lead at any time. In addition, no confirmation or any other kind of welcoming emails were ever sent to the lead. Lastly, the number from which the lead was contacted from appeared as “Private” or “Blocked” on the lead’s caller ID phone. 
Following this, the second phase of the Secret Shopper leads test went into effect where a phone call was placed to Docere Med Spa’s staff using the following tracking number - 216-716-2214. 
-- 
Total number of calls: 1
Date: September 20th, 2019
Time: 10:14 AM EDT
Call 1 -   


The phone call went through the automated process and then rang. An agent by the name of Kaitlyn picked it up. I informed the agent that my name was Charlie Pagan and I had filled out a form on their website. I also told her that I got a call from someone named Joelle and the number showed up BLOCKED on my caller ID which is why I did not pick up the phone. She asked me if I wanted to schedule an appointment but I told her I needed some questions answered first. I then went on to ask her the following questions:
1. How safe is the Coolsculpting Procedure? – Agent Kaitlyn said that the only way to determine that would be by coming in for a consultation. *This answer is the wrong response since CS is safe and potential clients should be told as so. They don't need a consultation to determine that.
2. Can you tell me if I am a good candidate without me spending any money? – She said yes, because the consultations were free.
3. Is the fat actually removed by Coolsculpting? – At this point the agent seemed to become annoyed by my questions. Agent Kaitlyn sounded as if she did not want to answer any more questions from the lead and said she had a hard time hearing him. *Call recording shows that there was no problem with the call or sound).
At this point, I went ahead and told her that I never received an email from anyone at the spa. (For which she never apologized.) I also told her I would call back the next day.
-- 
Analysis on the website lead & Phone Call response time: Overall, Docere Med Spa had an excellent response time when it came to contacting the lead via a direct phone call. However, not sending an email – confirmation or otherwise – to the lead is troubling. In addition, no one ever sent a welcoming text message to the lead. Plus, there’s the issue of the caller ID and Spa’s number coming out blocked. 
On the call itself, responding agent Kaitlyn was not too friendly or courteous in her tone. She also seemed unwilling to answer the caller’s questions. In fact, she said she could not hear him several times. Also, promotions or discounts were never mentioned to the caller by the agent.
Areas that require attention and can be improved by the staff at Docere Med Spa:
· A welcoming or acknowledgment text message should be sent out to any potential leads. This benefits the spa 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.
· The staff at Docere Med Spa can also improve on their approach to potential leads with their emails. Not sending any kind of an email to a potential lead is quite unusual; especially for a top rated spa.
· During the call to the Spa, when lead said "Good morning" to the agent, she brushed him right off and simply said "Hi, how can I help you?" without saying good morning back. During the end of call, lead said “Thank you,” to the agent. She also responded with a “Uh Huh,” instead of a “You’re welcome.”
· The lead informed the agent that he had a few questions and concerns he needed answers to before scheduling a consultation. However, she did not say anything to reassure him that she wanted to gladly answer those questions. Generally, other agents from top spas respond by saying "I would love to answer any questions or concerns you may have about Coolsculpting," or any other services.
· Agents answer to one particular question from the lead – whether or not Coolsculpting was safe – was wrong.  
· At no time during the call, did the agent address the lead by his name. In fact, the lead told agent Kaitlyn his name a few times over the course of the call. *Surveys show that addressing potential leads by their names creates better results. 
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