Dr. Rene Moran  - Secret Shopper Leads Test Report Summary
Assessments on Secret Shopper Leads Test: Requires Attention
Results:
Spa Response time: Phone call: No Phone Calls placed to the lead
Spa Response time: Text Message:  Yes, text sent 6 days later on 10/24/19 at 11:06 AM (Nurse Lee) *But, the message did not mention where the text was coming from.* -  "Hi, are you still interested in a FREE coolsculpting consult? Let me know how I can be of help Thanks. Lee RN."
Spa Response time: Emails: Yes, email sent to the lead 21 minutes later.
Problems with form/button: NONE
Follow up Phone call: None.
Follow up Phone Email: Yes, at 10:00 PM (Why so late at night?) and the email sent was asking the lead to confirm their email address. 
Follow up Text Message: None
Staff’s Handling of Calls from Potential Leads Directly: Requires attention. Over 4 calls to the spa in total and in each instance, no one picked up. No call back even after leaving Voicemail messages with information requesting a call back.
-------------
On October 18th, 2019, at 10:49 AM EDT, a Secret Shopper lead test was performed on Dr. Rene Moran Medical Aesthetics regarding their Coolsculpting services. 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 – Diana Frias
Email - dayana.p88_69@outlook.com
Phone # - 201-677-5371
Message - I need some help with my chin and arms area

Dr. Rene Moran’s staff had a response to the secret shopper lead test which requires immediate attention. At NO TIME, did the staff members contact the lead via a direct phone call at all. This even though more than 6 days passed by from the time he filled out the form online and when the lead was first contacted. It was only then, that a text message was sent to the lead. However, the text message did not contain the name of the medical facility where the text was from or Dr. Moran’s name. One positive note was that the lead was sent a confirmation email 21 minutes after filling out the form online. 
Following this, the second phase of the Secret Shopper leads test went into effect where a phone call was placed to Dr. Moran’s Medical Aesthetics office using the following tracking number - 617-855-0038. 
-- 
Total number of calls: 3
Date: October 28th, 2019
Time: 3:48 PM EDT
Call 1, 2 and 3 -   
In each instance, the phone rang and no one at the spa picked up. After the 3rd call, a detailed voicemail message with his contact information was left by the lead. It included his reason for calling – seeking a Coolsculpting consultation - as well as his willingness to want a call back. 
*(We later found out that the office was closed since it was a Monday.) 2 days later, the lead attempted to call Dr. Moran’s office again.
Call 4 -   
Total number of calls: 1
Date: October 30th, 2019
Time: 9:47 AM EDT
The phone rang and no one at the spa picked up once again. Another detailed voice mail message was left by the lead. Following this, the 2nd phase of calling the spa directly was abandoned and the analysis and writing of the report was initiated instead.  
**After leaving those two voicemail messages, till this day – October 31st, 2019 – the lead has not been contacted again by anyone at Dr. Moran’s office.
-- 
Analysis on the website lead & Phone Call response time: Overall, Dr. Renee Moran’s staff had a response time and call to action that require immediate attention. As stated earlier, no one from Dr. Moran’s office ever called the potential lead directly via a phone call. In addition, no follow up messages or emails were ever sent to the lead again. 
On the call itself, there cannot be an analysis made since no one picked up the phone at the office. However, the lead left two different voicemail messages on distinct days for the staff to review. In both cases, the lead was not contacted back by anyone from Dr. Moran’s office which is rather surprising. Based on all of these issues, we highly recommend that the following changes be taken into consideration.
Areas that require attention and can be improved by the staff at Dr. Moran Medical Aesthetics:
· Not contacting the lead through a phone call directly was alarming and highly unusual; especially for a top rated medical spa. It is recommended that staff generally reach out to a lead via a phone call within an hour or two at the most of them filling out a lead sheet. In addition, we recommend a follow up phone call be placed to the lead a day or two later.
· A welcoming or acknowledgment text message should be sent out to any potential leads right away. 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. While a text message was sent by RN Lee, it was sent 6 days later. Plus, Dr. Moran’s information was not relayed during the text. 
· The staff at Dr. Moran’s Medical Aesthetics can improve on their approach to potential leads via their use of emails. The 1st email sent to the lead did not address the lead by their first or last name which can help make it more personal and detailed oriented. In addition, we wonder why a second email asking the lead to confirm their email address was sent by the staff at Dr. Moran’s office. 
· [bookmark: _GoBack]The way voicemail messages from potential leads are followed up on by the staff at Dr. Moran’s office needs to be addressed. If these messages are not being checked or if no one is returning the customer’s call, that is a cause for concern. It means that many other actual potential clients are not being followed up on or given the attention they deserve. 

