Four Seasons OBGYN - Secret Shopper Leads & Calls Report
On July 18th, 2019, at 3:39 PM EDT, a Secret Shopper lead test was performed on Four Seasons OBGYN. 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 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 Coolsculpting link. This is the confirmation link.
The following information was entered in the lead form:

Name - Henry Mills
Email - Playa4thee1@yahoo.com
Phone # - 347-480-9290

Four Seasons OBGYN did not respond to the lead until July 19, 2019 at 1:03 PM EDT. A call was placed by Valerie to the lead’s phone number where she left a message. She also sent a text message on Friday, Jul 19th, at 11:26 AM. But no emails were sent to the lead at any time. In addition, the lead was not contacted by anyone from the spa again. Following this, the second phase of the Secret Shopper test went into effect where calls were placed to Four Seasons OBGYN using the following tracking number - 210-404-4710. 
Total number of calls: 7
Date: July 22, 2019
Calls 1 to 4 -   


Time: 10:33 AM EDT
2nd call, 10:56 AM
3rd call, 12:02 PM
4th call, 12:04 PM
In each instance, phone rang several times but no one picked up and the call went to the Spa’s automated messaging system. No messages were left. 
*** After checking CallRail phone history and comparing timeline stamps on calls, found that Valerie may have been on the phone with Chris discussing marketing issues during 2 of the calls to the spa. In fact, in one instance she did confuse me and called me “Chris” when she answered the phone.
Call 5 and 6 -   


5th call, 12:07 PM
6th call, 12:14 PM
To make sure that the lead was not being ignored due to the phone number, calls were placed from a Texas number = 972-656-9619. Still the same results as the phone rang and the calls went to the caller’s voice mail system. I finally decided to leave a VM explaining the reason for my call and waited for a callback. It was never received. 
Call 7 -   
Date: July 24, 2019
Time: 2:04 PM
This was the 7th and final call to Four Seasons OBGYN. The phone again went to her VM and she did not pick up. She did call me back about 30 minutes later.
------
Analysis on the website lead & phone calls = in regards to the Secret Shopper lead submitted to the Four Seasons OBGYN website, the response was good. They only took a day to respond back, and sent out text messages for each call. However, there were no confirmation emails or welcome emails sent to the lead. In addition, the lead was never contacted again until he himself called back six full days later. 
On the second phase of the Secret Shopper call test, there were several problems. For one, lead was never able to get in direct contact with the spa even though a total a 7 calls were placed. They kept missing each other back and forth. To be fair, in certain instances that the lead called, Valerie appears to have called back later on and left a detailed voice message. But that was only to the Texas number. There were none for the NYC 347 phone. 
[bookmark: _GoBack]The spa may need to consider an agent to answer the calls. Besides this Secret Shop test, there were similar instances in the Call Rail audit report. They too showed a pattern where many calls were going to VM, going unanswered or lost in the transition. 
In the end, considering that Valerie is answering the phones herself and doing the Coolsculpting  procedures, she did well. 
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