Gilbert Med Spa - CallRail Audit & Secret Shopper Results – June 21st to August 27th
CallRail Audit Date range covering 35 calls from June 21st to August 28th, 2019
Secret Shopper Leads Test Results: Dismal performance (Requires attention)
Observations & Assessments on Calls & Secret Shopper Leads Test:
· Gilbert MedSpa had a good number of calls coming in from callers requiring information related to Coolsculpting. They had about 6 appointments set up and all of them were for Coolsculpting consultations.
· The Spa had a large number of "Missed or Unanswered" calls. About 13 of the 35 calls the spa received were missed during the time covered. That’s almost 40% of all calls missed or unanswered. 
· The agents at Gilbert MedSpa performed very well when it came to callers inquiring about Coolsculpting. Agents provided great information on CS and pricing. They also mentioned promotions being offered by the spa to secure CS appointments.
· A few of the callers wanted to speak to someone who spoke Spanish about Coolsculpting. Perhaps it is a sign of the types of leads that may continue to come in to the spa. Gilbert Med Spa may have to consider acquiring someone who can speak to these potential clients. 
· Gilbert Med Spa had a dismal response time handling leads coming into the spa via the website form. (See report & analysis below CallRail audit)

To listen, first login here: https://app.callrail.com/
User: info@gilbertmedspa.com
Pass: GilbertCR$1012

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

 
Notes on call - Agent Kass - Caller wanted information on Coolsculpting.  Agent went on to answer all questions and scheduled a CS consultation.
Extra analysis on call – This is an all-around good call as agent Kass was very helpful and informative to the caller. She mentioned promotions and created urgency. The caller went on to get an appointment scheduled for Coolsculpting. Price, promotions, agent, information and appointment good.
            						-----------
Call 2) - Listen to Call Here


Notes on call – Agent Selena – Caller placed on hold right away before her information was taken down. Also, during this call, the caller requested a Spanish speaking agent. Once told no, she said she would call back.  
Extra analysis on call – One of several calls where the callers were requesting a Spanish speaking agent to help them with information. Perhaps spa should consider having someone who speaks Spanish available since they are getting these many type of leads.
						-----------
Call 3) - Listen to Call Here


Notes on call – This caller was running late for her Coolsculpting consultation due to Uber issues. She had no choice but to reschedule her appointment.
Extra analysis on call – This particular caller had an appointment for CS and needed help with the address to the spa and Uber. But she tried calling and no one picked up, resulting in a missed call. It also ended up in her having to cancel and rescheduling her consultation. Spa had a large amount of missed calls this quarter and this was one of them.
						-----------
				
===================================================================================
Secret Shopper Leads Test Results –
On August 28th, 2019, at 10:24 AM EDT, a Secret Shopper lead test was performed on Gilbert Med Spa. This included filling out a Coolsculpting 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. The lead sheet was filled out at using the Coolsculpting link. This is the confirmation link.
Below are the results.

The following information was entered in the lead form:

Name - David Montes
Email - Mrp.990123@gmail.com
Phone # - 407-732-0190
Message - Wondering if the belly fat I have can be removed with this procedure?

Gilbert Med Spa had a dismal overall response to the secret shopper lead submitted by MedStar Media secret shopping agents using the Spa’s online form. They sent out an automatic confirmation email to the lead at 10:28 AM EDT. However, that was the only form of contact used by Gilbert staff to contact the Coolsculpting lead. There were never any direct phone calls placed to the lead by anyone from the Gilbert Med Spa staff. In addition, no text messages of any kind were ever sent to the potential Coolsculpting customer either. This even though more than 6 days have passed since the lead was first submitted. 
Following the dismal performance from Gilbert, the second phase of the Secret Shopper test – calling the spa directly - was never initiated. 
[bookmark: _GoBack]Analysis on the website lead: Overall, Gilbert Med Spa had poor response time to how they handle potential leads. They never reached out to the potential lead that filled out their online form. The only form of communication carried out by the spa was an automated welcoming email. The fact that no phone calls, text messages or emails to the lead have been made more than 5 days after is disappointing and alarming. Gilbert Med Spa needs to make significant changes to how they contact potential leads. Not only on how long they take to reach out to them, but also the methods by which they do so. 
image2.emf
Gilbert Med Spa - Call  Two - 8-28-19.mp3


Gilbert Med Spa - Call Two - 8-28-19.mp3
null

93.63889


image3.emf
Gilbert Med Spa - Call  Three - 8-28-19.mp3


Gilbert Med Spa - Call Three - 8-28-19.mp3
null

241.4406


image1.emf
Gilbert Med Spa - Call  One - 8-28-19.mp3


Gilbert Med Spa - Call One - 8-28-19.mp3
null

253.48988


