Grace Medical Aesthetics - CallRail Audit & Insights – June 9 to July 16th
Date range covering 296 calls from June 9th to July 16th, 2019
Observations & Assessments on Calls:
· Found an instance where the spa missed or failed to answer 6 straight calls on June 11th from 2:05 PM all the way to 4:51 PM. It appears no one was available to pick up the phone or answer calls coming in. This also happened on July 2, July 16th and other dates. Callers unable to reach spa for hours at a time.
· Overall, Grace Medical had more than 86 appointments or consultations scheduled from callers or leads.
· Agents continue to place callers on hold for long periods of time. In most cases, agents are not even acknowledging the callers. They simply say “Please hold” without waiting for a reply from them. A vast majority of callers hung up without having information taken down or agents knowing their reason for calling.
· There were at least 18 calls were “Hold Time Adjustments” needed to be made by the spa and agents. 
· Spa had a large number of "Missed" or “Unanswered” Calls. About 76 of the 296 calls the spa received were missed or went unanswered during the time covered. Worse yet, many of the calls were missed back to back or in continuous fashion for hours at a time. 

To listen, first login here: https://app.callrail.com/
User: graceinjector@gmail.com
Pass: Charis01

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


Notes on call - Caller placed on hold immediately after agent picked up the phone. She was kept on hold for more than 4 minutes. Caller wanted to make an appointment for Injectables. The person went on to schedule an appointment. 
Extra analysis on call – This caller was placed on hold instantly by agent without the receptionist asking if it was okay or taking down their information first. She was kept on hold for over four minutes. Hold time adjust. 
            						-----------
Call 2) - Listen to Call Here


Notes on call – Again, this caller was placed on hold right away by the responding agent.
Extra analysis on call – Another caller placed on hold right away by agent without taking down their information. This caller was kept on hold for more than 5 minutes after which she hung up. Hold time, agent adjust. (This happened over and over again more than 18 times during other calls.)
[bookmark: _GoBack]						-----------
Call 3) - Listen to Call Here


Notes on call – This particular caller wanted to know about the Coolsculpting procedure. She wanted information on how it works, pricing and how many treatments she needed.
Extra analysis on call – Person calling wanted to know information about Coolsculpting; especially pricing. However, agent did not bother to answer any questions and instead only mentioned a complimentary consult. Caller explained that she lived far and wanted to make sure she could afford it. When pressed on ballpark figure of pricing, agent did not give anything out. The caller then said she was not interested. Information, pricing and agent adjust.						
                                                                    -----------
Call 4) - Listen to Call Here


Notes on call - Agent Cristina - Caller wanted to know about the services available at the spa. Agent mentioned injectables, facial, hair restoration, Laser hair, laser facial and a the spa having a chiropractor on board. 
Extra analysis on call – At no time did agent mention Coolsculpting as one of their services. Information adjust.
					-----------
Call 5) - Listen to Call Here


Notes on call - Caller placed on hold immediately upon agent answering phone. Caller waited and then agent switched over, and placed on hold again. Caller hung up.
Extra analysis on call – Call shows continuous pattern from agents where they place callers on hold as soon as they answer the phone. In this instance, agent switched over after keeping caller on hold for more than 7 minutes. Agent then said “How can I help you?” and did not wait for a response. Then, she placed caller on hold again. Agent never gave caller a chance to respond. After which, caller hung up. Agent and hold time adjust.					
                                                                                  -----------
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