YourFaceMD - CallRail Audit & Secret Shopper Results –  Nov 7th to Jan 14th
CallRail Audit Date range covering 138 calls from November 7th, 2019 to January 14th, 2020
Secret Shopper Leads Test: Needs Improvement & Adjustments.
Observations & Assessments on Calls:
· Overall, YourFaceMD had a great deal of appointments or consultations from calls coming. The percentage equals to about 25% from the total number of calls coming in. When the total of number of missed or unanswered calls are deducted, the percentage is about 38 which is excellent. The majority of the appointments set were for Botox and fillers.
· The agents answering the phones at YourFaceMD are some of the best we have audited. They are extremely knowledgeable about pricing and treatments. They are also very professional and courteous in their tone. Moreover, they go out of their way to answer questions from callers. 
· YourFaceMD had a large number of missed or unanswered calls. Overall, the spa missed about 33 calls which is about 23%. Based on the high percentage of appointments set from calls, it is recommended that the facility try to bring this number down in the future.   
· One of the few issues that agents need to work on is mentioning promotions a bit more to callers. In most of the calls, promotions on treatments were not mentioned until callers themselves inquired about it. 
· There are also pricing issues where high quotes were given to potential callers. (sample call below) In addition, in a few instances, some callers were kept on hold by agents for over 2 minutes or longer. (See sample call below)

To listen, first login here: https://app.callrail.com/
User: jrodriguez@yourfacemd.com
Pass: email sent to user to create password

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

 
Notes on call – Agent Jenny Lee – This particular caller wanted to re-schedule an appointment for Botox. She also wanted to know the pricing on it.
Extra analysis on call – This was an extremely difficult caller. She wanted pricing on Botox, but did not want to be charged for individual units. Caller said she was a nurse so she wanted the lowest prices possible. The caller was often hostile to the agent. Still, the agent kept her poise and cool. Agent Good.
            						-----------
Call 2) - Listen to Call Here


Notes on call – Agent Samantha - This caller wanted information on the pricing for the Coolsculpting treatment. 
Extra analysis on call – During this call, the person wanted to know the price of Coolsculpting treatment. The agent quoted her a price of $750.00 per cycle. However, it is always recommended that when giving out prices to callers shopping around, the lowest applicators or units should be quoted. Using the lowest applicator in price quotes will give the caller the lowest possible price. This is recommended even if they need to use a different applicator later when they come in for a consultation. Price adjust.
						-----------
Call 3) - Listen to Call Here


Notes on call - Agent Hethera - Caller was interested in purchasing – unintelligible - product. However, she was kept on hold for more than 3 minutes. 
Extra analysis on call – The hold time for this call was a bit longer than normal reaching almost 4 minutes. It may be that the agent may have been trying to find out the information on the order. Still, keeping potential customers on hold for as little as possible is always recommended. The agent was very apologetic to the caller which was good on her part. Hold time adjust.
						-----------
===================================================================================
Ran Y. Rubinstein - YourFaceMD - Secret Shopper Leads Test Report Summary
Overall Analysis: High Priority - Requires immediate attention 
Spa Response time: Phone call: No Phone call ever placed to the lead.
Spa Response time: Voicemail: No Voicemail left to the lead.
Spa Response time – Only an auto response email sent to the lead.
Problems with form/button: None.
Follow up Phone call: None!
Follow up Phone Email: None!
Summary: The overall response time to the secret shopper leads test from the staff at Ran Y. Rubinstein – YourFaceMD was poor and needs improvement. There were no direct phone calls, voicemail or text messages ever sent to the lead; even though the lead filled out the website form on 1/17/20 or 6 days ago. The only way they reached out to the potential lead was via an email. And that email was an auto-response email. 
Staff’s Handling of Calls from Potential Leads Directly: Needs Improvement & Adjustments.
Details about lead:
YourFaceMd Secret Shopper Leads Test – Emsculpt
Website - https://www.yourfacemd.com/procedures/emsculpt
Confirm - https://www.yourfacemd.com/c/emsculpt
Date: 1/17/20
Time: 10:51 AM

Name – Larry J. Bennett
Email - looks.wow23.4eva@gmail.com
Phone # - 516-252-6871
Message - Wondering if this sculpt thing could really help me build some abs muscle I been struggling with?
Areas that require attention and can be improved by the staff at YourFaceMd – Ran Y. Rubinstein:
· [bookmark: _GoBack]Contacting a potential lead via a direct phone call is by far the best way to ensure that the lead is converted into a client. The conversion rates on those contacted via a phone vs. those who are not are almost 4 to 1. In addition, it shows the potential lead that you value them enough as a customer to call them directly. Top rated facilities generally contact a lead within minutes or an hour after obtaining their information.
· YourFaceMd sent out an automated email to the lead. However, statistics show that sending out welcoming or more personalized confirmation emails provides greater ROI results when it comes to leads. This includes using the lead’s name when contacting them. Connection is key when trying to land new clients.
· No follow up emails or phone calls were ever sent to the potential lead again. We highly recommend that leads should be followed up on with a phone call, email or other way the next day or the following day. Then, an email, phone call and text again a few days or a week later. 
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