Eternal Med Spa - CallRail Audit & Insights – May 3rd to August 1st
Date range covering 87 calls from May 3rd to August 1st, 2019
Observations & Assessments on Calls:
· Overall, Eternal Medical Spa had about 8 appointments set for Coolsculpting during the time covered. Number could be higher *(see below)
· * Due to an internal CallRail error, there were more than 21 calls captured before May 29th which did not load on CallRail. Also, could not download them for review either. Found the issue to be an internal problem with the CallRail Company due to errors in their updates. Ability to review these calls lost forever due to their error. Read explanation from CallRail CEO here. 
· Our research showed that Eternal Medical had a large number of "Missed Calls." About 26 of the 87 calls the spa received were missed, went unanswered or to the voice mail during the time covered. That’s almost 29% of all calls missed or unanswered. *Keep in mind that the number could be much higher due to calls which were not able to be monitored because of error stated above.
· When it came to callers inquiring about Coolsculpting, agents performed well. However, responding agents could do a much better job since many failed to mention any promotions being offered by Eternal Medical to secure CS appointments. Agents can also improve on how to “sell” Eternal Medical better. Example – Eternal Medical is one of the best and most qualified Coolsculpting providers in the New Jersey area. 

To listen, first login here: https://app.callrail.com/
User: eternalmedspaweb@gmail.com
Pass: 22332233$

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

 
Notes on call - Caller wanted to know about pricing of Emsculpt. Was told it would be out at the end of the summer.
Extra analysis on call – Agent should have first tried to get client to sign up before letting her know Emsculpt would not be out until later on in the summer. The caller hung up abruptly after that. You can hear agent saying “Would you like to set up……” to the caller which by then was too late.
            						-----------
Call 2) - Listen to Call Here


Notes on call – Caller wanted to know the price for Coolsculpting. Specialist Lena explained she was very competitive in her pricing. 
[bookmark: _GoBack]Extra analysis on call – In this call the caller was shopping around for the lowest Coolsculpting pricing. Even though Lena gave her the lowest possible, caller was still hesitant. Yet through her persistence in saying how competitive the spa’s pricing was – and that the consultation was complimentary – she managed to set up an appointment. Agent, price and appointment outcomes were all good.
						-----------
Call 3) - Listen to Call Here


Notes on call – One of the 26 missed or unanswered calls by Eternal Medical Spa. 
Extra analysis on call – Spa should try to do a better job when it comes to the number of missed or unanswered calls. More so when you consider the high number of callers the spa received wanting to schedule Coolsculpting appointments. 
						-----------
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