Template - Secret Shopper Leads & Calls Report
Secret Shopper Leads Test Report Summary
Spa Response time: Phone call: No Phone calls placed to the lead
Spa Response time: Text Message:  No Text Messages placed to the lead
Spa Response time - No Email Messages sent to the lead
Problems with form/button: NONE
Follow up Phone call: No.
Follow up Phone Email: No
Follow up Phone Text: None!
Staff’s Handling of Calls from Potential Leads Directly: Requires Attention (Needs Improvement)
On September 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 - 
Email - 
Phone # - 
Message - 

NAME OF SPA 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. However, no text messages, emails or any other type of method was used contact the lead. 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. 
[bookmark: _GoBack]Total number of calls: 2
Date: September 17, 2019
Time: 2:54 PM EDT
Call 1 -   
Phone rang several times but no one picked up and the call went to the Spa’s automated messaging system. No message was left.
Call 2 -      
Date: September 17, 2019
Time: 6:40 PM EDT


Phone rang and it was answered by Nancy whom I told I had filled out a form online. I told her I had a few questions about Coolsculpting. The questions and answers went as follows: 
1. Does Coolsculpting really work? - Nancy said that she has amazing before and after photos to show it does and that CS does work. 
2. How much does it cost? - She would not give me a price until I asked for a ball park figure. She did mention a special of per cycle assessment - $600 a cycle.
3. How long does it last? - She said 25% of my fat cells would be gone forever. 
4. Am I going to experience any downtime? - She said no except for some minor pain compared to those as if I had done crunches.
5. Will my insurance cover it? - She said no since it is cosmetic. But they have the care with 2 years of no financing. 
6. How long does each treatment last? - She said it depends and will not know which cycle she is using. Each cycle is around 35 to 45 minutes a cycle depending on which one she uses.
7. How soon can I schedule an appointment? - Nancy said she had several openings for next week. 
Following our conversation, I told her that I would have to check out my schedule to let her know about my next appointment. 
--- 
Analysis on the website lead & phone call: Overall, Central Intelligence Med Spa had a good response time. They reached out to the potential lead obtained by their online forms being filled out the same day. But they never bothered to follow up by sending a second call, text message or email to the potential lead. Not even after more than a week went by. 
On the call, agent Jillian was very courteous, helpful and friendly in her tone. She was also willing to help try and answer the caller’s questions. She did mention that the Coolsculpting consultation was complimentary a few times. 
Areas that require attention and can be improved by the staff at -------  :
· Within minutes of first contact by the potential lead, there should be – and should have been – a confirmation or welcoming email sent to them. 
· The staff should not wait 3 days until they contact the lead via a phone call. Calls should generally be done within an hour at most.
· A welcoming or acknowledgment text message should be sent out to the potential lead. This works in several ways, not just letting the lead know that their request has been received. It also helps create a personal line of communication between the Spa and the potential client.
· At no time did the responding agent to the call ask the lead for his name in order to address him by such. She also never asked for his information to have on it file for future follow up by the staff.
· Agent Kylie did not mention any promotions until caller ask about them. In addition, she failed to mention the word "Complimentary" or free during the conversation about Coolsculpting consultation.
· We would also add that the responding agent did not say she was "more than happy to answer any questions," about CS. This can help potential client feel more at ease when asking tough or embarrassing questions. 
· While agent stressed the importance of a CS consultation, she did not mention that it was free of charge. Agent Kylie also failed to mention Care credit or other options for those asking about insurance coverage of the CS procedure.
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