My Bella Vita Med Spa - CallRail Audit & Secret Shopper Results – July 23 to Oct 29
CallRail Audit Date range covering 88 calls from July 23rd to October 29th, 2019
Secret Shopper Leads Test: Needs Improvement
Observations & Assessments on Calls & Secret Shopper Leads Test:
· High Priority: My Bella Vita Med Spa had an extremely high number of "missed," or unanswered calls. About 33 of the 88 calls the spa received went unanswered or to the spa’s voice mail answering system. That’s almost 38% of all calls being lost due to being unanswered. 
· Overall, agents at My Bella Vita managed to schedule more than 19 appointments and consultations for different services. That number could be much higher due to callbacks as well as missed or unanswered calls.
· Responding agents mentioned promotions on certain services. However, on others – such as Coolsculpting – there was a lack of mention of promotions & discounts during some calls. Data shows that potential leads are more likely to schedule a consultation when promotions or discounts are used as incentives.
· The staff for My Bella Vita Med Spa needs to improve on how they handle incoming leads from our secret shopper department. During our secret shopper tests using the Spa’s online form to submit a lead, the methods and how the staff responded to such leads could improve. 
· Secret Shopper leads test results: Requires attention. (See report below following CallRail audit) 

To listen, first login here: https://app.callrail.com/
User: bellavitamedspaweb@gmail.com
Pass: Vita@630*Bella$1

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

 
Notes on call – Agent Summer - Caller wanted to know about how Coolsculpting worked. Went on to schedule an appt.
Extra analysis on call – Good all-around call on Coolsculpting. Agent was able to provide caller with information about CS. She also mentioned promotions which helped seal the consultation. Promos, agent and appointment good.
            						-----------
Call 2) - Listen to Call Here


Notes on call – One of the many calls which went unanswered by the staff at the spa.
Extra analysis on call – One of 33 calls where no one was available to pick up the call. In most cases, the callers hung up without leaving any information for a possible call back.
						-----------
===================================================================================
My Bella Vita Med Spa - Secret Shopper Leads Test Report Summary
Overall Analysis: Medium Priority - Requires attention 
Spa Response time: Phone call: 1 Phone call placed to the lead the day after form was filled out
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: None!
Follow up Phone Email: None!
Follow up Phone Text: None!
Staff’s Handling of Calls from Potential Leads Directly: Needs Improvement

On September 17th, 2019, at 11:16 AM EDT, a Secret Shopper lead test was performed on My Bella Vita Med Spa. 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 – Mario Dantes 
Email - Mrp.990123@gmail.com
Phone # - (407) 732-0190
Message - Hello. I was looking for reducing fat on my stomach area.

My Bella Vita Med Spa’s response to the secret shopper lead test requires attention. For one, it took the staff until the next day to contact the lead via a phone call. In addition, there were no text messages, emails or voice mails left to the lead. The fact that an automated or welcoming email was never sent to the lead is something that should be rectified and changed.
Following this, the second phase of the Secret Shopper test went into effect where a direct phone call was placed to My Bella Vita using the following tracking number - 630-381-8348. 
Total number of calls: 2
Date: October 30th, 2019
Time: 10:00 AM EDT
Call 1 -   


During the 1st call, the phone rang numerous times and no one picked up. After which, the call went to the spa’s answering system. The potential lead hung up to tried to call back again.
Call 2 -   


Again, the phone rang numerous times and no one picked up. The call went to the spa’s automated answering system. After both calls, the 2nd phase of the secret shopper leads test was abandoned.
-- 
[bookmark: _GoBack]Analysis on the website lead & phone call: The overall performance by the staff at My Bella Vita Med Spa requires some attention. As stated in the above Callrail audit, Bella Vita Med Spa already had a large number of missed or unanswered phone calls. The fact that neither of the two secret shopper leads test calls were picked up by anyone at the spa highlights this problem. In addition to this issue, there are other problems below that should be addressed by the Spa’s management as soon as possible.
Areas that require attention and can be improved by the staff at My Bella Vita Med Spa:
· The staff at My Bella Vita should not wait an entire day until they contact the lead via a phone call. Calls to potential leads should generally be done within an hour of receiving the lead, at most.
· A welcoming or acknowledgment text message should be sent out to the potential lead. This benefits the spa 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.
· It is very surprising and alarming that no kind of welcoming or automated email was ever sent to lead by the spa. Generally, spa’s which send out an email tend to do much better when it comes to obtaining responses from potential leads.
· At no time, was there ever a follow up phone call, text message or email ever sent to the lead. It is highly recommended that spa’s follow up on potential leads by calling them back directly. If not possible, then at least sending out either a follow up email or text message.
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