Metro Laser (Plymouth Meeting) - Secret Shopper Leads Test Report - 5/25/21
Overall Analysis: Adjustments are needed

Date of test – 5/25/21
Lead entered: 11:20 AM (EST)

Spa Response Time:
Phone call: Yes, the following day - 5/26/21 at 10:59 AM (EST)

Voicemail: Yes, the following day - 5/26/21 at 10:59 AM (EST)

Text Message: Yes, the same day - 5/25/21 at 11:20 AM (EST)

E-mail: Yes, 4 days later - 5/29/21 at 8:00 PM (EST). E-mail was unrelated to the CoolSculpting consultation request. Another unrelated e-mail was sent on 5/30/21.

Problems with form/button: None.

Follow-up Phone call: Yes - 5/27/21 at 3:58 PM (EST)

Follow-up E-mail: None.

Follow-up Text Message: None.

Areas that need improvement: Both of the e-mails that were sent were unrelated to the CoolSculpting consultation request, and they were not sent until 4 days after the lead was entered. No welcoming or follow-up emails were sent. No follow-up text messages were sent.

Insight Summary – The staff at Metro Laser (Plymouth Meeting) Center responded to the lead by sending a text message immediately after receiving the lead. A phone call was made and a voicemail was left the day after receiving the lead. A follow-up phone call was made the following day and another voicemail was left. Two e-mails were sent, but not until 4 days after receiving the lead, and the e-mails that were sent were unrelated to the CoolSculpting consultation request. No follow-up e-mails were sent. No follow-up text messages were sent.







Details about lead:

Metro Laser (Plymouth Meeting) - Secret Shopper Leads Test – CoolSculpting
Website - https://www.metrolaserphilly.com/plymouth-meeting-coolsculpting/
Confirm - https://www.metrolaserphilly.com/c/plymouth-meeting-coolsculpting/
Date: 11:20 AM (EST)
Time: 5/25/21

Name - Molly Wilson
Email - mollyewilson48@yahoo.com
Phone - 347-978-9529

Recommendations for the staff at Metro Laser (Plymouth Meeting):
· The staff at Metro Laser (Plymouth Meeting) sent a welcoming text message almost immediately, which is very beneficial because it lets the client know that their request has been received.  It also helps create an additional channel of communication between the spa and a potential client. However, no follow-up text messages were sent. We recommend sending a follow-up text the day after the lead is received, as well as the following day if you still have not heard back from the potential client.

· The team at Metro Laser (Plymouth Meeting) sent out 2 e-mails, but not until 4 days after receiving the lead. Additionally, these e-mails were unrelated to the potential client’s CoolSculpting consultation request. No follow-up e-mails were sent. We recommend sending a welcoming e-mail as soon as possible (within 24 hours) after receiving the lead. We also recommend sending a personal e-mail to the potential client the same day.  If you have not heard back, we recommend sending a follow-up e-mail the next day. Statistics show that sending welcoming and follow-up e-mails provide greater ROI results when it comes to leads. E-mails also aid in initiating and building a line of communication between the lead and the client.

· One phone call was made the day after receiving the lead, within 24 hours of receiving the lead which is great. Liz left a friendly voicemail. She made another phone call to the potential client the following day as well, leaving another voicemail. We highly recommend that leads should be contacted by a direct phone call within 24 hours of receiving the lead and contacted again by phone on the following day. Then, we recommend repeating this process a week later if there’s no response from the lead.
