Monarch Aesthetics – Secret Shopper Test Calls
Date: July 8, 2019
Time: 3:29 PM
Total number of calls: 1

Call 1 -      


One call to Monarch Aesthetics to the following tracking number - 614-215-9149 via a secret shopping test call. 
Spoke to receptionist Kathy. I asked her the following questions:

Before anything, she asked me where I had heard about Monarch from. I told her I found them online through Google Search. 
I then asked her if she could tell me about the Coolsculpting procedure. Does it really work at all? But before she could answer, she placed me on hold briefly. Still, she did so without taking any of my information down in case I hung up or we got disconnected. 
Kathy then came back on, I went on to ask her about down time, does it hurt. She said there could be some discomfort, no downtime though. 
I then asked her how much one of the treatments would set me back or cost? I told her I was trying to do my Abs. Agent Kathy told me I might need a few treatments. I persisted on asking for a ‘ballpark’ figure. She said a very ballpark would be about $800.00 each. When I told her it was too high, she remained quiet. I waited to see if she would interject and mention a promo or some discount. I had to ask her again and clarified myself that it would bring the price down once I bought more cycles. 

My next question was whether or not insurance covered it. She said they do not file any insurance so it doesn’t cover it. I waited to see if she would tell me about another option and when she did not, I asked her about another one. She then mentioned care credit as another way to make payments easier. 
Kathy went on to ask me for my DOB = 7-23-87, phone number - 201-591-5294 and Email address - Playa4thee1@yahoo.com which I provided. 

I proceeded to set up an appointment for July 16, Tuesday 2:30 PM. Kathy asked me if I knew where they were located, I told her I would get it from the website. She said I would be seeing Heather for my appointment. 
-------
My notes on the call = 
[bookmark: _GoBack]Overall, agent Kathy was okay when it came to the Coolsculpting appointment setup. I did noticed that she placed me on hold before taking any of my information down in case I hung or we got disconnected. She also quoted me a high number starting at $800 for applicator though and mentioned purchasing about 12 cycles which is quite a lot. When I complained about the high amount to see if she would interject, she remained quiet. I then went on to mention myself that the price would come down to $500.00 per cycle if I purchased all 12 of them. 
In addition to this, I was not told about any promotions other than the complimentary consultation. In the end, Kathy was friendly and courteous and seemed interested in getting me to commit to a CS consult. I did go on to schedule one for next week. 
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