Neem Medical Spa  - Call Rail Audit & Insights
Audit date range covering 52 calls from Feb 6 to June 4, 2019
Observations & Assessments on Calls:
· Spa had a large number of "Missed Calls." About 27 calls were missed or went to automated message during the time covered.
· Concerned about Spa’s phone answering system. It begins with automated message which leads to another automated message. In total, it lasts about 18 seconds. Most callers hang up before the message ends. The majority of all without leaving any info. All but 2 callers left info for call back; and one was a sales call.
· The spa’s automated system is a detriment which needs to be addressed. Especially since  it begins with having to choose and then again another automated system. Also, there is the music which plays in the background when callers are placed on hold. Below is an example call with the music which seemed to have frustrated the caller into hanging up.
· While there are some agents who knew pricing, information and provided promotions, others did not. They were some that did not mention any promotions and were not even aware of them. Callers had to explain to the agents that they saw the promotions or discounts on the Spa’s website.

Calls For Review:
Call 1) - Listen to Call Here 
Notes on call - Caller wanted to know the price and info of Ultra Therapy. Agent could not answer most questions. Transferred to Nicole who answered her questions.  
Extra analysis on call – Agents should know some of the basic information regarding these procedures.  
            						-----------
Call 2) - Listen to Call Here
Notes on call – Calls begin with automated system which if not picked up after 3 to 5 rings, goes into another automated system. 
Extra analysis on call - Detected that most callers hung up without leaving any messages or information. Some did not even wait for the complete message to play out before hanging up.
						-----------	
Call 3) - Listen to Call Here
Notes on call – Agent Amanda. Caller wanted to know price and other info for Coolsculpting. Overall, a great call from agent Amanda. Provided info on CS, pricing and offered caller promotions. 
Extra analysis on call – Perfect example of how an agent should handle a call on Coolsculpting or other services. Agent was very knowledgeable, helpful, friendly and provided great information. She then went on to make an appointment for caller.
-----------
Call 4) - Listen to Call Here
Notes on call – Caller wanted to find out about Msculpt. Unsure if agent did not know price herself, placed him on hold to get someone that knew prices or for another reason. After being placed on hold by agent for about a minute, caller hung up before anyone answered.
Requires Attention: Caller may have hung up for being placed on hold. But it also could have been due to the music. Listen to the music playing in the background. It may be that some find it annoying or too loud. Perhaps a more mellow type of music or adult styled. This music resembles something out of an Ice cream truck.
-----------
Call 5) - Listen to Call Here
Notes on call – Agent Michelle. Caller wanted pricing for MSCULPT treatment. 
Extra analysis on call – Agent provided pricing for one area. However, it seemed as if agent was not aware or did not know about discounts and promos featured in website. The customer was the one telling her about them. 
-----------
Call 6) - Listen to Call Here

Notes on call – Agent Victoria. Caller wanted to know about financing. Was interested in MSculpt.
[bookmark: _GoBack]Requires Attention: One of 3 calls from the same person. The first two went to automated system or unanswered. In both cases, she hung up and then call back a third time. About 3 other callers who tried to get through on the first 2 calls, experienced the same problem. One caller called 3 times but got the automation system all three times! However, unlike the others, he never called back. (See or Listen to calls here) 

-----------

