Neem Medical Spa - CallRail Audit & Secret Shopper Results – June 10 to August 10th
Date range covering 22 calls from June 10th to August 10th, 2019
Secret Shopper Leads Test Results: Very good, but can use some improvement.
Observations & Assessments on Calls & Secret Shopper Leads Test:
· Neem Medical Spa went on to schedule about 5 appointments for different procedures including some for Coolsculpting. That averages to about 1 appointment for every 5 calls or 23% which is good.
· Discovered numerous instances where agents where not mentioning promotions or discounts to callers. They were also not creating any urgency with the callers in regards to Coolsculpting or other procedures. 
· Neem had about 4 "Missed” or unanswered calls that went to Spa’s Voicemail system.
· The conclusion on how the agents from Neem Medical Spa responded to leads coming into the spa is very good. They performed well contacting the lead via a direct phone call within an hour. However, the lead was never sent a text message directly. (See results on secret shopper leads test report below)

To listen, first login here: https://app.callrail.com/
User: neemmedspas@gmail.com
Pass: Coolsculpt2019$

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

 
Notes on call – During this call, the caller wanted to know if Coolsculpting was right for her.  She went on to schedule a complimentary consultation.
Extra analysis on call – Even though the caller went on to schedule a consultation, the agent missed a great opportunity to mention Coolsculpting promotions or discounts. Agents need to create more urgency with callers who inquire about any services, not just Coolsculpting.
            						-----------
		
Secret Shopper Leads Test Report Summary
Spa Response time: Phone call: 39 mins later 2:36 PM
Spa Response time: Text Message:  No Text Messages placed to the lead
Spa Response time - Email: 13 mins later at 2:10 PM
Problems with form/button: NONE
Follow up Phone call: Yes, 2nd call placed to lead - 8/12/19 at 5:35 PM
Follow up Phone Email: Yes, 2nd email sent to lead on 8/17/2019 at 3:51 PM and 3rd on 8/22/2019 at 3:55 PM
Follow up Phone Text: None!
On August 12th, 2019, at 1:57 PM EDT, a Secret Shopper lead test was performed on Neem Medical 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 spa’s staff response to leads coming in and their 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 - Jerry Michaels
Email - Jwp_99_01@mail.com
Phone # - 201-677-5371
Message - Looking to shed some fat from my chest and stomach area

Neem Medical Spa had a very good response to the secret shopper lead test. The staff members contacted the lead via a direct phone call within 39 minutes of the online form inquiry being filled out. In addition, they sent out an introductory confirmation email within 13 minutes. However, there was never any text messages sent to the lead at any time. 
Following the great response time, the second phase of the Secret Shopper test where a phone call was placed to the Neem Medical staff was never carried out. 
-- 
[bookmark: _GoBack]Analysis on the website lead response time: Overall, Neem Medical had an almost excellent response time. Their follow up phone calls and follow up emails also helped make their overall response very good. The only area that could use some improvement is the text messaging part. No one ever sent a welcoming text message to the lead. 
Areas that require attention and can be improved by the staff at Riverside Medical:
· A welcoming or acknowledgment text message should be sent out to any potential leads. 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.
· The staff at Neem Medical can also improve on their approach to potential leads with their welcoming emails. They lack a friendly and personal approach which is much more effective than the automated responses used presently by the spa. 
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