New Beauty Wellness - CallRail Audit & Secret Shopper Results – May 22st to August 13th
CallRail Audit covering 308 calls Date range from May 22nd to August 13th, 2019
Secret Shopper Leads Test: 
Observations & Assessments on Calls & Secret Shopper Leads Test:
· During the time audited, New Beauty Wellness managed to schedule 149* appointments or consultations. These were for different services such as massages, HydraFacial, Sculpsure, laser hair removal and other services. That’s an astounding number of appointments to call ratio of almost 2 to 1. (For every 2 calls, 1 appointment or consultation scheduled.)
· New Beauty Wellness had what can be considered an average number of "Missed" or “Unanswered” calls. About 41* calls the spa received were missed or went unanswered during the time covered. 
· Audited discovered that some agents were not mentioning discounts the Spa had running on their website. Callers had to be the ones who brought it up during their calls when trying to schedule an appointment or consultation.
· * Due to an internal CallRail error, there were more than 28 calls captured before May 29th which did not load on CallRail. Also, could not download them for review either. Found the issue to be an internal problem with the CallRail Company due to errors in their updates. Ability to review these calls lost forever due to their error. Read explanation from CallRail CEO here.
· [bookmark: _GoBack]New Beauty Wellness had a good response time handling leads coming into the spa via the website. (See report & analysis below CallRail audit)

To listen, first login here: https://app.callrail.com/
User: newbeautywellness@gmail.com
Pass: Beauty2018#$

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

 
Notes on call - Caller wanted to know if there was any sculpsure location in NJ. Agent did not follow up on other alternatives.
Extra analysis on call – During this call, the caller was inquiring about “Sculpture” facilities in New Jersey. However, responding agent said she “Wasn’t sure.” Furthermore, she advised him to search online for the information. In doing so, potential client to New Beauty Wellness may have been lost to another spa. Agent and information adjust.
            						-----------
Call 2) - Listen to Call Here


Notes on call – This particular caller wanted to purchase an anniversary gift for his wife. He was unsure which package to purchase. 
Extra analysis on call – One of several calls where the potential clients were inquiring about certain procedures. However, they were the ones mentioning promotions running on the website, not agents. This agent – as well as others in different calls – missed opportunity to mention promotion. In doing so, they did not schedule appointment or in this case, sell the package deal to caller. Promotion and agent adjust
						-----------
Call 3) - Listen to Call Here


Notes on call – This caller saw an ad on the website about sculpsure. Transferred and then went on to schedule one after receiving right info.
Extra analysis on call – This call is a great example of how providing the right information to a potential client can go right. In this call, the caller had several questions about Sculpsure and ended up scheduling an appointment after the right information was given to him by responding agent. Information, agent and appointment good.
						-----------
Call 4) - Listen to Call Here


Notes on call - Agent Amy – During this call, the caller wanted to schedule 2 facial appointments. But she was kept on hold for a while.
Extra analysis on call – This caller wanted to schedule two appointments for facials. However, she was placed on hold for more than 8 minutes. Luckily she did not hang up and the appointments were set. Hold time and agent adjust.			
					-----------
Call 5) - Listen to Call Here


Notes on call - Agent Lillian – For this call, the caller wanted information on Sculpsure such as pricing and so on.
Extra analysis on call – During this call, agent Lillian took her time to explain pricing questions to the caller as well as information she wanted about Sculpsure. Lillian mentioned promotions and discounts and got caller to commit to an appointment. Promotions, agent, price and appointment good.		
===================================================================================		
Secret Shopper Leads Test Results –
On two separate times, secret shopper leads test were carried out on New Beauty Wellness.  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.
1st Lead sheet was filled out at using the Sculpsure link. This is the confirmation link.
The following information was entered in the lead form:

Date: 8/13/19
Time: 1:35 PM
Name – Mark Roberts
Email - Mrp.990123@gmail.com
Phone # - (972) 656-9619

2nd Lead sheet was filled out at using the Laser Hair Removal link. This is the confirmation link.
The following information was entered in the lead form:

Date: 8/13/19 
Time: 3:16 PM
Name – Marisol Parsons
Email - marisolsexi25@hotmail.com
Phone # - 407-732-0190 

New Beauty Wellness responded to both leads the same day. For the first lead (Sculpsure form) they contacted him in about two hours. A call was placed by someone named Andrea to the lead’s phone number where she left a detailed voice message. A confirmation email was also sent to the lead about 20 minutes after the form online was filled out. A second follow-up email was sent to the lead about an hour later. 
The second lead (Laser Hair Removal) was contacted in a much faster fashion. Someone called that lead about 12 minutes after the form was filled out which is was a very good response time. Again, a detailed voicemail was left by someone named Andrea. A confirmation email was also sent to the lead about 20 minutes after the form online was filled out. 
However, no text messages of any kind were ever sent to the either one of the leads. In addition, the leads were not contacted by anyone from the spa again. Following this, the second phase of the Secret Shopper test went into effect where a call was placed to New Beauty Wellness using the following tracking number - 203-720-6620.
Total number of calls: 2
Date: August 14th, 2019
Time: 3:19 PM, 4:17 PM EDT


During the first call to the 203-720-6620 tracking number, no one picked up. The call then went to the automated messaging system. About an hour later, a 2nd call was placed to New Beauty Wellness. This time the phone was answered by a receptionist named Andrea. I informed her that I was calling back in regards to a Sculpsure inquiry I had filled out on their website. We went over whether or not calls were sent out to me or not. After verifying, I went on to speak to her about the Sculpsure procedure. 
I began asking Andrea some questions about the procedure. I asked her how much the treatment would cost. She told me that it depends on the areas being treated and no pricing could be given. I asked her about the results and if they had any before and after photos available on their website for me to review. Andrea said they had a book available at the office, but not on the website. I also asked her about the difference between Sculpsure and Coolsculpting. She told me that Sculpsure uses heat. I then told her I would need to discuss it with my girlfriend to see if I would schedule an appointment.
Analysis on the website lead & phone call: Overall, New Beauty Wellness had a very good response time with both leads. They reached out to the potential leads obtained by their online form being filled out the same day. They were also quick to send an email to the leads. Still, New Beauty Wellness never sent any text messages to the leads.  
In regards to the call, responding agent Andrea was very friendly, helpful and courteous in her tone. She sounded genuinely willing to help try and to answer the caller’s questions. 
On the negative side, New Beauty Wellness did not send out any text messages to either lead. Pricing of any kind was also not given – not even a ballpark figure. In the end, New Beauty Wellness and the responding agents did a great job with handling leads. 
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