
New Beauty & Wellness - Secret Shopper Lead Test

Date of Test – 7/21/21

Time of Test - 1:16PM MST

Overall Analysis: There is room for major improvement, only one text message, one email and one phone call were made to the lead. No voicemail. 

Service Tested: Dermal Fillers

Phone call: 7/22/21 @ 2:33PM MST

Voicemail: None.

Text Message: 7/22/21 @ 2:34PM MST

Email: 7/21/21 @ 1:41PM MST

Problems with form/button: None.

Follow-up call: None.

Follow-up E-mail: None.

Follow-up Text Message: None.

Areas that need improvement: We highly recommend that leads be contacted on the first day and within an hour, which did happen by email but not with any other method of contact. There was only one text message sent the following day, with no additional follow-up. Only one email was sent, and only one phone call but no voicemail was left. For optimal results, leads should be contacted with three methods of contact within the first 24 hours, which happened. However, no additional follow-up attempt was made with the lead, and no voicemail was left when the call was made to the lead. We are happy to help with setting up automated messaging to ensure initial and additional follow-up. 

Insight Summary – The overall response to the secret shopper leads test from the staff at New Beauty & Wellness requires attention. Although there were 1 phone call, no voicemail was left and no additional call. And while there was 1 text messages sent, no additional follow-up was made. We also recommend personal texts to make the lead feel connected. The email was the first method of contact, within the first hour of the lead being submitted. We recommend a text and phone call within the same timeframe as well. We recommend following-up with the lead a few days after the initial outreach if no connection with the lead has happened, then again another week from there before tabling the lead for a 30-day follow-up. 

Details about lead:

Website -  https://newbeautywellness.com/dermal-fillers/
Confirm - https://newbeautywellness.com/c/dermal-fillers/
 
Date: 7/21/21
Time:  1:16 PM MST
Name – Alessandra Brooks
Email - alessandrabrooks2@gmail.com
Phone - 816-533-5859
Message – I'm getting married and want to look my best.

Recommendations for the staff at New Beauty & Wellness:

●       An attendee called the following day after the lead submitted the request, but they never left a voicemail. No additional follow-up call occurred. We strongly recommend leaving a voice message for the lead to know that the submission was received and to open a line of communication. Additionally, we highly encourage following-up with the lead with at minimum two more phone calls before shelving for a 30-day follow-up. 

●       The was one welcoming text message sent to the lead the following day after submission. The message was informative on how to claim the coupon and a phone number of where to call back. No additional text message was sent. We strongly encourage following-up a few days after the initial text, and then again another 7-10 days after if no contact has happened with the lead. 

●       A New Beauty & Wellness staff member by the name of Julia sent a welcoming email to the lead within an hour after the lead was submitted, this is great as it lets the lead know that the request was received and opens a line of communication. No follow-up email was sent to the lead. Again, we encourage following up with all three lines of communication at minimum three times before tabling a lead. 


