Nu Image Med Spa NJ - LocaliQ Audit & Secret Shopper Results – July 17 to October 13
LocaliQ Audit Date range covering 360 calls from July 17th to October 13th, 2019
Secret Shopper Leads Test Results: Very Good
Observations & Assessments on Calls & Secret Shopper Leads Test:
· High Priority: In more than twenty calls, Nu Image agents placed callers on hold immediately after answering the phone. In addition, the agents did not wait for callers to respond or to see if it was alright for them to be placed on hold. Some were kept on hold for several minutes (2 to 5) after which they hung up without ever leaving their information or reason for calling.  *One caller was kept on hold for more than 7 minutes (they ended up hanging up) see call below.
· During the time covered, Nu Image Med Spa managed to book more than 71 appointments or consultations for different treatments and services.
· Medium Priority: Nu Image had a large amount of Spanish speaking callers requesting to speak to someone who spoke Spanish. However, in numerous cases, there was no one available at the spa to accommodate them. Several of the callers were interested in the Coolsculpting procedure. Often, no one was available to discuss it, and it resulted in loss appointments. In addition, it appeared at times as if some of the responding agents did not sound or acted too eager to help them. Also found that Spanish speaking agent(s) did not sound too knowledgeable in the CS process. Or at least were unable to explain the procedure in the Spanish language. *Exception was agent Carolina who was very knowledgeable, helpful and friendly when speaking in Spanish to one potential customer.
· Discovered a pattern where agents where not mentioning promotions or discounts to Coolsculpting callers. In addition, some were not mentioning that the consultations were complimentary. Interestingly enough, agents mentioned promotions for other services such as Hydrafacial.
· Recommend that responding agents try to be more courteous, friendly and apologetic in their tone with callers. In many of the calls, agents did not greet callers or respond back with “Hello,” “Thank you,” & “You’re welcome.” When placing them on hold for long periods of time, some did not apologize to them. At other times, they demonstrated a lack of enthusiasm towards callers.
· Nu Image agents did a good job of answering calls that came into the spa. Overall, there were only about 24 calls which went unanswered, missed or to the system’s voice mail.
· Found numerous instances where callers had to be placed on hold by responding agents because they did not know the pricing of certain services. Recommend having a pricing sheet available for agents to make it easier for them to know certain prices.
· Secret Shopper leads test results: Very Good. (See report below following LocaliQ audit) 

To listen, first login here: https://reachedge.reachlocal.com
User: info@nuimagenj.com
Pass: Nuimage165*

Calls for Review:
Call 1) – Call from +12012589047 (02:06) via Organic Search – Date – 7/25/19
Notes on call – Caller wanted to know about RF Micro needling. She went on to schedule an appointment. 
Extra analysis on call – This agent mentioned “Free consultation” several times to the caller during their conversation. It is likely why the call resulted in a scheduled appointment. Agent, appointment and promotions good.
            						-----------
Call 2) - Call from +12012904788 (02:10) via Organic Search – Date – 7/26/19
Notes on call – This caller wanted to schedule a consultation for Coolsculpting.
Extra analysis on call – While this caller went on to schedule a consultation for Coolsculpting, the agent never bothered to mention any promotions. In fact, she did not even mention that the CS consultation was complimentary. This could have resulted in the caller not setting up an appointment. Promotions and agent adjust.
						-----------
Call 3) - Call from +13479785458 (01:03) via Social – Date – 7/27/19
Notes on call – During this interaction, the caller was placed on hold right away and was not informed by responding agent that she was being placed on hold.
Extra analysis on call – This caller was placed on hold by someone and was not told or did not hear that she was. She sounded confused after continuing to shout “Hello?” into the phone while trying to reach someone. She ended up hanging up. Hold Time and agent adjust.
						-----------
Call 4) - Call from +14087841050 (03:02) via Organic Search – Date – 7/30/19
Notes on call – This caller wanted to schedule a consultation for her and her mom. But she never got to do so since she was placed on hold by responding agent right away.

Extra analysis on call – This caller wanted to schedule a consultation for her and her mom. However, she was placed on hold right away by responding agent. After waiting for more than 3 minutes, caller hung up. Agent and hold time adjust. *Call history shows that this person never called back again meaning appointments and clients were lost.
					-----------
Call 5) - Call from +19734705500 (02:18) via Organic Search – Date – 8/12/19
Notes on call – During this call, the caller asked agent whom she was speaking with; the agent did not want or refused to give her name out. The caller wanted to know pricing for several procedures.
Extra analysis on call – Responding agent ignored this caller’s request to provide her with the name when asking whom she was speaking with. Instead of the agent saying her name, she simply repeated “This is Nu Image Med Spa, how can I help you?” Agent adjust.
					-----------
Call 6) - Call from +18622573383 (10:10) via Organic Search – Date – 8/14/19
Notes on call – This caller requested a Spanish speaking agent. She was transferred where she then told the responding agent that she had problems with weight and wanted to get rid of excess fat.
Extra analysis on call – The responding agent who helped this caller in Spanish did a great job. However, she needs to be better prepared to answer questions about the Coolsculpting or other procedures in the Spanish language. While she may know about the process in English, she seemed to have trouble trying to convey her knowledge about it in Spanish during this call. 					
                                                                          -----------
Call 7) - Call from +19735635455 (00:55) via Direct Site Traffic – Date – 8/15/19
Notes on call – This particular caller needed someone who spoke Spanish but no one was available. The caller wanted information on the Coolsculpting procedure.
Extra analysis on call – The caller requested to speak to someone who spoke Spanish as she was interested in the Coolsculpting treatment process. But the responding agent simply told her to come in for a free consultation and did not even bother to take down her information. She also did not have the caller go through the normal setting up of a consultation. Agent adjust.					
-----------
Call 8) - Call from +18606335500 (00:51) via Organic Search – Date - 8/15/2019
Notes on call – This caller was placed on hold right away and she didn’t even know it.

Extra analysis on call – One of several instances where callers were placed on hold by responding agents. However, the agents did not wait for an acknowledgment from the caller. In some cases, the people calling did not know they were placed on hold. You can hear them talking and then realizing it. Some of them hung up abruptly before their info was taken down. Agent adjust. 
					-----------
Call 9) - Call from +12019954220(02:58) via Organic Search – Date - 9/7/2019
Notes on call – This caller was placed on hold right away by responding agent. She waited on hold for almost 3 minutes and then finally hung up.
Extra analysis on call – One of more than a dozen calls where responding agents were placing people on hold right away. Some were kept on hold for more than 3 to 4 minutes and the callers ended up hanging up before their reason for calling or information was taken down. Hold time and agent adjust.					
-----------
Call 10) - Call from +19176925752 (03:45) via Direct Site Traffic – Date - 9/16/2019
Notes on call – This particular caller wanted to schedule a Coolsculpting appointment for his wife and himself. 
Extra analysis on call – During this call, the responding agent had a lack of enthusiasm towards the caller or about Coolsculpting. At no time did she mention any promotions nor did she say that the consultation was free. Also, the agent did not mention to caller that he could do consultation and procedure the same day until the caller himself mentioned it. Agent and promotions adjust.							                      
-----------
Call 11) - Call from +12014147494(04:03) via Organic Search – Date - 10/3/2019
Notes on call – This caller wanted to know about Msculpt treatment for her arms. She continually asked for a "Ballpark figure" on the process but agent did not want to provide that information. 
Extra analysis on call – One of many calls where callers requested a “ballpark figure” price on treatments. In most cases, agents did not provide one and most said they would call back and hung up. Once this agent finally provided this caller with one, the person went on to schedule a consultation. It shows how crucial providing ballpark figures can sometimes be when determining whether or not people schedule a consultation.
					-----------
Call 12) - Call from +19082770070 (07:15) via Organic Search – Date - 10/4/2019
Notes on call – This caller had an appointment and wanted to reschedule it. However, she was instantly placed on hold by the responding agent for more than 7 minutes. After waiting, she finally hung up.
Extra analysis on call – One example of many calls where people were placed on hold and agents appeared to have forgotten about them; or the agents never returned back to the call. Hold time and agent adjust.							
-----------

===================================================================================
Nu Image - Secret Shopper Leads Test Results 
On October 14th, 2019, at 10:01 AM EDT, a Secret Shopper lead test was performed on Nu Image Med 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 response of the spa to leads coming in and 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 – Michael Rojas 
Email - michael_0185@mail.com
Phone # - (201) 677-5371
Message - Wondering if this treatment can help remove extra belly fat in my stomach?

[bookmark: _GoBack]Nu Image Med Spa’s response to the secret shopper lead test was very good. Staff members contacted the lead within 2 hours and 52 minutes. They also sent the lead a text message 2 hours and 54 minutes later. In addition, an email was sent to the lead within 2 minutes of him filling out the form online. A second follow up email was sent to the lead 2 hours and 51 minutes later as well. However, no voicemail was left to the lead after he was called. Based on the great performance, the second phase of the secret shopper’s leads test – calling the staff directly – was never carried out. 



