Numa Spa - CallRail Audit & Insights – June 1st to August 6th
Date range covering 92 calls from June 1st to August 6th, 2019
Observations & Assessments on Calls:
· Numa Spa had an astounding number of appointments and consultations scheduled during the time audited. In all, there were *36 scheduled appointments scheduled for different procedures such as Coolsculpting, facials, Botox and others. The actual number could be much higher due to the calls from May not being able to be tracked. (see below *)
· * Due to an internal CallRail error, there were a large number of 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. 
· There were several instances where responding agents were unable to answer some of the questions callers had. Some of them were inquiries which the agents should be somewhat familiar with. Also, they kept using phrases such as “I don’t know,” when stumped on the answers. 
· Numa Spa had a low number of "Missed" or unanswered calls. In all, about 12 of the 92 calls the spa received were missed or went unanswered during the time covered. That is a very good ratio considering the high amount of scheduled consults the spa achieved.
· Overall, some of the responding agents could perform better when answering the phone and speaking to callers. In many cases, agents would remain quiet and not tell callers to hold on or wait while they searched for information or something else. Some also did not push callers about scheduling appointments or on promotions. 
· Discovered several instances where the phone was picked up or appeared to have been. However, no agent answered or could be heard from in the spa. In turn, callers hung up wondering if anyone was there. See call #5 for an example.

To listen, first login here: https://app.callrail.com/
User: advertising@numaspa.com
Pass: 703BBotox

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


Notes on call - Caller wanted to schedule an IPL appointment. But she had some questions about it and responding agent could not answer them. Said she would have to ask Darlene and call her back.
Extra analysis on call – One of several instances where responding agents appeared to have trouble answering basic questions. While this one may be a bit more complex, there were others that were much simpler and agents still had trouble with providing callers with information. Information adjust.
            						-----------
Call 2) - Listen to Call Here


Notes on call – Agent Christie - Caller had some questions about Coolsculpting. Agent went ahead and mentioned promotions and events. She then got a Coolsculpting appointment set up.
Extra analysis on call – This call is a great example of what an agent should do in order to get a client to commit to a Coolsculpting – or any other – consultation. Agent Christie took time to find out about promotions and schedule availability for CS appointments. She then mentioned it to client and he went on to set up a consultation. Agent, hold time, information, promotions and appointment Good!
						-----------
Call 3) - Listen to Call Here


Notes on call - Caller wanted price for micro derm and was told that it was a $100.00 by responding agent. 
Extra analysis on call – The agent missed an opportunity to tell the caller more about Numa Spa and why she should consider them when choosing a Spa. Clearly she was shopping around for a spa to call home as she said so. Responding agent could have let caller know that Numa Spa is one of the best spas in the entire Newport, VA area. In fact, it is something that should be done automatically by all agents. Spa self-promotion, sales pitch adjust. 
						-----------
Call 4) - Listen to Call Here


Notes on call - Agent Christie - Caller did not answer fast enough and agent hung up on her.
Extra analysis on call – Although you could not hear the caller speak right away, agent hung up on her before verifying if there was a caller on the line. The person was hung up on as she was beginning to say where she was calling from.					
-----------
Call 5) - Listen to Call Here


Notes on call - For some reason, no one responded to this caller. Unsure if it was the agent that needs adjustment or if there is a phone problem in the Spa. Caller ended up hanging up.
[bookmark: _GoBack]Extra analysis on call – One of several calls that seemed to not be picked up or answered by an agent. Also, if they did pick up, why did the agent not answer the caller? You can hear the caller in the background discussing Coolsculpting with someone. *Found other instances where this occurred. (Jul 11, 10:05am) (Jul 29 3:12pm)					
-----------
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