Numa Spa - Secret Shopper Leads & Calls Report
On August 7th, 2019, at 9:32 AM EDT, a Secret Shopper lead test was performed on Numa 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 – Eric Villa
Email - brilliantsources@mail.com
Phone # - 407-732-0190

Numa Spa responded to the lead the same day in less than a half an hour. A call was placed by someone named Page to the lead’s phone number where she left a message. A confirmation email was also send to the lead about 10 minutes after the form online was filled out. However, no text message of any kind was sent to the lead. In addition, the lead was 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 Numa Spa using the following tracking number - 757-797-1849.
Total number of calls: 1
Date: August 8th, 2019
Time: 10:38 AM EDT
Call 1 -   


The phone rang and it was answered by a receptionist named Heather. I informed her that I was calling back in regards to a Coolsculpting inquiry I had filled out on their website. Right away she asked me if I wanted to schedule a consultation. But I told her I had some questions I needed answers to first before doing so. 
Heather told me I would need to speak to a specialist so they could answer all of my questions. She also mentioned an upcoming Coolsculpting event and special pricing. Since I knew her answers to my questions would be limited, I then went on to ask her only a few questions. 
1> How many sessions will I need? - She said it would depend on case by case basis. CS specialist would have to see me, free of charge. 
2> Is the fat that actually removed by Coolsculpting? Heather said it freezes the fat cells, but CS was not a weight loss. She also said she did not know how the whole process works. 
3> How safe is the Coolsculpting Procedure? She said it was very safe and people come in to do it all the time. 
4> Does insurance cover any part of it? No, insurance does not.
5> What should I expect to pay for Coolsculpting? Heather said that any questions in regards to pricing would need to be answered by a CS specialist. She also mentioned an Allergen rewards program at the upcoming event. 
Heather once again mentioned "Special pricing" on the Coolsculpting night out event as well as food, prices and other things being offered to those who attended. 
Following our conversation, I informed Heather that I would be speaking to my Girlfriend about our conversation and would then call back to set up the appointment. 
Analysis on the website lead & phone call: Overall, Numa Spa had an excellent response time. They reached out to the potential lead obtained by their online form being filled out the same day. They were also quick to send an email to the lead. Still, Numa Spa never sent a text message to the lead.  
In regards to the call, agent Heather was very courteous, helpful and friendly in her tone. She was also willing to help try and answer the caller’s questions. Heather was quick to mention that the Coolsculpting consultation was complimentary a few times. She also brought up the Coolsculpting event and mentioned promotions as well.  
[bookmark: _GoBack]On the negative side, the agent was not able to give potential client a price quote; not even a ballpark figure. She was also unsure about how the whole Coolsculpting process works. In the end though, Heather was extremely helpful, upbeat and engaging. She also tried to get lead caller to commit to a CS consultation several times. 
Secret Shop Leads Test Call - Numa Spa - 8-8-19.mp3
null

352.08224


image1.emf
Secret Shop Leads  Test Call - Numa Spa - 8-8-19.mp3


