Nusbaum Medical Centers - CallRail Audit & Insights – July 11th to July 28th
Date range covering 72 calls from July 11th to July 28th, 2019
Observations & Assessments on Calls:
· Discovered several instances where callers were being placed on hold right away; even when stating they wanted to schedule an appointment for a consultation. A few of them hung up after being kept on hold. A sample of when this happened can be seen or listened to below on Call # 3.
· 1) Spa should really reconsider changing or updating their automated messaging system or the way the answering of calls system is set up. It appears over 15 or more callers hung up right away after listening to the beginning or part of the automated message. Most callers did not wait for other prompts or to leave a message.
· 2) When callers choose prompts to connect to the operator or spa, often a "Please wait" message comes on. They wait on hold again and then another message comes on saying "Sorry, no one is available to take your call." In all cases, callers hung up abruptly without leaving any of their information or reason for their call.
· Spa had a large number of "Missed Calls" or calls that went past the automated prompts and no one answered. About 31 of the 72 calls the spa received were missed, unanswered or not picked up during the time covered. That’s 43% of all calls missed or unanswered. 
· *** Number of missed; unanswered calls may be higher as some were not tagged as such due to spa’s automation system setup. Plus, there are about 15 calls were callers hung up before the status of their calls could be counted or considered. 

To listen, first login here: https://app.callrail.com/
User: drmichaelnusbaum@gmail.com
Pass: Weightloss2018!

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


Notes on call - Caller wanted to schedule an appointment for Coolsculpting.  She then went on to schedule a consultation.
Extra analysis on call – This was a good all-around call where the agent answered a few questions about Coolsculpting and then went on to set up an appointment for the caller.
            						-----------
Call 2) - Listen to Call Here


Notes on call – Automated message - Caller placed on hold by the Spa’s automated system. When agent picked up, caller did not respond back the first time or fast enough so the agent hung up on her.
Extra analysis on call – During this call, caller was placed on hold immediately by the automated system. When agent came on the line, she said her welcoming greeting to the caller. But when caller did not respond right away or fast enough, agent hung up. The caller can be heard saying “Hello, hello” soon after agent hung up on her. 

***Agents should and need to wait a few seconds longer and verify callers have not hung up and are still on the line. More so when callers been on hold for a few minutes waiting for someone to pick up. It is only fair for agents to wait a few more seconds before hanging up.
						-----------
Call 3) - Listen to Call Here


Notes on call – This caller wanted to schedule an appointment for a consultation. But she was placed on hold right away by the responding agent.
[bookmark: _GoBack]Extra analysis on call – In this instance, the caller said she wanted to schedule an appointment for a consultation. However, responding agent placed caller on hold without asking her any information. Call then dropped. Hold time and agent adjust. Please note that while caller did call back, this could have resulted in a lost appointment and revenue to the spa due to the agent’s actions.
						-----------
Call 4) - Listen to Call Here


Notes on call - Caller wanted to know pricing on treatment of Coolsculpting. Agent spoke about weight loss medication.
Extra analysis on call – Caller initially mentioned that he wanted to do ‘freezing of fat cells’ which is Coolsculpting. However, instead of mentioning specials or sharing information about CS, the agent veered away and spoke about medication weight loss. When caller was told about the $300.00 consultation fee and other medication requirements, he asked for alternatives. It was then that agent changed back to Coolsculpting. While caller ultimately scheduled a complimentary CS consultation, it could have been a lost appointment. In addition, no promotions or specials were mentioned to incentivize the caller.
		                                   -----------
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