Park Avenue Esthetics - Secret Shopper Leads Test Report Summary
Assessments on Secret Shopper Leads Test: Dismal (Needs improvement)
Results:
Spa Response time: Phone call: No Phone Calls placed to the lead
Spa Response time: Text Message:  No Text Messages sent to the lead
Spa Response time: Emails: One Email sent to the lead
Problems with form/button: NONE
Follow up Phone call: None.
Follow up Phone Email: None
Follow up Text Message: None
Staff’s Handling of Calls from Potential Leads Directly: Good (But could use improvement)
On September 23rd, 2019, at 9:31 AM EDT, a Secret Shopper lead test was performed on Park Avenue Esthetics regarding their Emsculpt services. 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 spa’s staff response to leads coming in and their 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 – Santos Gomez
Email - Gomez.santos74@mail.com
Phone # - (347) 480-9290
Message - Would like to give this a try on my abs

Park Avenue Esthetics had a dismal response to the secret shopper lead test. The staff members did NOT contact the lead via a direct phone call at all. This even though more than 24 hours passed from the time he filled out the form online. In addition, there were no text messages sent to the lead at any time. The only form of contact from the spa’s staff to the lead was a confirmation or welcoming email. 
Following this, the second phase of the Secret Shopper leads test went into effect where a phone call was placed to Park Avenue Esthetics staff using the following tracking number - 203-872-9480. 
-- 
Total number of calls: 1
Date: September 24th, 2019
Time: 1:51 PM EDT
Call 1 -   


The phone rang and an agent by the name of Britney picked up. I informed her that I had filled out a form online regarding Emsculpt and had some questions. I then informed her that I was calling them because no one ever called me back or sent me a text message. She asked me if I wanted to schedule an appointment but I told her I needed some questions answered first. I then went on to ask her the following questions:
1. Is the Emsculpt procedure safe? – Agent Britney was about to answer me and then placed me on hold for about 20 seconds to get some information. She then told me that the procedure would be safe as long as I did not have any metals in my stomach or a hernia.
2. Will my insurance cover EMsculpt? – She said no since the procedure was considered cosmetic.
3. How many treatments of Emsculpt will I need? – Agent Britney said that they recommend 4 treatments and then went on to mention a special of four treatments for $3,000. 
4. How long are the treatments of EMsculpt? – She said they were about four weeks in between.
5. Is there any discomfort or pain I will experience? – Her answer was no except to say that it was like working out. The agent said I may have some soreness.
6. How soon and how long does Emsculpt results last? – At this point, the agent placed me on hold once again to double check. After a few moments she said they take about 4 months before I start seeing the results and that they last up to a year.
Following these questions, I went ahead and told her that I would check with my girlfriend so we could set up an appointment together. The agent mentioned an event coming up that it would have specialized pricing. 
-- 
Analysis on the website lead & Phone Call response time: Overall, Park Avenue Esthetics staff had a dismal response time when it came to contacting the lead via a direct phone call. Not contacting the lead directly or sending a text message to the lead is troubling & surprising. The only form of contact was an email sent to the lead. 
On the call itself, responding agent Britney was very friendly or courteous in her tone. She also seemed willing to answer the caller’s questions. However, she had to place the caller on hold twice in order to find out information or answers to his questions. Agent Britney did mention promotions and upcoming events as a way to entice the lead to schedule an appointment. She also mentioned that the consultations were free.
Areas that require attention and can be improved by the staff at Park Avenue Esthetics:
· Not contacting the lead through a phone call was alarming and highly unusual; especially for a top rated Spa. It is recommended that staff generally reach out to a lead via a phone call within an hour or two at the most of them filling out a lead sheet. 
· A welcoming or acknowledgment text message should be sent out to any potential leads. This benefits the spa in several ways; not just letting the lead know that their request has been received. It also helps create a personal line of communication between the Spa and the potential client.
· [bookmark: _GoBack]The staff at Park Avenue Esthetics can improve on their approach to potential leads via their use of emails. The email sent to the lead was a bit bland and lacking any personal tone or signature. 
· During the call to the Spa, the agent had to place the caller on hold twice in order to find out information about his questions. While she answered most of them, agents should be better prepared to answer basic questions.
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