
Reston Dermatology - CoolSculpting - Secret Shopper Leads

Date of Test – 7/23/21

Time of Test - 8:25am (MST)

Overall Analysis: The team at Reston Dermatology did well overall with following-up with the lead, especially by phone. There is room for improvement with text and email follow-up. 

Service Tested: CoolSculpting

Phone call: 	7/23/21 @ 9:22am MST 

Voicemail: 	7/23/21 @ 9:22am MST 
			7/27/21 @ 8:37am MST
			8/27/21 @ 8:31am MST
			9/9/21 @ 2:56pm MST

Text Message: 7/23/21 @ 8:25am MST

Email: None

Problems with form/button: None

Follow-up call: 7/27/21 @ 8:37am MST
			8/27/21 @ 8:31am MST
			9/9/21 @ 2:56pm MST

Follow-up E-mail: 8/27/21 @ 8:33am MST Follow-up by Linda

Follow-up Text Message: 7/27/21 @ 8:37am MST

Areas that need improvement: Email and text follow-up. 

Insight Summary – Four phone calls and voice messages were left with the lead, two text messages, and one email. Overall great outreach by phone to the lead, but needs improvement with texting and email follow-up. 

Details about lead:

Website - https://bodylab.restondermatology.com/coolsculpting/
Confirm - https://bodylab.restondermatology.com/c/coolsculpting/
 
Date: 7/23/21 
Time:  8:25am MST
Name – Rose Delaney
Email - rose.delaney33@gmail.com
Phone - (816)367-4777
Message – N/A
 
Recommendations for the staff at Reston Dermatology:

●	Phone call to the lead was excellent. The only suggestion would be to make a third call to the lead before shelving for 30-day call back. For example: Call back on the first day, 5-7 days after, 7-14 days after, 30-days after the third attempt, and any promotional specials- like your $50 Credit for attending a complimentary consultation.  

●      Text follow-up has room for improvement. There was an initial automated text immediately after the lead was submitted, and an additional personal follow-up from staff member identified as Brittany. This is all great, though we do suggest following the same follow-up as mentioned with the call: the first day, 5-7 days after, 7-14 days after, 30-days after the third attempt, and any promotional specials.

●      Email contact needs adjusting. There were no initial contact or follow-up until more than six weeks after the lead was received. The staff member identified as Linda sent a friendly email following up about the leads request. This is great that Linda took the initiative to follow-up and establish the third line of contact with the lead. Again we strongly encourage following up in the same manner as the calling and texting recommendation. 

OVERALL- Analysis & Suggestions for Improvement:

	The team at Reston Dermatology immediately called and messaged the lead within one hour of submission by text and by phone. Brittany is the only identified team member that called, there were two times where the team member was unidentified. This is great as it lets the lead know that their request has been received and it opens lines of communication. There was however, no confirmation email sent to the lead which we strongly recommend to establish a third point of contact with the lead. An automated email template is a great solution to ensure ease in establishing that point of contact. There was a follow-up email sent from team member Linda one month after the initial lead was submitted. Additionally, there is room for improvement in texting the lead. The lead was contacted twice by text within one week, this is great, however we recommend following up a third or even fourth time. Call follow-up is excellent.

