Riverside Medical - CallRail Audit & Secret Shopper Results – June 9th to September 4th
CallRail Audit Date range covering calls from June 9th to September 4th, 2019
Secret Shopper Leads Test Results: Needs Improvement 
Observations & Assessments on Calls & Secret Shopper Leads Test:
· Riverside Medical agents did a good job in providing information to callers about Coolsculpting. However, agents should try to mention promotions more often to callers. When agents did so, it resulted in more callers scheduling a consultation.
· The length of time callers were kept on hold was vastly improved when compared to the last audit. During this audit, average hold time for callers dropped from 3.8 minutes to about 1 minute and 20 seconds. 
· Riverside Medical agents did a much better job handling incoming calls to the spa this quarter. The percentage of "Missed or Unanswered" calls dropped to about 13%.
· Riverside Spa presently has a process where responding agents do not handle Coolsculpting inquiries or schedule consultations right away. Some callers were told that they should call back when the people who handle CS would be back at the office. Perhaps having the responding agents handle the appointments right away will result in more Coolsculpting consultations.
· The final conclusion on how the agents from Riverside Medical responded to leads coming into the spa are mixed. While they performed well with the text message part of contacting the lead, there are other areas that need improvement. (See results on secret shopper leads test report below)

To listen, first login here: https://app.callrail.com/
User: karencohen.rsm@gmail.com
Pass: River#3405*$side

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

 
Notes on call - Caller was inquiring about Coolsculpting. Placed on hold while they got one of the girls who handles CS consultations. 
Extra analysis on call – During this call, the caller wanted to schedule a CS consultation. But instead of the agent scheduling one, she was told no one was available. Agent did take caller’s information for a call back. But consultations should be scheduled by agent right away. Appointment scheduling process adjust.
            						-----------
Call 2) - Listen to Call Here


Notes on call – Caller wanted to speak to someone about Coolsculpting. He was told by responding agent that they were out of the office until Monday.
Extra analysis on call – The agent informed the caller inquiring about Coolsculpting that they (CS practitioners) would not be in until Monday. However, perhaps a better option would have been to take down the caller’s information first. Luckily, this client already had a consult scheduled remained on the phone. A potential lead may have hung up after being told that by agent. Agent and appointment scheduling process adjust.
						-----------
Call 3) - Listen to Call Here


Notes on call - This caller wanted to get some information on Coolsculpting and go over other issues.
Extra analysis on call – Great example of how providing the right info and mentioning promotions can result in callers scheduling consultations. The agent took her time, provided info on Coolsculpting and mentioned ongoing promos on procedure. It resulted in caller scheduling a consult. Agent, promos and appointment good.
						-----------
		
Secret Shopper Leads Test Report Summary
Spa Response time: Phone call: No Calls placed to lead
Spa Response time: Text Message:  30 mins later at 2:57 PM
[bookmark: _GoBack]Spa Response time - Email: 2 hours, 42 mins later at 5:18 PM
Problems with form/button: NONE
Follow up Phone call, email, text: Yes, 2nd email sent to lead (9/9/19) but no other text messages or phone calls. 
On September 5th, 2019, at 2:27 PM EDT, a Secret Shopper lead test was performed on Riverside Medical 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 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 - Jordan Duran
Email - Duran_el_duro23@mail.com
Phone # - (972) 656-9619
Message - abs could use some tightening up.

Riverside Medical had an average response to the secret shopper lead test that could be improved on. That’s because the Spa’s staff never contacted the prospective lead directly via a phone call. However, a text message from Diane was sent to the lead about a half an hour later. In addition, an email was sent out later that day to the potential lead. That email was sent almost 3 hours later though. 
Following this, the second phase of the Secret Shopper test went into effect where a phone call was placed to Riverside Medical using the following tracking number - 847-268-4829. 
Total number of calls: 1
Date: September 9th, 2019
Time: 5:57 PM EDT
Call 1 -   


The phone rang and an agent by the named of Joan answered the phone. I informed her that I was calling in regards to a form online I had filled out on the website about Coolsculpting. I then went on to ask her the following questions:
1. How safe is the Coolsculpting Procedure? – Agent Joan said that it has been around since 2010 and that they had the latest equipment which made it very safe.
2. How many sessions will I need?  – She said it will all depend on the area I was treating and it would have to be determined during the consultation. 
3. What should I expect to pay for Coolsculpting?  – Agent Joan said the price would be determined by the applicators and they would need to see me in order to give me a price.  
4. Can my insurance cover any part of it? – She said that it completely cosmetic and was not covered. The agent then mentioned credit card options or some form of credit.
5. How long before I see any results? – Agent said that you can begin to see results within 4 weeks. 
I continued speaking to agent Joan and told her that I wanted to set up an appointment for next week However, she told me that the spa would be closed for vacation the upcoming week. I then told her I would call her back to schedule a consultation. 
-- 
Analysis on the website lead & phone call: Overall, Riverside Medical had a good response time that could use some improvement. Sending a text message to the lead within a half hour was great. Still, the lack of a direct phone call to the lead was unexpected from such a top rated spa. The initial email from Practice Manager Diane Martin was also sent about 3 hours later. But a follow up email on 9/9/19 from Coolsculpting Specialist Laurie Weber was sent to the lead which is very good.  
On the call itself, responding agent Joan was friendly and courteous in her tone. She was also very willing to answer the caller’s questions. While she did mention that the CS consultation was complimentary, no promotions or discounts were mentioned to the caller.
Areas that require attention and can be improved by the staff at Riverside Medical:
· The Riverside Medical staff may achieve better results from prospective leads if they contact them directly via a phone call. While the text message and emails were sent in a timely manner, a direct phone call could result in better outcomes.
· Responding agent did a great job answering all the Coolsculpting questions the caller had. However, mentioning promotions and discounts to potential leads should be done more frequently. Most callers respond positively to 25% off, promotions or discounts and thus more often schedule consultations afterwards.  
· The staff at Riverside Medical has a great approach to potential leads with their welcoming text messages and emails. They use a friendly and personal approach which is much more effective than automated responses used by other spas. 
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