Parakh Plastic Surgery - Secret Shopper Leads Test Report Summary
Assessments on Secret Shopper Leads Test: Very Good *with some adjustments required.
Results:
Spa Response time: Phone call: Yes, call placed to lead 3 minutes later.
Spa Response time: Voice Mail: Yes, 4 minutes later.
Spa Response time: No Text Messages.
Spa Response time: Emails: Yes, email sent to the lead 2 minutes later.
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: No secret shopper call to the Parakh’s Plastic Surgery spa’s staff was carried out by our team. This was due to the very good response time in the 1st phase of the Secret Shop leads test. 
-------------
On October 21st, 2019, at 11:30 AM EDT, a Secret Shopper lead test was performed on Parakh Plastic Surgery regarding their Coolsculpting services. This included filling out a lead form on the website. That was done in order to test the lead form and the spa’s staff response to leads coming in. The second phase of the secret shopper leads test where a direct phone call to the spa was placed was not carried out. That was due to how well the Spa’s staff did in their handling of their lead. 
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 – Donnie Garcia
Email - Dmc-32-01@mail.com
Phone # - 201-677-5371
Message - I have some unsightly fat I want to try and get rid of in my stomach and chin.

Parakh Plastic Surgery’s staff had a very good response to the secret shopper lead test. They contacted the lead via a direct phone call within 4 minutes of the lead form being filled out. In addition, a detailed voicemail was left to the lead by the staff member after the phone call. They also sent out a welcoming email within 2 minutes after the lead form was filled out on the website.
However, Parakh’s staff never sent the potential lead any kind of text message regarding their interest in a Coolsculpting consultation. Furthermore, after the initial phone call, the spa’s staff did not contact the lead again in any way; including a follow up email.
-- 
Analysis on the website lead & response time: Overall, Parakh’s Plastic Surgery staff had a very good response time to the potential lead. Still, there are a few areas where the spa can improve on. See them below. 
Areas that require attention and can be improved by the staff at Dr. Moran Medical Aesthetics:
· A welcoming or acknowledgment text message should be sent out to any potential leads right away. 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. While a text message was sent by RN Lee, it was sent 6 days later. Plus, Dr. Moran’s information was not relayed during the text. 
· The staff at Parakh’s Plastic Surgery can improve on their approach to potential leads via their use of emails. The only email sent to the lead did not use the Spa’s name in the subject line of the welcoming email sent to the lead. It simply read "Consultation" without mentioning that the email was from Parakh Plastic Surgery. We suggest including the spa's name to let potential leads know right away that the Spa has responded to their form submission.
· [bookmark: _GoBack]While the staff did a great job contacting the lead right away, they never bothered to follow up on them. No other phone call, email or text message was ever sent to the lead again. Generally, we encourage trying to contact the lead via a phone call the following day. A text message or a follow up email should also be sent. If there is still no response, then a third phone call should be placed to the potential lead once again in a few days. 

