Sound Shapes - CallRail Audit & Secret Shopper Results – June 25 to August 18th
CallRail Audit Date range covering 37 calls from June 25th to August 18th, 2019
Secret Shopper Leads Test: Very good response time.
Observations & Assessments on Calls & Secret Shopper Leads Test:
· Sound Shapes had a large number of "Missed or Unanswered" calls. About 14 of the 37 calls the spa received were missed or went unanswered during the time covered. That’s almost 38% of all calls missed or unanswered.
· Discovered a lack of promotions or discounts being offered to callers; especially on Coolsculpting consultations. Perhaps using promotions more often during calls may result in Spa scheduling more appointments.
· Sound-Shapes staff performed very well during our secret shopper leads test. They had an excellent response time with only one minor adjustment needed. (Read about it in report below Call Rail audit) 

To listen, first login here: https://app.callrail.com/
User: tsap@sound-shapes.com
Pass: SShape617@#1

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


Notes on call - Caller wanted to treat her face using Fraxel treatment and had some questions about it.
Extra analysis on call – During this call, the person was interested in a Fraxel procedure. But Nurse Theresa took her time to explain to the caller about the great things they are doing at SoundShapes in regards to Micro Needling and other procedures. Caller went on to schedule a consultation. Agent, information and appointment good.
            						-----------
===================================================================================
Sound Shapes Spa - Secret Shopper Leads Test Results 
On August 23rd, 2019, at 10:11 AM EDT, a Secret Shopper lead test was performed on Sound-Shapes 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 response of the spa to leads coming in and 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 - Nicholas Lowry
Email - Mrp.990123@gmail.com
Phone # - (201) 677-5371

Sound-Shapes Spa had an excellent response to the secret shopper lead. They sent out a detailed text message at 10:31 AM EDT (only 20 minutes later). A call to the lead was also placed by Theresa about an hour and 20 minutes later. Besides the text message and phone call, a confirmation email was also sent the lead. A second email from Theresa was also sent to the lead at 11:41 AM. Following this, the second phase of the Secret Shopper test went into effect where calls were placed to Sound Shapes Spa using the following tracking number - 617-221-8847. 
Total number of calls: 2
Date: August 23, 2019
Time: 1:33 PM EDT
Call 1 -   
Phone rang several times but no one picked up and the call went to the Spa’s automated messaging system. No message was left.
Call 2 -      
Date: August 28, 2019
Time: 4:52 PM EDT


Phone rang several times, Nurse Emily picked up the phone. I told her I had filled out a form online and had a few questions. She agreed to answer my questions. 
1. How safe is the Coolsculpting Procedure? – Nurse Emely said it was non-invasive and the risks were very low Also that the procedure was FDA approved.
2. How many sessions will I need? - She said she could not know without looking at me.
3. Does insurance cover any part of it? - Nurse Emily said it was an elective surgery so therefore it was not covered.
4. Are there any side effects or downtime? - She said there wouldn't be any downtime, only some soreness.
Following our conversation, I told her that I would have to check out my schedule. I also told her I would be calling back whenever I was back in the Boston area. 
-- 
Analysis on the website lead & phone call: Overall, Sound-Shapes had an excellent response time. They reached out to the potential lead that filled out their online form the same day. More importantly, they sent out a welcoming text to the lead less than a half hour later. In addition, they sent an email, follow up email, and followed up with calls to the lead; including one on August 26, 2019.
[bookmark: _GoBack]On the call itself, responding Nurse Emily was very courteous, helpful and friendly in her tone. She was also willing to help try and answer the caller’s questions. In addition, she offered a great deal of extra information about the Coolsculpting process.
The only negative feedback would be on the promotions. Responding nurse practitioner never bothered to mention any promotions Sound-shapes or Allergan may be running. Also, the mention of a complimentary consultation was not mentioned either. We noticed a similar pattern of promotions no being mentioned during our CallRail audit. Still, the overall response to the secret shopper leads test was very good. 
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