Vein & Cosmetics – Secret Shopper Test Calls
Date: July 15, 2019
Time: Two separate occasions
Total number of calls: 2

Call 1 -      
Date: July 12, 2019
Time: 1:49 PM EDT


First of two calls to Vein & Laser to the following tracking number - 219-247-0644 via a secret shopping test call. 
I followed up the calls using the information I used to fill out their online form.
Website - veinandcosmetics.com/services/body-contouring/coolsculpting
Confirm - veinandcosmetics.com/c/coolsculpting
Date 7/12/19
Time - 10:09 AM
Name used - John Green
Phone used - 917-652-5395
Email - fit-and-tough19-25@mail.com
-----------------------
Following my initial lead submission on the website, I received a call back from Jordan on that same day at 12:33 PM. She left me a message. I then went ahead and called the spa back. Below is a summary of what transpired. 
Automation, phone rang, agent Susan picked up. Transferred me to the Coolsculpting department. 
Spoke to Heather. Told her I had a few questions about Coolsculpting I wanted to find out about before anything. She placed me on hold while she went to her office. I then waited on hold for about 5 minutes. However, Heather never picked up again and instead agent came back and said both technicians were busy with other patients and would need to call me back. She said they were the only ones able to answer any CS questions I may have. I then left my info for a call back. I waited until Monday for a callback but I never received a call back from anyone at the Spa. 
Call 2 -      
Date: July 15, 2019
Time: 3:19 PM EDT



For my second call, the receptionist picked up. I told her that I had filled out a form online on Friday July 12, and had some questions. Again, she did not even ask me what kind of questions I had and simply referred me to the technicians. She went on to place me on hold and transferred me to Heather. I then asked Heather the following questions - 
How much does it cost? – Her answer was that it depends on the area. But that the first treatment would be about $1,250.00 to $3,000.00 per treatment.
I asked if there was any downtime? – She said no downtime, only bruises. 
Does insurance cover it? She said since it was cosmetic, it does not cover cosmetic work. 
How soon can I get a consultation? She said for the Val Paraiso office I could get in in about a week.
Does it really work? – Heather said it works well for people who have extra fat or are the right candidates. 
------
My notes on the call = 
[bookmark: _GoBack]The main takeaway from these calls is the lack of answers to Coolsculpting questions from the two initial responding agents who first picked up the phone. Neither of them were able or willing to answer any questions I had about Coolsculpting. At no time, did any of them ask me what those questions were to see if they could answer them themselves. Instead, they referred me to Jordan or Heather. Even when none of them were available, they still did not answer my questions. Instead, they took my information down for a callback which never happened. 
In addition, the pricing quote from Heather seems to be quite high for a single session. At no time was there any mention of any promotion either. 
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