VIO MEDSPA - Secret Shopper Leads & Calls Report - August
On August 15th, 2019, at 9:26 AM EDT, a Secret Shopper lead test was performed on Vio Med Spa. This included filling out a Coolsculpting 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. The lead sheet was filled out at using the Coolsculpting link. This is the confirmation link.
Below are the results.

The following information was entered in the lead form:

Name - Brian Cordero
Email - brilliantsources@mail.com
Phone # - (407) 732-0190

Vio MedSpa did not respond to the lead until August 19, 2019 at 5:14 PM EDT which was 4 days later. A call was placed by Robin to the lead’s phone number. When the lead did not pick up, she proceeded to leave a voice mail message. Prior to that, a confirmation email was sent to the lead on the day of submission – 8/15/19 at 11:02 AM EDT. However, no text messages or any other type of method was used by the Vio staff to contact the lead. In addition, no other phone calls, emails or text messages were used by the Vio MedSpa staff to contact the lead again.
Following this, the second phase of the Secret Shopper test went into effect. This is where a phone call was placed to Vio MedSpa using the following tracking number - 440-472-0695. 
Total number of calls: 1
Date: August 28, 2019
Time: 11:13 AM EDT
Call 1 -   


The phone rang and it was answered by agent Selena. I informed her that I was calling in regards to a lead form I had filled online. She was extremely cordial and helpful right from the start. Agent Selena instantly began to provide information and answers to questions right away before I even asked. She went right ahead and mentioned promotions and discounts. I then told her I had a few questions about Coolsculpting. The questions and answers went as follows: 
1. Can you tell me if I am a good candidate without me spending any money? - Selena told me the consultation was free and that the technician would tell me if I was a good candidate or not. Plus they would tell me whether or not Coolsculpting was for me.
2. How safe is the Coolsculpting Procedure? - Agent Selena told me there was no downtime and it was very safe. She also mentioned that the procedure was very cold, but it was in order to freeze the fat cells.
3. How many sessions will I need? - She said I would need about 2 to 4 treatments and mentioned the costs of them. But again, agent Selena mentioned the marketing campaign promotion that would save me money on the treatments.
4. Does insurance cover any part of it? - She said the spa accept Green Sky and Care Credit. Selena explained that it could be used as a medical spending card. 
5. Are there any side effects or downtime? - Agent Selena said there was only numbness feeling in the area, but no downtime.
6. How long before I see any results? - She said you can expect to see results in about a period of 90 days.
During our conversation, I was placed on hold twice by the agent due to other incoming calls she had. The second time I was placed on hold for more than 4 minutes. Both times Agent Selena was extremely polite and apologized for placing me on hold. I told her that I would have to check out my schedule to let her know about scheduling my appointment. 
--- 
Analysis on the website lead & phone call: Overall, Vio MedSpa had a subpar to dismal response time. That is when it pertained to the potential lead obtained by filling out the Spa’s online forms. The fact that it took Vio MedSpa staff 4 days to contact the lead was troubling. While an automatic confirmation email was sent within hours, no text messages were ever sent to the lead. Furthermore, the staff never bothered to follow up by sending another email, text message or placing a second call to the potential lead. Not even after almost two weeks went by. 
On the phone call, Vio MedSpa did a much better job. Agent Selena was very courteous, helpful and friendly in her tone. She instantly engaged the lead by mentioning upcoming promotions and a marketing campaign. It was a great effort to interest the caller and get him to save money on the Coolsculpting treatment. She was also willing to help and did answer several of the caller’s questions. 
The only negative feedback to the call was the caller being placed on hold twice during the conversation; especially the second time when he was placed on hold for more than 4 minutes by the agent. Nonetheless, Selena was very apologetic about keeping the caller on hold. There is also the lack of text messages being sent out to potential leads. As well as the lack of follow up phone calls and emails. 
[bookmark: _GoBack]In summary, Vio MedSpa staff could vastly improve on how they handle incoming leads. Other staff members should apply the same effort that agent Selena showed during the call. If so, it would lead to more appointments, revenue and higher customer satisfaction for VIO. 
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