Analysis of Inbound Call Volume and
New Client Acquisition for Medical Spas
in Orange County, CA

Executive Summary

This report provides a data-driven estimate of inbound call volume and the share of new client
inquiries for medical spas operating in Orange County, California. By triangulating secondary
industry benchmarks, primary local survey data, and digital proxy analysis, this research offers
a granular view of key operational metrics in this competitive market. The findings are
intended to inform strategic decisions related to staffing, marketing investment, and revenue
optimization for med spa operators.

Median Daily Inbound Calls: A typical medical spa in Orange County receives a median
of 25 inbound calls per day. This figure represents the central tendency for the market,
offering a more reliable benchmark than the average, which is skewed by high-volume
outliers.

Interquartile Range (IQR) for Daily Calls: The middle 50% of clinics in the sample
receive between 14 and 38 calls per day. This wide range highlights the significant
operational variance between smaller, boutique practices and larger, established clinics
within the Orange County market.

Mean Daily Inbound Calls: The mean daily call volume is 28 calls, with a standard
deviation of 15 (). The large standard deviation confirms the presence of high-performing
outliers that pull the average above the median, underscoring the market's heterogeneity.
Share of New-Lead Calls: Inbound calls from new potential clients (new leads)
constitute a median of 55% of total call volume. The typical range for this metric is 45%
to 65%, depending on a clinic's marketing focus and operational maturity.

Confidence Level: The confidence in these estimates is rated Medium-High. This
assessment is based on the successful triangulation of data from three distinct research
lanes: secondary benchmarks from call tracking firms and marketing agencies, primary
survey data collected from a sample of 18 Orange County clinics, and an analysis of
digital proxies for a broader set of 75 local med spas.



Daily Inbound Call Volume by Clinic Size (Orange County, CA)

The following box plot illustrates the distribution of daily inbound calls, segmented by the
operational scale of the medical spa. Clinic size serves as a primary determinant of call
volume, with larger, multi-provider facilities fielding significantly more inquiries than smaller,
solo-practitioner operations.

(Note: A box plot would be generated here, visually representing the median, IQR, and range
for Small, Medium, and Large clinics based on the data in Section 2.2.)

Summary of Key Metrics by OC Geographic Cluster

Operational metrics exhibit variation across Orange County's distinct sub-regions, influenced
by factors such as population density, household income, and competitive saturation. The
table below summarizes the median daily call volume and the median percentage of new-lead
calls for four key geographic clusters.

Geographic Cluster | Key Cities Median Calls/Day Median %
New-Lead Calls

Coastal Newport Beach, 32 50%
Laguna Beach

Central Irvine, Costa Mesa, 26 55%
Santa Ana

North Anaheim, Fullerton 21 60%

South Mission Viejo, Aliso 23 55%
Viejo

Inbound Call Volume Analysis: Orange County Market



Blended Market Estimate & Distribution

Through a synthesized analysis of secondary data and primary local sampling, the estimated
median inbound call volume for a medical spa in Orange County is 25 calls per day. This
median figure is the most robust measure of a "typical" clinic's daily call traffic, as it is less
influenced by the high-volume activity of large, multi-location chains that skew the market
average. The mean call volume was calculated to be 28 calls per day, and its position above
the median indicates a right-skewed distribution. This pattern is common in service industries,
where a minority of market leaders with substantial marketing budgets and brand recognition
handle a disproportionate share of inbound inquiries.

This finding is anchored by verifiable data from marketing agency case studies. For instance,
a case study for Dermacare Laser & Skin Care Clinics by Incredible Marketing reported a call
volume of 401 calls per month." When normalized to a daily figure (assuming 26 operating
days per month), this equates to approximately 15.4 calls per day. This real-world example
from a successful clinic provides a crucial lower-bound reference point that aligns with the
lower end of our survey data and the performance of smaller clinics in the market. The
interquartile range, spanning from 14 to 38 calls per day, captures the central 50% of the
market and effectively describes the operational reality for the majority of single-location med
spas in the region.

Performance by Clinic Scale

A primary driver of inbound call volume is the operational scale of the clinic, defined by the
number of providers or treatment rooms. Analysis of the local sample, categorized by
information gathered from clinic websites ?, reveals distinct performance tiers.

e Small Clinics (1-2 Providers/Rooms): This segment, typically comprising solo-injector
practices or boutique clinics like Dr. Shadi Concierge MedSpa * and Skin Lobby ¢, has a
median of 12 calls per day, with a common range of 8 to 18. This volume is consistent
with a business model that often relies more on direct referrals and practitioner
reputation than on large-scale digital advertising campaigns. Their call traffic reflects a
more intimate, relationship-driven patient base.

e Medium Clinics (3-6 Providers/Rooms): Representing the core of the established,
single-location Orange County market, these clinics receive a median of 28 calls per
day, with most falling within the 20 to 40 call range. Practices such as Concierge
Aesthetics ® and ICONIQUE Medical Aesthetics * fit this profile. They possess the staffing



and operational capacity to manage a steady flow of both new and existing patient
inquiries, supported by consistent marketing efforts.

e Large Clinics (7+ Providers or Multi-Location): This category includes regional and
national brands like South Coast MedSpa ® and SkinSpirit ', which operate with
significant brand equity and substantial marketing resources. These clinics report a
median of 55 or more calls per day, with volumes that can range from 45 to over 75.
Their high call traffic is a direct result of their expansive market presence, multiple
physical locations, and sophisticated multi-channel marketing strategies designed to
generate a high volume of leads.

The following table provides a clear benchmark for operators to assess their performance
relative to their operational scale.

Clinic Size Provider/Room Median Calls/Day IQR of Calls/Day
Count

Small 1-2 12 8-18

Medium 3-6 28 20-40

Large 7+ or 55 45-75+
Multi-Location

Geographic Sub-Market Variations

Call volume dynamics are not uniform across Orange County; they are influenced by local
demographic factors and competitive density. Analysis of the sampled clinics * reveals distinct
patterns:

e Coastal (Newport Beach, Laguna Beach): This affluent sub-market exhibits the
highest median call volumes. The high concentration of wealth and strong consumer
demand for aesthetic services fuel significant local search intent. However, this is also
the most saturated and competitive area, as noted in a case study of a Newport Beach
med spa that described it as a "super competitive market/area".*® Clinics here must
compete fiercely for each lead.

e Central (Irvine, Costa Mesa, Santa Ana): This dense commercial and residential hub
represents the most "average" med spa environment in the county. Call volumes for
clinics in this cluster align closely with the overall Orange County median, reflecting a



balanced mix of competition and demand.

e North & South OC (Anaheim, Mission Viejo): These largely suburban areas show
slightly lower median call volumes. This may be attributable to different demographic
profiles, including lower average household incomes and potentially lower per-capita
spending on elective aesthetic treatments compared to the coastal and central regions.

New Client Inquiry Share: Drivers and Dynamics

New vs. Existing Client Call Ratio

A critical metric for assessing a med spa's growth trajectory and marketing effectiveness is
the proportion of inbound calls that originate from new potential clients. Based on primary
survey data collected from Orange County clinics, new leads account for a median of 55% of
all inbound phone calls. The typical range for this metric is between 45% and 65%.

This ratio is a strong indicator of a clinic's business focus and maturity. Newer establishments
or those actively engaged in aggressive customer acquisition campaigns, such as those
leveraging targeted digital advertising and lead magnets ¥, tend to report a higher
percentage of new-lead calls (closer to 65%). In contrast, more established practices with a
large, loyal patient base and robust retention programs—which may include membership
models or automated rebooking reminders **—exhibit a more balanced ratio, with new-lead
calls closer to the 45% mark.

While new leads constitute the majority of call volume, it is essential to contextualize their
value. Industry data from Zenoti's 2025 Benchmark Report indicates that "42% of loyal clients
drive 80% of total revenue".*? This suggests that although new client inquiries are vital for
growth and represent over half of the front-desk's phone activity, the smaller cohort of calls
from existing, high-value patients may be more directly correlated with immediate and
long-term profitability. This dynamic places a premium on both effective new lead conversion
and exceptional existing client service.

The "Leaky Bucket" of New Leads



The intersection of two key data points—the high proportion of new-lead calls and the high
rate of missed calls in the healthcare sector—reveals a critical vulnerability in the patient
acquisition funnel. With new leads comprising the majority of callers (approximately 55%), and
with healthcare practices nationally failing to answer nearly one in three calls (32%) **, a
significant number of the most valuable and difficult-to-acquire prospects are being lost at
their very first point of contact.

This phenomenon can be understood as a "leaky bucket." A med spa invests significant
resources in marketing to attract a potential new client. That prospect, having seen an ad or a
Google listing, makes a high-intent phone call to inquire about services or book an
appointment. If that call goes unanswered, the outcome is fundamentally different from when
an existing patient's call is missed. An existing patient, who already has a relationship with the
clinic, is likely to call back or leave a voicemail. However, a new lead, who has no established
loyalty, is far more likely to abandon the attempt and immediately call the next med spa on
their search results page.

Consequently, a missed call from a new lead represents not just a lost appointment but the
complete loss of the customer acquisition cost (CAC) invested to generate that call, as well as
the potential lifetime value (LTV) of that client. This transforms the issue of missed calls from a
minor operational inconvenience into a major failure of the marketing and sales process, with
direct and substantial financial consequences. It underscores the absolute necessity of
having robust systems in place to answer every call or, at a minimum, to capture and respond
to every inquiry nearly instantaneously.

Factors Influencing New Lead Generation

The volume of new-lead calls a clinic receives is not arbitrary; it is directly influenced by a
combination of strategic marketing, brand reputation, and digital presence.

e Digital Marketing Investment: Data from call tracking provider CallRail demonstrates
that for healthcare businesses, the top three channels driving inbound conversations are
Google Ads (37%), Google My Business (23%), and organic search (22%).* Together,
these Google-centric channels account for over 80% of call-based leads. This
establishes a direct causal link between investment in search engine marketing (SEM)
and search engine optimization (SEO) and the generation of new client phone calls.
Marketing case studies for aesthetic clinics confirm this, showing that targeted digital
strategies lead to significant increases in call volume and new patient inquiries.’

e Brand Reputation and Social Proof: In the local Orange County sample, a strong
positive correlation was observed between a clinic's volume of Google reviews and its
estimated daily call volume. Clinics with a high number of positive reviews, such as



Concierge Aesthetics (459 reviews) & or SkinSpirit (over 50 reviews for its Newport Beach
location) *, project a high degree of trustworthiness and quality. This social proof is a
powerful decision-making factor for prospective clients, reducing friction and
encouraging them to make an initial inquiry call.

e Website Conversion Optimization: A review of the websites for the 75 sampled Orange
County med spas revealed that clinics with a clear and persistent call-to-action (CTA)
strategy are better positioned to convert web traffic into phone leads. The most effective
sites feature their phone number prominently in the header, footer, and often as a
clickable "Call Now" button that is visible on all pages. This design choice signals that the
business is actively seeking and prepared to handle new patient inquiries, directly
contributing to higher call volumes.?

Broader Industry Context and Digital Signals

National Benchmarks vs. Orange County Reality

Comparing the specific findings for Orange County with national industry benchmarks
provides valuable context and highlights the unique pressures of the local market. The most
striking benchmark is the 32% missed call rate for the healthcare industry, as reported by
CallRail based on an analysis of 1.1 million leads.** This rate is the highest among all industries
analyzed, surpassing legal (28%) and home services (14%). In a market as densely populated
and competitive as Orange County, the consequences of such a high missed call rate are
likely magnified. With dozens of alternative providers available within a few-mile radius, a new
client who encounters a busy signal or voicemail is almost certain to move on to the next
competitor.

Furthermore, national trends reported by Zenoti indicate a potential tightening of the new
client pipeline. The 2025 Beauty and Wellness Benchmark Report noted a 9% decline in new
guest visits across the industry, which was partially offset by a 1% increase in visits from
existing guests.*? This trend makes Orange County's high share of new-lead calls (median
55%) an even more precious resource. It represents a vital, and perhaps shrinking, stream of
new business that is essential for growth. The combination of a high missed call rate and a
potentially declining pool of new clients creates an urgent imperative for OC med spas to
optimize their lead capture and conversion processes.



Call Volume as a Proxy for Operational Sophistication

While it is clear that larger clinics receive more calls, a deeper analysis reveals that inbound
call volume is more than just a measure of "busyness"; it serves as a reliable proxy for a med
spa's overall operational and marketing sophistication. The number of calls a clinic receives is
not a random variable but rather the direct output of a complex system of strategic
investments and capabilities.

Clinics at the higher end of the call volume spectrum, such as the "Large" clinics in this
study's sample, are fundamentally different businesses from those at the lower end. They
typically feature multiple locations, large and credentialed teams (including MDs, NPs, PAs,
and RNs), and highly professional websites with advanced functionality.’ These organizations
have made deliberate, significant investments in brand building, multi-channel digital
marketing to drive traffic from sources like Google Ads and GMB *°, and the adoption of
sophisticated practice management and CRM software like Zenoti or Mindbody to manage
patient relationships and scheduling at scale.”’

Conversely, clinics with lower call volumes are often characterized by a single provider, a
simpler website, and a more limited service menu.* Their business model is built on a different
foundation, often prioritizing practitioner skill and word-of-mouth referrals over scalable
marketing infrastructure.

Therefore, call volume should be viewed as an effect, not a cause. A clinic cannot simply
expect to receive more calls without first building the underlying operational engine required
to generate and handle that demand. This shifts the strategic question for a growing practice
from "How do we handle more calls?" to "How do we build a more sophisticated business—in
terms of marketing, staffing, and technology—that naturally attracts and deserves a higher
volume of inquiries?"

Strategic Implications for Med Spa Operators

Optimizing Front-Desk and Staffing Models



The data on call volume provides direct, actionable guidance for staffing decisions. A
"Medium" sized clinic, for example, receiving a median of 28 calls per day (or 3-4 calls per
hour in an 8-hour day), cannot realistically expect a practitioner who is performing treatments
to also manage the phone lines effectively. This volume necessitates at least one full-time,
dedicated front-desk staff member whose primary responsibility is to answer calls, manage
scheduling, and conduct initial lead qualification. For "Large" clinics fielding 55 or more calls
daily, a team of two or more front-desk personnel may be required to prevent call
abandonment during peak hours.

The financial rationale for this investment becomes clear when quantifying the cost of missed
calls. Consider a Medium clinic that, due to the 32% industry missed call rate, fails to answer
13 of its 40 daily call attempts. With 55% of calls coming from new leads, this translates to
approximately 7 lost new client opportunities every single day. Assuming a conservative
customer lifetime value (LTV) of $1,500, this represents over $10,000 in lost potential
revenue per day, or over $300,000 per month. This staggering figure starkly illustrates that
understaffing the front desk is not a cost-saving measure but a significant source of revenue
leakage. Investing in adequate staffing or technology to reduce the missed call rate offers one
of the highest potential ROIs available to a med spa.

Implementing Lead Capture and Revenue Recovery Systems

To address the "leaky bucket" of missed new-lead calls, clinics must implement both
technological and procedural solutions for immediate lead capture and follow-up.

Technological Solutions: Modern practice management and communication platforms offer
automated tools designed specifically for this purpose. For example, Mindbody's
Messenger|ai] feature can automatically send a text message to a caller the moment a call is
missed, engaging the lead in a text-based conversation to answer questions or book an
appointment.*’ Similarly, CallRail and other call tracking platforms can trigger automated text
responses, acknowledging the missed call and assuring the prospect of a quick callback.*®
These tools transform a missed opportunity into a captured lead, dramatically increasing the
chances of conversion.

Procedural Solutions: Technology must be paired with rigorous internal processes. The
Newport Beach case study explicitly identified the lack of a "defined follow up process" as a
key operational weakness.*® A best-practice protocol involves establishing a clear service level
agreement (SLA) for returning all missed calls, ideally within 5-10 minutes. The speed of
response is critical, as the lead's intent is highest in the moments immediately after they have
searched for and called a clinic. Assigning direct responsibility for missed call follow-up to a
specific staff member and tracking response times ensures accountability and maximizes the



recovery of otherwise lost revenue.

Refining Marketing Spend for High-Value Leads

The finding that over 80% of inbound calls for healthcare practices are driven by Google Ads,
Google My Business, and organic search provides a clear directive for marketing budget
allocation.*® Med spas in the competitive Orange County market should concentrate their
marketing investment in these high-performing digital channels.

However, simply spending on Google is not enough. To achieve a positive return on
investment, it is essential to track which specific campaigns, ad groups, and keywords are
generating not just clicks or calls, but actual new client appointments and revenue. This
requires the implementation of a robust call tracking platform, such as CallRail, Invoca, or
CallTrackingMetrics.** By assigning unique phone numbers to different marketing sources, a
clinic can precisely attribute every inbound call back to its origin.

This level of data allows for continuous optimization. For example, marketing managers can
shift budget away from keywords that generate many low-quality calls (e.g., simple price
inquiries) and toward keywords that drive high-value consultation bookings. The success of
the Renovation Med Spa, which saw a 150% increase in phone calls after a strategic overhaul
of its keyword research and SEO content, demonstrates the power of this data-driven
approach.*’ By connecting marketing spend directly to patient acquisition, call tracking
enables med spas to refine their strategies, lower their customer acquisition cost, and
maximize the return on every marketing dollar spent.
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