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“Transforming the Telephone Call”

1) Havea Strong I ntroduction. Theintroduction setsthe sage for the entire call. On an outbound call you are
trying to introduce yoursdlf and ask for permission to spesk. “Hi, thisis Steve Kloydawith Teemagters Did |
catch you in the middle of something or do you have aquick minuteto talk?’

Y ou may have been taught never to ask anyoneif they have aminute, but most of thetime they respond with, “I
am dwaysin themiddle of something, but what isthiscal about?” Now they have given you permisson to soeek.
If they say they are busy, ask when would be abetter timeto cdl back. When you do cal back, you immediatdy
have rapport because you respected their timein thefirst place.

2) TheOpening Statement. State your purpose with something like, “Thereason for my cdl,” or “The purpose
of mycdl,” or “I'mcdlinginregardsto...” Alwaysend with aquestion, because it engages the person thet you
are pesking with and it will determine the direction of the cal.

3) Ask theRight Questions. Think of the questionslikeajigsaw puzzle. With eech piece that you put together,
the picture beginsto emerge. Ask questions based on the purpose of the call, so thet the problems or issuesthat
need to be solved become clearer and clearer.

4) Ligen and Learn. Theperson that you are spesking with will tdl you everything that you need to know, if
you ask the right questions and listen. Listen for opportunitiesto capitdize on and for waysto accomplish the
purpose of thecdl.

5) Work Through Their Objections. The key to working with objectionsisto find out what isthe redl reason
by asking theright questions. When working through objections

+ Ligten and avoid becoming defensive.

s Ak quedionsto identify and to create an opportunity.

« Stay focused on the purpose of thecall. Don't make the objection anissue.

6) Ask. Didyou know that 50 percent of sdlespeople don’t ask at al? Forty-gix percent only ask once. Four
percent of sdespeople ask five or moretimes. And 60 percent of al sdescome on thefifth attempt. Asking for a
decisonisatest of your confidence. Do you redlly believe enough in what you are doing to ask peopleto buy?

7) Activdy Engagein Sdf-Promotion. Wearedl in sales, whether we liketo admit it or not. Y ou arethe
product and thefirgt thing thet is bought in the conversation. Have confidence and bdlief in yoursdf.

SeveKloydaisthe crestor of The Tdemagters Sysem®, aunique system for achieving superior resultson
telephone sales and customer sarvice calls. Kloyda s motivation, indghtsand down-to-earth Srategies provide a
powerful learning experiencefor dl. His2003 MDRT Annua Medting presentation, Mager the Telephone
Connection, isavallablefrom the MDRT Power Center (www.mdrtpowercenter.org).
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