Script Development Worksheet for Identifying the Decision-Maker

Receptionist:  Identify the Decision-maker

To Receptionist  Good (morning/afternoon).  (Pause)  My name is ________. 

Unknown Decision-Maker:  I need to speak with the person in charge of (Area Needed).  Could you tell me his or her name please?  (RESPONSE)  In case I get disconnected, what is his/her assistant’s extension?  (RESPONSE)  I would actually rather talk to (Decision-maker)’s assistant.  Could you tell me his or her name please?  (RESPONSE)  And could you connect me, please?  (RESPONSE)  Thank you.

Known Decision-Maker:  I understand (Name) would be in charge of (Area Needed); is that correct?  (Clarify as needed)  I need to speak with his/her assistant.  Could you tell me his or her name please?  (RESPONSE)  In case I get disconnected, what is his/her direct extension number.  (RESPONSE)  Could you connect me with (Assistant’s Name), please?

If you want to change part of this section, write change here:

Analysis

OK.  Now let’s go back over this first section.  I will reproduce portions of the script on the left and comment on the right.  It is essential that you understand why I’m doing certain things so that you won’t change them.  If it ain’t broke.....(age 12)

To Receptionist   Good (morning/afternoon).  (Pause)  My name is ________. 
Give a loud, friendly greeting and SHUT UP.  This causes the receptionist to pause for just a moment.  Remember, he or she may be fielding 300 calls an hour.  Our objective is: get the decision-maker’s name from the first person you talk to.  When the receptionist replies, introduce yourself.  If you want the receptionist to give you a name, give yours first.  You do not have to state your company name, just yours.

Unknown Decision-Maker:   I need to speak with the person in charge of (Area Needed)  Could you tell me his or her name please?  (RESPONSE)  In case I get disconnected, what is his/her assistant’s extension?  (RESPONSE)  I actually want (Decision-maker)’s assistant, could you tell me his or her name please?  (RESPONSE)  And could you connect me, please?  (RESPONSE)  Thank you

Known Decision-Maker:  I understand (Name) would be in charge of (Area Needed); is that correct?  (Clarify as needed)  I need to speak with his/her assistant.  Could you tell me his or her name please?  (RESPONSE)  In case I get disconnected, what is his/her direct extension number.  (RESPONSE)  Could you connect me with (Assistant’s Name), please?


Rules

1)  Get as much information from the receptionist as possible.  

2)  Until you have established a relationship, don’t even try to speak with the decision maker.  You will only get his or her voice mail.    

We’re going to use the screener or assistant to help us contact the decision-maker.  However, realize that today many decision-makers do not have assistants.  So this won’t always work.

3)  Always get the assistant’s direct extension.  It saves a step when you call back.

If you want to change part of this section, write change here:



The Screener:  

Warning:  The procedure given here should be used ONLY on a corporate decision maker who buys on behalf of the corporation.
To Screener: 


KNOW DECISION-MAKER NAME:  Good morning/afternoon, (ScreenerName).  My name is ________.  I work at (Firm) in (City).  I need to speak with M/M ________ about (Offer).  Could you connect me please?


UNKNOWN DECISION MAKER NAME:  Good morning/afternoon.  This is (NAME) with (COMPANY).  (Who am I speaking with?)  (ScreenerName),  I have available some information on (Product/Concept/Service) that will show (Company) how to (Offer), and I need to verify who should receive it.  Could you tell me who would be in charge of __________?  (Response)  Do you report to him/her?  In case I get disconnected, what’s his/her direct extension? (Response)  Could you connect me please?


DECISION-MAKER NOT AVAILABLE:  Let me ask you this.  Do you think this is something s/he would be interested in?


Yes or Maybe:  OK.  I’m going to send this information to (him/her) and then check back with you.  If s/he’s not interested, I’ll just go on my way; but if s/he is interested, perhaps you could relay back to me how to proceed further.  Would that work?  (Response)  Great.  Could I (have/confirm) your mailing address?  (Response)  Your fax number?  (Response)  Thankyouverymuch.  And do you suppose you could connect me to his/her voice mail now?


Don’t know:
OK.  Let’s try this.  I’m going to send the information to your attention but I would like to leave a voice mail message telling him/her to expect it.  Then I will check back with you and perhaps you could relay whether s/he is interested.  Would that work?  (Response)  Great.  Could I (have/confirm) your mailing address?  (Response)  Your fax number?  (Response)  Thankyouverymuch.  And do you suppose you could connect me to his/her voice mail now?

If you want to change part of this section, write change here:

VOICE MAIL

Good (morning/afternoon).  This is _______ with (Firm).  We are (Phrase or More Identifying Firm).  I have some information available on (OFFER) and will be sending it to you via (fax/mail) to the attention of (Screener).  I will be following up on (DAY).  If you have any questions, my name again is ____________.  You can reach me at ___________.  If this is something you are not interested in, please inform (Screener).  Thank you very much for your time.  I hope to speak with you soon.  That phone number again is: _____________.

Analysis


KNOW DECISION-MAKER NAME: Good morning/afternoon, (ScreenerName).  My name is ________.  I work at (Firm) in (City).  I need to speak with M/M ________ about (Offer).  Could you connect me please?


If you did a good job with the receptionist, you already know the decision-maker’s name and the screener’s name.  Act like s/he is expecting your call.

A screener normally asks: Who is calling, who are you with, and what is it about?  To save time and get control of the conversation, we just answer those questions first.  Sometimes s/he will put you right through.  More often than not, the decision-maker is in a meeting or otherwise unavailable.  So you will need another leg of the script.


UNKNOWN DECISION MAKER NAME:  Good morning/afternoon.  This is (NAME) with (COMPANY).  (Who am I speaking with?)  (ScreenerName), I have available some information on (Product/Concept/Service) that will show (Company) how to (Offer), and I need to verify who should receive it.  Could you tell me who would be in charge of __________?  (Response)  Do you report to him/her?  In case I get disconnected, what’s his/her direct extension?  (Response)  Could you connect me please?


Frequently, you will not be able to dig out the decision maker’s name from the receptionist.  All too often you just get transferred to a voice or worse, a voice mail.

Rules:

1)  When you get transferred to screener’s voice mail, disconnect and try later.

2)  Gather as much information as possible from the screener especially the decision-maker’s direct extension number.  Our second voice mail strategy is:  call when the screener isn’t there, especially early in the morning. 


DECISION-MAKER NOT AVAILABLE:  Let me ask you this.  Do you think this is something s/he would be interested in?


Yes or Maybe:  OK.  I’m going to send this information to (him/her) and then check back with you.  If s/he’s not interested, I’ll just go on my way; but if s/he is interested, perhaps you could relay back to me how to proceed further.  Would that work?  (Response)  Great.  Could I (have/confirm) your mailing address?  (Response)  Your fax number?  (Response)  Thankyouverymuch.  And do you suppose you could connect me to his/her voice mail now?


Don’t know:
OK.  Let’s try this.  I’m going to send the information to your attention but I would like to leave a voice mail message telling him/her to expect it.  Then I will check back with you and perhaps you could relay whether s/he is interested.  Would that work?  (Response) Great.  Could I (have/confirm) your mailing address?  (Response)  Your fax number? (Response)  Thankyouverymuch.  And do you suppose you could connect me to his/her voice mail now?


This is the usual result of a first attempt.  The boss is in a meeting.  Our objective is to befriend the screener.  We want to send the information to the screener, if possible, and then have the screener get us to the boss if the boss is interested.

If you want to change part of this section, write change here:









VOICE MAIL

Good (morning/afternoon).  This is _______ with (Firm).  We are (Phrase or More Identifying Firm).  I have some information available on (Offer) and will be sending it to you via (fax/mail) to the attention of (Screener).  I will be following up on (DAY).  If you have any questions, my name again is ____________.  You can reach me at ___________.  If this is something you are not interested in, please inform (Screener).  Thank you very much for your time.  I hope to speak with you soon.  That phone number again is: _____________.


Here we are using Persuasive Voice Mail.  Our objective is to create persuade the decision maker to look at the material we are sending.

It also follows the basic rules:

1)
Speak slowly

2)
Give your telephone number at least twice.

3)
Stress the offer.  This is what creates the interest.

4) 
Sound upbeat and positive

