UNITED STATES MARINE CORPS
Recruiters School
Marine Corps Recruit Depot
San Diego, California 92140
BRC.21

LESSON PLAN
CONDUCT A TELEPHONE CALL
INTRODUCTION
          


                                                                  (5 min.)
(INSTRUCTOR NOTE: HAVE THE STUDENTS TURN TO THIS OUTLINE IN THEIR SCHOOL BINDERS.)
1.  Gain Attention: Could you imagine how hard it would be to get things accomplished without a telephone. The telephone is one of the most efficient and effective ways to communicate and get things accomplished.  As a Marine recruiter, the telephone is a valuable tool that will help you accomplish your mission. However, if you just start dialing numbers, you may wear out your fingers before you get any results. 

(SLIDE 1 ON)
2.  Overview:  The purpose of this lesson is to provide the student with the basic skills, knowledge, and techniques associated with the use of the telephone when canvassing for potential prospects. You should listen to the presentation, record notes, and ask questions when necessary.

3.  INTRODUCE LEARNING OBJECTIVES: (INSTRUCTOR NOTE: HAVE THE STUDENTS READ THE LEARNING OBJECTIVES IN THEIR STUDENT HANDOUT.)
a. Terminal Learning Objectives: Given a prospect/applicant, telephone and a prospect/applicant card, conduct a telephone call in accordance with Achieve Global Professional Selling Skills Guide and Guidebook for Recruiters, Volume I, MCO P1130.76.  (8411.2.1)
b. Enabling Learning Objectives:

(1) Given a prospect/applicant, telephone and a prospect/applicant card, ensure contact has been made during a telephone call in accordance with Achieve Global Professional Selling Skills Guide and Guidebook for Recruiters, Volume I, MCO P1130.76. (8411.2.1a)


(2) Given a prospect/applicant, telephone and a prospect/applicant card, identify yourself and service during a telephone call in accordance with Achieve Global Professional Selling Skills Guide and Guidebook for Recruiters, Volume I, MCO P1130.76. (8411.2.1b)
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(3) Given a prospect/applicant, telephone and a prospect/applicant card, do an opening relevant to establishing an appointment during a telephone call in accordance with Achieve Global Professional Selling Skills Guide and Guidebook for Recruiters, Volume I, MCO P1130.76.  (8411.2.1c)

     
(4) Given a prospect/applicant, telephone and a prospect/applicant card, overcome customer indifference during a telephone call in accordance with Achieve Global Professional Selling Skills Guide and Guidebook for Recruiters, Volume I, MCO P1130.76. (8411.2.1d)

(5) Given a prospect/applicant, telephone and a prospect/applicant card, resolve customer concerns relevant to establishing an appointment during a telephone call in accordance with Achieve Global Professional Selling Skills Guide and Guidebook for Recruiters, Volume I, MCO P1130.76.  (8411.2.1e)


(6) Given a prospect/applicant, telephone and a prospect/applicant card, arrange logistics during a telephone call in accordance with Achieve Global Professional Selling Skills Guide and Guidebook for Recruiters, Volume I, MCO P1130.76.  (8411.2.1f)


(7) Given a prospect/applicant, telephone and a prospect/applicant card, conduct an opening for screening on the telephone in accordance with Achieve Global Professional Selling Skills Guide and Guidebook for Recruiters, Volume I, MCO P1130.76.  (8411.2.1g)

(8) Given a prospect/applicant, telephone and a prospect/applicant card, screen a prospect/applicant on the telephone in accordance with Achieve Global Professional Selling Skills Guide and Guidebook for Recruiters, Volume I, MCO P1130.76.  (8411.2.1h)


(9) Given a prospect/applicant, telephone and a prospect/applicant card, ask for referrals during a telephone call in accordance with Achieve Global Professional Selling Skills Guide and Guidebook for Recruiters, Volume I, MCO P1130.76.  (8411.2.1i)


(10) Given a prospect/applicant, telephone and a prospect/applicant card, close during a telephone call in accordance with Achieve Global Professional Selling Skills Guide and Guidebook for Recruiters, Volume I, MCO P1130.76. (8411.2.1j)
4.   Method/Media: This instruction will be presented by lecture, demonstration, with the aid of an overhead projector, and student handout. The information presented will be reinforced and used in future periods of practical application in your small group room.

5.   Evaluation:  Knowledge oriented learning objectives will be evaluated through the use of written examinations on training day ___. Performance oriented learning objectives will be evaluated through the use of a graded performance event on training day ___.
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TRANSITION: Many of us at one time or another have received a phone call from someone who just assumed that they were talking to the right person. Only to find out that they actually had the wrong number, or wanted to speak to your Dad or Son. To ensure that this doesn't happen to you, the first thing we are going to learn is how to ensure contact has been made with the prospect.

BODY










  (42 min.)
1. (SLIDE-2 ON ) Ensure contact has been made with the prospect.       
(INSTRUCTORS NOTE: EXPLAIN TO THE STUDENTS THE IMPORTANCE OF ENSURING CONTACT HAS BEEN MADE WITH THE RIGHT PROSPECT, SO THEY ARE NOT MAKING AN APPOINTMENT WITH A PROSPECTS parent.)

‰a.  After you have asked for the person you are seeking and he or she comes to the phone, you ensure you're talking to the right person by asking his or her full name and where they are attending high school, or graduated from high school.  By reviewing our background information, we can determine whether or not our prospect is a High School graduate or a High School Senior.  as you can see in the examples below, the verbiage we use is based on our background information.  

‰EXAMPLE 1 Hello, May I speak to Steve? Is this Steve Johnson who is attending Boone High School?"

‰EXAMPLE 2 Hello, I'd like to speak to Steve please. Is this Steve Johnson who graduated from Boone High School.

TRANSITION:  Now that we know we're talking to the right prospect, the prospect needs to know whom he or she is talking to.

2. (SLIDE-3 ON) Identifying yourself and service to a prospect.       

‰a.  The purpose for identifying yourself and service is to let people know whom they are talking to on the telephone. So be proud of who and what you are, and tell them.



‰b.  You can state your branch of service then yourself, or identify yourself then state your branch of service. Use the method that is most comfortable for you.

‰  EXAMPLE. "This is Gunnery Sergeant Best with the United States Marine Corps." 

‰  EXAMPLE  "I'm with the Marines, my name is Gunnery Sergeant Best."

TRANSITION:  Now that our prospect knows whom he or she is talking to, we need to explain why we're calling. To do this we use the skill of opening.
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3. (SLIDE-4 ON) The skill of opening is used to explain to the prospect why you are

calling him/her, and to get the prospect to agree to talk to you.  Remember, the skill steps never change in PSS you propose an agenda, state the value and check for acceptance.

(INSTRUCTOR NOTE: EXPLAIN TO THE STUDENTS THAT THERE ARE A NUMBER OF OPENINGS THAT CAN BE USED ON THE PHONE. THE TYPE OF BACKGROUND INFORMATION THAT THEY HAVE ABOUT A PROSPECT WILL DETERMINE WHAT WILL BE INCLUDED IN THE OPENING STATEMENT.  DEMO SEVERAL EXAMPLES IF NEEDED.
‰  EXAMPLE  1

     Steve, I'm calling all the High School Seniors from your area to see exactly what their plans are after they graduate High School.  If it's OK, I'd like to set up a time where I could ask you a few questions about what your plans are after you graduate.  That way we can see if the Marine Corps can help you reach some of the goals that you have planned for yourself. I have an opening today at 3:00 or 4:00, which do you prefer?

‰  EXAMPLE  2

Steve, the last time we spoke you said you were still thinking about what you wanted to do after graduation.  Now that you’ve graduated, I'd like to set up a time where we could sit down together and discuss your plans for the future.  That way we can see if the Marine Corps could help you reach some of the goals that you have planned for yourself. I have an opening today at 3:00 or 4:00, which do you prefer?

TRANSITION: In both of the examples, we did our openings relevant to gaining an appointment with either the high school senior or the high school graduate. If your prospect agrees to the appointment great. You’re on your way. However, it’s not always going to be that easy. Let’s take a look at how to overcome customer indifference and customers concerns.

4. (SLIDE-5 ON ) The same PSS skills are used for a recruiter to overcome indifference on the phone.
‰  EXAMPLE:     


Prospect: "Sorry! but, I'm going to a trade school to learn electronics. So I really don't see a need to join the Marine Corps."


Recruiter:  I understand that you have other plans right now.  But Steve, since I have you on the phone already could I take a few minutes of your time to ask you a couple of questions about your current plans - I might not be able to help you right now however this information could be important to you in the future.  Would that be ok?
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‰a. Once you have received permission to Probe, you need to create customer awareness of needs by;


   ‰1. Exploring the customer's circumstances for:


      >  Opportunities


      >  Effects 
 


    ‰2. Confirm the existence of a need.

‰  EXAMPLE: 


Recruiter:  "Steve, are you a high school senior?"


Prospect:  "Yeah."

Recruiter: "You said you plan on going to a trade school after you graduate High 

School?" 

Prospect:  "Yeah, I plan on going to a trade school."

Recruiter: "Steve, I know that most trade schools cost about  $6,000 to get educated in a technical field. How much is it going to cost for this school?"


Prospect: "Well it's about $4,000 to $5,000".


Recruiter: "How's it working out for you - I mean as far as coming up with the money?"

Prospect: "Well, it's been kind of tough."


Recruiter: "Kind of tough - what do you mean?"

Prospect: "I'm really having a tough time getting a student loan."


Recruiter: "Do you have a back up plan if you can't get the loan?"


Prospect: "No, not really."

    
Recruiter: "It sounds like that could be a frustrating situation."

Prospect: "Yeah, but there's really no way around it."

Recruiter: "Steve, how would it effect your plans for school if you can't get the loan you                                

need?”            


Prospect: "I won't be able to get my electronics training.  Without that, I'll be stuck working at the grocery store."
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Recruiter: "Well, based on what you're telling me, it sounds like having a solid back up 

plan would be important to you.  Is that right?"

      ‰b.  Once you have confirmed the existence of a need, you make a support statement relevant to requesting an appointment with the prospect.

(INSTRUCTOR NOTE: EXPLAIN TO THE STUDENTS THAT THE SUPPORT STATEMENT ON THE PHONE SHOULD BE MODIFIED TO CREATE ENOUGH INTEREST TO GET THE APPOINTMENT BUT NOT SO DETAILED THAT THE PROSPECT RECEIVES SO MUCH INFORMATION THAT HE/SHE WOULD NOT NEED TO SEE THE RECRUITER.) 
‰EXAMPLE: Steve, with your particular situation it makes a lot of sense to have a good, solid back up plan.  That's why you and I need to get together.  I want to show you all about our technical training.  We have over 30 different job fields to include electronics.  What that would do for you is give you the training you're looking for and actually pay you to learn it, instead of you borrowing money to get the skills you want.  Now I have appointments available today at 3:00 or 4:00.  Which one would work for you?

(INSTRUCTOR NOTE: PROVIDE THE STUDENT WITH OTHER EXAMPLES OF SUPPORT STATEMENTS RELEVANT TO REQUESTING AN APPOINTMENT.)

TRANSITION: Not only are we going to run into indifferent customers, customers are also going to have concerns.

5.  Resolving customer Concerns on the phone.

     ‰a. Resolving the concern of Skepticism on the phone.

‰EXAMPLE: 


Prospect: " Well, I don't believe the Marine Corps can give me that kind of job."

Note:  PSS requires a probe to understand the concern.


Recruiter: "What do you mean?"

Prospect: “It’s hard for me to believe I can get a job like the one you’re talking about.”

Recruiter: "You know Steve, I can appreciate the fact you want to make sure what I’m saying is doable.  That's another reason for you and I to get together so I can provide you with some very good literature that will list and show all the different jobs in the Marine Corps to include electronics.  "So which appointment works best for you, 3:00 or 4:00 today?
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b. Resolving a Misunderstanding on the phone.

‰EXAMPLE:  


Prospect: "You know Sarge that sounds good but, I heard that Marines don't have much 

time for any kind of a personal life."


Note:  PSS requires a probe to understand the concern.


Recruiter:  “What do you mean”


Prospect:  “ I’ve been told Marines don’t have any personal life.”


Recruiter: "Is having  a personal life important to you?”

Prospect: "Yeah, it's real important to me".


Recruiter: Steve to make sure I clearly understand what you mean by; "time for a personal                              

            life” could you tell me more about that.”

           Prospect:  "I want to have time to do the stuff I like to do."

           Recruiter: "Why is that so important to you?"

Prospect:  "Playing basketball and hanging out with my friends has always been a big part    

            of my life and I don’t want to stop now.” 

Recruiter:  “Steve, I completely understand where you're coming from continuing to play      sports like basketball and hanging out with friends is important.  Marines have a great lifestyle that most people don't know about.  We are provided with a lot of personal time to enjoy the things that we like to do.  In your case you'd have ample time to play basketball and hangout with your friends.  I’ll go into greater detail when we get together.  Again, I have appointments at 3:00 or 4:00 o’clock today so which one would work best for you?”   


Prospect:  "OK, how about three?"

Recruiter: "Three o'clock it is."
(INSTRUCTOR NOTE: EXPLAIN TO THE STUDENTS THAT BECAUSE THERE ARE NO ACCEPTED BENEFITS, A DRAWBACK WILL BE RESOLVED THE Same as INDIFFERENCE.)
TRANSITION:  Once you're prospect accepts the appointment and you've agreed on the time, then you want to arrange logistics.
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6. (SLIDE-9 ON) You arrange logistics with the prospect, to establish the location of the appointment, give or get the address and directions if you or the prospect need them and, if necessary, find out if the prospect has transportation.

‰  EXAMPLE:


Recruiter: "Steve, where would you like to meet - we can have the appointment at your 

home, or would you prefer to come to my office?"


Prospect: "I'll come to your office".


Recruiter: "Do you know where my office is located?"


Prospect: "Yes I do, it's in the Federal Building on the first floor."


Recruiter:  "That's right! "It's on the first floor room  #121. "By the way Steve, do you 

have transportation to my office or do you want me to pick you up?"


Prospect: "I have my mom's car for the day."

TRANSITION:  Now that we arranged the logistics, we need to make sure that our prospect is basically qualified.  To do this we will use the skill of opening to introduce screening.

7. (SLIDE-10 ON ) The purpose of screening a prospect is:

 a.  To find out if the prospect meets the basic qualifications to enlist in the Marine Corps 

 and to save both you and the prospect time.

    
 b.  The skill of opening is used to propose an agenda for some screening questions and tell the prospect how screening will benefit them.

‰  Example: Steve, what I'd like to do now is ask you some standard screening questions.  What this will do for you is see if you meet the basic qualifications to be a Marine.  Would that be ok?

8.  Screening a prospect on the phone.

      
‰a. When screening a prospect on the phone you are trying to determine if the prospect meets the basic qualifications to join.  Keep it effective, yet simple. Since time is so valuable, you must screen on the phone to make sure you set time aside for qualified prospects.  Be careful not to interrogate and don't ask questions in a way that suggests a right or wrong response. (I.e. you're not dumb enough to use marijuana are you?) Also, keep in mind that you are at a disadvantage when screening over the phone because you cannot make eye contact or assess body language in response to your questions.  Again, keep it effective, yet simple.      
(INSTRUCTOR NOTE: EXPLAIN TO THE STUDENTS THAT THE TYPES OF QUESTIONS ASKED WILL DEPEND ON THE AREA HE OR SHE IS RECRUITING IN. EXPLAIN TO THE STUDENTS THAT THESE ARE THE BASIC QUESTIONS WE
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WANT TO ASK OVER THE PHONE BECAUSE IF THEY ASK TO MANY QUESTIONS THE PROSPECT MAY CHANGE HIS MIND ABOUT COMING IN.)
‰  EXAMPLE:

"What is your address?


"Did you graduate from high school?" "Did you receive your diploma?"


"Are you a high school senior?" "Will you graduate with your senior class in June?


"What's your date of birth?"  "How old does that make you?"


"Where were you born?"


"Have you ever had any involvement with the police to include traffic or parking tickets?"


"If you were to take a physical, would there be any reason you would not pass?" 


"How tall are you?"  "How much do you weigh?


"Have you ever used any illegal drugs to include Marijuana?"

(INSTRUCTORS NOTE: EXPLAIN TO THE STUDENTS THAT THE MANNER IN WHICH YOU ASK QUESTIONS IS IMPORTANT. THEY MUST AVOID USING LEADING QUESTIONS, BECAUSE LEADING QUESTIONS WILL GIVE THEM THE ANSWERS THEY WANT TO HEAR INSTEAD OF THE ANSWERS THEY NEED TO HEAR. PROVIDE AN EXAMPLE OF A LEADING QUESTION.)
TRANSITION: Before we close the call we want to ask the prospect if they know anyone that

may be interested in the Marine Corps. 
9. (SLIDE-12 ON ) A recruiter must always be thinking about the next prospect and ask for referrals on the phone. 

‰  EXAMPLE  "Is there anyone else you know of that would be interested in hearing about the Marines?"

TRANSITION: It's time to wrap this phone call up. The final action to take is to close the call. 

10. (SLIDE-13 ON ) Closing the call on the phone.
‰  EXAMPLE 

            Recruiter: "Let's go over what we've talked about so far. We agreed that were going to meet at my office in the Federal Building at 3:00 today, and you have your own transportation. Some of things that you can look forward to hearing about are how the Marine Corps will pay you to learn electronics and also how you can have the personal time to do things you like to do.  Steve, if you would, please write down any questions or other things that you'd like to talk about when you get out here today, and in the mean time I'll get my information - pamphlets and brochures, and so on ready for you.  Sound like a good plan?

Prospect: "Sounds great".
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Recruiter "All right Steve, it's been great talking to you and I'm really looking forward to our meeting. See you this afternoon.”

OPPORTUNITY FOR QUESTIONS

1.  QUESTIONS FROM THE CLASS
2.  QUESTIONS TO THE CLASS

a.  QUESTION: What is the PSS skill used to explain why we're calling?


     ANSWER: Opening.


b.  QUESTION: How do you overcome customer indifference on 
the phone?


     ANSWER: Probe to create an awareness of needs.

SUMMARY

  




                  (1 min.)
1. Today we have discussed how to request an appointment on the phone. We also discussed how to overcome customer indifference, resolve customer concerns and how to complete each step on the phone. Lastly we learned the purpose of screening, asking for referrals, and closing the call on the phone.

2.  At this time, turn in your IRF's and take a ten-minute break. Your next class begins at        .

REFERENCES: Recruiters School Sales Division
                             Guidebook For Recruiters
                             Achieve Global 
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