CONDUCT A TELEPHONE CALL

BRC 27

STUDENT HANDOUT

LEARNING OBJECTIVES:  

      a. TERMINAL LEARNING OBJECTIVES:  Given a prospect/applicant, a telephone, list contact sheet, a list scheduling card, 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, a telephone, list contact sheet, a list scheduling card, and a prospect/applicant card, ensure contact has been made during a telephone technique performance examination 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, a telephone, list contact sheet, a list scheduling card, and a prospect/applicant card, identify yourself and service during a telephone technique performance examination in accordance with Achieve Global Professional Selling Skills Guide and Guidebook for Recruiters, Volume I, MCO P1130.76. (8411.2.1b)

     
(3) Given a prospect/applicant, a telephone, list contact sheet, a list scheduling card, and a prospect/applicant card, do an opening relevant to gaining an appointment during a telephone technique performance examination 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, a telephone, list contact sheet, a list scheduling card, and a prospect/applicant card, overcome customer indifference during a telephone technique performance examination 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, a telephone, list contact sheet, a list scheduling card, and a prospect/applicant card, resolve customer concerns relevant to gaining an appointment during a telephone technique performance examination 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, a telephone, list contact sheet, a list scheduling card, and a prospect/applicant card, arrange logistics during a telephone technique performance examination 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, a telephone, list contact sheet, a list scheduling card, and a prospect/applicant card, conduct an opening for screening during the telephone technique performance examination 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, a telephone, list contact sheet, a list scheduling card, and a prospect/applicant card, screen a prospect/applicant during the telephone technique performance examination 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, a telephone, list contact sheet, a list scheduling card, and a prospect/applicant card, ask for referrals during a telephone technique performance examination 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, a telephone, list contact sheet, a list-scheduling card, and a prospect/applicant card, close during a telephone technique performance examination in accordance with Achieve Global Professional Selling Skills Guide and Guidebook for Recruiters, Volume I, MCO P1130.76. (8411.2.1j)

1.  Ensure contact has been made with the prospect: 


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 language


used is based on our background information.  

EXAMPLE 1:  Hello, may I speak to Edgar?  Is this Edgar Carpenter who is attending San Diego High School?"

EXAMPLE 2:  Hello, I'd like to speak to Edgar please.  Is this Edgar Carpenter who graduated from San Diego High School?

2.  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 you are and what you represent.


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 Washington with the United States Marine Corps." 

EXAMPLE:  "I'm with the Marines, my name is Gunnery Sergeant Washington."

3. 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:  propose an agenda, state the value to the customer, and check for acceptance.

EXAMPLE  1:  Edgar, 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:  Edgar, 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?

4.  The same PSS skills are used for a recruiter to overcome indifference on the phone: 
EXAMPLE:     


Prospect: "No thanks, I'm going to college and I really don't see a need to join the Marine Corps."


Recruiter:  I understand that you have other plans right now.  Since I have you on the phone already I would like to 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.  Perhaps this information could be important to you in the future.  Would that be ok?


    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:
"Edgar, what college are you planning on attending?"


Prospect:  
"Mira Mesa."

Recruiter: 
“Edgar, is that a two year or four year college?”

Prospect:  
"It’s a two year college."

Recruiter: 
"Edgar, what made you choose a two year instead of a four year college?”


Prospect: 
"Well I’m really having a tough time keeping my grades up."


Recruiter: 
"What caused the problems with your grades, Edgar?"

Prospect: 
"Bad study habits because I don’t have enough self-discipline."


Recruiter: 
"What plan do you have to improve your study habits?"

Prospect: 
"I really don’t have a plan."


Recruiter: 
"Edgar, how would it effect your goals if you were not able to improve your discipline so you good get better grades? "


Prospect: 
"I would be devastated."

    
Recruiter: 
"Edgar, would it be important to you to find out how you could improve your study habits by improving your self-discipline?."

Prospect: 
"Sure!"
b.  Once you have confirmed the existence of a need, you make a support statement relevant to requesting an appointment with the prospect.

EXAMPLE:  Edgar, with your particular situation it makes a lot of sense to want to improve your self discipline so you can get those good grades.  We have several ways of improving your self- discipline starting in Recruit Training.  The Drill Instructors will teach you how to set your priorities and achieve them.  How this benefits you is it gives you the self-discipline you need to improve your grades so you can get to that four year college.  Now I still have appointments available today at 3:00 or 4:00.  Which one would work for you?

5.  Resolving customer Concerns on the phone:  

      
a.  RESOLVING THE CONCERN OF SKEPTICISM ON THE PHONE.
EXAMPLE: 

Prospect:
" Well, that’s hard to believe."
Recruiter:
"What do you mean?"
Prospect:
“It’s hard for me to believe I can learn to set my priorities and achieve them in




Recruit Training like what you have been saying.”
Recruiter: 
"You know Edgar, I can appreciate the fact it’s hard for you to believe that you can



learn to set your priorities and achieve them.  That's another reason for you and I to 



have an appointment so I can show  you in my Marine Corps Opportunities Book 



exactly how you can set your priorities and achieve them.  "I still have that 



appointment available today at 3:00 or 4:00.  Which do you prefer?


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."

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: 
“Edgar, what do you mean by "time for a personal life?” 

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:  
“Edgar, 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 works best for you?”   

Prospect:  
"Ok, I’ll accept the 3 o’clock appointment?"
Recruiter: 
"3 o'clock it is."

6.  You arrange logistics with the prospect to establish the location of the appointment, give or get the address, get directions if you or the prospect need them, and if necessary, find out if the prospect has transportation:  

EXAMPLE:


Recruiter: "Edgar, 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 Edgar, 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."

7.  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:  “Edgar, 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.      
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 any types of 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?"

9.  A recruiter must always be thinking about the next prospect and ask for referrals on the phone:  

EXAMPLE  

Recruiter:
"Is there anyone else you know of that would be interested in hearing about the



Marines?"

10.  Closing the call on the phone: 

EXAMPLE: 

Recruiter: 
"Let's go over what we've talked about so far Edgar.  We agreed that we’re 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 help you get that self-discipline you need to improve your



grades and also how you can have the personal time to do things you like to do. 



Edgar, if you would, please write down any questions or other things that you'd like



to talk about when you get down here today, and in the mean time I'll get my



information, pamphlets, and brochures ready for you.  Sound like a good plan?
Prospect: 
"Sounds great".

Recruiter: 
"All right Edgar, it's been great talking to you and I'm really looking forward to our



meeting. See you this afternoon.” 
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