 STUDENT OUTLINE

DEMONSTRATE TELEPHONE TECHNIQUE

BRC.  63

 LEARNING OBJECTIVES:  
     a.  TERMINAL LEARNING OBJECTIVES:  Without the aid of references, during a period  

          of  practical application or while on a field  exercise demonstrate telephone techniques in 

          recruiting in accordance with Guidebook for Recruiters Volume I, MCO P1130.76.  

          (8411.4.13)

     b.  ENABLING LEARNING OBJECTIVES:

          (1)  Without the aid of references, identify in writing the purpose for telephone techniques 

          in accordance with Guidebook for Recruiters Volume I, MCO P1130.76. (8411.4.13a)

          (2)  Without the aid of references, identify in writing why the telephone is an efficient recruiting     

          tool in accordance with Guidebook for Recruiters Volume I, MCO P1130.76.  (8411.4.13b)

          (3)  Without the aid of references, identify in writing the four advantages of telephone canvassing    

          in accordance with Guidebook for Recruiters Volume I, MCO P1130.76. (8411.4.13c)

          (4)  Without the aid of references, identify in writing the four factors that effect the degree  of   

          effectiveness from telephone prospecting in accordance with Guidebook for Recruiters Volume I,   

          MCO P1130.76.  (8411.4.13d)

          (5)  Without the aid of references, identify in writing why to prepare for telephone canvassing in   

          accordance with Guidebook for Recruiters Volume I, MCO P1130.76. (8411.4.13e)

          (6)  Without the aid of references, identify in writing how to prepare for telephone canvassing in 

          accordance with Guidebook for Recruiters Volume I, MCO P1130.76. (8411.4.13f)

          (7)  Without the aid of references, identify in writing how to plan for telephone canvassing in    

          accordance with Guidebook for Recruiters Volume I, MCO P1130.76.  (8411.4.13g)

          (8)  Without the aid of references, identify in writing the common concerns of telephone  

          canvassing in accordance with Guidebook for Recruiters Volume I, MCO P1130.76.  (8411.4.13h)







1.  Purpose:  The primary purpose of telephone canvassing is to make contact with the prospect and obtain an appointment. Sell the prospect on an appointment, not on the Marine Corps. Only enough information should be presented over the telephone to create interest and the need to seek more information. The interview occurs when you are face-to-face with the prospect. The telephone is the quickest and most effective means of prospecting more people in less time.  Follow this simple formula:

EFFECTIVE TECHNIQUE + MORE PROSPECTS IN LESS TIME = FACE TO FACE INTERVIEWS

2.  Tool:  The telephone is the most efficient recruiting tool because it allows the recruiter to be able to reach more prospects directly in less time than with any other prospecting method. There are four distinct advantages of Telephone Canvassing (TC):

     a.  It puts you and your NCOIC in control of your time and planning. You and your NCOIC decide when to use or not to use the telephone. Consider that the best time to contact a prospect in your area (by TC) will depend on the normal time they are at home. To determine the times for TC activity you must use common sense and knowledge of your area. 


b.  It is convenient. Only an S&R Book, writing material, a list, prospect applicant card, and a telephone are required to prospect.

c.  It allows flexibility in market selection. You and your NCOIC can quickly select and shift to whatever market you need to prospect in order to satisfy your mission for the month. For example, if your mission for the month is a production goal of 3 contracts, and they must ship to Recruit Training during Feb., Mar., or April, naturally you want to focus your efforts prospecting in the graduate market.

     d.  You are in control of the call. You have role-played and  prepared to address the likely needs of the prospect you are talking with. You can control the time of the appointment to fix your schedule as best as possible. Also, in some cases you may have valuable background information about the prospect that may help you in scheduling an appointment or overcoming any concerns he/she may have.

3.  Factors that should be considered (20 MIN) (OFF – BLANK SCREEN / ON – PPT 5) Like most tools the more you use them the more you will become comfortable and proficient. There are many factors that will effect the degree of effectiveness and ultimately the results achieved from telephone canvassing. There are four factors and with each factor there are steps to assist in your future success as a recruiter they are Preparation, Planning, Scheduling (timing) and Technique. The first factor we will talk about is preparation.

a.  Preparation. Preparation can aleviate fear and  uncertainty The following are ways you should  

prepare yourself before making a telephone call.

         1)  Review PSS.

         2)  Do role plays with the NCOIC.

3) Develop a telephone script to handle the worst situations over the phone (i.e. hostile prospects     

or parents, indifference, people who hang-up).

         4)  Plan to handle the worst situations over the phone (i.e., hostility, prospect concerns, etc.).

         5)  Start with a Positive Mental Attitude. Consider every contact as a potential contract.

            6)  Organize and have your supporting tools handy: For example benefit tags and Marine Corps opportunity book. Any prospecting list, your schedule and results book, prospect applicant cards and writing materials.

         7)  Create a relaxed environment that is conducive for making telephone calls.

b. Planning is the second factor to consider.  There are several things to weigh when planning to prospect using the telephone. The foundation for your planning should start by identifying the market you are responsible for contracting. Consider the following:

1)   Based on your mission; you will call graduates, seniors, prior service, or a certain combination of all.

2) When working your lists, (last years grads, and this years seniors) you want to determine the   

number of calls to make and which list takes priority. This is determined by your                             mission for the month. If your mission is four (4) new contracts, one (1) High School Grad and three (3) High School Seniors, you can schedule your  prospecting to be more weighted toward the senior market.

         3)  Review the objectives sheet you complete at the end of each month. The objectives you assign  

         yourself are based on your past months' performance and the current recruiting environment. You  

         can and should exceed your goal for TC's to ensure your success. The objectives are set up as    

         guidelines for you to make your mission. The more people you contact, the more successful you  

         can become.

4) Another reason to be aware of the market is that telephone prospecting techniques such as the  

PSS Skills of opening and probes differ from carket to market.

         5)  Plan telephone prospecting from the following sources:

              (a)  lists.

              (b)  PACs.

              (c)  PPCs.

              (d)  RCs.

    c.  Scheduling and timing go hand-in-hand. After we prepare, plan, and organize all of our sources        

    we must put them into our schedule. You should analyze the information on the sources for TC  

    prospecting, and review your S&R book, to determine the best time of  day to make your calls and  

    ensure that TC prospecting does not interfere with previous commitments.

    d.  Technique is the fouth factor and that will effect the degree of effectiveness and ultimately the    

    results achieved from telephone canvassing the most. Anyone can dial the phone and talk into the  

    handle but skill is required to produce an appointment and willing prospect. The best plan can be 

    devised to produce a high contact rate, but without developing and applying proper techniques, rarely   

    will you be able to obtain an appointment. These tecniques follow the principles of PSS Skills Core:

1)   Open the call.

2) Prope the prospect.

3) Support statement relevant to gaining an appointment.

4) Close the call.

5) Overcome any indifference expressed on the phone.

6) Handle any concerns the prospect may have.

4.  Common telephone canvassing questions The following are some of the more common procedural questions recruiters ask when telephone canvassing:

     a.  Question:  What do I do if I get a phone company recording?

     Answer:  Hang up and immediately redial to verify that you dialed correctly, or determine that this is  

     no longer a valid number. (This does not count as a telephone call for prospecting.)

     b.  Question:  What if I get a busy signal?

     Answer:  Hang up and redial the number later on during the calling period.

     c.  Question:  What if I get a hostile parent?

     Answer:  Use your PSS skills to control the call. Identifying yourself and why you are calling right  

     away will answer the two obvious questions of "Who are you?" or "What do you want?" At this point    

     all you want to do is get permission to talk to the prospect.

     d.  Question:  How many times do I let the phone ring?

     Answer:  Let the phone ring 5 times. Most people answer by the fourth ring, and letting it ring more 

     than six times annoys people who will then generally answer with hostility, if at all.

     e.  Question:  What do I do if the parent asks me how I got their child's name?

     Answer:  State, "Ma'am/Sir, we call all high school seniors to talk about Marine Corps programs.  

     When is the best time to reach your son/daughter?"

     f.  Question:  What do I do if the prospect says, "I'm not interested."

     Answer:  Use your telephone techniques and your PSS skills you will acquire as a recruiter to get 

     them interested. That's your job; to create the interest in the prospect!
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