EFFECTIVE TELEPHONE SALES (OUT-Bound)

NAME: .................................................................

	1. Preparation

P.C. logged on /right screen / tidy desk

Up-to-date information available
Sitting upright, deep breath and smile

Working pen and pad available


	Strengths


	Development Area

	2. Introduction

Opening introduction delivered

Warm, enthusiastic vocal delivery

Well paced and clear

Establishes name of customer

Checks okay to talk


	
	

	3. Reason for Call

Explains reason for call

Builds interest not resistance

Hooks customer with effective opening statement that sells benefits


	
	

	4. Fact Finding

Asks open questions

Actively listens

Summarises and confirms


	
	

	5. Presentation

Describes appropriate product /service clearly, using Features and Actions

Sells Benefits of product (W.I.I.F.Y.)

Positively overcomes objections

Spots buying signals quickly

Builds rapport throughout the call


	
	

	6. Close

Effectively closes the call (‘asks for the ‘business’!)

Ends call positively (e.g. Thanks the customer for the call)

Cheerful goodbye


	
	


EFFECTIVE TELEPHONE SALES (IN-Bound)

NAME: .................................................................

	1. Preparation

P.C. logged on /right screen / Tidy desk

Up-to-date info e.g. product brochure, price lists, delivery details, product codes

Sitting upright, deep breath and smile

Working pen and pad available


	Strengths


	Development Area

	2. Answer/Welcome

Answered within 3 rings (10 secs.)

Opening salutation delivered

Warm, enthusiastic vocal delivery – well paced


	
	

	3. Establish Need

Obtains contact details

Asks open questions to gather information

Actively listens (e.g. notes; noises; asks appropriate questions) 

Controls the call


	
	

	4. Summarise and confirm

Paraphrases key points of need back to customer


	
	

	5. Match Need

Describes appropriate product /service clearly, using Features and Actions

Sells Benefits of product (W.I.I.F.Y.)

Positively overcomes objections

Spots buying signals quickly


	
	

	6. Close

Effectively closes the order

(Asks for the business!)

Ends call positively (e.g. Thanks the customer for phoning)

Cheerful goodbye


	
	


www.abctrainingsolutions.biz for loads of free course materials


