 

What to say when you get a customer's answering machine?  By Deb Casey

Some of us are phone chickens and never know what to say to a machine, too much or too little. We've met the people at shows, booths... they might have already bought from us..... why do we feel chicken? They won't hurt us! Strange how we can have these feelings but they are real feelings. We think if we are better equipped, we will feel more comfortable so we all brainstormed together.

We started with a basic message you might leave on a customer's answering machine:

~~ Have your name, company, and where you met them stated clearly and up front. You don't want to sound like a telemarketer because you are not randomly calling them. You have met them. You have  already  started a relationship that can lead to personalized service and friendship!

~~Sound confident! Suzie sounded like she was unsure what she wanted to cover with that question mark at the end of specials, didn't she? You have a great product. You can offer it to her free and discounted. Sound like you are doing her the favor. Sound like she is special and you want to give her special treatment .

~~Sound enthusiastic! Write our scripts with exclamation points to remember that we are joyfully sharing with them!

~~You should stand when you talk.... you'll talk faster and happier... giving a sense of urgency and the person will want what you have if you sound like YOU like it and want it! The grass needs to appear greener on your side of the fence. So STAND UP; SOUND HAPPY..... let them feel your excitement! Smile! This helps your presentation and tone of voice to be projected with enthusiam!

~~Watch yourself in a mirror nearby to make sure you are smiling! Your smile will be projected through your tone of voice!

~~ Put your phone number very near the front of the message. Why? If they want to call you back, they won't need to listen to a long message to get that number. Have you ever had to listen to a whole message three times to get a phone number?

~~ Say the phone number slowly and clearly.

~~ Keep the message brief.


Helen! This is Suzie Smith from Usborne Books, my number is 800-222-2222! I'm calling to see if you'd like to come to a special party I'm having at my house on the 22nd! It's at 6:45 and I'm giving away a bunch of free books and we'll have great food! If I don't hear from you in the next couple of days, I'll call you again... I'm hoping you can come Helen! Bye!

Things we liked:
~~ Gave the information about a fun event that she'd like to participate. 

~~ Made her feel special to be invited. Even if Helen chooses not come to my party... she will remember in the future that she was personally invited! This builds customer loyalty big time! :-)

~~ Invited Helen to call me back but also I gave myself permission to call her back. Now  I don't worry that she 'd  get annoyed if I call her back because  I know  she is expecting it!

~~ Added a sense of urgency with this is a time-sensitve offer... the party is the 22nd!

~~ Added hospitality.... I hope you you come! 

~~ I spoke quickly with the BASIC DETAILS..... didn''t give too many details like my address and that she can get extra points for bringing a friend and the number of books I'm giving away, yada, yada... didn't babble! I wanted to get more of my message in there before her machine cuts off!

~~ I let her know up front who is calling and my company name to jog her memory!

~~ My number is near the front and I say it slower than the rest.


Another script that I heard at national, went something like this:

Hi Helen! This is Suzie Smith from Usborne Books! My number is 800-222-2222! I called to tell you that your name was picked from those I met at the ABC booth last Saturday and you won the prize! You get (click-hang up the phone with your finger)

What do you think? If you got a call with an air of mystery like that .... would you call back? You could offer $15 of free books for any show date you have open in the next 4 weeks [use previous hostess to place $15 free and add a $5 book bought at retail in with the Previous Hostess Booking Credit to pay the $5 cost!]

Homework: As people leave you messages this week on your answering machine; write down what made them effective in getting you to respond.


~~Was it their tone, message, invitation, the topic???? what? what? what?
~~Did you respond to people who you know and have left a number so you don't have to look it up? I know when people don't leave me a number.... I don't always have time to look them up. Then if I don't call them right away... I forget! 
~~Was it because you felt that it was important? Why did you decide they were important? Diid they make you feel important? 
~~ Did they make you feel personally befriended?
~~ Did they do you a favor? Are they looking out for your interest?

Let's take another answering machine message that we might leave:

Hi Helen! This is Suzie Smith from Usborne... my number is 800-222-2222! I'm bummed I missed you! I heard of a great deal that I wanted to let you know about because it meant more free books this month for Carrie and Laura. Call me back so I can tell you all about it, okay?  Bye!

note: Carrie & Laura are Helen's daughters! So what did we do with that?

Nail it for me ladies! Write it down! :-)
~~ Personalized it!
~~ Made it sound interesting!
~~ Made her feel like you were calling her, not just a name on your list.
~~ Grabbed her attention so she will want to call back and find more
~~ Made her feel special

And where can you get the personal info? 
We can't trust our memories! Listen at your shows write it down on her Customer Survey at shows and booths.
This past week as I printed more Customer Cards, I put Customer Care Cards as the top line!
In a future email this week.... you'll be hearing from one of our top supervisors what she is putting on the back of her Customer Care Cards! Wait till you hear! :-)


How about if you know that Martha is a speech therapist in a school? You could talk to her about books that she can relate to in her job!

Hi Martha! This is Suzie Smith from Usborne Books! My number is 800-222-2222! I've been thinking about you all week! I'm dying to share some info about new books coming out in 2 weeks that you've just gotta see for your kids at school! Call me right away, okay? :-)


Okay, time for you to try it..... write out a script. Joanne bought books from your show 3 weeks ago and you think she got them this week from your hostess. What would you say on the customer care call where her answering machine answered?

Here is are 2 examples we came up with in our chat:

Joanne! This is Suzie Smith from Usborne Books! My phone # is 301-222-2222! I am so glad to have met you at Sarah's party two weeks ago. How are Stevie and Mike enjoying those Internet linked books? I'm calling to see what you liked about them and....... to tell you a special I thought your kids would just love! If you don't call me in 2 days, I'll try to call you back because I don't want you to miss out! Bye Joanne!

Hello Martha! it's Suzie Smith from Usborne Books! Please call me at 1-800-222-2222! I just received the new Mother's day craft book I know you were looking for some idea's! I can't wait for you to see it. Please call me when you have a moment!

~~ Did you know that the favorite word anyone likes to hear is their own name? You drop it in to the message more than once to let her know we are calling her with the special that she'll love for HER kids!


Okay! Do you get the idea? Now for our final example, let's pretend that you met Helen last week at a booth and that Ishe checked off that she MIGHT be interested in recruiting... but when you called.... you get an answering machine..what would you say? Which of these 2 do you like better and why now that you've read some of our group's hints above? Remember you are calling because she checked that she might be interested in recruiting!

Helen! Hi this is Suzie Smith. We meet at the ABC event last week. I was calling to see if I could set up a time with you to talk about your interest in the business. Please call me when you have the time at 903-222-2222.

Hi Helen! This is Suzie Smith from Usborne Books! My number is 222-222-2222. Remember we met last Saturday at the ABC conference at the Usborne book table? I'm calling today to see if you read the info I gave you so I can answer any questions you have. I'm sorry I missed you. I'll call you back in the next day or so to answer your questions! Bye Helen!

What do you think? Why?
~~Is it short and says what needs to be said?
~~Do you remember why would we say something?
~~What did you really want to actually focus on?
~~Did she receive all the info she needed briefly and in a personal way?
~~Is it factual and enthusiastic?
~~Did you capture her interest?
~~You don't want to play games... we are NOT telemarketers. :-)

We finished this chat with thoughts on what you don't like in answering machine messages.... what NOT to do:
~~ too long
~~ when impersonal and not geting all the information across
~~ the rudeness of calling you with a machine!  totally impersonal!

Our biggest fear?
Getting tongue tied! Solution? Have a script in front of you! Take a deep breathe before start! 
A script can be good to start when you can get the words right and not let it sound like a script so practice it in front of a mirror or with your spouse or friend. Many of us first started with a script and now do it with ease!

It is just like when you start learning what to say at your home shows... you don't want the first time you hear your voice saying it out loud to be when you are 'on'! 

With your scripts... put in when you want to pause and when you want to BQ (stands for Be Quiet and Listen!)
Emphasis in your tone of voice really helps when reading a script so it doesn't sound like a script.
Mean it.... sound like you care.... If do care; you should sound like you care about her and her kids!
Stand up and smile!
You can lower your voice a bit and make sure to pronounciate very well. Go for the softer sounds... like when you talk to a kitten... you don't need baby talk high pitch you need lower pitch sounds!

And what do you not want to do when you get an answering machine?
Don't hang up... why? Mant gave caller IDs! They want to know why you called.

We did have one more great question.
What do you do when you keep getting someone's answering machine.
The thing is... they may or may not be getting your messages. It truly depends on who checks the machine and how well they give the messages to their family members! You could mail them a short note (or email... but mail is better) that says....

Helen, I've been trying to reach you by phone but we must be on different schedules... I wanted to be sure 
you got this information because it is only good until 10AM this Friday and I keep thinking of you when I see this special on my desk! Call me, okay?! My number is 800-222-2222!  Love, Suzie Smith, Usborne Books

I'd love to get a personal email on how this works for you. 
Send me your favorite phone script and I'll compile them and resend them out to everyone next week!

Thank you to those who attended our chat last night: Kellie Renich from MD, Margie Hockersmith from KS, Karol Nicoletti from CT, Kathy Hallacy from TX, and Min Cotter from NH!

Blessing to you and your families,
Deb Casey
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