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Many businesses stimulate their market round the clock. Whether sales literature, web sites or
advertising, prospects are reached frequently overnight and on weekends.

What do you do when your customer is ready to buy and your doors have closed for the day?

Have you experienced a situation when you've called after hours and get an answering machine
asking you to call back during business hours, or worse yet, no answering machine at all?

You can only hope that potential customer is the patient type and will keep trying to shove their money
under your door. Or will that customer satisfy their need by moving on to the next available supplier?

Few businesses have the budget for staffing and equipping for 24 by 7 live staff or order—taking
operation.

A solution frequently used by retailers, contractors or professionals is to utilize a professional live
answering service.

Answering services provide the valuable service of a live receptionist available to answer questions,
make appointments or take orders.

Long gone are the days when answering services simply took and relayed messages.
Technology and proper training enable the receptionist to answer each call as if they were an
employee of your company. Computers queue the receptionist instantly identifying the call's source. A

prepared script or fact sheet is utilized to handle the call.

In addition to off-hours call handling, many answering services can handle calls after a certain number
of rings or when there would be a busy signal during periods of hyper—activity, often saving a sale.
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The reality is most businesses are open less than one-third of the time. That is a small window of
opportunity for your customer to buy.

In today's economy and lifestyle, customers want to satisfy their need as quickly as possible. If you're
not available when they are ready to buy, you may have a disgruntled potential customer or prospect,
or worse yet, a lost sale.

Consider a professional answering service to solve this problem for your business. You should
experience increased sales and have a happier customer base.

" ..what Makes You Better?"
By John Hirth

Sales people are frequently confronted by this question on sales calls, along with some others like
"why should | buy from you/your company?" or "what makes you different?". In fact, as identified in my
last post, they have probably spent a lot of time at "Product Knowledge U" learning exactly how to
answer these questions. In reality, answering questions like these usually end up putting you on the
defensive and will not give you the advantage you are hoping for.

Think about it for a minute... if you answer that question you immediately sound like all of the sales
people that have come before you, as well as those who will follow you. By answering the question you
create "sameness" and a belief in the mind of the prospect that you are just like everyone else. You
must also consider that everything you say will be considered as "sales fodder" and is often listened to
with skepticism and from an "oh sure" perspective.

Obviously, there are many different situations in which this questions can be asked. Are they currently
buying this product from someone else. Is this a product they have bought in the past, or is it a product
they have never bought? Knowing which situation you are in will help you determine how best to
proceed. Rather than answer the question, you might want to say "I'd be happy to tell you but I'm
curious, is this a product that you have used in the past or are currently buying?". Their answer will be
a valuable piece of information from which we can plan our next question.

If they are currently using or have had past experience, it would make a lot more sense to find out what
they have used in the past. If they are looking to make a change "what would they like to see
different?" This is a questions that would get us information that would begin to form our offer, or
identify that we don't have what they want. Remember too, if they are not buying or have not used
before, giving away your information can how become a shopping list that will allow them to compare
you to the competition and "commaoditize" your offer.

Not always, but often times the best answer to a question is another question. By not answering the
guestion but rather asking:

"Was there something that you were hoping would be better?", or
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"if we could offer something different or better what were you hoping for?"

With these questions you end up with the chance of finding out exactly what they are looking for and
can craft your response based on the feedback you get.

It takes some courage and emotional control to respond this way but you'll find it will put you in an
entirely different light with your prospect. Stop answering "what makes you better" and you'll get better
information that will help you make more sales!

John E. Hirth, is President and founding principal of Selling Dynamics, a sales force development,
sales training and sales process consulting firm dedicated to increasing sales revenue and corporate
profits. Email:

Website:
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