TMP LEAD FOLLOW-UP SCRIPTS FOR CLIMATEMASTER DEALERS (January 2011)
Leads come from the following sources requiring minor variations in the dealer call script.  

1)  The prospect contacted us via the phone center (call-in)

2) The lead was received via a reader service response (from a periodical)
3) The lead came from a link on the ClimateMaster Web site

Customer Call Script Option 1

Script 1- TMP lead from call center customer call:

Hello, my name is ____________ and I’m calling for (name on lead) in response to their request to our call center asking to be contacted regarding a ClimateMaster geothermal heat pump system.  
(If the lead is not available)  

Will you please let (name on lead) know that I called regarding their ClimateMaster inquiry and that they can reach me at (provide phone number and e-mail).

(If the lead is available)
I work for ___________________ and we install and service ClimateMaster geothermal heat pumps in your area.  

Is this a good time to talk?  

(If no)   
 I understand.  When would be a good time for me to call back?  (Record their answer and follow-up).
(If yes)  

 Have your received the information packet ClimateMaster sent you yet?    
(If no)

 I’m sure your information package is in the mail.  Our call center will contact you in a few days to make sure you received it.  Are there any questions I can answer for you today?  

(If this conversation does not lead to an appointment)  

May I call you back after you have had a chance to review the materials ClimateMaster is sending you.  (If yes) When would be a good time for me to call back?  (record the appointed time and follow-up).

(If yes)

Go into the sales process

Script 2- TMP lead from call center reader service response card (note many of these do not have a phone number, so the dealer will need to research a number, or mail a dealer response asking the customer to call the dealer):

Hello, my name is ____________ and I’m calling for (name on TMP lead) in response to an inquiry sent to our customer service center asking to be contacted regarding a ClimateMaster geothermal heat pump system.  I work for ___________________ and we install and service ClimateMaster geothermal heat pumps in your area.  Do I have the correct (person’ name on the lead notice)?

(if no)

My apologies, I am sorry to have bothered you.

(if yes)

Is this a good time to talk?  

(If no)    I understand.  When would be a good time for me to call back?  (Record their answer and follow-up).

(If yes)  

 Have your received the information packet ClimateMaster sent you yet?    

(If no)

  I’m sure your information package is in the mail.  Our call center will contact you in a few days to make sure you received it.  Are there any questions I can answer for you today?  

(If this conversation does not lead to an appointment)  

May I call you back after you have had a chance to review the materials ClimateMaster is sending you.  (If yes) When would be a good time for me to call back?  (record the appointed time and follow-up).

(If yes)

Go into the sales process

Customer Call Script option 2

 TMP lead from call center customer call (only):

Hello, my name is ____________ and I’m calling from Dealer’s Name in follow up of an interest expressed in a ClimateMaster Geothermal heat pump by Customer name on lead notice.   Is MR./Mrs./MS (last name) available for a few moments to discuss his/her needs?

Talking Points/Helpful Hints:  After the conversation with the lead begins

· Provide who you work for, provide location and credibility? - I work for ___________________ and we install and service ClimateMaster geothermal heat pumps in your area and have been in business for ___ years.

· Be prepared for the call:

· Understand the geography of the area

· Leverage lead qualifiers  provided in the original lead

· Be prepared to communicate any utility rebates or tax credits available in the area

· Know your schedule – When can you be available for a follow up call/on site meeting 

· If the caller appears engaged during the call, top line the following critical elements of the decision making process or ask probing questions to get to the consumer to answer questions:

· Explain top line – Ask if they are familiar with how the system works

· Explain top line – Ask if they have any specific requirements?/Understand the environment of the consumer.

· Confirm if new or existing home and time frame for decision from lead form

· Confirm the timing on the lead and the change to Geo is of interest 

· Explain the benefits of Lower Cost of Ownerships

· Explain any available Tax Credits, utility rebates and financing options

· Do you have any questions that I can answer for you regarding how the ClimateMaster Geothermal pump system works? (Answer Questions/Attempt Appointment)

· When would be a good time for us to schedule an appointment for a no obligation on site visit? 

· If they object:

· Explain the importance of the onsite visit. 

· Offer to provide testimonials for other satisfied customers.

