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TAKING THE CALL - A NEW CLASS OF PROSPECT




Reference Script: To be customized by your agency
1. PHONE RINGS, AND THE PHONE IS ANSWERED USING THE AGENCY SERVICE STANDARDS FOR PHONE HANDLING.

2. PROSPECT IDENTIFIES HIMSELF / HERSELF AND LETS YOU KNOW THAT THEY FOUND YOUR AGENCY AFTER DOING SOME RESEARCH ABOUT INSURANCE ON THE INTERNET.

3. THANK THE PROSPECT FOR CONTACTING THE AGENCY, ADDRESS THE INTERNET AND ASK FOR THE CORRECT SPELLING OF THEIR NAME.

a. THANK YOU FOR CALLING THE MAIN STREET INSURANCE AGENCY HERE IN ANYTOWN.   
b. CHOOSE ONE OF THESE OPTIONS TO ADDRESS THE INTERNET CALL

i. IT’S PROBABLY TAKEN YOU SOME TIME FIGURING OUT WHAT TO DO ON-LINE.
ii. I KNOW HOW DIFFICULT IT CAN BE TO MATCH UP COVERAGES AND NEEDS ON-LINE.
iii. SMALL BUSINESS OWNERS HAVE UNIQUE NEEDS THAT CAN OFTEN BE MISSED WHEN SHOPPING ON-LINE.
iv. IT CAN BE DIFFICULT KNOWING YOU’VE SECURED THE RIGHT ANSWERS TO YOUR INSURANCE QUESTIONS WHEN RESEARCHING ON-LINE.
v. I KNOW HOW HARD IT IS FOR ME TO DO INSURANCE RESEARCH ON-LINE, AND I WORK IN THE BUSINESS!
c. FINISH THE OPENING

i. I LOOK FORWARD TO HELPING YOU IN ANY WAY I CAN.  MAY I HAVE THE CORRECT SPELLING OF YOUR FIRST AND LAST NAMES?
4. IF THEY ASK WHY YOU NEED THAT INFORMATION, LET THEM KNOW YOU WANT TO EXTEND THEM THE COMMON COURTESY OF PROPERLY USING THEIR NAME DURING YOUR CONVERSATION.  (IN ADDITION, YOU MIGHT JUST FIND OUT ONE OF YOUR ‘CURRENT’ OR ‘FORMER’ CUSTOMERS IS ON THE LINE WITH YOU!)

a. WE LIKE TO SECURE THIS INFORMATION IN ORDER TO PAY YOU THE COURTESY OF PROPERLY USING YOUR NAME DURING OUR CALL.
5. ASK THE PROSPECT HOW YOU CAN HELP THEM.

a. HOW MAY I HELP YOU TODAY?
6. I’VE BEEN OUT SHOPPING PRICE, AND NOTICED THAT YOU …

a. MR. / MS. PROSPECT, THE MAIN STREET INSURANCE AGENCY IS AN INDEPENDENT INSURANCE AGENCY.  WE REPRESENT MULTIPLE COMPANIES.  BECAUSE OF THAT, WE CAN LOOK FOR THE BEST VALUE FOR YOU IN YOUR INSURANCE PROTECTION.  OTHER THAN PRICE, WHAT IS MOST IMPORTANT TO YOU WHEN MAKING THE DECISION TO PURCHASE INSURANCE?
i. RESPOND AS APPROPRIATE

7. I’VE BEEN OUT LOOKING AT DIFFERENT COMPANIES ON THE INTERNET, AND NOTICE YOU REPRESENT COMPANY X…

a. MR. / MS. PROSPECT, THE MAIN STREET INSURANCE AGENCY IS AN INDEPENDENT INSURANCE AGENCY.  WE REPRESENT MULTIPLE COMPANIES, ONE OF WHICH IS COMPANY X.  SOMETIMES COMPANY X IS THE BEST MATCH WITH THE NEEDS OF OUR CLIENTS, SOMETIMES IT’S ANOTHER COMPANY.  LET’S TALK ABOUT YOUR NEEDS, AND SEE IF COMPANY X IS INDEED THE BEST MATCH FOR YOU.
i. SECURE INFORMATION 

8. I’VE BEEN OUT LOOKING FOR A LOCAL AGENT…

a. MR. / MS. PROSPECT, THE MAIN STREET INSURANCE AGENCY IS AN INDEPENDENT INSURANCE AGENCY LOCATED AT (STREET ADDRESS) IN ANYTOWN.  WE’VE BEEN IN BUSINESS SINCE (DATE).  WE INSURE FOLKS ACROSS OUR CITY AND COUNTY.  WE REPRESENT MULTIPLE COMPANIES.  BECAUSE OF THAT, WE CAN LOOK FOR THE BEST VALUE FOR YOU IN YOUR INSURANCE PROTECTION. WE’D LOVE TO SEE IF WE CAN’T HELP YOU AS WELL.   WITH THAT IN MIND, COULD I GET SOME ADDITIONAL INFORMATION FROM YOU?
i. SECURE INFORMATION 

9. I HEARD ABOUT YOUR AGENCY VIA FACEBOOK / TWITTER / SOCIAL MEDIA…

a. MR. / MS. PROSPECT, THE MAIN STREET INSURANCE AGENCY IS VERY PROUD OF OUR STANDING IN THE COMMUNITY.  IT’S NO SURPRISE TO ME THAT YOU HEARD ABOUT US FROM YOUR FRIENDS OR FAMILY OVER SOCIAL MEDIA.  WE HAVE A GREAT REPUTATION BECAUSE WE TAKE CARE OF OUR CLIENTS.  WE’D LIKE TO EXTEND THAT SAME SERVICE TO YOU.  WITH THAT IN MIND, COULD I GET SOME ADDITIONAL INFORMATION FROM YOU?
i. SECURE INFORMATION
