Incoming Phone Script

[Name of Direct Mail Piece Sent]
[Company Name]

Good ____________ (Morning, Afternoon, Evening), [Your Company Name Here]
This is ___________ [CSR’s name] – How may I help you?

(Customer Response)

Great, I can help you with that…Let me get your info real quick.

What is your name? _________________  ____________________ (First and Last Name)

O.K. Mr./Mrs. __________________, and your address…?

_____________________________________​​​​​​_​​​ (Address)

City:  ___________________  Zip Code:  _____________

May I get your home phone number? ____________________

Is there a work or alternative number that we can also reach you? _________________

Any cell phone number:  _________________________

Thank you, about how old is your home? ________ years.

Do you have gas, or electric supplied to your home?  ______ (Yes)    ______ (No)

Do you currently have air conditioning?  ______ (Yes)  ______ (No)

And is your heating or air conditioning original to your home?  ____ (Yes)  ____ (No)

May I ask how you heard about us? (Listen for reference to any offers they heard/read about)

_________________________________________

Was there any other way you heard about us?  _________________________________

We’re almost done getting your info – thanks for bearing with me…

Is there any specific reason you’re looking to tune up your system? _________________

You received the letter, telling how you could get a tune up for $XXX, right?

May I go over with you how the discount works?  ____ (Yes)  ____ (No)

Right now, we are offering this GREAT DEAL on a tune up at $ ______.
 (Small pause)…

One of our seasoned technicians will perform a complete precision tune up that will take nearly one and a half hours to complete. It is separated into 14 individual operations. 

(Small pause)…

It's like having your furnace restored to Factory Fresh condition. 
Your system will be ready for the cold weather!  

Would you prefer morning, afternoon, evening or a Saturday appointment?

Great!  I have your time down for _____ (Day) the ____ (Date) at ______ (Time AM/PM)

With ____________________ (Technician’s Name).

Please mark that on your calendar and we’ll see you then.

Thank you and have a great day.
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