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HOW TO HANDLE THE TELEPHONE - A LIFE SKILL

"Is this the party to whom I am speaking” -Lilly Tomlin

Learning the Art of Cold Calling

1. What are your primary goals?

* Anin-office meeting with this person, unless that personisina
distant city.

¢ A phone meeting if that is the only reasonable option.
¢ The name of a person who may be appropriate for you to talk
with - if this person is simply the wrong contact person,

2. What are your secondary goals?

< ¢ Determine when the person has time to schedule a meefmg with
" you,
Try to book something - even if it's a mon‘:h from now.
® Get other names,

IMPORTANT POINTS TO REMEMBER

It's a Mental Game:
* Weareallafraid of rejection

* Youare calling a person because you have powerful skills that
they can usel

Do not leave your Phone Number:

* Stayin control - do not leave messages that they can |gnore

* Leave just one message that you called and then keep calling back
until you reach them,

You do not want to be Interviewed on the Telephone:

* Unless you live far away there is no substitute for an in person
meeting.

» When youmeet face-to-foce a person is more likely to give you
better information, shuffle through his Rolodex

Before Making the Call:

» Proctice, practice, practice your pitch, and listen to yourself

* Make more than one call at a time - it causes just as much stress
to make one call as it does to mcke 20!

* Warm up by calling a friend - then hang up and without thinking
about it dial your first number,




Cold Calling Scenario
N | . You makefi‘HE CALL |

Decision Mzker answers - Assistant answers Voice mail
. Move on |¢_13}_L°jm_§ s Askforthe name of the ¢ Hangup,
1he decision mzker. : decision maker, if youdon't o Jtis imponant 10 keep

' ‘ slready know it some control in your

* Ask1o speak 10 the decision job search. If you
maker. Jeave a messege you

will Jose that control.
No . .Transferred to
correct person

* . Explain your reason for SR -
calling and enquire abouta * Move ontoalking to
copvenient time 1o deliver telon .

the decision maker.
your yesumé, RN :

e Yo

Yes. ... ... - No ’
*  Deliver your resumé. * Get the name of the decision
*  Be prepared 10 see the mzker and the full address
decision meker and of the business so that you
present your personal *can mail in 3 resumé.
spiel.
* 1f the person you need
10 see is busy, Jeave
vour resumné with the
{ront line steff, i o .
You’re talking to the
Decision Naker -

¢ Introduce yourself and
deliver your personal spicel.

* Reguest five minutes of
their time 5o that you can
deliver your resumé in
perscn.

¥ R

Yes No
* Arrange a convenient ime to meet. | * Enquire 2bout majling your resumé.
* Prepare some questions and remember to ® Get the address and any other peninent
keep it short. information,
* Referto informational imerviewing for ® Atlempt 10 get some referral names for
more details. - other companics you may want 10

—— _ -comact

‘-



,ela'honshnp wrrh the person you are callmg L _
. "Hi, this is John Smith. Who am I speakmg mﬂr?
‘ ‘;__1' was trying to reach Mr, Jones. I wanted to

‘ _*“rmalrc an appointment and speak with him '
regard‘ng his work in the bio-tech /ndu:fry, and
£ speczﬂcally mfh XvYZ Pharmaceurica/: ~

* Trytobuilda

“:’;_If ?he Secre'rcr'v Answers

Leave a message that you called (f:rsf call only)

: : "You: Hi. Mr. Jones, plecse. '
Secrefary I'm sorry, he is not in right now. May I
rake a message and have him call you back?

You: This is John Smrﬂr Wha am 1' speakmg with
please? ~
o Secrefary. My name is Dararhy White.
 You: Thanks Ms. White, but Il be in and out a lot
so I'll have to call him back later. When would be a
- good time for me to call?
Secretary: I dan t know. He'll be in and out af meermgs ‘
“also.” ,
. (Become friendly with her. Don't: forge? to always use Mr.and Ms. in
~your first contact)
You: Il ca// back later. Maybc I /I be lucky and
 find him in.”

- Later: ;
. When you call back later be ready to respond to whatever rejection
may ge’r ‘fhrown at you.

“You: Dorothy, this is John Smith. We spoke
earlier. Hope your day s going well. Is Mr. Jones
available? |

Secretary: He's in a meeting right now. May I have him

~call you?

You: No, he cant call me back, so I'll have to call
him later. You must have your hands full managing
his schedule, but I khow that we will link up soon.”
» Always try to understand their situation.
"I understand how busy you are with all that is going
on..”




Eventually: “You: Hi Dorothy, this is John again. You're
probably starting to recognize my voice. I hope
" that I am not bothering you. Is Mr. Jones in?
Secretary: This is terrible that he is always o busy.
You've tried so often, I insist that he talk to you. He is
in a meeting right now, but I'll have him toke your call.”

If the Boss Answers:

o First, establish a relationship.

“You: Hello, I am so happy we could talk today..”
e Go through your script or checklist.



':Z‘ ber Yau mu:r Imve your hands fult mrh I'u: S
e schedu/e When wou/d you .mggcsr isa good time fa .

k '-'fhbhk'}'éul 'Haweker I thought that Mr. Jones
- would be interested in discussing a project that I
; »‘Imve done which relates to whaf ﬁc is damg at m

WE HAVE NO OP NINGS NOW:

T dta’n t expect ﬁmf you had any opemng.s'

'« See answer under There are no JObS here now. obove

Geﬁmg kacemml

e Firsf,v"rry the company operator (hit *0") to see if you can get the name
- and number of Mr. Jones secretary or the name and number of someone
“who works with him. ‘

* Or, use voicemail os an mfroduc‘hon to leave your messoge in someone's
,head ; ' =
"Hi. This is John Jones.” (ETM6 SAUTT RarYou

* You want them to hear your name and that you want to speak with them -

Say that you will call them back., MeATioA) Your RELSLen 'S AAUS
$’¥A\6 \Y\ouQ PUoAK, AUMBER AN oM YO 'RE AA NG, AND Y\ A

. —€oruwARD ’Tc) sASAAG
Last ditch Way to Get People to Call Back Yoo 5"\1?#5\3@

« What do you do when it is just umpossnble to get 'rhrough" One
tactic is to appeal to the target's manners.
"I would really appreciate it if you would ca// back
to tell me when would be a good time to talk.”
+ Heisinconsiderate if he doesn't call you!

. A‘ﬂs.e_ Tuo ATCMSTS, (sdva\?o«% C COMMSLLI




STUDENT:
CONTACT:
STUDENT:
CONTACT:

STUDENT:

CONTACT:

STUDENT:

CONTACT:

STUDENT:

CONTACT:

STUDENT:

CONTACT:

STUDENT:

CONTACT:

" STUDENT:

ONSITE MEETING WITH CONTACT / REFERRAL /LEAD

“Hi. I'm . Nice to meet vou!™

“Yes. it's good to meet vou. too. Come on in — have a seat.”
“Thanks for agreeing to meet me.”
"My pleasure. although I'm not sure if I know enough about your field to help yvou.”

“Well. as | mentioned on the phone. I'm in the planning stages of my job search and | know [ can
benefit from someone like you who has "been there™. so to speak. and knows more about the
working world than I do! I'd like to get your input and advice on several issues I'm dealing with.
As vou know. I'm interested in getting into Human Resources in the retail industry. and I'm not
sure where I fit in. Since you've had some knowledge of human resources generally. I'd like to
get your ideas on where I might start.”

“Well. recruiting or emplovment interviewing might be a good place. I've also heard that benefits
& compensation is a good place for entry level...” etc. etc.

“That's interesting! I do have recruiting skills since 1 was responsible for recruiting 19 facuity
members for an off-campus instructional program for a volunteer job | was involved in. Also.
my interviewing skills are pretty sharp from interviewing over 300 students for leadership posi-
tions and assessing their potential. With that experience. where do vou see my strengths. and
what might be some of my habilities?”

(Gives feedback at length)

“I"ve put together a resume. | wonder if you could take just a minute to review it and give me vour
impression of how I've presented myself. You can keep that copy for vourselt. if you'd like.”

(Looks it over and gives a couple suggestions.)

[ appreciate your comments and ideas. [ think they will help give my resume more polish. 1'd like
to find out more about the areas you mentioned — recruiting. interviewing. benefits & compensa-
tion. Can vou think of anyone actually in those positions. or at least knowledgeable about them,
that I could talk with to find out more information?”

(Gives a few names)

“What about companies that are growing. who might be expanding their HR department? Can you
think of any that would be good for me to approach? ['ve made out a tentative list (shows the
list). Do vou know anyone in any capacity at any ot them that I could talk with?”

(Gives a few suggestions)

“You've given me some really useful information. I feel like I'm beginning to go in the right direc-
tion. Thanks a lot for vour time. ['d like to stay in touch with vou in case something else occurs
to you that would help — something could pop up. Is that OK? Here is my phone number and
email address...use whichever is easier for vou. May | have vour business card? Thanks again!™




‘Handling Objections (The Boss): |
THERE ARE NO JOBS HERE NOW:

"I didn‘t expect that there would be. I am

- contacting you because I am very interested in your
company and your industry. I have skills in

. I thought that it would be gaaa'

far us to meet.”

I'M BUSY:
"I can understand that, with all that is going on.
Can we set up an appointment for some time a few
weeks from now? I will call to confirm to make sure

that that time is good for you.”

o If you show consideration of someone’s time, they will often suggest that
you "come in tomorrow.”

I DIDN'T RECEIVE YOUR RESUME:

"Il fax it to you right now and then Il give you a
call back. What is your fax number?”

WE DON'T NEED PEOPLE WITH YOUR SKILLS RIGHT
NOW:

o See " There are no jobs here now" above.

HOW DID YOU GET MY NAME?

“A few people mentioned that I should contact you.”
, "Really who?" :
o Name one or two of your friends.
“Jane Smith and Dotty Jones.”
"I don't know them."”
"Maybe not, but they know you!”




BEYOND THE RECEPTIONIST...
OVERCOMING OBSTACLES FROM POTENTIAL EMPLOYERS

Obstacles

“I'm sorry. but I'm not hiring.”

“['m really too busy.”

“Let me connect vou with our Human
Resources department.™

(If calling about a specific position...)
“The Search Committee is making all the
recommendations.”

“I"'m just not able to see you.™

Your Response

“Thats fine. but I still think vour ideas and advice
would be very helpful. I know I'd really benefit if
you could share your expertise with me. and I'd only
‘need a few minutes of your time. Besides. there may
be openings sometime in the future.”

*] completely understand — I won’t take more than 15
minutes of your time.” wwer wowid BgTHE

BLST TME To CALL YL . or. Comntsts ol
LvatH

“I’ll gladly follow up with Human Resources. but |
also need some advice from a professional who
knows this field. You were suggested as one of the
best!™

RBLT A LA/ L WU ALSo BEAESTY
Taom o AdviCe

“I"d like to get your perspective on the kind of skills
and qualities you look for in candidates. to see if I
might fit in well with your company.™ '

“Well. thanks anyway. Could vou refer me to some-
one else who might be able to give me some assis-
tance? Do vou know anvone at Company B that 1
could contact?”
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NETWORKING BASICS

CONTACT CALL REFERRAL CALL

(Someane WO s ((Pames SETAINSS $rom (AT S

* EXPLAIN PURPOSE OF CALL * INTRODUCE YOURSELF
& WHO REFERRED YOU

* ASK FOR ADVICE * GIVE YOUR 30 + SECOND
SUMMARY

* GIVE YOUR 30+ SECOND * ASK FOR ADVICE/

SUMMARY REFERRAL

* PROBE FOR REFERRALS * GET OK TO FOLLOW-UP

LATER

= ASK PERMISSION TO USE NAME

IF CONTACT OR REFERRAL BECOMES A LEAD

* SHIFT TO AN INTERVIEW MODE

* INQUIRE ABOUT OPENINGS

* ASK FOR FACE-TO-FACE INTERVIEW



NETWORKING SUGGESTIONS

The following is a list of suggestions that can give you an idea of the potential
network that you have.

Contacts at my current employer — my co-workers. Also what search firms do your
personnel people use to find people like you, Get a name and referral if you can.

Contacts at organizations where yvou’ve worked before. Go through your old
department lists or “alumni” lists. If people have left your former organization - where
did they go?

Customers and clients. A fantastic source of leads.

Contacts at social organizations. Your golf club membership. Your church
membership. Your health club membership. Your PTA membership. Your cooking
class membership. Your zoning board group. Your condo association.

Professional and Trade contacts. These lists are very important — they often provide the
basis of a search firm’s research. If you do not belong — join. They cost is tax

deductible.

Service people. vendors and suppliers. Your Rolodex is great here. Or borrow friends
Rolodex for the day.

People vou know or are or were looking for jobs. Who helped them? They will share
information — they’ve been there!

Friends and family. Don’t be reticent. Your neighbors all work — where? Your family
wants to help - let them.

College alumni. Contact vour alumni association and obtain a list of current members.
Where do they work?

College professors. They may not remember vou (thank goodness) but they may have
leads.

Your real estate broker. If vou're relocating to a new area to conduct a scarch, this
source is invaluable.

Your banker. Especially for possible entreprencurs.
Your Christmas or Holiday Card list!

Others — be creative.




CONTACTING REFERRALS

When your friends refer you to their friends, you are no longer viewed as a stranger and the
barriers go down. When contacting referrals, your goals are to:

1. Make a good impression.
2. Determine whether the company may have a job opening, either now or in the future.
3. Obtain information about other companies that may have positions.

No set formula exists for calling referrals. However, the following guidelines may help:

* Introduce yourself and tell them who gave you their name.

* Give a brief summary of your background, education, skills and work experience.

* Find out if they need a person with your skills, or if they know of someone else who
might.

* Live up to your commitment to be brief.

* Take notes for future reference.

* Send a thank-you letter and a copy of your resume.

You will discover that most people are happy to help but can do so only if you ask the right
questions.




NETWORKING CALLS

Networking is contacting friends and associates to find out about the hidden job market -- the jobs
not advertised. It is an organized process that works much like a chain letter. As you contact
your friends, and they refer you to their friends, your circle of contacts expands. Your purpose in
calling friends is to find out where employment activity is taking place, not to ask for a job.

Some people resist networking during a job search. They are afraid of putting their friends on the
spot. However, very few contacts will ever react negatively to your networking efforts; People are
happy to help when you are brief and to the point.

CONTACTING FRIENDS

When you stop to think about it, you probably have a number of friends and acquaintances who
may know about job opportunities. Visit friends who live in your immediate area in person. During
these meetings, ask questions that yield the specific information you need. Do not rely on your
friends to do the creative thinking for you.

Use the telephone to contact friends and acquaintances outside of your area. You need not be
formal, but do keep calls brief and ask specific questions. Do not take up their time by soliciting
help in an unstructured way. Be positive and express confidence that something will turn up.
Follow these guidelines when calling your friends.

* Explain that you are graduating soon and are exploring career options.
* Say that you would apprecliate their advice.

« Briefly review your goals, education, special skills and work experience.
* Ask for names of people or organizations that may have openings.

* Ask if you can use their name as you contact others.

* Thank them for their time. Mention you will send a resume.

Do not ask friends to initiate contacts for you. Use the information they provide and do the
contacting yourself.






