
Telesales 2.0  :  
Improve Revenue Impact With 
Modernized Teleservices

A Guide To How Progressive BtoB 
Companies Are Transforming 
the Process Of Cold Calling By 
Incorporating Insights, Intelligence 
& Understanding Of Client Needs
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0U�H�SP[[SL�TVYL�[OHU�H�NLULYH[PVU��[OL�M\UJ[PVU�VM�)[V)�ZHSLZ�

OHZ�L]VS]LK�MYVT�H�ZPUNSL�V\[ZPKL�ZHSLZ�YLW�YLZWVUZPIPSP[`�

[V�H�Z`Z[LT�VM�ZWLJPHSPaLK�[HZRZ�IYVRLU�\W�HUK�WLYMVYTLK�

I`�V\[ZV\YJLK�O\THU�HUK�ZVM[^HYL�ZVS\[PVUZ��@L[�

[LSLTHYRL[PUN�IHZLK�SLHK�NLULYH[PVU�JVU[PU\LZ�[V�IL�VUL�

VM�[OL�[V\NOLY�HYLHZ�[V�V\[ZV\YJL�Z\JJLZZM\SS �̀�L]LU�[OV\NO�

P[�PZ�[OL�OPNOLZ[�`PLSKPUN�THYRL[PUN�HJ[P]P[ �̀�;OPZ�^OP[L�WHWLY�

^PSS�L_WSVYL�ILZ[�WYHJ[PJLZ�VM�JVTWHUPLZ�[OH[�OH]L�KVUL�

[OPZ�^P[O�OPNO�SL]LSZ�VM�Z\JJLZZ�HUK�THPU[HPULK�SVUN�[LYT�

V\[ZV\YJLK�WYVNYHTZ�[V�I\PSK�[OLPY�WPWLSPUL�^P[O�KLHSZ�[OL`�

^V\SKU»[�OH]L�V[OLY^PZL�PKLU[PÄLK�

(�TVKLYUPaLK�[LSLWYVZWLJ[PUN�M\UJ[PVU�^PSS�UV[�Q\Z[�PKLU[PM`�

[YHKP[PVUHS�WYVZWLJ[Z��I\[�HSZV�[OL�MVSSV^PUN!

�z 9LHS�[PTL�VWWVY[\UP[PLZ"

�z 3P]L�ZHSLZ�PU[LSSPNLUJL"

�z )\PSK�YL]LU\L�WYVK\JPUN�YLSH[PVUZOPWZ"

�z (JOPL]L�TLHUPUNM\S�SP]L�KPHSVN\L�^P[O�PUKP]PK\HSZ�^OV�

HYL�RL`�H[�HSS�Z[HNLZ�VM�[OL�I\`PUN�J`JSL"�HUK

�z ;V�KV�[OPZ��P[�^PSS�[HRL�T\JO�TVYL�[OHU�HU�VSK�

MHZOPVULK�JVSK�JHSS�·�IL[[LY�RUV^U�HZ�[OL�;LSLZHSLZ�

����^H`�VM�KVPUN�[OPUNZ�

;OPZ�PZ�UV[�H�JOVPJL�[V�Z[LW�\W�X\HSP[`�VM�V\[YLHJO��I\[�H�

ULJLZZP[ �̀�:PYP\Z+LJPZPVUZ�LZ[PTH[LZ�[OH[�����VM�[OL�)[V)�

I\`PUN�J`JSL�PZ�JVTWSL[L�I`�[OL�[PTL�ZHSLZ�WLVWSL�H[�HU`�

SL]LS�LUNHNL�WYVZWLJ[Z�MVY�[OL�ÄYZ[�[PTL��;OH[»Z�ILJH\ZL�

[OL�PUMVYTH[PVUHS�HUK�YLZLHYJO�M\UJ[PVU�OHZ�ZOPM[LK�HSTVZ[�

JVTWSL[LS`�[V�[OL�WV[LU[PHS�I\`LY�]LYZ\Z�OH]PUN�H�ZHSLZ�YLW�

JVU[YVS�[OL�WYLZLU[H[PVU�VM�PUMVYTH[PVU�HIV\[�H�WYVK\J[��

;OL�KLWLUKLUJ`�VU�KPZJ\ZZPVUZ�^P[O�ZHSLZ�YLWZ�MVY�LHYS`�

Z[HNL�WYVK\J[�YLZLHYJO�PZ�V]LY��;OH[�TLHUZ�[OH[�[LSLZHSLZ�

V\[YLHJO�JHU»[�ZPTWS`�IL�HU�LHYS`�Z[HNL�[YHUZHJ[PVUHS��SV^�

SL]LS�PU[LYHJ[PVU�VU�[OL�^H`�[V�H�W\YJOHZL�·�[LSLZHSLZ�LMMVY[Z�

ULLK�[V�\UJV]LY��HKK�]HS\L�HUK�KL]LSVW�YLSH[PVUZOPWZ�PU�^H`Z�

[OL`»]L�UL]LY�HJJVTWSPZOLK�ILMVYL�

;Y\S`�¸JVSK�¹�VY�\UPUMVYTLK��JHSSZ�OHZ�ILJVTL�H�[OPUN�VM�[OL�

WHZ[��;LSLZHSLZ�����OHZ�NP]LU�^H`�[V�H�UL^�NLULYH[PVU�VM�

ZH]] �̀�ZLUPVY�SL]LS�WYVMLZZPVUHSZ�^OV�JHU�\UKLYZ[HUK�L_HJ[S`�

^OLYL�[OL�WYVZWLJ[�PZ�PU�[OLPY�I\`PUN�J`JSL�IHZLK�VU�YLHS�

[PTL�KPZJ\ZZPVUZ�HUK�ZP[\H[PVUHS�Å\LUJ �̀�>OH[�[OH[�TLHUZ�

PZ�[OH[�JHSSZ�HYL�THKL�HUK�[OL�PUMVYTH[PVU�VMMLYLK�PZ�ZHSLZ�

PU[LSSPNLUJL�[OH[�THRLZ�[OL�KPMMLYLUJL�PU�WYVNYLZZPUN�KLHSZ��

;LSLZHSLZ�����PZ�[OL�[YHUZMVYTH[PVU�VM�[LSLZHSLZ�WYVMLZZPVUHSZ�

MYVT�Q\UPVY�SL]LS�HWWVPU[TLU[�ZL[[LYZ�HUK�PUMVYTH[PVU�W\ZOLYZ�

PU[V�WLLY�SL]LS�ZVS\[PVU�HUK�YLSH[PVUZOPW�I\PSKPUN�L_WLY[Z��

2LLWPUN�WHJL�^P[O�I\`LY�JLU[YPJ�KLTHUKZ�PU�[OL�

THYRL[WSHJL��WYVNYLZZP]L�VYNHUPaH[PVUZ�^PSS�W\[�VU�[OLPY�MYVU[�

SPULZ�WLVWSL�[OH[�OH]L!

�z >LSS�KL]LSVWLK�ZP[\H[PVUHS�HUK�I\ZPULZZ�Å\LUJ`"��

�z ;OL�HIPSP[`�[V�TLU[HSS`�THW�PUMVYTH[PVU�[OL�WYVZWLJ[�

WYV]PKLZ�[V�WYLZLU[�[OL�TVZ[�YLSL]HU[�PUMVYTH[PVU�

HUK�ZWLHR�JVUÄKLU[S`�[V�WHPU�WVPU[Z�HUK�I\ZPULZZ�

VIQLJ[P]LZ"�HUK�

�z 7LLY�[V�WLLY�JVU]LYZH[PVUZ�^P[O�L_LJ\[P]LZ�

>OPSL�THU`�)[V)�ZHSLZ�VYNHUPaH[PVUZ�MVJ\Z�WYPTHYPS`�VU�SH[LY�

Z[HNL�KLHSZ�HUK�LUNHNPUN�ZLUPVY�YLWZ�H[�[OL�LUK�VM�[OL�ZHSLZ�

J`JSL��NYLH[LY�LTWOHZPZ�ZOV\SK�IL�HSSVJH[LK�[V�[OL�ULLK�[V�

W\[�[OL�ILZ[�MVV[�MVY^HYK�PU�[OL�ILNPUUPUN�ZV�[OH[�ZHSLZ�[LHTZ�

KVU»[�TPZZ�VWWVY[\UP[PLZ�MYVT�SH[L�V\[YLHJO��SHJR�VM�]PZPIPSP[`�

VM�H�KLHS��VY�SHJR�VM�PU[LSSPNLU[�LUNHNLTLU[�^P[O�WYVZWLJ[Z�H[�

SiriusDecisions estimates that 70% of 
the BtoB buying cycle is complete 
by the time sales people at any level 
HQJDJH�SURVSHFWV�IRU�WKH�ÀUVW�WLPH�
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LHYSPLY�Z[HNLZ�PU�[OL�I\`�J`JSL��^OLYL�[OLYL�PZ�H�[YLTLUKV\Z�

VWWVY[\UP[`�[V�PUÅ\LUJL��;OL�L]VS\[PVU�VM�[OL�^H`�JVTWHUPLZ�

OH]L�[V�ZLSS�[VKH`�JHSSZ�MVY�ZLUPVY�TPUKLK�[LHT�TLTILYZ�

H[�L]LY`�ZPUNSL�Z[HNL�VM�[OL�I\`�J`JSL�^OV�\UKLYZ[HUK�

OV^�[V�OLSW�KPZJV]LY�HUK�X\HSPM �̀�

(UV[OLY�JOHSSLUNL�PU�[OL�TP_�PZ�THU`�JVTWHUPLZ�[OH[�

PTWSLTLU[LK�THYRL[PUN�H\[VTH[PVU�[V�HKKYLZZ�LHYS`�Z[HNL�

WYVZWLJ[�LUNHNLTLU[��UV^�Z[Y\NNSL�[V�LTWV^LY�ZHSLZ�

YLWZ�[V�\[PSPaL�[OH[�KH[H�NSLHULK�LMMLJ[P]LS �̀�;V�Z\WWSLTLU[�

[OPZ�HSS�[VV�JVTTVU�WYVISLT��WYVNYLZZP]L�ÄYTZ�HYL�[HWWPUN�

WS\N�HUK�WSH`�[LSLZLY]PJLZ�ZVS\[PVUZ�[OH[�JHU�\UKLYZ[HUK�

H\[VTH[PVU�KH[H�HUK�THYRL[PUN�HUHS`[PJZ�HUK�JHU�W\[�[OH[�

[V�^VYR�LMMLJ[P]LS �̀�

¸+VU»[�ZL[[SL�^OLU�OPYPUN�ZHSLZWLVWSL�MVY�HU`�YVSL��LZWLJPHSS`�

`V\Y�MYVU[�SPULZ�¹�ZHPK�(HYVU�9VZZ��4HUHNPUN�7HY[ULY��

7YLKPJ[HISL�9L]LU\L��¸0[»Z�SPRL�I\`PUN�SLHKZ�·�IL[[LY�X\HSP[`�

[OHU�X\HU[P[ �̀�/PYL�NYLH[�WLVWSL��PU�HUK�[OL`�^PSS�WH`�`V\�

IHJR�H�O\UKYLKMVSK�PU�YLZ\S[Z��(�ºNYLH[»�WLYZVU�·�ZTHY[�HUK�

KL[LYTPULK�·�VU�[OL�MYVU[�SPULZ�JHU�KV\ISL�[OL�YLZ\S[Z�VM�H�

ºNVVK»�WLYZVU��^OPJO�JHU�TLHU�[^PJL�HZ�THU`�OPNO�X\HSP[`�

SLHKZ�MVY�`V\Y�HJJV\U[�L_LJ\[P]LZ�¹��

(UV[OLY�ZOPM[�PU�[OL�ZLSSPUN�WYVJLZZ�PZ�[OL�KLW[O�VM�JVU]LYZH[PVUZ�

I\`LYZ�OH]L��[OL`���HYL�^PSSPUN�[V�WYV]PKL�H�SV[�VM�PUMVYTH[PVU�

\W�MYVU[�[V�]LUKVYZ�[V�X\PJRS`�KL[LYTPUL�PM�[OLYL�PZ�H�Ä[���;OPZ�

YLX\PYLZ�OH]PUN�H�WLYZVU�H[�H�JVSK�JHSS�Z[HNL�[OH[�JHU�THUHNL�

L_LJ\[P]L�KPZJ\ZZPVUZ�[OH[�HYL�\UWSHUULK��\UZJYPW[LK�HUK�

\UWYLKPJ[HISL��;OL`�ULLK�[V�IL�HISL�[V�THW�[VWPJZ�PU�YLHS�[PTL�

[V�TLHUPUNM\S�ZVS\[PVUZ�HUK�\UKLYZ[HUK�I\ZPULZZ�WYVISLTZ��

;OL�HIPSP[`�[V�ZLUZL�^OH[�[VWPJZ�[V�KPZJ\ZZ�VY�UV[�KPZJ\ZZ��[OL�

HWWSPJH[PVU�VM�ZHSLZ�PU[LSSPNLUJL�HUK�YLZLHYJO��[OL�\UKLYZ[HUKPUN�

VM�JSPLU[�LU]PYVUTLU[Z��HUK�[OL�HIPSP[`�[V�WYVNYLZZ�H�KPZJ\ZZPVU�

[V�[OL�UL_[�SL]LS�HYL�HSS�]LY`�OPNOS`�KL]LSVWLK�ZRPSSZ��

7HOHVDOHV����
��� .LULYHSPZ[Z�THUUPUN�[OL�WOVULZ

��� 3V^�SL]LS�Q\UPVY�Z[HMM�[OH[�]PL^�V\[IV\UK�
JHSSPUN�HZ�H�Z[LWWPUN�Z[VUL�[V�H�IL[[LY�QVI�

��� *VSSLJ[PUN�UHTL�HUK�JVU[HJ[�PUMVYTH[PVU�MVY�
OPNO�WYVÄSL�KLJPZPVU�THRLYZ

��� 5V[H[PVU�VM�PUK\Z[Y`�HUK�ÄUHUJPHS�JVUKP[PVUZ�
H[��������MLL[

��� *Y`W[PJ�UV[L�[HRPUN�[OH[�PZU»[�WYVNYLZZP]L�HUK�
TLHUPUNM\S�[V�WYVNYLZZ�HU�HJJV\U[

��� 9LHJ[P]L�[V�PUK\Z[Y`�HUK�JVTWHU`�UL^Z�
HIV\[�WYVK\J[Z��L_LJ\[P]LZ�HUK�[OL�PUK\Z[Y`�
H[�SHYNL

��� 3LH]LZ�YLSH[PVUZOPW�THUHNLTLU[�[V�[OL�JSPLU[

��� 7YVZWLJ[Z�KVU»[�WLYJLP]L�[OL�JHSS�HZ�OPNO�
]HS\L�PU[LYHJ[PVU

7HOHVDOHV����
��� 7YVMLZZPVUHSZ�[OH[�IYPUN�Å\LUJ �̀�L_WLYPLUJL���

HUK�Z[YH[LNPJ�I\ZPULZZ�PUZPNO[�[V�LHJO�JHSS

��� 0KLU[PM`PUN�H�]HYPL[`�VM�RL`�PUÅ\LUJLYZ�^P[OPU�
VYNHUPaH[PVUZ�^OV�MVYJL�I\`PUN�KLJPZPVUZ�

��� .YV\UK�SL]LS�RUV^SLKNL�VM�J\Z[VTLYZ»�
KH`�[V�KH`�I\ZPULZZ�HJ[P]P[PLZ�[OH[�[YPNNLYZ�
PTTLKPH[L�HJ[PVU�^OLU�[OL`�ULLK�WYVK\J[Z�
HUK�ZLY]PJLZ

��� (OLHK�VM�PUK\Z[Y`�HUK�J\Z[VTLY�UL^Z�[V�
IL[[LY�HU[PJPWH[L�VWWVY[\UP[PLZ�

��� 7HY[ULYZ�^P[O�JSPLU[�[V�LUOHUJL�YLSH[PVUZOPW�
THUHNLTLU[

��� 7YVZWLJ[Z�LUNHNL�^P[O�LU[O\ZPHZT�YLHSPaPUN�
[OLYL�PZ�WV[LU[PHS�HUK�YLHZVU�[V�LUNHNL�UV^

“Don’t settle when hiring salespeople 
IRU�DQ\�UROH��HVSHFLDOO\�\RXU�IURQWOLQHV��
It’s like buying leads — better quality 
WKDQ�TXDQWLW\�µ
-Aaron Ross, Managing Partner, Predictable Revenue.
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¸;VV�VM[LU�[LSLZHSLZ�HUK�SLHK�NLU��HS[OV\NO�[OL�TVZ[�

WLYZVUHS�HUK�O\THU�VM�HSS�KPYLJ[�THYRL[PUN�WYVNYHTZ��^P[O�

[OL�OPNOLZ[�WV[LU[PHS�960��OHZ�ILLU�YLSLNH[LK�[V�[OL�^VYZ[�

SHZ[�TPU\[L�L_LJ\[PVU�¹�ZHPK�1HTLZ�>��6ILYTH`LY��,_LJ\[P]L�

+PYLJ[VY��:HSLZ�3LHK�4HUHNLTLU[�(ZZVJPH[PVU��¸-YVT�

SPZ[�WYVJ\YLTLU[�[V�JOVVZPUN�[OL�YPNO[�JHSSLYZ��VY�]LUKVY��

THYRL[LYZ�PU�[OLPY�MYLUa`�[V�WYVK\JL�OH]L�UV[�THKL�PUMVYTLK�

JOVPJLZ�[V�KV�[OL�^VYR�¹

;OPZ�^OP[L�WHWLY�^PSS�KPZJ\ZZ�UL^�HWWYVHJOLZ�PU�[OL�L]VS\[PVU�

VM�V\[IV\UK�[LSLZHSLZ�HUK�SLHK�NLULYH[PVU�¶�[OL�[YHKP[PVUHS�

M\UJ[PVU�VM�PKLU[PM`PUN�HUK�NH[OLYPUN�WV[LU[PHS�ZHSLZ�WYVZWLJ[Z�

I`�WOVUL�

The Current State Of Telesales/
Lead Generation

,]LU�^P[O�[OL�HKKP[PVU�VM�UL^�ZVM[^HYL�HUK�ZVJPHS�TLKPH�

[VVSZ�[V�HZZPZ[�[LSLZHSLZ�WYVMLZZPVUHSZ�PU�[OLPY�X\LZ[�MVY�UL^�

JSPLU[�VWWVY[\UP[PLZ�HUK�PUMVYTH[PVU��[OL�MHJ[�YLTHPUZ�[OH[�P[»Z�

[OL�L_WLYPLUJLK�]VPJLZ�OH]PUN�HJ[\HS�KPZJ\ZZPVUZ�^P[O�KLLW�

RUV^SLKNL�VM�HU�PUK\Z[Y`�HUK�JVTWHU`�[OH[�HYL�TVYL�SPRLS`�[V�

ZLL�VWWVY[\UP[PLZ�[OH[�[YHUZSH[L�PU[V�^VU�I\ZPULZZ�

@L[�^OV�THUZ�[OL�MYVU[�SPULZ�VM�[LSLZHSLZ�[VKH`&�1\UPVY�

ZHSLZWLVWSL�VY�PUL_WLYPLUJLK�]LUKVYZ�^P[O�\UZRPSSLK�Z[HMM�^OV�

LUK�\W�MY\Z[YH[PUN�WYVZWLJ[Z�HUK�HJ[\HSS`�KHTHNPUN�IYHUK�

]HS\L��:THY[�[LSLZHSLZ�ZLY]PJL�WYV]PKLYZ�HYL�W\[[PUN�[HSLU[�

HUK�OPNO�SL]LS�ZRPSS�PU�MYVU[�VM�WYVZWLJ[Z��;OL�ILZ[�[LSLZHSLZ�

[LSLZLY]PJLZ�JVTWHUPLZ�IYPUN�WLLY�SL]LS�KPZJ\ZZPVUZ�HZ�WHY[�

VM�LHYS`�V\[YLHJO��UV[�^HP[PUN�\U[PS�ZVTLVUL�PZ�^PSSPUN�[V�OH]L�

H�KLTV�VY�KPZJSVZLZ�[OL`�OH]L�H�I\KNL[��;OL`�^VU»[�L]LU�

KPZJSVZL�[OH[�RPUK�VM�PUMVYTH[PVU�[V�H�SV^�SL]LS�HNLU[�

;OL�MVSSV^PUN�HYL�LSLTLU[Z�VM�[OL�KLSP]LYHISL�VM�LMÄJPLU[�

[LSLZHSLZ�ILZ[�WYHJ[PJLZ!

�z +L[HPSLK��YLSL]HU[�WYVZWLJ[�PUP[PH[P]LZ�[OH[�YLÅLJ[�

J\YYLU[�UPJOL�VWWVY[\UP[PLZ�VY�M\[\YL�HYLHZ�VM�

L_WSVZP]L�NYV^[O

�z <UKLYS`PUN�I\ZPULZZ�KYP]LYZ�[OH[�TVZ[�[LSLZHSLZ�

WYVMLZZPVUHSZ�HYLU»[�[YHPULK�VY�PUJLU[P]PaLK�[V�

JVTT\UPJH[L�[V�KLJPZPVU�THRLYZ

�z /\THU�TV[P]H[VYZ�MVY�W\YJOHZL�KLJPZPVUZ��^OL[OLY�

I\KNL[HY �̀�ILOH]PVYHS�VY�L]LU[�YLSH[LK

�z +L[HPSLK�PUMVYTH[PVU�VU�JVTWL[P[VYZ�HUK�[OLPY�PUYVHKZ�

PU[V�`V\Y�I\ZPULZZ��

�z *YP[PJHS�HK]HUJL�[PTPUN�HUK�I\KNL[�PUMVYTH[PVU�

VU�WYVQLJ[Z

“Too often telesales and lead gen, 
although the most personal and 
human of all direct marketing 
programs, with the highest potential 
ROI, has been relegated to the 
ZRUVW�ODVW�PLQXWH�H[HFXWLRQ��)URP�OLVW�
procurement to choosing the right 
callers, or vendor, marketers in their 
frenzy to produce have not made 
LQIRUPHG�FKRLFHV�WR�GR�WKH�ZRUN�µ

- James W. Obermayer, Executive Director,  
Sales Lead Management Association

http://www.salesleadmgmtassn.com/
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;OPZ�JYP[PJHS�YLHS�[PTL�PU[LSSPNLUJL�THRLZ�WYLJPV\Z�ZLJVUKZ�

VU�[OL�WOVUL�YLSL]HU[�MVY�[OL�J\Z[VTLY��0UZ[LHK�VM�Z\MMLYPUN�

VUL�TVYL�JVSK�JHSS��[OL�J\Z[VTLY�NL[Z�H�JVUULJ[PVU�HUK�

SL]LS�VM�\UKLYZ[HUKPUN�[OL`�^LYLU»[�HU[PJPWH[PUN��HUK�[OL�

JVTWHU`�NL[Z�HU�VWWVY[\UP[`�[V�PKLU[PM`�P[Z�J\Z[VTLY»Z�UL_[�

ZWLUKPUN�VWWVY[\UP[ �̀�

-PUKPUNZ�MYVT�+LTHUK.LU�9LWVY[»Z�Z\Y]L`�[P[SLK�0UZPKL�;OL�

4PUK�6M�;OL�)�)�)\`LY�PUKPJH[L�[OH[�TVYL�J\Z[VTPaLK�

[LSLZHSLZ�ILOH]PVY�JHU»[�JVTL�ZVVU�LUV\NO��-VY�L_HTWSL!

�z 7YVZWLJ[Z�HYL�PUJYLHZPUNS`�IPHZLK�HNHPUZ[�ZJYPW[LK�

ZHSLZ�WP[JOLZ�HUK�JVSK�JHSSZ��6US`�����VM�YLZWVUKLU[Z�

ZHPK�[OLPY�PUP[PHS�LUNHNLTLU[�^P[O�H�ZVS\[PVU�WYV]PKLY�

Z[HY[LK�^P[O�H�JVSK�JHSS�PU�[OH[�JH[LNVY �̀

�z 7YVZWLJ[Z�HSZV�HYL�TVYL�PUKLWLUKLU[S`�WYVHJ[P]L�

[OHU�L]LY�ILMVYL��0U�[VKH`»Z�I\ZPULZZ�JSPTH[L��I\`LYZ�

Z\YM�[OL�0U[LYUL[�KPSPNLU[S`�[V�YLZLHYJO�ILMVYL�L]LY�

PU[LYHJ[PUN�^P[O�H�WYVZWLJ[P]L�Z\WWSPLY��4VYL�[OHU�

����VM�I\`LYZ�Z\Y]L`LK�ZHPK�[OL`�LP[OLY�JHSSLK�[OL�

ZVS\[PVU�WYV]PKLY�KPYLJ[S`�VY�^LYL�JVU[HJ[LK�HM[LY�[OL`�

YLX\LZ[LK�PUMVYTH[PVU��

¸*VTWHUPLZ�ULLK�OPNO�SL]LS�YLZV\YJLZ�KVPUN�[OLPY�V\[IV\UK�

ZHSLZ�[V�HKK�JYLKPIPSP[`�HUK�\UPX\L�PU[LSSPNLUJL�IL`VUK�^OH[�

I\`LYZ�JHU�HJJLZZ�VU�[OLPY�V^U�¹�ZHPK�4HYP�(UUL�=HULSSH��*,6�

HUK�-V\UKLY�VM�;OL�=HULSSH�.YV\W��0UJ��[OL�[LJO�PUK\Z[Y`»Z�

;LSLZHSLZ�����WYV]PKLY��¸@V\�ULLK�H�T\S[PMHJL[LK�ZRPSS�ZL[�MVY�

[LSLZHSLZ�[VKH`�[OH[�NVLZ�IL`VUK�ZLSSPUN��>L�[HRL�[OL�[PTL�[V�

VUS`�VUIVHYK�WYVMLZZPVUHSZ�^P[O�[OL�X\HSPÄJH[PVUZ�[OH[�[YHUZSH[L�

PU[V�OH]PUN�WLLY�[V�WLLY�KPZJ\ZZPVU�^P[O�ZPTPSHYS`�OPNO�SL]LS�

L_LJ\[P]LZ�HIV\[�[OLPY�PUMYHZ[Y\J[\YL�HUK�SVUN�[LYT�ULLKZ��0[�PZU»[�

[OH[�WYVZWLJ[Z�KVU»[�[HRL�JHSSZ��P[»Z�[OH[�[OL`�KVU»[�[HRL�IHK�JHSSZ��

>OLU�`V\�HYL�HISL�[V�OH]L�[OL�[`WL�VM�KPZJ\ZZPVU�[OH[�SLHKZ�

[V�\UKLYZ[HUK�[OL�ULLKZ�VM�H�J\Z[VTLY»Z�I\ZPULZZ��YLHKPUN�H�

ZJYPW[�VY�ZHSLZ�WP[JO�PZU»[�^OH[�PZ�NVPUN�[V�LUHISL�[OH[�[`WL�VM�

JVU]LYZH[PVU��@V\�ULLK�[V�IL�MHY�TVYL�HK]HUJLK�[OHU�[OH[�¹

Moving Beyond BANT – Buyers 
Have a Preference Before They 
Meet BANT

:LSSPUN�VYNHUPaH[PVUZ�OH]L�SVUNLK�Z\IZJYPILK�[V�[OL�)(5;�

TL[OVK��)\KNL["�(\[OVYP[`"�5LLK"�;PTPUN��[V�X\HSPM`�HUK�

WYPVYP[PaL�ZHSLZ�SLHKZ��)`�PKLU[PM`PUN�^OL[OLY�VY�UV[�H�SLHK�TLL[Z�

[OL�JYP[LYPH�VM�H�YLHK`�I\`LY��JVTWHUPLZ�SVVR�[V�MVJ\Z�[OLPY�ZHSLZ�

LMMVY[Z�TVYL�LMÄJPLU[S`�H[�SH[LY�Z[HNL�ZHSLZ�J`JSLZ��;OL`�HSZV�

SVVR�[V�TVYL�LMMLJ[P]LS`�OLSW�TV]L�WYVZWLJ[Z�MYVT�JVSK�[V�JSVZL�

I`�[HPSVYPUN�[OL�HWWYVHJO�[V�JH[LY�[V�RL`�JVTWVULU[Z�VM�[OL�

KLJPZPVU�THRPUN�WYVJLZZ��

*YLH[PVU

*HW[\YL

(NNYLNH[PVU

(UHS`ZPZ

(WWSPJH[PVU

3VUN�[LYT�
WSHUUPUN

7VZ[�TVY[LT

4LHZ\YLTLU[

4VUP[VYPUN

����� ������;OL�=HULSSH�.YV\W��0UJ��;LSLZHSLZ������*OHY[

:HSLZ�0U[LSSPNLUJL�3PMLJ`JSL
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)\[�PU�[OL�ZHSLZ�^VYSK�KYP]LU�I`�ZH]]`�I\`LYZ��UL^�Y\SLZ�VM�

[LSLWYVZWLJ[PUN�^HYYHU[�HU�V]LYOH\S�[V�[YHKP[PVUHS�TL[OVKZ�[OH[�

W\ZO�[OL�IV\UKHYPLZ�VM�)(5;�HZ�P[�OHZ�ILLU�]PL^LK�\W�\U[PS�

YLJLU[�`LHYZ!

�z )\KNL[�\UKLYZ[HUKPUN�OV^�JVTWHUPLZ�^PSS�HSSVJH[L�

I\KNL[�\UJV]LYZ�OV^�[V�WYVNYLZZ�[OL�KLHS��)\[�

I\KNL[�ZPTWS`�JHU»[�IL�HU�¸LMMVY[¹��IYLHRLY�MVY�ZHSLZ��

-VY�PUZ[HUJL��Q\Z[�ILJH\ZL�H�JVTWHU`�PZ�UV[�YLHK`�[V�

KPZJSVZL�P[Z�I\KNL[�VU�H�ÄYZ[�JHSS��[OL�]LUKVY�ULLKZ�

[V�Z[H`�WYLZLU[��HUK�KLTVUZ[YH[L�]HS\L�[OH[�^PSS�SLHK�

[V�I\KNL[�HSSVJH[PVU�

�z (\[OVYP[`�PZ�H[�[OL�JVYL�VM�HU`�I\`PUN�KLJPZPVU��

:LSSLYZ�[HYNL[�RL`�JVU[HJ[Z�PU�OVWLZ�VM�YLHJOPUN�[OL�

\S[PTH[L�KLJPZPVU�THRLY��/V^L]LY��P[»Z�PTWVY[HU[�[V�

JVUZPKLY�^OL[OLY�[OH[�JVU[HJ[�PZ��PU�MHJ[��[OL�TVZ[�

PUÅ\LU[PHS�WLYZVU�PU�[OL�KLHS��)`�\ZPUN�RL`�WYVZWLJ[�

PUMVYTH[PVU��ZHSLZ�WLVWSL�JHU�IL[[LY�UH]PNH[L�[OYV\NO�

[OL�JVTWHU`»Z�PU[LYUHS�WVSP[PJZ�[V�YLHJO�[OVZL�^P[O�

[OL�JOHTWPVU�WSH[MVYT�MVY�KLJPZPVU�THRPUN��

�z 5LLK�^PSS�HS^H`Z�L_PZ[��HUK�KYP]LZ�[OL�NYLH[LY�WHY[�

VM�[OL�I\`PUN�KPZJ\ZZPVU��9H[OLY�[OHU�MVJ\ZPUN�VU�

MLH[\YLZ�HUK�M\UJ[PVUHSP[ �̀�]LUKVYZ�ULLK�[V�I\PSK�

TLZZHNPUN�HYV\UK�^OH[�PZ�NVPUN�VU�PU�HU�VYNHUPaH[PVU�

[OH[�PZ�JH\ZPUN�[OLT�[V��SVZL�TVUL`�[VKH �̀�<S[PTH[LS �̀�

ZVS\[PVUZ�OH]L�[V�KYP]L�960�I`�OLSWPUN�Z\WWVY[�[OL�

ULLKZ�HUK�VIQLJ[P]LZ�VM�I\`LYZ�[OH[�HYL�L_LJ\[P]L�

MVJ\ZLK��

�z ;PTPUN�PZ�VM�[OL�LZZLUJL��ZV�TLZZHNPUN�HUK�HU`�

LUNHNLTLU[�T\Z[�IL�PU�SPUL�^P[O�HUK�Z\WWVY[�

[OL�I\`LY»Z�[PTLSPUL��4VYLV]LY��]LUKVYZ�T\Z[�

HZZPTPSH[L�[V�HJJVTTVKH[L�[OL�I\`LY»Z�[PTLSPUL�

HUK�IL�HISL�[V�HKQ\Z[�IHZLK�VU�ILOH]PVYZ�HUK�

JSVZL��PUZPNO[M\S�KPHSVN\L��

Changing Market Dynamics

-VY�`LHYZ��[LSLZHSLZ�^HZ�MVJ\ZLK�VU�VUL�NVHS�·�H�[YHUZHJ[PVU�

[OH[�WH]LK�[OL�^H`�[V�HU�PU�WLYZVU�TLL[PUN�MVY�PU�OV\ZL�

ZHSLZ�L_LJ\[P]LZ�H[�[OL�J\Z[VTLY»Z�VMÄJLZ��H�[YHKL�ZOV^�VY�

HU`�V[OLY�VMMZP[L�PU[LYHJ[PVU��;OLYL�PZ�UV�X\LZ[PVU�[OH[�MHJL�

[V�MHJL�TLL[PUNZ�JHU�IL�HU�PTWVY[HU[�Z[LW�PU�HU`�I\ZPULZZ�

YLSH[PVUZOPW��I\[�P[»Z�ILJVTL�HU�PUJYLHZPUNS`�SLZZ�ZPNUPÄJHU[�

[V\JO�WVPU[�ILJH\ZL�WYVZWLJ[Z�JHU�I`WHZZ�TVZ[�VM�[OH[�

WYVJLZZ�VUSPUL��3HYNL�KLHSZ�JSVZL�YLTV[LS`"�VUSPUL�TLL[PUNZ�

HUK�]PKLV�JVTT\UPJH[PVUZ�YLWSHJL�MHJL�[V�MHJL�TLL[PUNZ�

¸;VKH �̀�[OL�ZHSLZWLYZVU�PZ�UV[�PU]VS]LK�\U[PS�SH[LY�PU�[OL�ZHSLZ�

WYVJLZZ�¹�UV[LK�.LYOHYK�.ZJO^HUK[ULY��-V\UKLY�HUK�*,6�

VM�:LSSPUN�7V^LY��0UJ��¸7YVZWLJ[Z�JHU�KV�TVZ[�VM�[OL�^VYR�

YLTV[LS �̀�ZV�[OL�RL`�PZ�[V�PKLU[PM`�H[�^OH[�WVPU[�[OL�J\Z[VTLY�

PZ�PU�[OL�ZHSLZ�J`JSL��;OLYL»Z�H�O\NL�NHW�PU�H^HYLULZZ�VM�OV^�

[V�KV�[OH[�¹

7V[LU[PHSS �̀�[OPZ�THRLZ�[OL�[LSLZHSLZ�WYVMLZZPVUHSZ�T\JO�

TVYL�PTWVY[HU[�PU�[OL�ZHSLZ�WYVJLZZ��0U�[OL�UL^�MHZ[��]PY[\HS�

^VYSK�VM�ZHSLZ��HU`VUL�PU[LYHJ[PUN�^P[O�WYVZWLJ[Z�ILJVTLZ�

H�WV[LU[PHS�PUÅ\LUJL��;OH[»Z�H�THQVY�JOHUNL�[LSLZHSLZ�

VYNHUPaH[PVUZ�HUK�WYVMLZZPVUHSZ�ULLK�[V�NYHZW��HJJVYKPUN�[V�

4HYP�(UUL�=HULSSH��

0U�LZZLUJL��VYNHUPaH[PVUZ�HYL�OVSPZ[PJHSS`�I\PSKPUN�[OLPY�WPWLSPUL�

^OLU�[LSLZHSLZ�WYVMLZZPVUHSZ�HYL�HISL�[V!

�z >VYR�OHUK�PU�OHUK�^P[O�[OLPY�JSPLU[Z�[V�ZLUZL�Z\I[SL�

[YLUKZ�HUK�TV]LTLU[Z�PU�[OL�J\Z[VTLY�YLSH[PVUZOPW"

�z (UHS`aPUN�[OPZ�PUMVYTH[PVU�[V�[HRL�HJ[PVU�PU�YLHS�[PTL"�

�z 4HW�J\Z[VTLY�PU[LSSPNLUJL�[V�[OL�YPNO[�TLZZHNL�[V�

Z\YMHJL�[OL�YLX\PYLTLU[�
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Next-Generation Telesales, 
Telesales 2.0
6I]PV\ZS �̀�P[»Z�UV[�HSS�HIV\[�SPZ[Z�HUK�¸WOVUL�ZRPSSZ¹�HU`TVYL��

;LSLZHSLZ�JVTWHUPLZ�HUK�[OLPY�WYVMLZZPVUHSZ�ULLK�[V�ILJVTL�

THZ[LYZ�VM�YLSH[PVUZOPWZ�PU�HSS�MVYTZ�[OH[�Ä[�[OLPY�[HYNL[Z�

�0M�`V\�HYL�JVTT\UPJH[PUN�I`�WOVUL��P[»Z�H�THZ[LY`�

VM�PUMVYTH[PVU��PTTLKPH[L�HWWSPJH[PVU�VM�P[��HUK�Å\PK�

JVU]LYZH[PVU�ZRPSSZ��

;OH[»Z�JYLH[LK�NYLH[�VWWVY[\UP[PLZ�I\[�\UPX\L�JOHSSLUNLZ�

HZ�^LSS��¸4HYRL[PUN�H\[VTH[PVU�HUK�ZVJPHS�TLKPH�LUHISLZ�

VYNHUPaH[PVUZ�[V�[OYV^�H�^PKL�UL[�PU[V�[OLPY�WYVZWLJ[�IHZL��P[»Z�

PTWVY[HU[�[V�RUV^�OV^�[V�JVUZ\TL�[OL�YLZ\S[Z�PU�H�^H`�[OH[�

JYLH[LZ�YL]LU\L�·�P[�KVLZU»[�OHWWLU�VU�P[Z�V^U�¹�=HULSSH�ZHPK�

¸;Y\L�WLLY�LUNHNLTLU[�PZ�JYP[PJHS��I\[�P[»Z�HSZV�PTWVY[HU[�[V�

OH]L�YLZV\YJLZ�[OH[�H�WYVZWLJ[�JHU�[Y\Z[�HUK�KPZJ\ZZ�[OLPY�

I\ZPULZZ�JOHSSLUNLZ�H[�[OL�L_HJ[�WVPU[�^OLU�[OL`�ULLK�P[�¹�

=HULSSH�ZHPK��¸;OH[�OLSWZ�[OLT�KL[LYTPUL�PM���P[�THRLZ�ZLUZL�

[V�TV]L�MVY^HYK�^P[O�[OL�]LUKVY�YLSH[PVUZOPW�¹�

4VYLV]LY��PUK\Z[Y`�YLZLHYJO�PUKPJH[LZ�[OH[�VUS`�OHSM�VM�

THYRL[LYZ�ZH`�[OL`»YL�J\YYLU[S`�THWWPUN�JVU[LU[��^OPJO�PZ�

VM[LU�KPZJ\ZZLK�VU�JHSSZ��[V�[OL�I\`LY»Z�PUMVYTH[PVU�ULLKZ�H[�

KPMMLYLU[�WOHZLZ�VM�[OL�I\`PUN�J`JSL��

¸(�O\NL�JVTWVULU[�VM�^OH[�^L�KV�^P[O�JSPLU[Z�PZ�OLSW�

[OLT�OH]L�[OL�YPNO[�TLZZHNL�MVY�H�JVSK�JHSS�·�[OL�YLHZVU�

[LSLTHYRL[PUN�JHTWHPNUZ�TH`�OH]L�SHJRS\Z[LY�YLZ\S[Z�PZU»[�[OL�

HJ[P]P[`�VM�[LSLTHYRL[PUN��P[»Z�^OV�PZ�THRPUN�[OL�JHSSZ�HUK�^OH[�

PZ�ILPUN�ZHPK�¹�HJJVYKPUN�[V�=HULSSH�

9LNHYKSLZZ�VM�WYVZWLJ[�[`WL�VY�PUK\Z[Y �̀�[OL�TVZ[�Z\JJLZZM\S�

ZHSLZ�YLSH[PVUZOPWZ�KLWLUK�VU�[OL�KLW[O�VM�PUMVYTH[PVU�HIV\[�

H�WV[LU[PHS�J\Z[VTLY»Z�[`WL�VM�JVTWHU �̀�WYVK\J[Z��J\Z[VTLYZ�

HUK�SLHKLYZOPW��

¸;OL�ILZ[�[LSLZHSLZ�WLVWSL�RUV^�[OLPY�WYVZWLJ[�LU]PYVUTLU[Z�

]LY`�KLLWS �̀¹�=HULSSH�ZHPK��¸(Z�HU�L_HTWSL��KV�[OL`�RUV^�

^OH[�[OLPY�PUMYHZ[Y\J[\YL�SVVRZ�SPRL&�>OH[�KVLZ�[OLPY�Z[HMM�

JVTWVZP[PVU�SVVR�SPRL&�(YL�[OL`�H�MHTPS`�JVTWHU`�[OH[»Z�

Z[HISL�VY�H�NYV^PUN�JVTWHU`�[OH[�[HRLZ�YPZR&�>OH[»Z�[OL�

I\aa�HIV\[�[OLT&�;LSLZHSLZ�WLVWSL�ULLK�[V�Z[LW�\W�[OLPY�ZRPSS�

Real Word Empowerment 
Via Telesales 2.0 

(�SHYNL�[LSLJVT�ÄYT�OHZ�^VYRLK�^P[O�;OL�

=HULSSH�.YV\W��0UJ��MVY�H�KLJHKL�\[PSPaPUN�H�

TVKLYUPaLK�HWWYVHJO�[V�[OL�JVSK�JHSS���(Z�H�

YLZ\S[��[OL�JVTWHU`�PZ�HISL�[V�LUNHNL�H[�[OL�

^PUKV^�VM�PUÅ\LUJL��;OL�YLWZ�UV^�LUNHNL�

^P[O�[OL�PUÅ\LUJLYZ�PU�[OL�KLHSZ�WYLWHYLK�^P[O�

KLTVNYHWOPJ��ILOH]PVYHS�HUK�YPJO�PU[LSSPNLUJL�

VU�^OH[�[OL�YLX\PYLTLU[Z�HYL�HUK�UV^�[V�

PUÅ\LUJL�[OLT���

9LZ\S[Z!�����VM�[OLPY�YLJLU[�KLHSZ�JSVZLK�

^LYL�MYVT�[OPZ�LMMVY[���;OPZ�WYVNYHT�NLULYH[LZ�

[OL�TVZ[�KLHSZ�[OH[�THRL�P[�[V�[OLPY�WPWLSPUL�

]LYZ\Z�V[OLY�KLTHUK�NLU�HJ[P]P[ �̀

¸>L�JSLHYS`�ZLL�[OL�YLZ\S[Z�;OL�=HULSSH�

.YV\W��0UJ��WYV]PKLZ�[OYV\NO�[OPZ�LMMVY[�PZ�

Z\IZ[HU[PHSS`�TVYL�LMMLJ[P]L�[OHU�V[OLY�ZPTPSHY�

WYVNYHTZ�^L�OH]L�YHU¹�ZHPK�[OL�+PYLJ[VY�VM�

4HYRL[PUN�7YVNYHTZ�
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ZL[�[V�IL�HISL�[V�I\PSK�H�TLU[HS�THW�HIV\[�[OLPY�WYVZWLJ[Z�

HUK�[OLPY�LU]PYVUTLU[Z�HUK�ZWLHR�[V�[OH[�¹

=HULSSH»Z�JVTWHU`�^VYRZ�L_JS\ZP]LS`�PU�[OL�LU[LYWYPZL�

[LJOUVSVN`�ZWHJL��0[�PZ�HU�PUK\Z[Y`�[OH[»Z�IV[O�]LY`�SHYNL�HUK�

]LY`�ZTHSS�·�SHYNL�PU�[LYTZ�VM�[OL�OHYK^HYL�HUK�ZVM[^HYL�

WYVK\J[Z�[OH[�LTLYNL�L]LY`�KH`�[V�ZLY]L�JVTWHUPLZ�HSS�V]LY�

[OL�^VYSK��SHYNL�PU�PU]LZ[TLU[Z�THKL�PU�[OLZL�ZVS\[PVUZ"�ZTHSS�

PU�[LYTZ�VM�[OL�ZVS\[PVU�WYV]PKLY�JHU�IL�H�ZTHSSLY�JVTWHU`�

[OLTZLS]LZ��I\[�HZ�Z[PSS�SVVRPUN�[V�PKLU[PM`��WLVWSL�PU�HU�

VYNHUPaH[PVU�HUK�PKLU[PM`�JYP[PJHS�KLJPZPVU�THRLYZ�HUK�[OLPY�

YLHS�[PTL�I\`PUN�J`JSL��

Situational Fluency:  
Knowing What To Say When

-S\LUJ`�KLWLUKZ�VU�ILPUN�HISL�[V�PKLU[PM`�IV[O�THJYV�HUK�

TPJYV�I\`PUN�[YLUKZ�HZ�ZWLJPÄJHSS`�HZ�WVZZPISL�

(SZV�`V\�OH]L�[V�IL�HISL�[V�HKKYLZZ�KPZJ\ZZPVUZ�[OH[�HYL�

\U\Z\HS�PU�[OL�^VYSK�VM�SLHK�NLULYH[PVU��¸>L�YLJLU[S`�NV[�

H�*06�VU�[OL�WOVUL�HUK�[OL�JVU]LYZH[PVU�[\YULK�[V�H�

KPZJ\ZZPVU�VM�H�JLY[HPU�WVPU[�ZVS\[PVU�V\Y�JSPLU[�OHK�¹�ZOL�

JVU[PU\LK��¸;OL�JVU]LYZH[PVU�^HZ�]LY`�[LJOUPJHS�HUK�SLUN[O �̀�

>L�RUL^�OV^�[V�W\SS�PUMVYTH[PVU�MYVT�[OL�WYVZWLJ[�HUK�

\UKLYZ[VVK�L_HJ[S`�^OH[�[OL`�^LYL�SVVRPUN�MVY��0[�^HZ�HU�

\UWSHUULK�HYLH�VM�KPZJ\ZZPVU��;OH[»Z�UV[�ZVTL[OPUN�`V\�JHU�

I\PSK�H�ZJYPW[�MVY�·�P[»Z�HSS�HIV\[�ZP[\H[PVUHS�HUK�[LJOUPJHS�

Å\LUJ �̀�[OL�HIPSP[`�[V�OH]L�[OH[�WLLY�[V�WLLY�KPZJ\ZZPVU�^P[O�H�

WYVZWLJ[�ZV�`V\�JHU�IL[[LY�\UKLYZ[HUK�[OLPY�KPYLJ[PVU�PU�[OL�

M\[\YL�·�IV[O�ZOVY[�[LYT�HUK�SVUN�[LYT��HUK�W\SS�PUMVYTH[PVU�

MYVT�[OLT�·�UV[�IL�H�HU�PUMVYTH[PVU�W\ZOLY�¹

(�MYLL�ÅV^�KPZJ\ZZPVU�TVKLS�SLHKZ�[V�YLZ\S[Z��¸>L�YLJLU[S`�

\UJV]LYLK�H�����2�KLHS�V\[�VM�[OL�NH[L�MYVT�H�WYVZWLJ[�^OV�

PUP[PHSS`�^HZ�]LY`�ULNH[P]L�VU�[LSLZHSLZ�JHSSZ��;OH[»Z�ILJH\ZL�

^L�^LYLU»[�[OL�[`WPJHS�JHSSLY��(NHPU��P[�PZU»[�[OH[�WLVWSL�^VU»[�

[HRL�JHSSZ��[OL`�^VU»[�[HRL�IHK�JHSSZ�·�ZV�THRL�Z\YL�`V\�

OH]L�[OL�ILZ[�WLVWSL�THRPUN�[OVZL�ÄYZ[�JHSSZ�¹

“True peer engagement is critical, 
but it’s also important to have 
resources that a prospect can trust 
and discuss their business challenges 
at the exact point when they need 
LW��7KDW�KHOSV�WKHP�GHWHUPLQH�LI�LW�
makes sense to move forward with 
WKH�YHQGRU�UHODWLRQVKLS�µ�

- Mari Anne Vanella, CEO and Founder,     
  The Vanella Group,Inc.
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The Relationship IS The Lead

:VTL[PTLZ�[OL�ILZ[�JHZL�Z[\KPLZ�JVTL�Q\Z[�I`�WPJRPUN�\W�

[OL�WOVUL��¸(Z�H�*,6��0�NL[�[LSLZHSLZ�JHSSZ�¹�ZHPK�=HULSSH��¸0�

OHK�ILLU�[V�H�SHYNL�[YHKL�ZOV^�YLJLU[S`�HUK�0�OHK�T`�IHKNL�

ZJHUULK��HUK�0�OHK�HSZV�WPJRLK�\W�[OLPY�TH[LYPHS�ZV�0�JV\SK�

JOLJR�[OLPY�ZP[L�HUK�0�ZH^�P[�OHK�ZVTL�WV[LU[PHS�]HS\L�¹�>P[OPU�

KH`Z��ZOL�NV[�H�[LSLZHSLZ�JHSS�HUK�[OL�L_LYJPZL�ILNHU�

¸;OL�JHSSLY�OHK�T`�UHTL��I\[�UV�PKLH�^OH[�T`�JVTWHU`�

KPK�¹�=HULSSH�JVU[PU\LK��¸;OL`�^HU[LK�[V�ZJOLK\SL�HU�

HWWVPU[TLU[�MVY�H�KLTV��0�OHK�HSYLHK`�SVVRLK�H[�[OLPY�ZP[L�

HUK�^HU[LK�[V�SVN�PU�HUK�Z[HY[�WSH`PUN�^P[O�P[�[V�ZLL�PM�^L�

JV\SK�\ZL�P[��;OL�WYVISLT�^HZ�[OL�SVNPU�[OL�ZP[L�VMMLYLK�KPKU»[�

^VYR��0�TLU[PVULK�0�Q\Z[�^HU[LK�[V�TV]L�MVY^HYK�^P[O�H�[YPHS�

HUK�OV^�JV\SK�0�NL[�[OH[�NVPUN��;OL�JHSSLY»Z�YLZWVUZL��HM[LY�H�

WH\ZL��¸0�KVU»[�KV�[OH[��0�Q\Z[�ZJOLK\SL�HWWVPU[TLU[Z�¹�

:HPK�=HULSSH��¸:OL�OHK�H�JOHUJL�[V�THRL�H�WVZP[P]L�

JVUULJ[PVU�MVY�IV[O�[OL�JSPLU[�HUK�WYVZWLJ[�HUK�WYVNYLZZ�

[OPZ�HUK�ZOL�^HZU»[�TV[P]H[LK�[V�Z[LW�V\[ZPKL�VM�[OL�IV_�HUK�

OLSW�TL�V\[��6UJL�ZOL�PKLU[PÄLK�0�KPKU»[�^HU[�[V�ZJOLK\SL�H�

TLL[PUN��ZOL�ZPTWS`�[OV\NO[��º@V\»YL�UV[�HU�VWWVY[\UP[`�MVY�

TL��0»T�UV[�NL[[PUN�WHPK��[PTL�[V�ZO\[�[OPZ�KV^U�»���:OL�KPKU»[�

WHZZ�T`�PUMVYTH[PVU�VU��HUK�0�UL]LY�NV[�H�SVNPU�·�HUK�H[�

[OPZ�WVPU[�^L�KLJPKLK�[V�\ZL�ZVTL[OPUN�LSZL��;OH[»Z�H�WLYMLJ[�

L_HTWSL�VM�H�[`WPJHS�JHSS�L_LJ\[P]LZ�NL[�HSS�[OL�[PTL�¹

:V�THU`�WLVWSL�PU�[LSLZHSLZ�MHPS�[V�¸JVUULJ[�[OL�KV[Z¹�ILJH\ZL�

[OLPY�LTWSV`TLU[�J\S[\YL�KVLZU»[�LUJV\YHNL�P[����=HULSSH�UV[LK��

¸>L�[HSR�[V�L_LJ\[P]LZ��HUK�L_LJ\[P]LZ�KVU»[�YLZWVUK�[V�

\UPUMVYTLK�YLWZ��NPTTPJRZ�HUK�WYLZZPUN�[OL�WYVZWLJ[�PU[V�

H�ZHSLZ�J`JSL�[OL`�KVU»[�^HU[�[V�IL�PU�¹�ZH`Z�=HULSSH��¸9LHS�

KPZJ\ZZPVUZ�OHWWLU�MYVT�WLLY�SL]LS�KPZJ\ZZPVUZ��,_LJ\[P]LZ�

KVU»[�ULLK�[V�IHP[�LHJO�V[OLY�^P[O�YPKPJ\SV\Z�NPTTPJRZ�[V�

JVUULJ[��;OL`�KLWLUK�VU�YLSH[PVUZOPWZ��HUK�[OVZL�YLSH[PVUZOPWZ�

JVU]LY[�[V�YL]LU\L�·�I\[�ZHSLZ�VYNHUPaH[PVUZ�HYL�UV[�NVHSLK�

VU�YLSH[PVUZOPWZ��;OL`�HYL�UV[�]HS\HISL�[V�TVZ[�YLWZ��)\[�

YLSH[PVUZOPW�ZRPSSZ�HYL�LZZLU[PHS�[V�^OH[�^L�KV�HUK�OV^�^L�KV�

P[��;HRPUN�[OL�HWWYVHJO�VM�MYLL�ÅV^�KPZJ\ZZPVU��WLLY�[V�WLLY�

K`UHTPJZ��Å\LUJ`�HUK�KLW[O�HJ[\HSS`�YLZ\S[Z�PU�����OPNOLY�

YL[\YU�[OHU�[OL�[YHKP[PVUHS�TL[OVKZ�MVY�[LSLTHYRL[PUN��WLY�H���� �

+4(�Z[\K �̀�;OL�YLZ\S[Z�ZWLHR�MVY�[OLTZLS]LZ�¹

;OL�KH`Z�VM�ULNH[P]L�JVSK�
JHSSPUN�L_WLYPLUJLZ�HYL�V]LY�
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Conclusion

;LSLZHSLZ�����YLX\PYLZ�]LUKVYZ�^P[O�Z[HMM�^P[O�KLLW�PUK\Z[Y`�RUV^SLKNL�^OV�JHU�[OPUR�VU�[OLPY�MLL[�HUK�HZR�[OV\NO[�

WYV]VRPUN�X\LZ[PVUZ�VU�[OL�Å �̀�[OH[�UV[�VUS`�RLLW�WYVZWLJ[Z�VU�[OL�SPUL��I\[�HSZV�I\PSK�H�YLSH[PVUZOPW�[OH[�WYVNYLZZLZ��

7YVZWLJ[Z�LUNHNL�^P[O�LHNLYULZZ�HUK�UV[�YLZPZ[HUJL��,HYS`�Z[HNL�;LSLZHSLZ�HUK�SLHK�NLULYH[PVU�ULLKZ�[V�ILJVTL�MHY�

TVYL�JVUZ\S[P]L��JVU]LYZH[PVUHS�HUK�YLZLHYJO�IHZLK�[OHU�P[�OHZ�L]LY�ILLU�[V�Z\JJLLK�PU�[VTVYYV^»Z�PUK\Z[YPLZ�^P[O�

WYHJ[P[PVULYZ�]PH�[Y\L�JVU]LYZH[PVUHS��YLHZVUPUN�HUK�ZLSLJ[P]L�^YP[PUN�ZRPSSZ��
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http://www.amazon.com/SNAP-Selling-Business-Frazzled-Customers/dp/1591843308/ref=sr_1_1?ie=UTF8&qid=1322756542&sr=8-1
http://www.amazon.com/SNAP-Selling-Business-Frazzled-Customers/dp/1591843308/ref=sr_1_1?ie=UTF8&qid=1322756542&sr=8-1
http://www.amazon.com/Rules-Cold-Calling-Executives-Telemarketing/dp/0979942829/ref=sr_1_1?s=books&ie=UTF8&qid=1322756572&sr=1-1
http://www.amazon.com/Rules-Cold-Calling-Executives-Telemarketing/dp/0979942829/ref=sr_1_1?s=books&ie=UTF8&qid=1322756572&sr=1-1
http://www.amazon.com/Rules-Cold-Calling-Executives-Telemarketing/dp/0979942829/ref=sr_1_1?s=books&ie=UTF8&qid=1322756572&sr=1-1
http://www.amazon.com/Rules-Cold-Calling-Executives-Telemarketing/dp/0979942829/ref=sr_1_1?s=books&ie=UTF8&qid=1322756572&sr=1-1
http://www.amazon.com/Rules-Cold-Calling-Executives-Telemarketing/dp/0979942829/ref=sr_1_1?s=books&ie=UTF8&qid=1322756572&sr=1-1
http://blog.marketo.com/
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;OL�=HULSSH�.YV\W��0UJ��PZ�[OL�SLHKPUN�WYV]PKLY�VM�L_WLY[��OPNO�X\HSP[ �̀�)�)�

[LSLTHYRL[PUN�HUK�[LSLZHSLZ�IHZLK�SLHK�NLULYH[PVU�ZLY]PJLZ�L_JS\ZP]LS`�MVY�

[LJOUVSVN`�JVTWHUPLZ�

6\Y�;LSLZHSLZ������WYVNYHTZ�KLSP]LY�HJ[P]L�VWWVY[\UP[PLZ�[V�`V\Y�[LHT��@V\Y�

YLWZ�^PSS�NHPU�HJJLZZ�[V�SHYNL�VWWVY[\UP[PLZ�^L�PTTLKPH[LS`�[YHUZP[PVU�V]LY�VU�H�

WYLKPJ[HISL�HUK�VUNVPUN�IHZPZ��:HSLZ�YLWZ�^PSS�JVUULJ[�^P[O�ZLUPVY�L_LJ\[P]LZ�

HUK�NL[�JYP[PJHS��YLHS�[PTL�PU[LSSPNLUJL�[OH[�THRLZ�[OL�KPMMLYLUJL�PU�Z\JJLZZM\S�

LUNHNLTLU[Z�HUK�WYVNYLZZPUN�KLHSZ��>L�OH]L�H����`LHY�[YHJR�YLJVYK�VM�Z\JJLZZ�

;OL�=HULSSH�.YV\W��0UJ�»Z�[LSLZHSLZ�SLHK�NLULYH[PVU�ZLY]PJLZ�HYL�N\HYHU[LLK�[V�OLSW�

`V\�YHWPKS`�I\PSK�`V\Y�ZHSLZ�WPWLSPUL�HUK�NL[�YLZ\S[Z��

+LTHUK.LU�9LWVY[�PZ�H�[HYNL[LK�L�TLKPH�W\ISPJH[PVU�ZWV[SPNO[PUN�[OL�Z[YH[LNPLZ�

HUK�ZVS\[PVUZ�[OH[�OLSW�JVTWHUPLZ�IL[[LY�HSPNU�[OLPY�ZHSLZ�HUK�THYRL[PUN�

VYNHUPaH[PVUZ��HUK�\S[PTH[LS �̀�KYP]L�NYV^[O��(�RL`�JVTWVULU[�VM�V\Y�JV]LYHNL�

MVJ\ZLZ�VU�[OL�ZHSLZ�HUK�THYRL[PUN�H\[VTH[PVU�[VVSZ�[OH[�LUHISL�JVTWHUPLZ�[V�

IL[[LY�TLHZ\YL�HUK�THUHNL�[OLPY�T\S[P�JOHUULS�KLTHUK�NLULYH[PVU�LMMVY[Z�
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