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“Your call is very important to us…” blah, blah, blah…

I’d had enough of being lost in voice-mail hell.  That’s when I decided that my company could and would do it differently. Voice-mail is very important—it solves a variety of communications problems and is very convenient for everyone using it, but it must be done with your customer in mind, body & spirit.
· The idea behind this script is for you to become the virtual guide within your voice-mail system. The effect you want is that of greeting your customer at your front door and personally taking them to each department. It adds a very human touch to an otherwise dehumanizing system. 
· You must breathe life into this script—you are the President/CEO/Owner of your business so it’s important that you bring your natural enthusiasm to these messages. It is important that you speak normally (not like a game show host) and to imagine that you are talking to a live person as you speak. You might even want to have someone in front of you and imagine that you are speaking this script TO them. Remember, you are not broadcasting--one person at a time hears your message, so record this as a personal conversation with just one person. Talk to them like you would a friend. 

· I recommend that you record all of these messages on the same day to assure a similar tone.  

· Between messages, take a sip of warm water to moisten and relax your throat.

· BREATHE… take in several full breaths then speak from your chest (not just the back of your throat) to give a rich, full-bodied sound to your voice.

· This may seem silly, but it works... practice this script with a pencil across your teeth (like a bit in a horse’s mouth) as far back as comfortable... speak the words of your script aloud and move your mouth and tongue as much as possible... your diction (and perceived intelligence) will improve dramatically.

· Obviously, you will have to map out your system to suit your business and make changes accordingly

· Below is the script I used—in its entirety:

Main Line  530-267-6293 

[Ext: xxx]
· Hi... you’ve reached [Company Name]…

· This is Burke Franklin, the company president... 

· I’m going to get you to the person you want to talk to…

· If you know their extension already, go ahead and enter it now…

· To place an order or for Product Information, press 2...


· If you’re using one of our products and have a question, push 3 for Technical Support…

· If you have a question about your order, press 4 for Customer Service…


· For our address, telephone and fax numbers, press 5...


· If you have an idea of who you want to talk to, but no idea what their extension is, 
push 6 for a directory…


· Or, you can press 0, or...  just wait for our operator to pick up.
2 
Sales 
[Ext: xxx]

· OK, we’re in the sales department, and I need to connect you with the right person... 

· If you’re buying this for yourself or your company, press 1
[to ext: xxx]

· but if you’re a reseller or would like to sell our software, press 2
[to ext: xxx]


Direct Sales 
[Ext: xxx]
· Hmmm... looks like no one is available to help you right now, but we do have options to get you going anyway...
· It’s important to me that you get the software you want right away, perhaps we can have a virtual conversation with you through our voice-mail systems to save you some time and get you going…

· If you have a question, go ahead and ask it after the beep...

· Also, you can leave your order right here on this secure voice-mail system…

· Or, you can FAX it to us at area code 650-254-5640, that’s 650-254-5640…

· So... here’s what I need you to do... please leave a full-bodied message with this voice mail.  

· Along with your name, please use your street address for shipping and tell us the titles of the [Company Name] products you’re interested in... 

· Grab the Discount Code from beneath the phone number or on the order form for your offer...

· Please include your day-time phone number in case we have a question...

· Also your e-mail address so we can confirm your order automatically...

· Include your credit card number, with the expiration date and your name as it’s imprinted.

· How soon do you need them? 

· Airborne Overnight is $11.95

· Second Day Air is $9.95

· Ground is $7.95

· OK... I hope I’ve given you enough information, we will confirm your order either by e-mail phone or fax... everything is under control... 

· Go ahead and leave your order at the beep.  Thanks for calling.


Resellers 






[Ext: xxx]

· OK... This is the last message from me... this is the last box and I’m gonna get you to 
a real person...

· If you’re calling from the East Coast of the US, press 1
[to ext: xxx]

· If you’re calling from the Central region, press 2
[to ext: xxx]

· If you’re calling from the West Coast, press 3
[to ext: xxx]

· Or, if you would, stay on the line, and our Sales Assistant will be right with you.
[to ext: xxx]

3 
Technical Support  





[Ext: xxx]
· OK... we’re in the technical support department... 

· I’m going to grab one of these guys as soon as they get off the phone…

· However, if your questions are actually about your order, press 1 for Customer Service 


· On the other hand, if you’re calling about the compatibility of any of [Company Name]’s products with Windows Vista, press 2 for some info on that…

· And, if you’re still with me, please hold on a moment while we transfer you to a tech support rep.  Thanks.


Times out after 3 seconds — transfers to Technical  Support


After 4 rings, transfer to mailbox 120

2 Windows Vista  


[Ext: xxx]

Message states that installation procedures are available via fax.  


Customer is then transferred to the tech line.

Tech Line    Voice Mail  


[Ext: xxx]

Hmmm... looks like no one is available to help you right now, but we do have options to get you going anyway...
· It’s important to me that you get your problem solved, perhaps we can have a virtual conversation with you through our voice-mail systems to save you some time and get you going that way…

· So... here’s what I need you to do... please leave a full-bodied message with this voice mail.  

· This is a rare opportunity to speak uninterrupted and fully express your thoughts...

· Along with your name, address and phone number please tell us the title of the [Company Name] product you have, 

· The serial number on the diskette, and, if you tell us as much as possible about the problem or question you have, we can perhaps respond completely by leaving you a return message.  

· If we can reach you by FAX, please tell us your FAX number…

· Likewise, if we can reach you by e-mail, please tell us your e-mail address…

· I want to make sure you’re taken care of.  And I hope you feel you’ve accomplished something with this call... 

· We’ll do our best get back to you within 2 business hours…

· Go ahead and leave your message at the beep.  Thanks for calling.

4 
Customer Service  

[Ext: xxx]
· OK... we’re in the Customer Service department... 

· Nobody is available to talk with you right now, but we do have options to help you anyway. 

· It’s important to me that you have a positive experience with [Company Name]…

· Perhaps we can use our voice-mail system to have a virtual conversation and help you that way…

· So... here’s what I need you to do... please leave a full-bodied message with this voice mail.  

· This is a rare opportunity to speak uninterrupted and fully express your thoughts…

· Along with your name, address and phone number, please tell us the title of the [Company Name] product you’re calling about, and, if you tell us as much as possible about the problem or question you have, we can perhaps respond completely by leaving you a return message…

· If we can reach you by FAX, please tell us your FAX number…

· Likewise, if we can reach you by e-mail, please tell us your e-mail address…

· I want to make sure you’re taken care of.  And I hope you feel you’ve accomplished something with this call... 

· We’ll do our best get back to you within 2 business hours…

· Go ahead and leave your message at the beep.  Thanks for calling!

5 
Address  


[Ext: xxx]

· OK, get your pen ready... here’s our address:

· [Company Name] is located at 1975 West El Camino Real, Suite 301, in Mountain View, California, 94040.  

· In case you’ve dialed an old number, the best one to use now is 650-254-5600.  

· Our fax number is 650-254-5640.  

· Our Web address is www.[Company Name].com


Message then returns to main menu.

6 
Directory  


[Ext: xxx]
· For a listing by department, press 1

· For a directory of people, press 2


[Pre-programmed in the system]
Press 1  


[Ext: xxx]

· For corporate sales, strategic alliances and other sales deals, press 1 for David.  
[to ext: xxx]

· For Customer Service, press 2 for Debra, our Customer Service Manager
[to ext: xxx]


· If you are a writer or an editor and want a product to review, press 3
[to ext: xxx]

· If we owe you money, press 4 for Sheryl in Accounts Payable.  
[to ext: xxx]

· If you owe us money, press 5 for Ann in Accounts Receivable.  
[to ext: xxx]

· If you want to sell us something useful, press 6 for Doug in Purchasing.  
[to ext: xxx]

· Regarding advertising, direct mail, website, etc., press 7 for Diane in Marketing. 
[to ext: xxx]

· If you’ve got a new product idea, press 8 for Neal
[to ext: xxx]

· Thanks!


If no selection is made, then caller is transferred to Operator.


Operator  


[Ext: xxx]

· Well, I was hoping to get you to a live person, but the operator isn’t here either.

· Perhaps we can have a virtual conversation with you through our answering systems to save time on phone tag...

· So... please leave a full-bodied message with this voice mail.  

· This is a rare opportunity to speak uninterrupted and fully express your thoughts.

· Also, along with your name and phone number please suggest the best time to call you.  

· Just press the # key and leave your message.

· It will be routed by hand to the right person.

· Thanks for calling.

· Go ahead and press the # key now. 

Main Menu  


[Ext: xxx]

· If you know the extension of the person you want to reach, go ahead and enter it now.  

· To place an order or for Product Information, press 2.  

· If you’re using one of our products and have a question, push 3 for Technical Support

· If you have a question about your order, press 4 for Customer Service 


· For our address, telephone and fax numbers, press 5.  


· If you have an idea of who you want to talk to, but no idea what their extension is, 
push 6 for a directory.  


· Or, you can press 0, or...  just wait for our operator to pick up.

Night / After Hours  

6PM - 7AM
[Ext: xxx]

Initial Call

Hi... You’ve reached [Company Name], but we’re not in right now…

· This is [Your Name], the company president... 

· We’re normally here Monday through Friday between 8am and 5pm Pacific time…

· but, I’m going to get you to the person you want to talk to anyway…

· If you know their extension already, go ahead and enter it now... 

· To place an order or for Product Information, press 2...

· If you’re using one of our products and have a question, press 3 for Technical Support...

· If you have a question about your order, press 4 to leave a message for Customer Service... 


· For our address, telephone and fax numbers, press 5…

· If you have an idea of who you want to talk to, but no idea what their extension is, 
press 6 for a directory…


· Or, you can press 0, but, since it is after our business hours, you may get a message there too.

· Thanks for calling!

PR Hotline  
800-762-2413  


· Hi... you’ve reached [Company Name]…

· This is [Your Name], the company president... 

· You’ve probably been reading an article about our products...

· If the writer said enough kind things for you to want to order it right now... 
let me get you to a person who can ship it to you right away... press 2...


· On the other hand you may still have some questions...

· so let me direct you to someone who can answer them... push 3...

· If you have a question about your order, press 4 for Customer Service...


· For our address, telephone and fax numbers, press 5...


· Or, you can press 0, or...  just wait for our operator to pick up.

Personal Voice Mail Message

Hi, this is [Your Name].  

I'm not available right now, but perhaps we can have a VIRTUAL conversation using our voice mail systems . . . maybe SOME-time we’ll talk in person.  

So... please leave a full-bodied message with this voice mail.  

This is a rare opportunity to speak uninterrupted and fully express your thoughts.

Also, along with your name and phone number please suggest the best time to call you.  

I could call you from just about anywhere at any time.  


In the future, to bypass this message altogether, just push # and start talking.

· If you need to talk to somebody right now regarding a product or service concern, please call [Name] in customer service by pushing the STAR (*) key and ###

· For a product review, call [Name] at *###.  

· If you’re calling to buy something from us, call [Name] right away at *###

· If we owe you money or you owe us money, call [Name] at *###

· If you’ve got a new product idea, dial [Name] at *###


Have you heard of my new book? . . . Business Black Belt... 

I think it will become a bestseller!   It’s about 60 short chapters describing the events that built this business as well as many philosophical ideas useful to you as you build yours.  It’s $14.95  And, you can read a few chapters on our website ... www.jian.com... 

Also, if you’d like a transcript of the entire voice-mail message system so you can set up a virtual guide throughout your company’s voice-mail system, we’ll fax or mail it to you for $10.

Other than all that, go ahead and tell me what you wanted to say and leave your message and I’ll call you as soon as I can.

I look forward to talking to you soon.

Thanks again for calling, 

Bye  Bye.

Going Out of Town

Hi, this is [Your Name].  

I’ll be out of the office until [Date],

At the risk of me not being able to respond very soon, perhaps we can have a VIRTUAL conversation using our voice mail systems . . . maybe SOME-time we’ll talk in person.  

But... here are some other options:

· If you need to talk to somebody right now regarding a product or service concern, please call [Name] in customer service by pushing the STAR (*) key and ###

· For a product review, call [Name] at *###  

· If you’re calling to buy something from us, call [Name] right away at *###

· If we owe you money or you owe us money, call [Name] at *###

· If you’ve got a new product idea, dial [Name] at *###

In the future, to bypass this message altogether, just push # and start talking.

Have you heard of my new book? . . . Business Black Belt... 

I think it will become a bestseller! It’s about 60 short chapters describing the events that built this business as well as many philosophical ideas useful to you as you build yours. It’s $24.95 And, you can read a few chapters on our website... www.jian.com... 

Also, if you’d like a transcript of this entire voice-mail message system so you can set up a virtual guide throughout your company’s voice-mail system, we’ll fax or mail it to you for $10.

I look forward to talking to you soon.

Thanks again for calling, 

Bye  Bye.

