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                                How can one extra booked call per day
                                change your business?
      In ServiceTitan’s lat-    On a micro level, losing out on booking a few customers doesn’t
     est webinar, Brigham       seem like a big deal — you win some, you lose some, right? How-
Dickinson, President and
                                ever, when you drill down on the numbers, those one or two
Founder of Power Selling
                                missed opportunities throughout the day actually turn out to cost
 Pros (PSP), explains how
    using the “Pattern for      the company more than you might think. Here’s how the numbers
Excellence” has success-        break down:
    fully helped customer
   service teams increase       In the example above, one additional booked ticket (or call) per
   their call booking rates     day per customer service rep (CSR), translates to a whopping
from 50 - 60% per day to
                                $130,500 in extra annual revenue. When you look at it that way,
                 85 - 95%.
                                those one or two calls that slip through the cracks really start to
                                add up.

                                AVERAGE       EXTRA CALLS BOOKED           WORKS DAYS       EXTRA ANNUAL
                                 TICKET         PER DAY PER CSR             PER YEAR          REVENUE
                                 $500     X             1              X      261       =    $130,500

                                So, how do you ensure that you’re capturing every booking
                                opportunity on the phone? Brigham says it’s through the “Pattern
                                for Excellence,” Power Selling Pros’ 8-step approach to delivering
                 FIGURE 1       an amazing customer experience on the phone, represented here
    Pattern for Excellence      by Figure 1

                               “ When CSRs follow the process that we teach,
                                not only are they booking one more call a
                                day, but they’re booking three or four more
                                calls a day.                                                           ”
                                The average contractor is probably only booking about 55 to 60
                                percent of their calls because they’re not recording or listening to
                                their calls — strikes one and two in Brigham’s book. “If you’re not
                                listening to your phone calls on a regular basis, if you don’t have
                                coaching, you’re probably booking less than you think,” says
                                Brigham.

                                With the Pattern for Excellence, CSRs are looking at a booking
                                rate of 85 to 90 percent — even 95 percent -- of their calls. Using
                                the calculations provided earlier, 10 more booked calls per CSR
                                per day means you’re nearing revenue additions in the millions.
1                               Here’s how you can use the Pattern of Excellence to grow
                                revenue.
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                          How to use the pattern for excellence
                          in your business?
“   A WOW experience      There are eight principles that make up the pattern for
    is that moment        excellence and they all lead to one end goal: a WOW
    when your client      experience.
    recognizes that you
                          How do you create a WOW experience for every customer
    went above and
                          who calls in? It begins, of course, with an ideal first impression.
    beyond in the way
                          The first 30 seconds of every call are crucial to whether or not
    you took care of
                          you’re going to be successful in booking. Here’s how to
    them.
                     ”    establish trust so that the customer feels comfortable moving
                          forward with the appointment.

                          UNDERSTAND
                          First, understand that the second you pick up the phone, you’re
                          not only a representative of the company, you ARE the company.

                          LISTEN
                          Listen to what the customer is asking.


                          EMPATHIZE
                          Empathize with the customer so that they feel heard and trust
                          will begin to be built.

                          VOCALIZE YOU CARE
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