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48 Telemarketing Compensatiocn Practices '86
Conducted by the DMA, this is q comprehensive study of
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54 Integrated Inbound-Outhound Training
By Terrd Larson, Omega International .
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By Liovd Reaumse, Mitel Corporation
Unlike the first-time PABX purchaser, TWBA Advertising
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58 The New World Of Voics Teclhnology
By Brad Wendkos, Phoneworks
Today's voide sachnolegy s an efficient answer to handling
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Hello, this is Tom Seaver.

Thanks for calling 10 subscribe to
The Sporting News. The Sporting
News will keep any sports fan up-to-
date with everything that’s going on
in the sporting world.

Covering -baseball, football, hockey, -

pasketball and all major sporting
events and activities, The Sporting
News makes every season an in-
Jormed one.

You can subscribe to The Sporting
News with either of the two follow-
ing plans. A one-year subscription is
only $15.00, a $9.00 savings off of
the newstand price, or I would
recommend taking advantage of the
two-year subscription which is only
$32.00, a full 50 percent savings!

If you would like the one-year sub-
scription, please dial a *'1.” If you
u_'ould prefer the {wo-year subscrip-
tion, please dial a “2.’" Please dial
your selection now. . .

Caller dials a 2.”’

Thank you for selecting the (wo-
year subscription!

Please speak your full name and be
sure lo spell your last name. Please
do it now. .. )

Caller speaks ‘‘Bob Jones.
J-O-N-E-S.”’
IThank you. Would you speak a bit
ouder and give us the full mailing
address where you would like us t0
Sdfﬂd’ The Sporting News and please
on’t forget the city, stale and zip
code. Please do it now. ..

123 Main Street
12z reet, Amnytown, USA

?ﬁafff you for your subscripton.
S u'll receive your first issue of
Hfzﬂzmg News within the next six
eks. Thanks again for calling!
What sports f: “no”
an can say ‘‘no’’ to
Tom Seaver? Y
For a fraction of what it would

e

of Voice Technology

Sporting News ook advantage of a
new voice technology which enabled
its celebrated spckesperson, Tom
Seaver, L0 answer thousands of calls
and stimulate new subscriptions —
24 hours a day, 7 days a week.

New Technologies —
New Opportunities

New voice technologies provide
inbound telemarketers with many
new, cost-efficient ways of handling
routine inquiries and disseminating
frequently souglht information.

Audio-text, voice response and
voice store and forward open the
door to a ‘‘brave mew world” of
telemarketing opportunities and of-
fer automated solutions to problems
as old as the telephone itself,

These technologies allow users
to create data bases of pre—recorded
information which can be accessed
anytime, from any telephonec.
Callers are guided to the informa-
tion by printed directories or
through interactive voice prompls.
Touch tone telephones are corn-
verted into remote terminals for
entering of retrieving information
of any kind. Any desired informa-
tion from callers such as Names, ad-
dresses, orders, credit card informa-
fion or requests can be captured
through spoken Ot touch tone input.
In many cases, even callers using
rotary phones can pe handled effec-
tively.

Personnel costs are very often
the most expensive factor in a tele-
marketing program. The majority

- of all telemarketing programs in-

volve the repetitive handling of the
same type of call: capturing 2
caller’s name and address for a
mailing piece, answering the same
questions OVeET and over again,
handling account status inquiries or
providing dealer and store oca-
tions.

Hello. Thanks for calling to find out

where you can find Neuirogena

Soap. 10 Tocal® the—stere—nearest

By Brad Wendkos, - -
‘Phonewaorks :

you which carries Neutrogena prod-
ucts, please use the touch tone key-
pad of your telephone and enter
your 5-digil zip code now.

Caller enters: 076 02

In the 07602 zip code, Nealtrogend
products can be found ual the ABC
Drug Store which is tocated at 555
Broadway. Store hours are 9 105
Monday through Saturday.

While you're there, don't forget (o
ask for New Neutragend Hund
Cream which is now available in an
8 oz. dispenser size.

Goaodbye and thanks again for call-
ing Neutrogena!

“Telepromoaom"——A New Era In

Marketing - A

The convenience and prolifcra-
tion of the telephone has created 2
new medium which has been cX-
plored by marketing executives with
a varicty of syelemarketing’” pro-
grams. Voice lechnologies, how-
cver, add an exciting new dimension
tq advertising, direct marketing and
promotional programs by making
the phone function in ways never

before possible.
Interaction with callers through

touch tone inpul allows games like’

Trivia Challenge of Secret Number
promotions 10 be played over the
phone. Product codes of member-
ship account aumbers can sefve as
access codes which must be entered
pefore continuing  with the call.
Voices of celebrated personalitics or
cartoon characters can be used to
encourage caller participation along
with music and special sound ef-
fects. These areLjust a few of the
many possibilities.

The new era of {efepromotions,
a concept which was originated by
Lee Hill, was {aunched with the phe-
nomenal  success of the Cap'm
Crunch promotion in 1985. A trea-
sure map was packed in each Cap™n
Crunch cereal box. Each map fea-
tured an AT&T 800 Service number

N Hrd e-tRs-ype-o A yiti 2
live operator, the ad agency for The -

TELEMARKET!NG
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and instructions for finding the
pirate, La Foote. Callers listened to
a recording of Cap’n Crunch offer-
ing clues to the location of La
Foote. Anyone with a map which
showed La Foote in the correct loca-
tion won one of the 5,000 bicycles
being offered as prizes.

The telepromotion generated
over 24 million calls in a four-month
period which is 10 times the re-
sponse of some of the most suc-
"cessful sweepstakes. Sales increased
62 percent, market share increased
33 percent with a residual market
share increase of 15 percent!

Welcome 1o Trivig Challenge
brought 1o you by Maxwell House
Coffee!

Answer the following question cor-
rectly und win a chance in our Ng-
tional Sweepstakes with g grand

price of an a[1~expense-pafd vaca-
fion to Hawaqijr

But first, ener the 6-digir Muaxwell

House prodyct code which can pe

Jound on the right hand i
product lapel, ide o the

Caller enters: 153865

Thank yoy Jor ‘hasi
hank burchasing oy 16
0L, size of Maxwell House Coffee!

Ly 9 oJr 3,
Now, which Hollywooq movie star
romoted Maxweyy H
; ouse Co ]
oane of TV's clygsi fpeein

1€ commerciglsp
1?ml a1 for Orsen Weffs. a2
Jor Gene Kelly, or 4 “3”}’or Ed
ward G: Robinson. )
Caller digfs- “3n
Thar's right!

It ,
Robinson, a5 Edwarg G.

In Y i
“Yeb;dn'ard G. Robmson's voice)
» Y@ gotia do my way, see
>

Document 1870-22

Maxwell House, it’s a better cup of
coffee, yea.” (Announcer returnsj

Congratulations. You've just won a
chance in the Maxvwell House Na-
tional Sweepstakes. Leave your
name and address, don’t forget city,
state and zip code, and we'll be glad
to send you vour Sweepstakes entry
Jorm. In a loud and clear voice,
please do it now.

Caller leaves name and address.

The Telephone As A Terminal

A great percentage of inbound
telemarketing operations revolve
around a centralized data base of in-
formation. The CSR simply key-
strokes caller requests for informa-
tion into the terminal and reads
back, word for word, the informa-
tion that then appears on the screen,
Bank account balances and last

Voice technologies
Junction day-in -
and day-gut,
without vacations,
coffee breaks, sick
days, or benefits,
and wifl double the
horse-power of
Your program.

transactions,
and Teservations, credit ver; i

Imagine callers being able 1o ac-
cess these data bases of information
In order to process their own re-
quests \:‘IithDut any live operator in-
tervention_ Don’t imagine gp
!onger. 'ljhere are over 35,00p linez
In Operation today that allgy callers
1o access this type of information
from thejr Own telephones, op a;
24-hour, T-day a week basis .'

Voice techno}ogies turn toych

N-intensive
from the

urden and cogy of personpel
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Helcome 1o PEOPLExpress pig
Up & Go Reservation System, Engr
a 7-digit number that will identify
you at check-in,

Caller enters: 3430022

JH30022. Emter the month yoy wish
10 travel.

6

June. Enter the day you wish 1o
travel,

28

28th. Enter the origination airpon
code.

397
Newark International.

Enter the final destination girpoi
code.

529
Los Angeles [nternarional.

Enter the number of persons lrave-
ing.

2

Two. Enter the desired depariue
hour,

6 7(P) 6(M)

6 p.m. Please hold while I check Jo
an available flight. The closed
flights are flight 19 which deparis?!
6:45 p.m. and arrives at 9:45 P~f";
or flight 44 which departs al &
p.m, and arrives at [1:15 p.m.

o iht
Please enter your desired Jigh
number,

19

Your reservation is c‘Oﬂﬁf"’Ed[o:
Slight 19 on June 28 deparii
Newark International at 6:45 p™"
The fare is $199.00 per person.

Voice Technology—Your Future
Are callers receptive t0 qe‘;
voice technologies? No questlgc
about it. The majority of callers! .
not fear nor are irritated by “talklgf
with a machine.” As long as dzec
objective was satisfactorily achieV ,:
voice technology is a welcome ams
native to the inevitable busy sign:
long hold times and harried C5
that are 50 prevalent today. -
Many major companies a"d:o,
Banizations have successfully ‘f’;
plemented new voice techﬂowglo.
and now enjoy the increased Pf
ductivity, reduction of costs E;:,
}Eigher leve] of customer service 12

of 14
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Who is using voice technology
today? General Motors, American
Airlines, Dow Jones, Sears, Blue
Cross/Blue Shield, The U.S. Post
Office, Quaker Oats, Frito Lay,
Chase Manhatten Bank, Ticketron,
PEOPLEzxpress, Gulf Oil and even
the Bronx Zoo. These are just a few
of the rames you might recognize,

By the way, you do not have to
be a Fortune 1000 company to af-
ford voice technology. There are
thousands of small and medium sized
businesses that are taking advantage
of voice technology through firms
that provide these technologies on a
month-to-month service basis or
that market small economical turn-
key systems.

Voice technologies function day-

in and day-out, without vacations, .

coffee breaks, sick days or benefits.
Always accurate, always available
and always cost-efficient, voice
technology will double the horse-
power of your program today.

Hello. Thanks for calling Tele-
shopper, your phone-in mail order
service. If you're calling to request
our latest catalog, please enter a
“I"" — to inquire about a product
or an order, enter a **2°° — to place
an order, enter a “3.*

Caller enters: 3
Please enter the 4-digit catalog num-

ber of the product you would like to
order,

Caller enters: 3565
Enter the quantity you desire.

The System checks inventory to con-
Jirm availability.

Your order for 1 Casio Data Bank
Watch #3565 is confirmed at $59.00
with a shipping and handling charge
of $3.50.

Enter a 1 to continue, or a 3"
{o delefe this item.

Caller enters: ]

{’lease enter @ ““1°* ta order another
em, or a *3°* to complete this
order,

Coller enters: 3

If you have a Teleshopper account
number, enter @ 17’ — if you are
Ordering from us for the Sfirst time,
enter g *3_ 7,

Caller enters: 3

If you wish 1o pay by American Ex-
efess, enter a ‘I, Visa, enter a

Caller enters: ]

Please enter your American Express
account number.,

Callerenters:22349876453245

Please enter the number of the
month and the year your card ex-
pires as it appears on your card.

Caller enters: 09 8 7

System performs check-digit routine
to verify entry and begins on-line
authorization of card and amount.

Thank you. Now speak your full
name and address and don’t forget
to spell your last name and include
your city, state and zip code. Please
do it now. :

Caller speaks: .

“John Doe. D-O-E, 123 Main
Street, Anytown, USA 12345

System records name and address
and repeats recording to caller for
verification. Caller can redo if nec-
essary.

Thank you. Your Teleshopper ac-
count number is 335544.

Please use this number in the future
Jor ease of ordering.

That account number again is,
335544.

Your order number is 54321. Use
this number if you wish to check on
the “status of your order in the
Suture.

That order number again is 54321,

Your American Express will be billed
$62.50 upon shipment of your order
which should take place within the
next 3 weeks.

Thanks for calling Teleshopper!

Brad Wendkos is president of PHONE-
WORKS, a Hackensack, NJ communications
services firm which specializes in new voice
technologies. PHONEWQORKS is currently
co-marketing with AT&T Communications
and providing voice lechnology services und
systems 1o a national account base. PHONE-
WORKS provides companies with turnkey
programs for sales and markeling, customer
service, advertising, telepromotions and cor-
porate communications.

For information and subscriptions: %

Call TELEMARKETING™ 203-852-6800

Please circle # on Reader Service Card cor-
responding to your interest in this article. Thanks.
High Medium  Low
134 135 136

A

Named by INC. Magazine as one of the 1985 INC. PRIVATE 500
9,

Tele America o)
* YELEIT BY PHONE™

)

P
&
T

Commerce Clearing House  »
Cosmelique .
Elsevier Science Publishing ¢
Flip Track Learning Systems * General Electric

Knapp Press * McGraw-Hill .

Tele America, Inc. gratefully acknowledpes its corporate clienty over the vears that have
contributed to vur success as one of the fastest growing private companies in Amenica

Ameritech  +  Awutomated Markeling Systems v Cdex-Intellisance  »  Centel
Comp-U-Card International *  Cordura Publications
C.V. Mosby . DHL . Direct Marketing Market Place
Facts On File  *»  First National Bank of Nerthbrook

R.R. Bowker « Steelcase, Inc. ¢ Storz Instruments

¢ Home Federal Savings & Loan of San Diego
Quill Corporation . Rand McNally
e  Wilson Learning Corporation
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For informanion un how ta increase sales. genvrate or quahfy leads. and do vour market research
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