
Top 10 Tips
for Telemarketing  
Success



Define your ideal  
prospect profile
Telemarketing can prove to be an incredibly effective new business builder for any 
Company. However, before you go and grab the nearest telephone your first and 
most important task should be to have a good long hard think about what your ideal 
prospect profile looks like. Here are some questions which you need to consider:

• Geographically, where do you want your prospects to be located? You can break 
this down into Counties and Towns?

• Are you looking for Companies that only do business with other Companies (B2B) 
or Companies that only do business with consumers (B2C) or both?

• What is the most common job title (s) or role (s) of the people that make buying 
decisions for your particular product or service?

• What types of industry sectors do you want to target? You may know for example 
specific SIC codes to narrow your profile.

• How many employees would your ideal prospect company have? What turnover 
band would they ideally fall into?

There are other filters that you can apply to your ideal prospect profile but these are 
a very good start point. Don’t be in a hurry to skip your brainstorm session on the 
above. Knowing exactly who you want to make contact with on the phone is crucial to 
the success of your campaign. 
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Source your data from 
specialist providers to 
ensure quality of contacts 
and compliance with GDPR
What you need to think about to ensure you are compliant: 

• Cross referencing your data with the TPS/CTPS every 28 days

• Express consent, collected for email marketing. Opt in, not opt out

• Think about what data you are holding – you cannot keep non 
relevant data (religion for example) 

• You must have options for contacts to be removed from your 
marketing database

• What is your own security like? Is the data you are holding safe 
from hackers?
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Consider an eshot or mail out 
before making your calls
To help increase positive responses to your calls you may wish to consider 
sending an email or mailing piece before hand. Statistics prove that integrated 
campaigns can be as much as 30% more effective.    You can use a specialist 
provider for email marketing, or set-up and manage your self with a free or 
low cost platform. These ensure that you remain GDPR compliant, as well as 
providing vital statistics on  the campaign performance, allowing you to focus 
on the most engaged prospects with your telemarketing. 

Direct mail is under utilised and can be a great way of making your brand stand 
out in a busy market place. It can be perceived as expensive, however you use a 
professional mailing house, costs for printing and posting can be less than the 
cost of a 2nd class stamp.
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Be Prepared
It is recommended that you block out some telemarketing time in your 
default diary. Whether this is weekly or monthly, by putting it into your 
diary, hopefully, you will be less likely to make excuses to avoid doing it. 
Make it a recurring event and then you will be set. Don’t feel you have to 
do a whole day at a time. If a half a day suits you better, plan for half a day 
per week. Be aware, when making your dials, you will only reach 25-30% 
of contacts. This is normal. 

Set small goals and targets. Reward yourself for achieving them. And 
rather than setting a target for a number of calls, focus more on positive 
results such as having booked an appointment, finding 2 good quality 
leads, or speaking to 5 decision makers. 
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Good Questioning Skills
Asking the right question is at the heart of effective communications, information 
exchange and rapport building. To maintain dialogue, ask open, pertinent questions. 

Open questions elicit longer answers. They usually begin with what, why, when, how. 
An open question asks the prospect for their knowledge, opinion or feelings. “Tell 
me” and “describe” can also be used in the same way.

Make sure that you give the person you’re questioning enough time to respond. This 
may need to include thinking time before they answer, so don’t just interpret a pause 
as a “No comment” and jump in. Avoid leading questions which give the prospect 
an ‘easy out’. Asking probing questions is another strategy for finding out more 
detail. Sometimes it’s as simple as asking your prospect for an example, to help you 
understand a statement they have made. 

When questioning avoid asking ‘OR’ questions. So for example do you have a 
problem with your coach or are you happy?
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Listening Skills
Skilful questioning needs to be matched by careful listening so that you 
understand what people really mean with their answers.

Listening is key to all effective communication, without the ability to listen 
effectively messages are easily misunderstood – communication breaks down 
and the prospect can easily become frustrated or irritated. Many successful 
leaders and entrepreneurs credit their success to effective listening skills. 
Richard Branson frequently quotes listening as one of the main factors behind 
the success of Virgin. 

Remove distractions to enable you to focus on what is being said. Turn-off your 
email, so the message box doesn’t appear on your screen, shut your office 
door, perhaps hang a sign which indicates that you aren’t to be disturbed. 

What is really key is listening for the ideas behind the words which will enable 
you get the whole picture and respond with how your solutions can help. 
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Call Planning
The next step is to plan your call. If you prepare and plan what you are going to say, 
even though you know your business inside out, you will have more confidence. Don’t 
use scripts which can make calls seem robotic and stilted, instead use a call guide, 
which is designed to encourage a dialogue with the prospect. 

Start with a 30 second opening pitch which is likely to be a shortened version of your 
elevator pitch or 60 seconds which you use when you go to networking events. You 
also need to include where you are calling from and why. Perhaps with an offer. The 
key is to gain the prospects attention sufficiently to allow you to move into the open 
question stage so that you can find out what issues or challenges they have that you 
can help fix. 

Have an offer, and plan for a specific line of service as an introduction rather than 
your whole product range. It will make it easy to progress your call.

Know what you want to achieve with the call. Is it to collect information, raise 
awareness, or book an appointment. And plan this objective into your call guide.

To open your call you need a clear definition of what your business does, often 
avoiding key words which might immediately turn them off. You will need to think of 
a way to promote yourselves, sometimes without being specific about what you do. 

You will need to think about having 2 statements, one for the gatekeeper, and one for 
your decision maker

Try and focus on what you are going to do for them! Don’t focus on your services as 
such, and not your features – definitely your benefits.
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PA’s are your Friends
The most difficult part of telemarketing is actually reaching the decision 
maker. Your first conversation is most likely going to be with a receptionist or 
PA. If you want to reach your goal you have to have that person on your side. 
So statements like, ‘I hope you can help me today’ and maintaining politeness 
will help to get them on side. 

Also try asking for the decision maker by first name, creating the impression 
that we know them already. 

Avoid using your full opening statement on the receptionist, unless you really 
do have an offer they can refuse, as the more information you give them, the 
more likely they are to make decisions on whether or not to put you through. 
So keep it brief. 

If you are finding it very difficult to reach a key decision maker try calling at 
8.30am or 6pm. Or during lunch, when reception calls may be redirected to a 
cover team. 

But remember, its normal to reach only 25% of your decision  makers.
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Objection Handling
The best way to manage objections is to be prepared! Objections will happen; don’t 
be defensive, or take them at face value and hang up, think of them as a opportunity 
to continue the discussion. If you have planned you will cope.

Prior to launching you campaign think about the reasons why businesses wont buy 
from you and plan a response. You could do this in a team meeting and get the input 
from your colleagues. It would also be useful to have some external input, say from 
your business coach or mentor.

You may still get some objections you hadn’t thought about. If you can’t think of a 
response on the spot, try holding them with ‘well that’s an interesting thought, can 
I get back to you’. Add to your list of objections, plan a response, and you are all set 
for next time.

In addition to your knowledge, empathise with the prospect “I understand how 
you feel, I was speaking to a business owner the other day who felt the same way. 
However, when I explained how….. he was keen to meet to hear more’. Ensure you 
offer value and benefits and where possible back this up with evidence.
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Closing The Call
When closing your call, the final few sentences can make all the difference. 
However you choose to close you call, do not be afraid of ‘The Ask’. What do 
you want to get out of the call? Now is the time to ask for it. Be clear. Do you 
want a meeting? Do you what to provide a quote, or gain an actual sale?

Feel free to have a gentle approach with questions such as:

• How does that sound?

• So what do you think of that?

• Do you have any questions about what we’ve discussed so far?

Or try a recap – ‘so what we’re saying is…..’

But then you need to ask ‘So when would be the best time for me to come 
and meet with you?’

Good Luck! 
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