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The PBX Operator & the $250,000 Profit Gap
It all Began with a Simple Inquiry

A Quarter Million Dollars!

This is an astonishing example of how an employee with a title as unassuming as “Operator” can
cause a staggering Telesales Profit Gap. This is exactly what we mean when we say “telesales”
doesn’t necessarily imply that someone is trying to sell something. In this case a simple brief con-
versation was responsible for an immediate $18,000 Telesales Profit Gap. So how did $18K balloon
to a quarter million dollars? Read on and listen for the answer.

The Scenario

In 2006 | learned | had to have hip replacement surgery. My insurance plan allowed me to have the
procedure at two different hospitals— “Hospital A” and “Hospital B”. Iinitially chose Hospital A due
to fact | had been there before. Hospital campuses and buildings are intimidating, so | allowed
familiarity to guide my decision. | had no intention of calling the other hospital.

L

The Calls
| Prior to the actual operation | had to attend an informational workshop on how to prepare for “life
| after” the procedure. So the calls you are going to listen to are nothing more than scheduling
" appointments. I'm sure you’ll agree both “Fran” and “Sue” were as friendly, helpful and positive
; personalities as you will hear. As important, both provided me with 100% accurate information.
\ I Both appointment times and dates were equally satisfactory to me. Finally, the workshops were
“,' conducted by the same physical therapy company. The quality of the workshops was not the cause
{ of the Telesales Profit Gap.

“Fran” audio to left—click to play
'“Sue" audio to left—click to play

The $250K Riddle

What could Fran have possibly done to push me to Hospital B? What did she do to create this stag-
gering Telesales Profit Gap? After all, | was predisposed to select her hospital. She must have done
something wrong. And she did. But what?

Where did Fran go wrong?

~
~
~
~

"~»  877-767-6762 x103
« Call Jim Garey to discuss Fran’s unwitting but costly error.
o Let’s compare notes.
877-767-6762 x103

The calls above are anonymous/redacted versions of the actual calls.
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