ECM Prospecting Play: Calling Guide
Selling IBM Content Analytics to Retail Banks using Voice of Customer play 
Objective

Build IBM Content Analytics pipeline by securing Banking appointments by leading with with Voice of Customer (VoC) prospecting information.
Target Audience

All retail banks have customer call/support centers, that generate a lot of content like call logs, agent notes, customer feedback (chats, emails, electronic surveys with open comments fields) and are looking for the following: improve agent training when agents directly interact with customers or provide updated and accurate information automatically to FAQs, and Self-Services support information centers or improve sales plan and marketing campaigns based on customers descriptions of needs and wants, product usages, issues, etc.

Industries

· Retail Banking

· Financial Services
Roles

· LOB managers and Directors

· Director of Call Centers

· Marketing Director

· Q&A Manager
· CIO or IT Director 

Calling Options

1. If you reach the prospect directly, click here
2. If you reach the prospect via voicemail, click here
Script for Live Contact
1. Opening statement
Deliver an opening statement that will get the prospect’s attention.
	Greeting 
	“[Mr./Ms. Prospect]. It’s a pleasure to speak with you. This is [Seller] from IBM.”

	Conversational bridge
	 “Many banks recognized that customer feedback is the key to differentiation in the Financial industry. Unfortunately, getting this insight is no easy task.””   

	Hook
	“Customer feedback is difficult to gather, especially if it’s trapped in call center logs, call agent notes, customer correspondence (email, web surveys, chats), internal quality documents, reports and web pages. A number of IBM clients have addressed these challenges and improved its customer service levels by efficiently analyzing thousands of comments from web surveys, emails and text messages.”

	Ending question
	“[Mr./Ms. Prospect], would you be interested in exploring how you can help [Organization] better listen to its customers this quarter?”


2. Value proposition

Highlight the solution with targeted benefits.

	c
	“Content analytics solutions from IBM have been helping organizations like [Organization] access, aggregate, analyze and visually explore large volumes of unstructured information to unlock new business insights.”

	Benefits
	“Through content analytics solutions, organizations are able to:

· improve customer satisfaction and retention

· find new revenue opportunities
· improve call handling and self-service support systems

· see a complete view of each customer.”


3. Next steps
Set up a face-to-face to meeting to discuss in detail how IBM Case Manager can help their organization.
	Target date
	“Let’s schedule a meeting for this [Monday],” 

	Closing benefit
	“where I can show you how organizations like [Organization] can gain more rapid insights through content analytics solutions.”


Script for Voicemail 

1. Opening statement
Deliver an opening statement that will get the prospect’s attention.

	Greeting 
	“[Mr./Ms. Prospect]. This is [Seller] from IBM.”

	Hook
	“Customer feedback is difficult to gather, especially if it’s trapped in call center logs, call agent notes, customer correspondence (email, web surveys, chats), internal quality documents, reports and web pages. A number of IBM clients have addressed these challenges and improved its customer service levels by efficiently analyzing thousands of comments from web surveys, emails and text messages.”


2. Value proposition

Highlight the solution with targeted benefits.

	Solution
	“Content analytics solutions from IBM have been helping organizations like [Organization] access, aggregate, analyze and visually explore large volumes of unstructured information to unlock new business insights.”

	Benefits
	“Through content analytics solutions, organizations are able to:

· improve customer satisfaction and retention,
· find new revenue opportunities

· improve call handling and self-service support systems

· see a complete view of each customer.”


3. Closing
Provide an opportunity for the prospect to respond to your voicemail.
	Next steps
	“I would appreciate about 15 minutes of your time to provide you insights on how IBM can help [Organization] gain rapid insight into your valuable information – from call center logs to web surveys.”

	Availability and contact information
	I will be in the office until [4:00 pm]. Please call me at [XXX-XXX-XXXX], so I can tell you more about content analytics solutions from IBM and see how we can work together. Thank you.”
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