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INTRODUCTION1)
The first and maybe most important component of selling services over the phone 
is taking control of the call as early as possible. When I say “taking control” I don’t 
mean shouting through the phone, “I have control of this call, now listen to me 
speak!” As funny as that sounds, I’m sure there have been countless times in your 
life when you wanted to do just that!

The true phone professionals are like great chess players: they have a strategy to 
handle every move the opposing player may make. Regardless which way the chess 
match starts, they are always in control of the game and know just how to put their 
opponent in checkmate.

Handling phone calls is similar to a chess match in that each move you make as a 
call receiver causes a set of potential reactions from the person on the other end 
of the line. 

Staying in control of the call is about controlling your 
callers’ reactions as much as possible.

If done correctly, by the end of the call your callers will have 
no choice other than to do business with you because any 
other move they might consider just wouldn’t work as well as 
what you are offering them. In other words: CHECKMATE!

So how do you grab control of the call, which ultimately 
means you are grabbing control of the caller’s potential 
reactions? The answer doesn’t lie in the statements you 
make (although at times you will need to make important 

statements), but in the questions you ask. If you ask the right questions, you will get 
the right reactions. If you ask the wrong questions, or fail to ask questions at all, 
you get the wrong reactions and lose control. It’s really that simple.
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THE REAL WORLD 2)
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Think about movies you have seen where the winning lawyer was the one who asked 
the right questions of the witness, which ultimately led the witness to tell the jury 
everything they needed to hear. Or how about when the top investigator was able to 
get a confession out of the killer who everyone thought just wouldn’t crack? How did 
the investigator do it? Was it the statements made or was it the line of questions 
asked that got the confession?

I am not suggesting that you interrogate prospects or put them through the ringer to 
secure business; I just want you to recognize the art of salesmanship and how it 
works in all circumstances - most importantly, your phone calls.

Most people you speak with on the phone aren’t going to tell 
you everything you need to know to win them over. They aren’t 
going to divulge the real motivation for their interest in your 
services, their past experiences with other suppliers, what 
other choices they are considering, etc. Instead, they are going 
to say something like, “I saw your company online and I wanted 
to find out more about what you do.”

So how else are you going to find out the real motivations for 
the call and what issues need to be satisfied in order for the 
prospect to move forward if you don’t ask the right questions to 
uncover them?

So in learning how to take control of your calls to achieve 
the most desired outcome for your business, your focus 
should be on developing great questioning skills. 
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While scripting phone interactions is important 
for every business, we all know better than to 
assume every call will go according to the script. 
Therefore, you will need to be ready for the 
inevitable change in course and not let it derail 
you in maintaining control of your calls. Instead, 
respond with other questions that will get your 
prospects following your plan again.

The only way to ask the right questions that will 
get the call back on track is to be an excellent 
listener. If you are listening to your prospect’s 
comments and keeping track of them in some 
way (whether it is in your mind or on a piece of 
paper by the phone), you will have plenty of clues 
about the right questions to ask to get your call 
back on track and maintain control.

On the contrary, if the questions you ask have 
nothing to do with comments previously made, 

you will end up driving the call in the wrong 
direction. Your prospects will feel as though 

they are wasting their time with someone 
who isn’t paying attention to them at 
all—and now the questions you ask will 
have a negative effect on the outcome. So 
you see, the art of good selling is as much 
about being a good listener as it is about 
being a good asker of questions.

USE YOUR EARSE YOUR EARS

The only way

to ask the right 

questions that will 

get the call back on 

track is to be an 

excellent listener. 
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Let’s look at an example from a healthcare clinic so you can see how the proper use 
of questions will help you maintain control of your calls. In this example, you will 
notice the patient wants to be in control of the call and tries hard to get the front 
desk staff member to only answer his questions. However, the front desk staff 
member does a good job of maintaining control by listening to the caller and asking 
the right questions in return to secure the appointment.

FRONT DESK STAFF MEMBER:  "It's a great day at ABC Clinic. My name is Sally 
and my job is to help you live pain-free. Can I please start with your first 
name?"

PATIENT:  “My name is John Potter and I have terrible pain and just 
need to know what the doctor can do to treat me.”

FRONT DESK STAFF MEMBER:  “Hi Mr. Potter, thank you so much for calling 
and I will definitely make sure I get your questions answered, but first can I 
have your phone number in case we get disconnected?”

PATIENT:  “212-555-1212”

FRONT DESK STAFF MEMBER:  “Great, thank you. Now when was the last time 
you visited our practice, Mr. Potter?”

PATIENT:  “I’ve never been to your practice. I found your website on the 
Internet and saw that you specialize in treating my pain, so I just wanted 
to find out what the doctor can do to help me?”

FRONT DESK STAFF MEMBER:  “Well let me be the first to welcome you to ABC 
Clinic. You have definitely made a great decision in calling our practice today. 
What type of pain are you experiencing?”

PATIENT:  “I have terrible knee pain and I’m having a hard time walking, 
which is really affecting my performance at work. How can you help?”
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[HEALTHCARE EXAMPLE CONTINUED]

FRONT DESK STAFF MEMBER:  “First let me say how sorry I am that you are in pain. I can 
only imagine how difficult it must be trying to function at work while you are experiencing 
that kind of pain. How long have you been dealing with this pain?”

PATIENT:  “It’s been over a month now and I just can’t take it.”

FRONT DESK STAFF MEMBER:  “I’m so sorry to hear that Mr. Potter. Our doctors are 
experts in knee pain and have successfully treated thousands of patients over the last 20 
years who have had similar pain as you, so you will be in good hands here. The first step in 
the process is to get you down to our offices so that we can take a look at your knee and 
the surrounding area to really see what is going on. Once they determine what is causing 
your pain, they will put together a plan of action to get you out of pain as quickly as 
possible. I see on the calendar that we can squeeze you in tomorrow for an exam at either 
10:15am or 4:45pm.  Which time would work best for you?”

PATIENT:  “I can make 10:15am work.”

FRONT DESK STAFF MEMBER:  “Sounds good, Mr. Potter, I am putting you in the calendar 
now for a 10:15am appointment tomorrow for your knee exam. We promise to take great 
care of you as you have come to the right place. Do you have any other questions before 
we go?”

PATIENT:  “No, that’s it. I look forward to my exam so I can take care of this.”

FRONT DESK STAFF MEMBER:  “Okay, great. Can I please have your email address in 
order to send you an appointment confirmation?”

PATIENT:  “abc@123.com ”

FRONT DESK STAFF MEMBER:  “That’s abc@123.com - is that correct?”

PATIENT:  “Yes it is.”

FRONT DESK STAFF MEMBER: “Great. You should see an appointment confirmation in 
your inbox shortly. Thank you for your time today and we look forward to seeing you 
tomorrow morning. Have a great day Mr. Potter!”
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Finding and removing the speed bumps.

Often times you will feel as though prospects are ready to do business with you, but 
there is something holding them back. You can't quite put your finger on it, but you 
know it's there and you know if you could just discover the issue they are having, you 
could quickly address it on the call and get them moving forward.  Those 
hard-to-uncover issues are what I call "speed bumps."

Sometimes there will be just one speed bump, sometimes there will be several. 
Converting these prospects into clients is all about your ability to find and remove 
the speed bumps as fast as possible before the caller hangs up and calls someone 
else. The most important rule about discovering speed bumps is actually a very 
simple one:  If you ask a question and don't discover the speed bump, just ask 
another question!

The most common mistake I hear people make is that they expect their prospect to 
tell them what’s holding them back from moving forward. Then, you go to ask for the 
business and the caller just says, “I’m not ready yet. Let me think about it and call you 
back.” That’s it, end of story.

The easiest way to discover the speed bump is to just ask: 

      “I’m sensing that something is holding you back, 
Mr. Martin. What is it?”

You see, you don’t even need to get fancy with it! Just ask the question point blank. I 
can all but assure you that the prospect won’t duck the question.  That’s really how 
simple it is.

The hard part of the call is assessing if there is only one speed bump or if there are 
another one or two right behind it. You need to find out in order to have the best 
chance of converting this new client opportunity.
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Here’s the sequence of questions you should ask to make sure you have uncovered 
all of the speed bumps:

QUESTION 1:

“Have I properly addressed your concern, 
Mr. Martin?”

If the answer is YES, then proceed to Question 2. If the answer is NO, then ask the 
caller to clarify the question so that you can answer it properly.

QUESTION 2:
“Are there any other concerns that I can address 
for you Mr. Martin?”

You will follow this sequence until the prospect tells you that you have addressed all 
of his or her concerns. Once you are sure all of the concerns have been satisfied, 
then it’s time to simply ask for the business. On the rare occasion the prospect tells 
you that he or she is still not ready to move forward, you have more work to do. If 
you are lucky, they may tell you exactly why they are not ready. 

They are still calling other providers in town, they have to check with someone 
else before moving forward, etc. 

However, when the caller just won’t say why he or she isn’t ready to do business, I 
have one simple rule for you to follow: Get the caller to say YES to something that 
advances the sale.

FOR EXAMPLE:
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Advancing the sale by getting a YES to something.

A stalemate is a situation in which further action is blocked. It’s also known as a 
deadlock. When your calls start to move into stalemate position, your phone skills 
really need to elevate. It is indeed a tough position to be in.

The first thing you need to do is assess the situation and determine if you have done 
all that you can. While it’s not in your nature to give up (at least I hope not), there will be 
times when it will be the smart thing to do. However, when I say “give up” I don’t mean 
give up on securing the business at some point; I just mean give up on securing the 
business right then and there. Otherwise, you risk never having a chance to work with 
that particular client at all. It’s not an easy decision to make, but over time you will get 
good at making these judgments, and the better you become, the higher your 
revenues will be.

You see, if you take the prospect too far in pushing for the business on one particular 
call, he or she may feel pressured and run for the hills. Or equally as bad, the person 
will agree to do business with you on the call just to get off the phone with you and 
then cancel later or never show up at all. Getting a client the wrong way is no better 
than having a prospect who is indecisive because you always want your clients to be 
equally as committed to the relationship as you are. So it’s a very fine line you walk 
when it comes to how far you can take a call before it’s time to change your desired 
outcome in order to keep the prospect interested in your services and not lost forever. 
In other words, you have to know when to move to Plan B!

PLAN B IS A VERY SIMPLE ONE: get the prospect to say YES to something 
that advances the sale. When I say “advances the sale,” I mean something 
substantial that will get him or her a step closer to doing business with you at 
some point. The key here, though, is that your advancement of the sale must 
include a commitment from the prospect that he or she will take action. It 
can’t be a commitment to “think about it.” That doesn’t count. Instead, it needs 
to be something that involves the prospect diving deeper into your business 
to really see the value of what you do to solve problems.

YOUR NEXT MOVE:
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Here are a couple of indications that you are advancing the sale.

The prospect agrees to a scheduled call or a free face-to-face consultation with 
someone senior at your business who can talk to them about their situation and what 
you do to help.

The prospect agrees to read an article about your business, read a Frequently Asked 
Questions document, watch a video about what you do, etc.—all of which would be 
sent to them via email (with a follow-up call date afterwards).

Of course these Plan B actions will be specific to your business, but you get the idea.  
Advancing the sale is about getting them to say YES to you for something so that they don’t 
say YES to someone else!

Moving to Plan B with your caller is easy. Again, I like the straightforward approach here: 
“Mr. Martin, it seems like you are hesitant to commit to working with us right 
now. And we completely understand. Why don’t we try this, which may work 
better for you: I can arrange a call with one of the supervisors so that they can 
speak to you directly about how our program works. How does that sound?”

THIS APPROACH IS GREAT FOR A FEW REASONS:

1) It shows you are empathetic to the prospect’s indecision.
2) It suggests a new course of action, but leaves open the idea that there 

are other courses of action if this one doesn’t work.
3)  It puts the ball in the prospect’s court now, since we have reached the stage where 

we need to be very aware of their comfort level.

Another important thing we did was ask an open-ended question by saying “How does that 
sound?” Next up I discuss open-ended questions versus close-ended questions. Many sales 
gurus throughout the world will spend pages and pages on training to help you understand 
when to use which type of question in your calls. Again, I am not going to dive too deep here, 
as I think that is overkill. I just want to give you enough to be dangerous! So let’s take a look at 
those two types of questions in more detail.

http://www.yestrak.com/
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Using open-ended versus closed-ended questions.

The way your questions are asked can elicit very different emotions from the person 
answering them, and that is why it is important for you to know about open-ended 
versus closed-ended questions. Here’s the difference between the two:

OPEN-ENDED QUESTIONS: Open-ended questions are broader in nature and 
generally elicit a response that is more than one or two words. 
 

1) What problems are you experiencing?

2) What other providers have you visited in the past?

3) How has your situation affected others around you?

CLOSED-ENDED QUESTIONS: Closed-ended questions force the person 
answering the question to select one of two choices. Traditionally, they are 
Yes/No questions; however, they also can involve many other types of 
choices for answers, which allow you to use them in any situation. 

1) What’s better for you: morning or afternoon?

2) We have two locations to serve you, which one is more convenient for
 you: uptown or downtown?

3) Would you describe your situation as severe or under control?

The interesting thing about these closed-ended questions is that they all can be 
converted to open-ended questions with some simple tweaks to the format. That’s why 
it is important for you to know the difference between the two so you can use the 
appropriate type of question in your phone calls.  

You could have asked:

1) What time of the day generally works for you?

2) Where in the city are you located?

3) How would you describe your situation?

FOR EXAMPLE:

FOR EXAMPLE:

FOR EXAMPLE:
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Notice the difference in how these two types of questions might make the caller feel? In 
general, open-ended questions allow for any type of response, which can also give your callers 
a greater sense of freedom and trust on the call. On the contrary, closed-ended questions are 
restrictive and can be construed as leading or threatening. So, you might be saying to yourself, 
why would we want to use closed-ended questions? Not so fast!

Your primary strategy in securing new business is to maintain control of your calls. 
Closed-ended questions can be powerful if used right. By using closed-ended questions you 
have a much better chance of maintaining control. On the contrary, using 
open-ended questions puts the control in the hands of the person you 
are speaking with and increases the likelihood that your calls may go to 
places you don’t want them to go. Inevitably, you will decrease the 
likelihood that you will secure the business if your calls are too heavy in 
open-ended questions. Therefore, you need a nice balance of the two, 
and complete control of when to use them in order to maintain control.

I will use a football analogy here to paint a better picture of when to use the two types of 
questions. Think about your closed-ended questions as the run game in your offensive game 
plan, and think about your open-ended questions as the pass game in your offensive game 
plan. The best offenses in football traditionally use a nice combination of the two (run and pass) 
to beat their opponents. They run, run, run, and then when the opposing team puts everyone 
on the line to stop the run, they throw the long ball and catch the other team off guard. This 
game plan has led many a team to Super Bowl victory.

I like to think of the open-ended questions as your pass plays. You want to use them in key 
spots during the call and spread them out across the entire call so they are more effective. 
Used too often, and you lose control; used sparingly they give the prospect the trust and 
comfort they want while you maintain control of the call.

You should always read your prospects to gauge how they are responding to your line of 
questioning. If you feel as though they are getting frustrated with the number of closed-ended 
questions you are using, you can switch to more open-ended questions to take your foot off the 
gas and make them feel more comfortable. However, if they are happily following along in your 
closed-ended question strategy, there is no need to switch anything, since the closed-ended 
questions will lead you to the promised land.

Closed-ended questions can be powerful if used right. By using closed-ended questions you 

CLOSED

CLOSED

O P E N
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A good exercise that will have your and your team taking control of the types of questions 
asked is to write down all of the questions that might be asked during a phone call. Then 
write the questions in both ways: open-ended and closed-ended. This will help you 
understand how the questions asked give more control of the call or, on the contrary, 
cause the call to spin out of control. Once you have a better understanding of the power of 
your questions, you will be that much more effective in controlling your phone interactions.

Asking for the business.

This last point may seem obvious, but I can assure you that an 
overwhelming majority of phone representatives need to learn the 
age-old art of 'asking for the business’. Most managers make the 
mistake of assuming their people are asking prospects if they are 
ready to do business on every single call. However, as soon as they 
hear some call recordings they are shocked to find out that 
countless opportunities are lost each day due to the fact their phone 
representatives hang up without asking the simplest of questions: 
“Are you ready to move forward?"

I saved this section for the end of this white paper, right after the 
discussion about open-ended and closed-ended questions, because 
now I can show you how the way you phrase the question can jeopardize the outcome.

First and foremost, no matter which way you ask for a commitment to do business, 
asking for it is always better than not asking for it. Or as my father used to say to me 

“If you don’t ask, you don’t get!” 

So always, always ask for the business. Of course I want your prospects to say YES much 
more often than they say NO.

Therefore, I recommend that your team members get good at asking a closed-ended 
question when asking for the business. In other words, always give your callers two 
choices instead of asking an open-ended question such as, “When would you like to 
come in for your appointment?”

your questions, you will be that much more effective in controlling your phone interactions.

This last point may seem obvious, but I can assure you that an 
overwhelming majority of phone representatives need to learn the 
age-old art of 'asking for the business’. Most managers make the 
mistake of assuming their people are asking prospects if they are 
ready to do business on every single call. However, as soon as they 

countless opportunities are lost each day due to the fact their phone 
representatives hang up without asking the simplest of questions: 

I saved this section for the end of this white paper, right after the 
discussion about open-ended and closed-ended questions, because 
now I can show you how the way you phrase the question can jeopardize the outcome.

First and foremost, no matter which way you ask for a commitment to do business, 
asking for it is always better than not asking for it. Or as my father used to say to me 
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Let’s look at the proper sequence of steps in asking for the business:

1)  Pick the moment in the call when you know the prospect is at least thinking he or 
she could use your services.

2)  Tell the prospect you are looking at the calendar, even if you are not.

3)  Let the prospect know that you are busy, even if you are not (no one wants to work 
with a business that isn’t swamped with other clients).

4)  Let the prospect know you can “squeeze them in” (or “fit them in” if the word squeeze 
is too hard for you to sell through).

5)  Give the prospect two choices for next steps, and use closed-ended questions 
throughout the business booking process.

6)  Once the prospect has chosen which way to move forward, repeat it back so you 
are both on the same page. Proper confirmations reduce cancellations or 
no-shows.

This sequence will give you the best chance of moving forward. In addition, it’s a 
process that ensures the greatest likelihood the prospect will actually commit to 
the next steps and not change their mind later on.

Here’s an example of how this might work for a service-based business booking 
new clients:

PHONE HANDLER:  "I’m glad you see the value in what we do, Mrs. Wilson. I’m 
looking at the calendar now and we are quite booked the rest of this week for 
home visits. I see that we can squeeze you in at the end of the week, however. 
What works better for you later this week: Thursday or Friday?"

PROSPECT:  “Friday should work. I can probably work from home that day.”

PHONE HANDLER:  “Would morning or afternoon be better for you?”

PROSPECT:  “Early afternoon is better. That is generally when my day 
starts slowing down.”

ASK FOR THE BUSINESS8)
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[SERVICE–BASED BUSINESS EXAMPLE CONTINUED]

PHONE HANDLER:  "OK. At the moment we have a 1:30pm and a 3:00pm slot 
open. Which one works better for you?”

PROSPECT:  “The 1:30pm would work great! I better grab that now. 
Thank you for squeezing me in.”

PHONE HANDLER:  “No problem. So that’s this Friday, the 14th, at 1:30pm. I’ve 
reserved that time for you. Please be advised that we require at least 24 hours’ 
notice on any cancellation out of respect for our service professional who will 
be planning to meet you at your home and our other clients who will most 
certainly want that appointment time should you not be able to make it.”

PROSPECT:  “Oh, don’t worry, I will be here. I don’t want to wait another 
week to fix the problem.”

PHONE HANDLER:  “Great. We look forward to seeing you then. Can I please 
have your email address to send you an appointment confirmation?”

PROSPECT:  “Yes it is.

PHONE HANDLER:  “Great. You should see an appointment confirmation in 
your inbox shortly. Thank you for your time today and we look forward to 
seeing you Friday at 1:30pm. Have a great day Mrs. Wilson!”

ASK FOR THE BUSINESS8)

We hope you enjoyed this Ultimate Guide on Taking Control of Your Phone Calls. 
For more phone tips and secrets, sign up for our newsletter at
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http://www.yestrak.com/
https://www.facebook.com/yestrak
https://www.linkedin.com/company/yestrak
https://twitter.com/yestrak
http://vimeo.com/107526859
https://www.youtube.com/watch?v=sZlVNRgI_tw
https://plus.google.com/+Yestrak
http://www.pinterest.com/yestrak/infographics/



