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How to Pick Up That 500-Pound Phone 04 – What To Say  

 

Now that you’ve handled your surroundings and you’re mentally prepared, now it’s time 

to pick up the phone! 

 

Whether you are calling to service your customer and fill a re-order or whether you are 

calling to secure a joint venture partnership or to talk with a potential team member or to 

screen a potential new client, the actual phone call is a four-step process.   

 

Step One – The Introduction 

 

This is very easy to explain.  This is the part of the call where you confirm who you are 

speaking with.  For example, “Is this Mary Jones?”  Then you introduce yourself.  For 

example, “Hi Mary, this is Dana from XYZ company.  We met three days ago at 

________.” 

 

One psychological tip that you may find useful . . . if you end your introduction 

sentenceswith “Is this a bad time?” it’s a psychological trigger for the person you’re 

talking with to say, “No.  Now is just fine.”   This works much better than, “Is this a good 

time to talk?” or some other sentence of the like. 

 

Step Two – The Reason You’re Calling 

 

Immediately after you establish who you are talking with and who you are, you will have 

an opening sentence that will reveal the reason you are calling.   

 

Even after all of the mental preparation, you might still feel a little nervous about calling 

people or you may have preconceived notions about how people view you when you 

call.   If this is true for you, if you have any butterflies or apprehension of any kind, then 

you’ll find it beneficial to structure your opening sentence this way . . .  

 

State your fear first 

Connect with the word BUT 

State the reason you’re calling that is of benefit to them. 

 

Let’s look at each of these individually. 

 

Stating your fear first means to immediately say any apprehension you’re feeling right 

out loud.  Calling people we don’t know that well, or not at all, can feel awkward 
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sometimes.  If you’re feeling this way, it's always best to state exactly how you’re feeling 

right away in the conversation.   

  

Here are some examples of how that opening sentence might start with the connecting 

word, BUT, already added: 

  

 “I’m worried I’m interrupting your evening, BUT . . . “ 

 “I always feel weird making these calls because I’m afraid I look like a pushy 

salesperson, BUT . . . “ 

 “Making phone calls always makes me nervous, BUT . . . “ 

 “I’m a little nervous about calling people I don’t know very well, BUT . . . “ 

 

If you state your fear up front, the prospect, client, or business associate on the other end 

of the call has a feeling of empathy.  They connect with you as a real human being with 

real feelings. 

 

If for any reason you don't have any fear, nervousness, or apprehension about calling, 

then you can just open with “This will only take a minute, BUT …”  

 

In all of our examples, I’ve already added the connecting word “but” and so the second 

half of this opening sentence is to state the reason you’re calling that if of benefit to them. 

 

You might remember that part of your preparation for the call was to set an intention and 

ask yourself how you could be of help to this person.  Now is the time to state that 

benefit.  Why are you calling them?  More importantly, what is the reason you’re calling 

that is of benefit to them? 

 

Here are some examples from a variety of industries of how your opening sentence might 

sound after the word “but” . . .  

 

“… BUT I wanted to let you know your favorite product is on sale now.” 

“… BUT I wanted to send you our new spring catalog.” 

“… BUT I wanted to see if you had any questions about your purchase.” 

“… BUT I wanted to give you a coupon for a free consultation.” 

“… BUT I wanted to invite you to an event where you can promote your product.” 

“… BUT I wanted to tell you about a bonus for joining our team right now.” 

“… BUT I wanted to tell you about an idea I have for promoting your business.” 
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So again, Step Two, your opening sentence is your reason for calling and it consists of 

three parts . . . stating your fear, the connecting word “but”, and then the reason for 

calling that is of benefit to them. 

 

Step Three – Have a Conversation 

 

If you’ve been following all of the training offered from The Mind Aware, I know you’ve 

heard me talk again and again about “letting go of the outcome.”  Well, I’m about to say 

it again . . . after your opening sentence that states the reason you are calling, now you 

just let go of the outcome and have a conversation. 

 

What makes most people nervous about picking up the phone is the idea that you have to 

talk your client into doing something.  It’s the old-style sales techniques of having to 

bridge to the sale or overcome objections.  This just doesn’t hold up anymore today.   

 

After your opening sentence where you’ve stated why you’re calling, your prospect or 

client is going to respond and their response is simply and only a signal to tell us where to 

go next in the conversation. 

 

If they react in the affirmative to our opening sentence, we continue to have a 

conversation.  If they sound lukewarm, then we wrap up the call quicker.  That’s it.  No 

drama.  No biggie.   

 

You might find it useful to think of your phone calls as a way to find “your tribe” as Seth 

Godin likes to say.  Your phone calls are a filter to see who is part of your marketing 

tribe.  Who is part of your mission?  Who is part of your message?  Use your calls as a 

filter and if someone reacts in a lukewarm way, you can just say to yourself, “not my 

tribe.” 

 

No matter how your prospect or client responds on the call, it’s just a signal to tell you 

what to do next.  It tells you how to best serve that person.  Best serving them might 

mean sending them a catalog.  Best serving them might mean to say to yourself “not my 

tribe” and wish them on their way.  But at the end of the day always remember that their 

response is not about “us.”  It’s just a signal as to what to do next. 

 

So Step Three is to let go of the outcome and just have a normal conversation with a 

normal person. 

 

Step Four – Close the Call. 
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After having a conversation with them, at some point you are going to close the call.   

 

When you close, always remember to thank them for their time, exchange additional 

contact information if necessary, and whenever possible make a follow up appointment.  

Even if you add a sentence like, “I make customer service calls from time-to-time, is it 

okay if I call you again in ____ months?”  This is a really nice way to alert them that you 

would like to continue the relationship. 

 

That’s it.  That’s the entire four-step process for making your phone calls.   

 

I’ve also included a worksheet in this section to help you make your own cheat sheet for 

making calls that is tailored to your business. 

 

At the end of it all just remember that you’re really just doing your best to serve your 

customers and business associates at a higher level. 

 


