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Getting those bookings – the discovery call structure
*This is for behavioural training clients, but can be adapted to most services
Many times, we fail to find or keep new clients as our process is not watertight. In 2017 I introduced an easy step by step process which I went from having a low sign-up rate to a 70-95% success rate (on call to convert to consultation) and over 90% success rate for investing in my programmes (formerly called packages).  This was based on the ‘discovery call’ a fact-finding interview I was introduced to by Robin Waite. 
Step 1 - responding to an email or messenger enquiry 
Often clients will send a long email explaining the nature of the issue. Whilst it is important to acknowledge this in your follow up “this sounds very familiar” “I’d love to work with Fido” and start the conversation, please make this brief otherwise you will be encouraging ping pong emails. It’s good to thank them, show that you understand the issue and then discuss the next steps.
“Thank you so much for getting in touch with us at Social Paws, we’d be delighted to work with Fido and are very familiar with this issue. To get to know you and Fido and help explain how we can help you, we invite you to join us on an informal, free 15-minute discovery call” 
Do not discuss your higher priced ticket items via email where possible, it’s important to build that trust. If there first price is ‘how much’ they most likely are not the type of client, you want. Send them a personalised response, a thank you for getting in touch and either some dates to book a discovery call or link to a booking system (I use acuity booking system). Try to not get into a full-blown conversation. Keep it simple, short, and personalised. 
Step 1 – responding to a call 
Often people will ring you on the spot, but this often will leave you feeling ‘unprepared’ or in a rush, particularly if you are just about to go to a session or walk. 
I thank them for their call, apologise that I can not discuss the issue now as I am just about to go out to a session. I then either if time, book in their discovery call there and then or take their email and send a booking link through acuity. Now sometimes on the off chance 	I will take the call if I have enough time, but preferably like to have it organised and a brief idea of the issue/s.
Step 2 - if they don’t message back/book
I will set a reminder to email again after 2 days, remember you are not hassling them, or being pushy. We live in a fast-paced world and people often forget or are busy.
Step 3 - if they do get back to you and have booked the discovery call
Call around 15 minutes long
1. Global agenda - “make sure you are on the same page”
Quick brief introduction, explain if training or behavioural and how you offer ongoing support 
2. Specific Agenda - “what specifically would you like to get from this call” 
What is the issue, where, when does it happen? Please ask in brief and say you will go into further detail on the questionnaire. 
“Is there anything else”
Any other issues you need help with, again in brief. At this point I may ask their work routine or other commitments. 
3. fact find - “what do you know about me” 
I usually ask if they’ve been on my website (this means know price and more accountable as took time to read). 
4. Feel find - “so, how does that make you feel?”
Talk about how the issue makes them feel, what they’d like to achieve. I usually say how I can help and give example.
5. Pitch 
Explain your procedure and how you work and your main prices. Make them aware you expect a level of commitment. Pause when say price (may seem a bit awkward but works!). 
6. Close 
· Any questions? 
· Then book in diary whilst on phone (this is important as you need to secure booking). 
* I’ve stopped sending questionnaire prior to phone call as it just gives more hoops to jump though. Think of this as your marketing/interview/fact finding call. If you feel you need to talk more prior to the session you can book an additional phone call in.
IF THEY HAVE OBJECTIONS
I often will then bring up a price plan or insurance details. Never say this prior to saying prices – it looks like you assume they may not be able to afford, and some consider this rude. It also may have you doubting yourself. 
I WANT TO SPEAK TO MY PARTNER 
Can you get the partner on the call with them in the first instance? I often find though this phrase is a ‘get out’ as they simply can’t afford and don’t want to be rude by saying you are too expensive or are feeling embarrassed. If they can’t afford you, they can’t afford you. This doesn’t make them a bad pet owner. 
I WANT TO THINK ABOUT IT
send an email thanking them for your call and follow up 2 to 4 days later. I tend to do this 3 times but in a way that is not spammy. Remember it sometimes takes 7 plus touch points to secure a new a client. Make sure you save their details on a spreadsheet. If they aren’t your type of client see this as a quick exit and focus on those who are. 

Step 4 - follow up email/questionnaire/invoice 
It is good practice to get payment in the first instance on the phone but if not send a follow up email thanking for your call with the full invoice attached (payment secures booking) OR a link to acuity to pay. 
Add two to three lines what you will be covering and send more detailed questionnaire (if needed) and vet’s referral if behavioural. 
Step 5 - pre- assessment email/reminder
I send this 2 days before appointment it is one page of a few links to get them started and what we will cover in the session.

