Call Scripts

USE
CASE
Call scripting is a highly valuable and immediately
rewarding way to use Clicktools. It allows for rapid
ROI and can vastly improve user experience in
Salesforce™ by saving time and improving data quality.
In this summary document, we’ll look at a simple
example to illustrate the time-savings possible with call
scripting in Clicktools, but keep in mind that you can
do more complex variations if you wish. To learn
about more sophisticated scripts, please refer to
Clicktools Use Case, Call Scripting, Detailed version (PDF).

The basic activity flow goes like this:
- A customer calls in or an agent calls out.
- The script changes based on the conversation
or experience of the agent.
- Clicktools updates the relevant information.
- The agent moves on to the next
(inbound or outbound) call.

A simple inbound script
Let’s look at an example based on an inbound call.
The script may be delivered by clicking on a custom link
against the contact or in larger organizations, could be
popped by your CATI system. See an example script here.
In this example, we’re collecting fairly standard information
contained in an Opportunity, but obviously, in your
implementation, you would create questions to support
your particular sales process and product(s).

The completed example in-bound call script with updated email and phone plus opportunity details.
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When the information is collected on the call and the Submit button is pressed Clicktools automatically:
•
•
•
•

Creates the Opportunity
Records the completed call and relates it to the Opportunity and Contact
Adds the Contact as the Decision Maker to the Opportunity
Updates the Contact record

We have created two objects (the Opportunity and
Activity) and linked them to the Account and Contact.
How long would this take manually? Five minutes,
maybe 10 minutes?
Using Clicktools for simple call scripting, processing
10 orders a day (at 6 minutes each) saves 366 hours a
year – that’s around a month and a half’s work a year!

1 PERSON COMPLETING 10 SCRIPTS A DAY TAKING
6 MINUTES TO UPDATE INFORMATION IN CRM SAVES:

NOTE: You don’t have to initiate the script
from within your CRM. If you use outside
agencies or call centers to make sales or
marketing calls you can give them the
script directly – they can go through the
scripts and the information will be added
immediately to CRM. Hurrah! No more
spreadsheet manipulation and waiting
on telesales results.

1 HOUR A DAY

5 HOURS A WEEK

3 DAYS A MONTH

> 1 MONTH A YEAR

We have considered a simple sales-based call script,
but there are many other examples where the concept of
scripting can pay dividends. Why don’t you try one today?

Some examples include:
• Traditional phone-based
Market Research (internal and external)
• Sales qualification calls
• Sales follow-up calls
• Inbound Support calls
• Outbound Support calls
• Customer onboarding set-up calls

Now, It’s Your Turn.
We hope this information gives you good insight into
how you’d benefit from implementing a call scripting
process using Clicktools and CRM. We hope you
get started as soon as possible. When in doubt,
remember this core principle; when you strategically
collect, centralize, and act on customer interactions,
you will dramatically improve customer relationships.
It’s just a matter of integrating Clicktools with your
existing CRM solution, which once you get a hang
of it, is one of the most powerful ways to positively
affect your business. And the best part – we are here
to help every step of the way!
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