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Phone Skills

The Info call phone script is designed to do the following:
• Efficiently gather the caller’s name and contact information
• Allow you to begin learning about the callers interest in our program
• Provide the caller with a brief description of how we can help them
• Explain the benefits of the trial program
• Educate and excite the caller enough to make and keep an appointment for their first visit

Another way of summarizing this process is the “4 P” formula 

Pivot - Take control of the conversation by having the caller answer your questions instead of  
the other way around.

Profile - Use a series of questions to learn what the caller is interested in, and develop a 
customer profile that will determine what you should emphasize.

Present - Make a short focused presentation on how you can help them with their needs- 
recommend the trial program in a manner that speaks to them. 

Prompt - Ask the caller to make a decision by selecting a time for an appointment.
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Thank you for calling World Class Tae Kwon Do, how may I help you? 

Are you interested for yourself? 

My name is_______________ and I am one of the children’s program instructors. 

May I have your name please? And your son/daughter’s name? 

How old is (child’s name)?

Has (child’s name) ever done martial arts before?

So how did you find out about our school?

What makes you interested in our program for child’s name? 

Great! We have many students here for the same reason.  We have a lot of experience and success 
in helping kids to _________________.  What I would recommend is our trial program.

The trial program consists of a private lesson, followed by two group class. A uniform is also included. 
The cost for the trial program is $19.95. Is trying it out something (child’s name) would enjoy? 

What time after (child’s name) is home from school would you be available to bring him/her? 

I have a class available on (date) at (time). Would that be convenient for you? 

Great! Mr./Mrs. _______ may I have your telephone number please and email for confirmation? 

Okay, are you familiar with where we are located? 

We are located in the Wegmans shopping plaza on Transit near the intersection of Losson and 
Transit. 

Now what I’ve done is made an appointment for ________’s private lesson, this (date) at (time). On 
that day, _______ will receive their uniform. The visit and lesson will last for about forty minutes, and 
of course, you are encouraged to stay and watch. When you come in, please ask for _____. I look 
forward to meeting you and ______ on (date).   

Thank you. Goodbye.

Basic Phone Script for a Parent Calling for A Child

Phone Skills
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QUESTION: How much is it after the trial lesson?

Strategy: “When and Why” Help the caller to understand there is more to evaluating our 
program than just a dollar amount.

Staff Response: “Well Mr. Smith, we do have a variety of options available. So what I  
usually do is meet with you after Johnny’s second lesson. At that time I  will go over the 
class schedule, the curriculum, as well as the different types of memberships. And of 
course by that time you also will have had the chance to see how much Johnny is enjoying 
our program. So I’ll just ask you to be a little patient and I’ll be sure that you get all the 
information you need to make an informed decision.”

Phone Skills

QUESTION: How much is it after the trial lesson?

Strategy: “Confident price estimate” 

Staff Response:  I understand your concern. I programs are based on monthly tuition of 
$______  per month for classes 2 to 3 times per week. Our tuition is very competitive with 
other programs of  our level. However, the reason so many people choose our program 
over others even if it is slightly higher is because of the quality of instruction and facilities 
that we offer. That’s another reason why we always recommend the trial lesson as the first 
step. It doesn’t obligate you to anything, but it does let you see firsthand exactly what our 
school can offer you. Why don’t we set up a time for you to visit with your son.” 



8                                                                                   © 2017. All Rights Reserved.                                                                                Master Chong’s World Class Tae Kwon Do

QUESTION: Can I check schedules with my spouse and call you 
back later in the week to make an appointment?

Strategy: Make a tentative appointment 

Staff Response: That’s fine, what I would like to suggest is that we make a tentative 
appointment. That way we can reserve an instructor to work with the girls and answer 
any questions you may have. If your wife  is unable to make it, she can reschedule with a 
phone call. For after school times, I have Wednesday at 4:30 available. How is that for a 
tentative appointment time?
 

Phone Skills

OUTBOUND PHONE CALL: Birthday Party or BAF follow up

Strategy: 

Staff Response:  
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Confirmation Calls & Did Not Show Calls
Making these additional calls(and sending similarly worded emails and texts) will always improve your 
results. It is your responsibility to get the trial member to show up for their appointment and to follow 
up with them if they did not. 

Confirm via phone 
“Hello this is Master Mertens from World Class Tae Kwon Do, I’m calling to remind you that you have an 
appointment for Scott’s first lesson today at 6 PM. I look forward to working with them then. If you have any 
questions or if you need to make a change please contact me at 716-656-7300.”

Confirm via text
“Hello. Can you confirm your appointment tomorrow at _:__pm? Please reply yes or no. Thank you!

Did not show (DNS call)
Always assume the prospect is still interested even if they failed to show up for their appointment. Call 
immediately following a missed appointment to demonstrate that you take your appointments seriously, 
and that you are eagerly awaiting the opportunity to meet and work with them. Leave a voice message 
and send an email to allow the prospect every opportunity to reschedule as easily as possible.

“Hi this is Master Mertens from World Class Tae Kwon Do. I’m calling because you missed your 
appointment this evening at 7 PM. I’d be happy to help you to reschedule, and I’ll be here until 9 PM this 
evening. You can also reach me tomorrow between 3 and 9 PM. My number at the school is 656-7300. 
I’ll also email you my contact information, so you can reschedule that way if you prefer. I look forward to 
having you visit our school soon. Thank you!”

Web Inquiries
Philosophy 
1. Web leads are good leads.  Effort  goes into making a submission.
2. Web lead prospects have varying levels of enthusiasm, no different then any other lead.
3. To “fan the flames” we have to respond quickly and follow up repeatedly. (win the race)
4. Remember, its up to us to pursue, educate and convert the lead, it’s not up to the prospect. 
5. More and more leads will come to us via email in the future, we need to have solid procedures to 

convert them.
Note: Checking and responding to inquiries is one of the most vital tasks our team does each day.

Daily Process 
1. Immediately upon entering the school check for emails/voicemails.
2. Respond to emails/voicemails that you receive while out to lunch immediately.
3. Follow up through multiple channels i.e. call, email, and text.
4. Reach out until you receive a response.
5. Front desk staff should be checking for emails every 45 minutes.  

TIP: After you scan cards - check for emails 
6. CARRY OVER to all subsequent days if there is no contact.
7. It is acceptable to respond to inquiries between 8:30am and 8:30pm

Phone Skills



10                                                                                   © 2017. All Rights Reserved.                                                                                Master Chong’s World Class Tae Kwon Do

Phone Skills
Web Lead Follow Up

Initial Email 

Follow Up Call Script
Hello!

This is _________________ from Master Chong’s World Class Tae Kwon Do. I saw that you inquired on 
our website about our children’s program. Now is a great time to get started and we have a special 
beginner’s trial program going on that would be perfect for you. I would be happy to give you more 
information and answer any questions you may have. You can reach me at 646-6600.

I’ll be here until 9pm this evening. I will also try you again in a few hours and email you this
same information.

I look forward to speaking with you.

Follow Up Email Script
Hello!

This is _________________ again from Master Chong’s World Class Tae Kwon Do. I’m sorry we were 
unable to connect, but I am ready to answer your questions about our children’s program and you can 
reach me at ———/———-. I still have a few spots left for trial lessons this week and would look forward 
to working with your family. Please call me at or email me at and I’ll be happy to help you.

Thank you!

Hello!

This is _________________ from Master Chong’s World Class Tae Kwon Do.

I saw that you inquired on our website about our children’s program. Now is a great time to get started and 
we have a special beginner’s trial program going on that would be perfect for you. 

I’d like to schedule a time for you to come in and meet with me and have the opportunity to see our facility, 
meet some of the instructors, and discuss the class schedule. I currently have an opening this Monday at 
4:30pm or Tuesday at 6pm. Do either of those times work for you?

I would be happy to give you more information and answer any questions you may have. You can reach me 
at 646-6600. I’ll be here until 9pm this evening.

Thank You!

Initial Text
Thank you for your interest in our program! We will be calling you shortly to schedule your first visit, but feel 
free to contact us at (716) 646-6600 to let us know a convenient day and time for you. Thank you. 
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Phone Script Important Reminders
1. Each call is priceless
Each phone call is an opportunity to enroll a new member and therefore worth a lot of revenue 
and opportunity to our school.  Properly handling information calls requires additional 
training because the caller is judging the professionalism and quality of our school solely on 
your communication skills.  Therefore, it is crucial that you only trained staff members who 
respond to inquiry calls.

2. How you say it matters 
Callers will judge your knowledge, professionalism, and sincerity by your voice tone and pace 
just as much as by the words you say.  Be certain to speak slowly. Clearly and enthusiastically. 

3. Match your description of your program to the caller’s 
interests and needs 
When describing our school, and in particular our trial program to the caller, do so in a manner 
that highlights features and benefits of your classes that most closely match their needs and 
interests.


