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Get GREAT at Call Coaching

People are Job One
Lauren Bailey
FOUNDER, PRESIDENT
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ASK YOURSELF:

Who has done the most for my career development?

Who on my team would say this about me?
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CALL COACHING

SALES MANAGERS 
#1 WORST SKILL:

- Sales Executive Council
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WHOA!  REALLY? OUR WORST SKILL?

ü MAJORITY = INFORMAL, UNDEFINED “GET TO IT IF/WHEN YOU CAN” PROCESS
Average of ~55% quota attainment

ü 76% OF MANGERS SAY THEY COACH 3-6+ HOURS / MONTH
Only 48% of Reps agree with this statistic

ü MISSED COACHING MEETINGS  / BAD COACHING MEETINGS = REP DISENGAGEMENT

ü TOP 3 CHALLENGE = / #1 REASON FOR ATTRITION = “LACK OF DEVELOPMENT” 
(American Association of Inside Sales Professionals / Aberdeen)

ü GEN X & Y ARE MORE MOTIVATED BY ACCESS TO MANAGEMENT THAN BY AUTONOMY
(Bridge Group 2016)
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NO TIME

I DO ALL THE TALKING

DEBBIE DOWNER

THE LAUNDRY LIST

BE LIKE ME

THE HAMPSTER WHEEL

1
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COACH-TASTROPHIES TO AVOID

WHERE WE GO WRONG…
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COACH-ASTROPHE #1:  DEBBIE DOWNER
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THE COACH THE REP, NOT THE DEAL

BEATING “DEBBIE DOWNER”

People are Job One
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REPS SHOULD LEAVE CALL COACHING 
FEELING LIKE A SUPER HERO
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REPS VOTE WITH THEIR EMPLOYMENT
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FACTOR 8 RATE THE COACH

Maintained / enhanced self-esteem (positive feel)

Set expectations / goals / focus for the session

Focused on behavior not the person

Asked questions and listened fully to answers

Kept improvement areas to 1 or 2

Gained involvement & commitment of rep

Offered help, practice, resources

Set follow up time and commitments 

Documented trends and commitments for 
next session

BEATING “DEBBIE DOWNER”
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COACH-ASTROPHE #2:  BE LIKE ME
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USE A STANDARD COACHING FORM
Rep:

Date:

Customer:

Recorded  /  Side by Side RESULTS  

Description of Skill or Action
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Pre-Call Plan
Prepared with call  goal and first 5 

questions
Rep began confidently and with direction

Research
Knew customer buying history and last 

inquiry
Leveraged knowledge to gain interest

Leveraged 
Gatekeeper

Used rapport skil ls to gain access and 

information
Rep gained access to DM and/or 2 pieces of information

 Voicemails
Used techniques to capture attention and 

prompt call  back
Would compel me to call  back

Call Intro Used Lever or value to engage customer right 

away

Intro captured DM's attention, call  was not cut off in the 

next 2 minutes

Uncovered situation and/or problem 
Got details of situation that can lead to company 

opportunity

Uncovered pain in the problem
Got details problem / pain that can help company solve 

the problem and entice customer to solve the problem

Uncovered & confirmed priorities of what 

the contact / DM & end users value about 

product, company, service, other

Contact's prioritized values _______________________

Other users / contacts values: _____________________

Uncovered product details (usage, specs) to 

enable company product match
Rep can identify potential product solutions after call

Uncovered buying process and details 

needed to uncover steps for a win

Found DM's, purchaser, influencer, DM, approval 

process

Uncovered potential barriers including 

competition, price, timeline, other
Barriers are:

Asked for 1 or more growth opp's: + product 

or NEW product, family, site, contact
Growth area to explore:

Objection Handling Used model to acknowledge, ? To get true 

objection, overcome &  (re)close
Objection overcome.  Sales process moved forward

Closing Asked for a commitment from the customer 

that would progress the sale

Gained a commitment ("yes") and / or action item from 

the customer, bridged to next call

Rapport / 
Relationship Building

Used 1+ technique such as small talk, 

gratitude, flattery, etc.

Customer "leaned in" and openly shared and/or made 

an effort to learn about the rep or the company.  

Focused on 
Customer Value

Rep kept the focus on customer & their value 

vs. us & a sale
Rep came off as a consultant vs. "pushy" sales person

Phone Skills
Active l istening, Use of Open Questions, 

Voice Inflection Used
Customer was engaged

Knowledgeable
Displayed handle of industry, company, 

company products, & customer situation 

Prompted product discussion, customer facil ity 

discussion, questions about company, abil ity to share 

company value

Po
st CRM Managed Notes and dispositions done accurately.  

Follow up scheduled.

Updates complete and accurate.  CRM "sets up" the next 

call  goal.

Rep's top focus area for improvement:

Talk Tracks (Objective)

ATTEMPT RATING

Top Priority Area for Focus:

Rep's top strengths:Key Strengths:
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Exploring

ü Sets Expectations

ü Consistency For All

ü Trends – Rep, Team, Floor

ü Training Input + Retention

ü Coach-astrophe Killer

BEATING “BE LIKE ME”
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COACH-ASTROPHE #3:  I DO ALL THE TALKING
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STEP

C
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DESCRIPTION

CLARIFY EXPECTATIONS

OBSERVED BEHAVIOR

ASK QUESTIONS

COMMIT TO
ACTION/IMPROVEMENT

HOW CAN I HELP?

NEXT STEPS

MY LINE

Based on our conversation last time, I’m expecting to hear you opening up the 
gatekeepers and gaining information.

I heard you try at least three techniques to build rapport with her.  Nice job.

Why do you think you were shut down?  What else have you tried?  What will you do 
next?  What do we need to work on?

I love your suggestion to ask for the sales department the next time you get shut 
down by the gatekeeper.  That should help you get something of value out of each 
call.  We all know how much sales people like to talk, right?

Shall we give it a try?  I’ll be the gatekeeper…

I want you to complete this WINS form with our focus area and email it to me by end 
of day.  We’ll meet up again next week same time.

TRY THE COACH MODEL FOR DELIVERY!

BEATING “I DO ALL THE TALKING”
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LEARN TO SPEAK COACH
Pushed right past gatekeeper without gaining 
any informationX What made you decide to skip over the 

gatekeeper?

Horrible Intro.  Way too long!!X How did the DM react to your introduction? Do 
you think he was fully tuned in at the end?

Totally threw up features on the DMX
Walked RIGHT PAST a buying sign!X
Shut down at the objection.  Just answer his 
question!!X

BEATING “I DO ALL THE TALKING”

www.factor8.com   |    lb@factor8.com   |   (480) 630-5318   |   @factor8salesTIP: Think of your Rep as your Customer!
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THE LAUNDRY LISTCOACH-ASTROPHE #4:  THE LAUNDRY LIST
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DECIDING WHAT TO COACH

IMPACT CHOICES:

REP = Rep Choice

$ALE = Anything prevent a sale?

CALL = What killed the call?

CUSTOMER = Will they take our next call?  

BEATING “THE LAUNDRY LIST”

Rule of thumb: If you let your Rep choose  you can’t lose!
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COACH-ASTROPHE #5:  NO TIME
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BEATING “NO TIME”

NOT ALL REPS PERFORM EQUALLY

www.factor8.com   |    lb@factor8.com   |   (480) 630-5318   |   @factor8sales



@FACTOR8SALES 480.630.5318 http://info.factor8.com/call-coaching• • • •

Your Role as a Sales Leader

WWW.FACTOR8.COMINFO@FACTOR8.COM

MONDAY TUESDAY WEDNESDAY THURSDAY FRIDAY
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Create a Coaching Calendar

BEATING “NO TIME”
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BEATING “NO TIME”

TIPS FOR 

SUCCESS

ü Let your Reps know your plan! 
Coordinate a convenient time.

ü Leave at least 4 hours / day unscheduled 
(emails, floor time, escalations, etc.)

ü Schedule the middle 2 weeks first.  Do half in week 1, Do none 
EOM / EOQ.

ü UNDER vs. overschedule. Never no show or cancel!

ü After a trial run, send Reps meeting 
invitations including time & location

ü Schedule Reps in priority order (B’s first!).  

www.factor8.com   |    lb@factor8.com   |   (480) 630-5318   |   @factor8sales
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COACH-ASTROPHE #6:  THE HAMPSTER WHEEL
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W.I.N.S. REP COACHING FORM What INeed to Succeed 

ü Tracks Focus Areas

ü Deepens Commitments

ü Gains Mutual Agreements

ü HR Paper Trail

ü Rep Fills Out

ü Rep Owns

ü Paper or 

Electronic

TIP:
Resist owning 

this form!

BEATING “THE HAMSTER WHEEL” WITH DOCUMENTATION
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BEATING “THE HAMSTER WHEEL” WITH AMBITION!
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FINAL TIPS BY THE NUMBERS

3 “Aatta-boys!”

1 Improvement item

5 Questions minimum

2X implementation if it’s THEIR idea

0 Action items on your list

1.5 Average coaching sessions / month / rep
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FREE DOWNLOAD - FACTOR 8 COACHING CHEAT SHEET

DOWNLOAD IT NOW!

http://factor8.com/ambition

http://factor8.com/ambition
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ASK YOURSELF:

What Do I Want To Be Known For?
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Let’s Connect on LinkedIn!

LB@Factor8.com

480-304-2381

www.WeAreGirlsClub.com

www.Factor8.com

www.TheSalesBar.com

SALES SKILLS ON TAP

http://factor8.com/ambition


