LDR and Sales Telemarketing assets for IBM Content Analytics to Banks and Financial Services organizations using Voice of Customer play 

Objective

Build IBM Content Analytics pipeline by securing Banking appointments by leading with Voice of Customer (VoC) prospecting information.
Provided

Email and calling templates

Target Audience

Industries

· Retail Banking (primary)
· Financial Services (secondary)
Roles

· LOB managers and Directors

· Director of Call Centers

· Marketing Director

· Q&A Manager

· CIO or IT Director 

Email template
Version 1: Use when the prospect was generated through a marketing campaign or event and qualified as an opportunity by a Lead Development Representative (LDR). This format is most appropriate when the LDR has spoken to the prospect at least once, but was not able to go as far as setting up a face-to-face meeting. 

Dear [prospect’s name], 
I work with a wide range of banking financial organizations, helping them overcome some of the toughest challenges businesses face today.
Many banks recognized that customer feedback is the key to differentiation in the financial industry. Unfortunately, getting this insight is no easy task.  Customer feedback is difficult to gather, especially if it’s trapped in call center logs, call agent notes, customer correspondence (email, web surveys, chats), internal quality documents, reports and web pages. A number of IBM clients have addressed these challenges and improved its customer service levels by efficiently analyzing thousands of comments from web surveys, emails and text messages.

      Through content analytics solutions, these organizations are now able to:

· improve customer satisfaction and retention

· find new revenue opportunities

· improve call handling and self-service support systems

· see a complete view of each customer

I am the expert in IBM Content Analytics in your area. If you would like to explore how IBM Content Analytics can help uncover new business insight, I would be happy to chat for fifteen minutes or so and give you a quick overview of its capabilities. 
I can give you a call on [date, time], or just let me know when would be a better time to talk. 
Thanks for your time, 
Version 2: Use to introduce yourself to a new prospect that you are targeting as part of your own prospecting campaign. 

Dear [prospect’s name], 
My colleague recently told me about your interest in IBM Content Analytics. I am the expert in your area so I wanted to see if you would like to chat for fifteen minutes or so about the solution. 
I work with a wide range of banking and financial organizations, helping them overcome some of the toughest challenges businesses face today.

Through content analytics solutions, these organizations are now able to:

· improve customer satisfaction and retention

· find new revenue opportunities

· improve call handling and self-service support systems

· see a complete view of each customer


IBM Content Analytics can provide those tools. If you would like to discuss how it can help streamline your operations, I can give you a call on [date, time], or just let me know when would be a better time to talk. 
Thanks for your time, 
[signature] 
Calling templates

1. Opening statement

Deliver an opening statement that will get the prospect’s attention.

	Greeting 
	“[Mr./Ms. Prospect]. It’s a pleasure to speak with you. This is [Seller] from IBM.”

	Conversational bridge
	 “Companies recognized that customer feedback is the key to differentiation in the [Industry] industry. Unfortunately, getting this insight is no easy task.””   

	Hook
	“Customer feedback is difficult to gather, especially if it’s trapped in call center logs, call agent notes, customer correspondence (email, web surveys, chats), internal quality documents, reports and web pages. Hertz Rent-a-Car addressed these challenges and improved its customer service levels by efficiently analyzing thousands of comments from web surveys, emails and text messages.”

	Ending question
	“[Mr./Ms. Prospect], would you be interested in exploring how you can help [Organization] better listen to its customers this quarter?”


2. Value proposition

Highlight the solution with targeted benefits.

	c
	“Content analytics solutions from IBM have been helping organizations like [Organization] access, aggregate, analyze and visually explore large volumes of unstructured information to unlock new business insights.”

	Benefits
	“Through content analytics solutions, organizations are able to:

· improve customer satisfaction and retention,

· reduce warranty costs,

· improve call handling and self-service support systems, and

· improve agent skills and training.”


3. Next steps – ask more questions

 Do you need to better anticipate your customer’s needs by analyzing call logs and support records? 

Do you need to gain business visibility from information currently divided into silos across multiple repositories? 

Do you want to spot fraud more rapidly as part of your business processes? 

Do you want to reduce and customer dissatisfaction issues by detecting patterns that could signal potential problems? 

Do you need to manage risks and ensure compliance to regulations in an increasingly complex business environment? 

Do you want to improve secure content findability across more repositories? 

4.    Set up a face-to-face to meeting to discuss in detail how IBM Case Manager can help their organization.

	Target date
	“Let’s schedule a meeting for this [Monday],” 

	Closing benefit
	“where I can show you how organizations like [Organization] can gain more rapid insights through content analytics solutions.”


Script for Voicemail 

1. Opening statement

Deliver an opening statement that will get the prospect’s attention.

	Greeting 
	“[Mr./Ms. Prospect]. This is [Seller] from IBM.”

	Hook
	“Customer feedback is difficult to gather, especially if it’s trapped in call center logs, call agent notes, customer correspondence (email, web surveys, chats), internal quality documents, reports and web pages. Hertz Rent-a-Car addressed these challenges and improved its customer service levels by efficiently analyzing thousands of comments from web surveys, emails and text messages.”


2. Value proposition

Highlight the solution with targeted benefits.

	Solution
	“Content analytics solutions from IBM have been helping organizations like [Organization] access, aggregate, analyze and visually explore large volumes of unstructured information to unlock new business insights.”

	Benefits
	“Through content analytics solutions, organizations are able to:

· improve customer satisfaction and retention,

· reduce warranty costs,

· improve call handling and self-service support systems, and

· improve agent skills and training.”


3. Closing

Provide an opportunity for the prospect to respond to your voicemail.

	Next steps
	“I would appreciate about 15 minutes of your time to provide you insights on how IBM can help [Organization] gain rapid insight into your valuable information – from call center logs to web surveys.”

	Availability and contact information
	I will be in the office until [4:00 pm]. Please call me at [XXX-XXX-XXXX], so I can tell you more about content analytics solutions from IBM and see how we can work together. Thank you.”


