READY STEADY

¢xpensive computer that assists us in making our cnu]r‘ttez(y)

Calls faster and more efficiently. Today, you canfexpc;mst

e calling close to one hundred and twcnt)'-f()flr“(? (N)u:t e

‘cliable customers. Now, these are not cold calls. . (l -

Calls. We never do cold calls here at BNA. \X/g don’t be

1 it. 1 assume you know what a cold call isz )

{ R TCHEN : Um . . . where they hang up on you: S

| ARRY: (Laughs.) No, that’s a typical call. Let me 'e?; s
nore detail. Basically, when you cold call, ymll :1.1 cttrcgtcs,
people who you don’t know and who may n‘nt 1; “T,:" (.mly
i what you're selling. We, on the oithctr‘;an;f :‘;‘]t s
our very reliable customers — those mdwu ua.s’} , __ a‘g ‘
+ BNA America credit card. We're calling t()m;,j : Re.;dy
courtesy — to see if they want our pn-efe.rrCLi ‘pz)zrrth;J;l . ;“S_
Steady Clean Way System. We'll be giving them a hug
count. Any questions so far, Gretchen?

GRETCHEN : Uh ... well,1... !

| ARRY: We have a script here that you wﬂl —

(RETCHEN: I, I don’t understand something. it n

| ARRY: OK. No problem. That’s great! Not un ersta i l:eg_
oreat! BNA believes in not understanding. There is no ques
‘ oo dumb for us. N -

( .l(ll»‘(l)'l(?‘.}tlEN: I don’t understand the dltferenccil'l?ci:‘\zfectlli);<‘1)l<il
calling and what we’re doing. I mean, tl‘m rci l'a (~|(,E:n .
call will be interested in the Ready Steady Clez

- (e
I \I:I){;tL '\])2/.6”, maybe, but not necessarily. That’s why we’re call-
» them. i ’

GR :']li?(]rll—]ltElN: Oh. But you said when you cold Callex"h::tllr\:f&:

not doing, you are calling people who may not be 1 S
‘hat you're selling. ‘
LA ll{];{\YV:hL‘Jll:-)h(:llllw.r'eﬂi;t’s ti;ue. Very good definition of a cold call.

Larry, thirties, is training Gretchen, twenties, to be an
expert telemarketer for BNA America Credit Card.
Gretchen is reluctant to follow the training because
BNAS methods don’t make complete sense to ber. In ad-
dition, she doesn’t want to be a nag, like the barrage of
telemarketers she has to deal with day in and day out.
However, Larry is persistent, for he knows the best way
to go about things. He does, of course, have five years’
experience as a refusal reverser. As the scene opens,
Larry is beginning bis training session.

CHARACTERS

Larry: 30s, BNA Customer Service Telemarketing
tramer

Gretchen: 20s, trainee

SETTING

BNA phone cubical

I'ME
The present

LARRY: OK, Gretchen, my name is La rry, and Il be training

you today. We’ll be using something called a CATI (Pro-
nounced caddie.) system. Now, a CATI system is a fancy
name for a —

GRETCHEN: Computer-assisted telephone interviewing system.

LARRY: Wow-wee! You've worked in customer service he
haven’t you?

GRETCHEN: No.

LARRY: Well then you're extremely knowledgeable and well-
read about customer service.

fore,

Good. . Sl
= . @ -all of your current customers.
GRETCHEN: Well, it’s on this paper you gave me. GRETCHEN: So it's just a cold call of y
y - 5 = 11 2% 157
LARRY: Oh. (Laughs.) I forgot that was written there. Silly me. Isnt 1t2

Smart you for looking. OK, well, basically this baby is an
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LARRY: (Pause.) That may be one way of looking at it. But
we're offering them a huge discount. You see?

GRETCHEN: Uh-huh.

LARRY: And there is no charge for Ready Steady because it's
through one of our preferred partners. It doesn’t cost any-
thing so what does it matter about their interest in it or not?
I'here’s no expense!

GRETCHEN: Ever?

LARRY: Well, no, not ever! For the first thirty days of course
it’s free and then . . . Listen, think of it this way, for our
customers, it’s like hearing about a great deal through a best
friend. The friend’s recommending it. You know how that
1s? I bet you recommend great deals to your best friend on
CD players and DVDs and trendy clothes all the time. Don’t
you?

GRETCHEN: My best friend has been deaf since birth and lives
in Berlin. Telecommunication is difficult.

LARRY: (Beat.) Well, then . . . that example isn’t so good. Lis-
ten, I think you’ll find that this floor-cleaning system sells
itself with no trouble. I'd want to try it for free, wouldn't
you?

GRETCHEN: We have carpets.

LARRY: Yes, but if you didn’t . . . huh? Huh?

GRETCHEN: Well, I don’t think so because I hang up when
people call from my credit card trying to sell me stuff.
LARRY: Well, of course — duh! With stuff! I understand. I re-
sent that too! But Ready Steady is not stuff. (Laughs.) It’s
something needed. Everybody has to clean their hardwood

floors, right?

GRETCHEN: I guess. Unless they have carpets or a maid or
live with their mother or something.

LARRY: Well, see? OK. Right. Then they can either purchase it
for their mother or maid or be the stingy, money-pinching
people they are. No problem either way. See?

GRETCHEN: Uh-huh.

LARRY: See, you just come to me with your questions, Gretch,

26 -+ Lhota and Milstein

I do have answers. And just so you feel more relaxed, | h;}V(’
nearly a decade in the CS field — customer service. And f'l\"C
vears as a BNA Advanced Account Manager. (He smiles
nodding at ber.) Five years.

(RETCHEN: That’s nice. )

| ARRY: You betcha! Advanced Account Manager is the offi-
cial title. But the more inside lingo is that I'm a refusal re-
verser. In fact, I'm one of their top refusal reversers. Do you
know what that is?

(RETCHEN: A person who reverses refusals?

| ARRY: You are good! I had a feeling about you. You're gonna
be an RR smﬁeday too. But that doesn’t happen overnight.
It takes work and dedication. But oh is it ;1111112i11g:_[)<> you
know, people will call wanting to refuse these ()Hers'and
cven sometimes cancel our credit card? In a matter ()f_ sec-
onds, I have them begging to stay on and buy more. From
no to yes in seconds. You just get that gg()d.

(,RETCHEN: But what if they have a lot of debt?

| ARRY: Well . . . that’s their problem, isn’t it? Anyway, then
they’ll pay it monthly and establish good credit so they can
buy a house some day. It’s very U.S.A.

(,RETCHEN: But due to the credit card’s high interest rate, av-
erage customers pay four to five times more th‘an the orig-
inal price of the item. It can get people into a lifelong cycle
of debt. ]

| ARRY: (Thinks. Shrugs.) Again, their problem. Now, l.wgh»rc
we get into some mock phone calls, let me ask you if you
feel you have a good sense of the Ready Steady features?

GRETCHEN: I guess. . ’

| ARRY: Ohhh. Now, now. That’s not very enthusiastic. \X/e. re
all about colorful voices here. Really having power h(’hll‘l.d
vour answers and a conviction to them. So let’s try this
llgain. Do you have a good sense of the product’s assets,
Gretchen?

GRETCHEN: (Just louder.) 1 guess!
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LARRY: OK. (Beat.) We'll work on that. Now, let’s start wit
the product. Why don’t you tell me about it?

GRETCHEN: (Reading from literature without emotion.) It's
a revolutionary dusting, polishing, and waxing system that
recreates the radiant splendor and luster of your hardwood

floors.

LARRY: OK, OK ... OK. It, it lacked a little color. It was a

LARRY: A feature. Yes, yes ...goon...

{1 T CHEN: But that costs extra.

L ARRRY: No, no, let’s —

L TCHEN: But it’s cool —

| ARRY: Good, good, good — il
(Il TCHEN: Because then you don’t need a stepladder. It can

little beige. You want to grab people and get them to feel
the polishing of the floor. You don’t want to be reading and

let them think your dog just died or something.
GRETCHEN: She did.
LARRY: What?
GRETCHEN: Rhonda died this past Sunday.
LARRY: Your dog? I'm so sorry. I had no idea.
GRETCHEN: It’s OK. She was old and gassy. She didn’t have
control of her bodily functions anymore.
LARRY: Oh. (Beat.) Let’s let sleeping dogs . . . lie.
GRETCHEN: It was for the best, for all of us. Go ahead.
LARRY: Well, I, I just wanted you to add expression to your
voice. Maybe let the words sound like what they are . . .
let the “revolutionary” sound . . . like a revolution. Let the
polishing sound, sound . . . polishy. Why don’t you try it
again?
GRETCHEN: (Reading from literature, emphasizing words
strangely.) A revolutionary dusting, polishing, and waxing
system that recreates the radiant splendor and luster of your
hardwood floors.
LARRY: Hum. OK, OK. OK. Why don’t we just have you say
what the Ready Steady Clean Way System is in your own
words? Sometimes that, that helps create foundation.
S50 ... what is the Ready Steady Clean Way System to you,
Gretch?
GRETCHEN: It’s um . . . it’s like a mop.
LARRY: A mop. Uh-huh. And this mop . . . ?
GRETCHEN: It can be used for mopping . . . and sort of dust-
ing and stuff and it’s got a feature.

28 -« Lhota and Milstein

reach up hlgh

| ARRY: Good, good! Goon . .. : i
(.l TCHEN: Real, real high. Really hellishly, nosebleed-

g i ; Is like hell-
| AIRY: Oh-kay. Hold it there. I wouldn’t advise words Vl .e el
i<hly or bleeding anything in any of the calls. They, they |u::t
don’t oo over well. OK? (She nods.) OK,.let’s, um, wh~y lcl{o;ltl
we just dive right in and get all wet with a m()ck }ca :
be playing a reliable BNA customer. You read from t : scrip
on the computer screen and Pll push the computer buttons
40 vou can see how it all works. OK?
8 'HEN: OK. ~

(II\I|( l‘{iH({)lI\\I l(:irst things first. You would ppsh thn.‘ dllfll .hut—
ton here. Then you'd hear . . . dialing. (Doing tm'ztaimr;.)’
Beep, beep, beep, beep, beep, beep, beept (Pretending to ;(,
4 woman on the other end.) Kennedy residence. Hello? (He
looks at Gretchen and points to the screen.)

(,RETCHEN: What? What do I push?

© (Whispers.) Read.

(I-I\<ll([l{z}(l¥N I(V'ry cardboard.) Hello. May 1 speak to Ms.
Blank?

| ARRY: Kennedy. Yes, this is Ms. Kenned_y. -

(,RETCHEN: How are you this morning, afternoon, or evclnn}‘gl.

| ARRY: (Under his breath.) You pick one. (Answering.) Well,
'm fi ow are you? :

( -I(ll‘"lll'](itkul]lii\;:{l'ln g()()ZL Thank you. My name’s blank and | ml
glad to find you at home Ms. Blan — Kennedy hf’-ca‘u.\se‘
have good news. I'm calling on a — for very specia BQISX
tomers like you Ms. Blank — ooh. On behalf of your
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o if 'C 1SC i \X/hat
I : i < ercent dlSL()lln

W ("I’C "()ll'lg to ()ffer y()ll a fl{ teen p

docount [”'””]”l”] ¢ an R L

do you think about that?
LAILIRY: Wow! You guys are great. e vl
LU T CHIEN: (Breaking character.) ThIS oesn’t s

| would have hung up on n1)’.S(’H. i
| AJLIRY: What do you mean? Of_ course it ¢ nh; Mlithe
{1l TCHEN: I'm just saying this script on the ¢

astounding offer from one of ¥
I'mean, one of our preferred partners.

LARRY: Uh-huh. That sounds great. What is it?
GRETCHEN: It’s a (Trying to bave expression.) revolutiona
dusting, polishing, and waxing system that recreates the r
diant splendor and luster of your hardwood floors.
LARRY: Well, what is that exactly
GRETCHEN: Huh? Oh. It's, it’s a
this doohickey reach feature that’s not that expensive.
LARRY: Wow! That sounds great! How do I get it?

GRETCHEN: All you have to do is say yes, right now, and you
can have it for free. For thirty days you can use this system
for free. I know you'll love the shine

to your floors almost like magic.
LARRY: But what if I use it and don’t like it, honey?
GRETCHEN: If you are not completely satisfied, no explana-
tion necessary, just return Ready Steady and the entire cost

of the system will be refunded to your card.
LARRY: How much is it, dear?

GRETCHEN: It’s only thirty-nine ninety-five.
LARRY: Oh. That’s way too expensive!
GRETCHEN: Oh. OK. Bye.

LARRY: No. No! (Pointing to the screen.) Re

1o or too expensive, re

? In your own words, dear
] —d : OO i;lk(’)‘. ) e Cessional. [t’s won
> 3, @ Mop — but one wif | ARRY: No, it’s not. I wrote it myself. It’s hrofcssloml
4 L 9 B s . =
wwards. . ight away?
(L TCHEN: Well why don’t T offer the discount rl;.,l'ltr1 Wanyt
) ‘ RSN « ) 7 7 C & .
Ity to be as up-front as I can? Thatis th'f'l . (l)ut‘g 0INg
| ARRY: Welll, you, you, you. And um-hmm h}ke }tml ilsii‘,]eg:
5 3 - > bus SS.
(o work. We only have seventy-some years in tl\]( s it all
( . . 5 Tula % . A ¢ all.
sut what do we know? Little Miss Te]iquc.enl ll.m»r work
(RETCHEN: Let me just try it on a call. If it doesn )
fine, I'll do whatever you want. s here at BNA . . . no
| ARRY: Fine. We’re open to suggestions nere ¢

and luster it restores

atter how stupid. L e
(R Il'l']l }('lk'iFN: You think I'm going to fall on my tf\u, Ll(;};lt i: !
l\\l{l{f:' {\iei* No. no. OK . . . Just punch the dial — | ‘)c} [m.('.
| Y 1.re'1d. (Getting ready to punch the button.) Ready: i
< . JC 3 ; . ‘ . ‘
m},n (He pushes. Makes dialing sound again.) Beep, beej
we g0. S S.
.ep, beep, beep, beep, beep. hal e
( I(ll:’tl‘((PHFN% Hello? May 1 speak to Mrs. Handson: .\)i/;‘?mf“u
| \lrs Handson? (Sounding startled.) O‘I;". 1 Wtc”, \)Ne”
didn’t exactly sound like . . . Oh. A sex change: .
that’s, that's — * . o o
LA I{}]{lY* (Whispers.) Oh God, he’s playing with you. Here co
the hang-up. ‘ Ry
GRETCHEN: (Still on phone.) Great . . . Who am |
I’'m uh, uh — o
ILARRY: (Whispering.) Gretchenl - (n;lt_;l;en\.v“h —_——
RETCHEN: I'm Gretchen. I'm ca | o
i tmt It’s, I'm uh, calling because we want to sell you
account . . . It’s, ;

ad the screen. If

ad the rebuttal. Let’s try this again.
“Oh. That’s too expensive, dear!”

GRETCHEN: Well don’t you worry, Mrs,
I'm so sure you'll love this system
have to cle

, uh, Kennedy because
and I don’t want you to
an without it, so I'll tell you what I'll do. I can
divide the cost of the Ready Steady Clean Way System into
four low, low payments of nine nine

ty-five per month.
LARRY: Oh, that’s a little better, honey, but it still seems a tiny
bit high.

GRETCHEN: Because you are such a good customer, and be-

cause we are so confident that you w
want to make this easy for

gle here at BNA. So . .

ill love this system, we
you. We don’t want you to strug- -

1S S{-MO 3| .
- due to your excellent customer sta- this dust-mop
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LARRY: Dust-mop thing?

GRETCHEN: (Looking at Larry.) Huh? . . . Oh, oh I'm sorry.
My training instructor is giving me a hard time about how
I described —

LARRY: (Waving his hands.) No, no, no!

GRETCHEN: (On the phone.) Can you hear that? He’s really

uptight . . . So anyway . . . What? Hardwood floors? You
do?! But it’s really overpriced.

SPARE SOMETHIN'?

Samny, thirties, a drunk who always has a story to gc;f
sonie sipare change, spots the well-dressed Luruai bca; —’
ing toward the train station and gr'asps the ()[)[7(){1.11?1.1 y
to hit her up for some money. His story today is sim-
ple — his car ran out of gas while he was here msn‘mg:'
his poor, sick mother in a run-down nursing IJ(.)HI(’. Ni)l.t'
bhe bas no gas to take his mother back to 1115417()r;1( \()
that he can care for her. The problem with .1)15 s‘mr.\' is
that no one will stop long enough to hear it. It’s been
a rough morning for Sammy. Last night, he bad to sleep
ona ;t(’am grate in front of the library. Am.1 now, nu;_ﬁ.
of the early morning business ﬁmple are lgnur‘mg vis
pleas for help. But Lorna’s di//c.rcrlL She takc’slanlm—
terest. Unfortunately, Sammy is in for a lot mpw than
he bargains for when he rcali;c.j that Lnf/.za is a men-
tal patient at the nearby Rock Creek Facility.

(Larry ducking down, mouthing — “Are you crazy?!!”)
GRETCHEN: But it does have this doohickey reach thing for
hard-to-reach areas . . . You do? . .. Then you could really
use that. Hey, everybody has hellishly high corners to clean,
right? (Larry hitting his head.) Gives you a nosebleed up
that high.
LARRY: (Whispers.) No bleeding. No blood.
GRETCHEN: It really restores the total luster to them — like
brand new . .. Huh? Uh, well, it’s uh . . . fifty-nine ninety-
five. (Larry squints, bracing himself.) You will?! . . .
(Larry jumps up and declares victory in several poses.)
GRETCHEN: (In phone.) Great! (Larry gives her a thumbs-up.)
And since you’re such a valuable customer, Mrs. Handson,
there’s a few extra items some of our preferred partners are
offering that I'd like to tell you about . . . Oh, now, just think
of me as a best friend giving a recommendation —
(Larry kneels and kisses her hand as she continues.)

CHARACTERS
Sammy: 30s, a drunk on the strect )
| orna: 30s, a mental patient at the nearby Roc

Creek Facility
SETTING _
Urban street near subway station

IIMI
I'he present

SAMMY: (Quick wave good-bye to someone.) God bless )J
anyway. (Seeing Lorna.) Hey, ma’am, can | ask ya some-
55 .

I ¢ >|l{I.l\4"n/\': That depends entirely on the su}ﬂ@thiﬂg, d(fc‘ﬂ\"t it? |
can’t be expected to answer all questions at all times.
LAMMY: No, T wouldn’t expect, 1 don’t expect you to B
| ORNA: If you asked me a geographic question — for instance,
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