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Microsoft Online Services Ready-to-Go Campaign 
A partner call script for presenting the Microsoft Business Productivity Online Suite to SMBs.
	Target audience 
	Small to midsize businesses (SMBs)

	Target roles 

	Technical decision makers (TDMs)

	Key message 

	Powerful, security-enhanced communication and collaboration tools from Microsoft® Online Services and your partner organization can help your customers’ employees stay in touch and productive while freeing up your IT staff to focus on business-critical initiatives that drive competitive advantage.

	Key products
	· Microsoft Exchange Online 

· Microsoft SharePoint® Online

· Microsoft Office Live Meeting

· Microsoft Office Communication Online

· Microsoft Exchange Hosted Filtering Services

	Customer offers
	· Business Productivity Online Suite trial


Guidance


You can use this telemarketing script to help you prepare for a Microsoft Business Productivity Online Suite sales call. Review the script prior to your call. Then adjust the script as you go according to the needs of your prospect. This telemarketing script is intended to be used internally or by a telemarketing agency. Please train those making the calls on how to use the script. The scripted text is italicized.

Note: Successful sales representatives prepare for the call by learning all they can about the customer and creating a goal or outcome for the conversation before calling the customer. Here are some helpful training resources, including Business Productivity Online Suite case studies and customer references, which you can access at https://www.discoveronlineservices.com.

The Business Productivity Online Suite overview

Every day, IT departments in small and midsize businesses struggle to keep up with routine server maintenance and technical support while hoping to carve out extra time and resources to build much needed new IT capabilities meant to impact the success of their business.

Microsoft Online Services help solve many of those pressing day-to-day concerns by hosting common applications—such as e-mail and file sharing—on its servers and providing them to businesses via the Internet. Our clients retain control of how services are deployed to their employees by administering services through a single, central control panel. In this way, Online Services free our clients to succeed in the ways that matter most to their businesses.

Our financial proposal reinforces the value of our overall offer. First, there’s little barrier to entry because activation of Online Services requires virtually no up-front investment, additional equipment, or software. Second, our subscription model helps increase the predictability of our clients’ monthly IT costs, which simplifies their budgeting. Third, by helping employees collaborate more effectively online, businesses may be able to trim travel expenses.

For a business, the transition to Online Services can happen quickly and easily with our personalized assistance throughout activation. The appeal of immediacy and rapid results should not be underestimated—it can work for you.

In one easy move, your prospects can streamline their communication and collaboration capabilities, free up IT staff for projects that really matter, and increase security—all with a cost-effective solution. The appeal of Online Services and the Business Productivity Online Suite is therefore broad, and gives you many opportunities to engage with potential customers and demonstrate value in helping to solve their pressing day-to-day concerns.

Microsoft Online Services are part of an industry-wide trend growing from consumer demand for easily accessible, flexible, Web-based services—a large amount of which are already being sold. The revenue potential for you is substantial. The software-as-a-service (SaaS), or purely hosted, cloud-based software industry as a whole is growing at a tremendous rate:

· From 2007 to 2011, a 32 percent increase in combined annual growth worldwide in Web-based services is forecast.*

· By 2011, 25 percent of new business software is expected to be delivered as a service.**

· By 2011 there will be a US$21 billion market for cloud-based software services.*

Partners who begin offering hosted solutions in the near term will be better positioned to reap the benefits of SaaS growth over the 
long term.

Objectives of direct marketing:

· Follow up on qualified prospects and nurture leads.

· Educate and drive interest in your offering of Online Services.

· Build relationships with customers, and follow through by implementing hosted business communication services.

	0–20 percent qualification
	1. Prepare for the call.
Your goal—prospect:
· Know the key message—review the three areas of focus; at least one topic will be of interest to your prospect and help you drive the conversation forward.

· Review profile—review the customer profile to gain a holistic understanding of your customer.

· Understand who you are calling—know the concerns of a TDM. Also review past customer relationships with Microsoft and your organization. Does your prospect currently use Microsoft products?

· Determine the products you should market—create demand and pull-through for core products and solution sales, as well as desktop products and mobile devices.

	
	2. Conduct the call.
Your goal—listen:
· Open—studies show that you have only 11 seconds to capture a prospect’s interest. Ask questions to determine the customer’s specific pain point.

· Probe—listening is a prerequisite to high-performance selling. Take the time to understand the customer’s specific needs, determine the impact of those needs on the organization, ask what plans the prospect has for addressing any issues, and learn the time frame in which they plan to address those needs.

· Prove value—offer testimonials to help the prospect understand how he or she might benefit from Online Services.


	20–40 percent qualification
	3. Develop the lead.
Your goal—qualify:
· Qualify the opportunity—ensure that the prospect meets the five qualification check points (see page 7).

· Answer customer concerns—address any customer concerns or objections your prospect might have.

· Track the call—the next call to the prospect will be more successful if there is more information about the prospect. Be sure to enter notes and update the field and pipeline information in your database.

	40–100 percent qualification
	4. Present the solution.
Your goal—follow up:
· Develop and present a preliminary solution—include a high-level deployment strategy and value proposition.


1. Prepare for the call

Your goal—prospect
Know the key message
Online Services, including the Business Productivity Online Suite, helps maximize workforce productivity, reduce the routine maintenance burden on IT staff, and deliver business-class security and reliability to online communications and collaboration. During the call, use one of these three needs to start the conversation with your customers:

· Do you need to streamline your business communications technologies? Online Services deliver best-in-class communication and collaboration services that can help your employees stay in touch and productive on the go from virtually any device.

· Do you need to reduce your management and routine maintenance burden? You can offload server management tasks and free up your IT professionals to focus on other, higher-priority initiatives. The Business Productivity Online Suite can be activated quickly with no initial investment, additional equipment or software, and work consistently with your existing directory infrastructures.

· Do you want to increase the operational security and reliability of your business communications? Online Services deliver security-enhanced messaging from global data centers with 99.9 percent service reliability and financially backed service level agreements.

Review profile
When developing leads, target small and midsize business TDMs who are balancing day-to-day troubleshooting with the need to extend the impact of their IT resources.

Understand who you are calling
Before making your call, understand your customer’s key concerns. This information will help you respond better to your customer’s needs as your call progresses.
TDMs want:

· The latest platform features, but either don’t want to upgrade or lack sufficient expertise.

· To provide advanced business communication capabilities to employees who don’t have them today, but are challenged to spend the time and resources necessary to develop them.

· To protect current investments in IT infrastructure and add additional capabilities—quickly.

· To free up their best people to work on strategic projects, but they’re challenged to keep good IT people to maintain their IT platform.

· More predictable IT costs—even if it doesn’t save a lot of money.

· To ensure security and reliability, but think they don’t have sufficient budget.

2. Conduct the call

Your goal—listen
Open
Open the call.
Hi, I’m [Insert Your Name] from [Insert Partner Name], a Microsoft [Insert Partner Level]. I’ve been working with other companies like yours, and I have a proposal that could help you streamline your business communications.

Get permission.
Do you have 10 minutes to explore an Online Services proposal? Before we go further, let me be sure I understand the challenges you are facing.

Start the conversation: Ask about key concerns. 
What are your greatest challenges today with:

· Providing your employees communication and collaboration tools such as Internet-based e-mail, remote file sharing, and 
Web conferencing?

· Keeping up with maintenance and administration while pursuing new, business-specific initiatives?

· Upgrading and maintaining a secure and available platform?

· Having predictable IT infrastructure costs?

Note: See the sidebar for a summary of common concerns; pick one based upon your conversation with this customer. Follow up with this question:
Is [Insert Concern] also a challenge?
Probe
Ask questions to uncover specific pains.
Customers like you are often challenged by the cost, complexity, and maintenance of messaging solutions and by remote-access support for your people.

Note: Pick one area of focus, and ask the questions that follow:
Communication and collaboration issues:

· What impact would the availability of advanced communication tools have on employee productivity and morale, and how might this reflect on the IT department?

· What would you say are the biggest obstacles to providing employees advanced business communication capabilities such as Web conferencing or remote file sharing?

· What kind of urgency is there in your organization for enhanced communication and collaboration tools?

Platform management issues:

· How much of your time and resources does your IT staff spend on routine tasks, such as maintenance and provisioning, in comparison with new initiatives meant to drive business productivity?

· To what extent are your best people able to focus on the strategic projects you want them to do most?

· What kind of challenges does your business face when budgeting for IT needs?

Security and reliability issues:

· Have you benchmarked systems availability and, if so, is it where you want it to be?

· Is your budget adequate to ensure the kind of security and reliability you would like to see in place?

Budget and maintenance cost issues:

· Has a lack of up-front capital investment been a barrier to implementing the kind of communication and collaboration solutions you would like?

· Have unpredictable IT costs posed a difficulty to your budgeting processes? 

· Has senior management been pushing for cost savings and, if so, how would they respond were you able to reduce the need for company travel and the associated expense?

Ask questions about future plans.
Where would you like to go?

Note: Pick one area of focus, and lead with the statement that follows:

Communication and collaboration issues:

If you could protect your current IT investments—while quickly and cost effectively giving additional communication and collaboration capabilities to your employees—would you want to know more?

Platform management issues:

If you could dramatically reduce your maintenance burden, without sacrificing availability, reliability, or your current investments, would you want to know more?

If there’s a way you could free up your best people to focus on strategic priorities, would you want to look into it?

Security and reliability issues:

If you could implement business-class security with easy administration, and do it cost effectively, would you consider that a high priority?
How will you get there? 

When are you planning to deploy?

What solutions are you planning to evaluate? 

To address questions about competitors, talk about the exclusive benefits of the platform rather than talking about competitors; maintain control of the conversation, and keep a positive tone.
Have you already allocated a budget for communication and collaboration tool enhancements?

Summarize
Note: Refer to the sidebar on page 5. It contains notes about your prospect’s goals and will help you pull this information together quickly.
Great. Let me see if I’ve captured correctly what you would like to do. I understand that you would like to [Insert Goals]. Is this correct?

Prove value
I think I can help you: [Insert Area of Focus].
Here are some of the benefits of our Business Productivity Online Suite: 

Note: Pick one area of focus, and lead with the statement that follows:
Hosting critical business functions can help your IT department contribute greater business value:

By simplifying server management tasks through a single administrative panel for provisioning, monitoring, and reporting on service activity and usage, Online Services free your IT staff to focus on business-critical initiatives that can make your business more competitive in the marketplace. Additionally, you can provide messaging solutions from global data centers using advanced security measures and offering high reliability with hosted spam and malware filtering plus disaster recovery capability.
The Business Productivity Online Suite can help your company operate more competitively:

The suite can help you improve the productivity of your employees by giving them the powerful tools they need to communicate and collaborate with coworkers, customers, and partners around the world—simply, effectively, and affordably using advanced security measures offering high reliability. Informed, in-touch employees can gain the business insight to make better-informed decisions.
The Business Productivity Online Suite can help you improve your financial performance:

The suite can help boost your financial performance in several ways: First, it provides your business the functionality it needs with virtually no up-front capital investment—enabling you to direct your capital resources for optimal use. Second, the subscription model, with its financially backed service level agreement, helps increase the predictability of your IT costs. Third, by helping employees communicate and collaborate more efficiently online, you can help remove geography as an impediment to productivity and help decrease unnecessary travel expenses.

The Business Productivity Online Suite can help you improve sales-force performance, such as driving more customer sales:

The suite can help your people to spend more time in the field by keeping them in touch with important customers and other critical customer relationship management (CRM) and sales and marketing resources. This helps improve communication and collaboration with customers and among teams.

Here is what other customers have been saying about solutions like ours: 

Access Business Productivity Online Suite case studies and customer references at https://www.discoveronlineservices.com.

Confirm
Would this be of interest to you?
3. Develop the lead

Your goal—qualify
Qualify the opportunity

Let me recap. It seems you:

· Admit there is a need.

· Have plans to buy.

· Agree to explore solutions.

· Have a budget and a timeline.

· Recognize that Online Services from [Insert Partner Name] and Microsoft are a good fit.

Offer

I’d like to talk with you about an offer from [Insert Partner Name] that will help you deploy hosted business communication solutions from Microsoft.

[Insert Partner Offer*].
Answer customer concerns

Do you have any questions? 

Answer questions as you are able. If you cannot answer a question fully, promise to find an answer, note the question as an action item, and use it as an opportunity for a follow up call. 

Anticipating and handling customer objections

Note: Pick one response, and lead with the statement that follows:

All our current infrastructure investments will be worthless.

On the contrary, Microsoft Online Services from [Insert Partner Name] work consistently with your existing directory infrastructures and offer a simple way for you to add a subset of users while deploying others through your on-premises platform. Furthermore, by relieving server administration burden, Online Services free your IT staff to develop IT solutions that better support your business-critical objectives and make more valued contributions to your organization.
We can’t afford to convert to a hosted solution.
Online Services might be more affordable than you think because it entails virtually no up-front costs and thereafter makes your IT costs more predictable.
We have e-mail—we don’t need collaboration or IM services.

Virtually every business like yours can benefit from Online Services. These services can help your employees better respond and collaborate with customers, partners, and suppliers by keeping them connected to vital information and data, even when they are away from their desks. The Microsoft hosted platform provides a portfolio of productivity tools.

We already have an IM solution.
Microsoft Office Communications Online is designed to reduce complexity and cost and improve functionality. By making use of the native functionality of Microsoft Exchange Server 2007 and Microsoft Office Communications Server 2007, businesses can deploy powerful instant messaging (IM) capabilities quickly and easily. Already familiar with the Windows® operating system, employees may require less training and may be helped to be more productive, thereby raising the return on investment. 

We don’t want to do a rip and replace.

You don’t have to. Online Services integrate consistently with your existing platforms and the familiar tools your employees use every day.

Track the call

Be sure to review with the prospect what you discussed, including:

· Open action items from the call.

· What actions you will own, and provide a time frame for following up.

· What actions are needed by the customer, and ask for a time frame for following up.

Note: To build a good relationship, you must keep records and review prior to making future calls.
4. Present the solution

Your goal—follow up
Develop and present a preliminary solution
Include a high-level deployment strategy and value proposition according to one area of focus.

Note: Pick one area of focus, and lead with the statement that follows:
Business communications solution statement: 

Online Services from [Insert Partner Name] and Microsoft can help your employees stay productive on the go from virtually any device. Their—

· Consistent experience makes communication with coworkers, customers, and partners around the world simple, effective, and affordable.

· Connectivity on the go, from virtually any device, with minimal IT overhead can help employees respond rapidly and collaborate closely.

· Enhanced collaboration tools help customers to share information, files, business processes, calendars, and more.

Note: Discuss these support messages with your prospect.
Management simplification solution statement: 

Online Services from [Insert Partner Name] and Microsoft can help offload server management tasks—without replacing existing investments—and free up your IT professionals to focus on other, high-priority initiatives. 

Note: Discuss these support messages with your prospect.

Online Services entail:
· No additional equipment or software to procure, configure, or manage.

· Consistent interface with existing directory infrastructures.

· Virtually no up-front investment and predictable monthly costs.

· Unified administration with a single console.

· A worry-free purchase experience enabling you to explore new software solutions without on-site installation. 

Security and reliability solution statement: 

Online Services from [Insert Partner Name] deliver messaging solutions from a distributed network of global data centers using advanced security measures and offering high reliability.

Note: Discuss the following support messages with your prospect.

Our Online Services offer:

· 99.9 percent service reliability.

· Multilayered anti-spam and antivirus defenses minimize threats to your networks.

· Security-enhanced data access and encrypted Internet connections.

· High availability with a financially backed service level agreement.

· Disaster recovery made possible by geo-redundant data center network architecture.

Additional resources
Access helpful sales training resources related to the Business Productivity Online Suite at https://www.discoveronlineservices.com.
Customer stories

Access case studies and customer references related to the Business Productivity Online Suite at https://www.discoveronlineservices.com
Track your prospect’s responses:


	Key pains  ________________________


	_________________________________


	Current plans  _____________________


	_________________________________


	Time frame  _______________________


	_________________________________


	Competitors  ______________________


	_________________________________


	Resources on hand  ________________


	_________________________________


	Budget  __________________________


	_________________________________


Note: You will use this information to summarize your prospect’s goals later in the call script.








Three areas of focus:


Streamline your business communications.


Reduce your maintenance burden.


Increase your security, reliability, and disaster recovery. 





Qualification criteria (check what you’ve discovered about your prospect):


Sponsor admits pain or identifies compelling event.


Sponsor has buying vision.


Sponsor agrees to explore.


Establish budget and timeline.


Customer recognizes that Online Services are a good fit.





Prospect snapshot.


Note additional details about your prospect:


__________________________________


__________________________________


__________________________________


__________________________________














*Offer brought to you by [Insert Partner Name]. [Insert Offer Terms and Conditions.] 


[Insert Partner Copyright Notice and Trademark Notice.] 


*IDC Worldwide Software on Demand 2007–2011, forecast update and 2006 Vendor shares (IDC #207491, July 2007) 


**Gartner Dataquest Insight, 3 August 2007 


http://www.gartner.com/it/page.jsp?id=496886 


Other sources consulted:


http://www.consultingmag.com/articles/190/1/Whos-Afraid-of-SaaS/Whos-Afraid-of-SaaS.html/print/190 


http://www.crn.com/software/197000500


http://crn.com/software/198001001?queryText=ballmer+and+saas+and+plan
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