Script for travel agent visits — cold calls

This script is designed for cold calls. Ideally, you should be visiting agents by prior
arrangement — if you are, change the script accordingly.

The full script takes about 10 minutes. For a 2 minute version, use the underlined sections
only. Practice the script several times before making any live calls.

This script flows straight through but is in logical sections — if you need to break off to answer
questions, just come back to where you were.

Pick someone who's free or looks like they are in charge. Always try to include more people in
the conversation, with eye contact and body language. You can also ask questions of others
to involve them. Collect business cards of agents if they are on display.

Greeting
“Good morning, my name is (name) and I'm from Travel Clinics Australia in (location). Can |
take a few minutes of your time to tell you a bit about us and how we can help your clients?”

If NO, ask if you can come back later, otherwise just say,

“OK, how about | leave some information with you. Here’s my card, please call me if you want
any information.” (Leave the info pack. Do nof leave the gift.)

If YES but not very long, say “This will only take 2 minutes.”

If YES and not given any restriction, commence 10 minute script. If at any time they get busy
or seem restless, move into the 2 minute script and speak faster.

Intro
“Travel Clinics Australia is a national group of GPs who specialise in travel medicine. | am
from your local branch, which is at (address).

Travel medicine is everything to do with staying healthy while travelling, so it's more than just
vaccines. We advise on travelling with pre-existing conditions, avoiding gastro and malaria,
that sort of thing. Can | ask where you refer your clients at the moment for travel medicine?”
(Record the answers for our info)

Competitive stance
If nowhere, say “It's really important that people get accurate advice, especially if they are in
a high risk group or going to a high risk region.”

If local GP, say “It's great that you are sending them to a doctor, but a travel medicine clinic is
better. Firstly because travel medicine is a complicated area and most GPs are not as up to
date, and secondly because we are allowed to dispense vaccines and medications on site.
That means your clients can have everything they need in one visit. With the GP, there’s one
visit, get a script, go to the pharmacy, pay full retail, go back to the doctor for the injection. We
can save your clients time and money.”

If TMVC, say “Your clients may find us more convenient. Also we are cheaper and we offer
the full range of medical services — TMVC only do travel.”

If other travel medicine provider, say “It's great that you are sending them to a travel
medicine expert. Maybe your clients would like an option. We are nearby and our costs are

competitive.”
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Our USP

“We do things a little differently at TCA. Because all our members are GPs, we treat the
whole person, not just the traveller. We take the time to understand the patient and to give
specific advice for their situation. Every traveller gets a free country report on where they are
going. We also dispense medications and kits on site, which saves people time and money.
Plus we are convenient and our pricing is competitive.

Also, travel agents get a special deal at TCA — no “out of pocket” expenses for consultations,
and 10% off the cost of vaccines and accessories.”

Info

“I have an information kit which I'd like to through with you quickly”.

(Explain each item briefly. For 2 minute version, say “I have an information kit which I'll leave
with you”. Do not explain, other than referral slips.)

I'll also leave you with some of these referral slips for you to give to your clients. They have a
little information on us, a map of where we are, and if they bring in the leaflet they get a free
copy of the Pocket Medical Guide. (Show guide). This is unique to us and it's a handy
reference for travellers. It also has an international certificate of vaccination. I'll give you my
card, call me when you need more slips and I'll bring them down.”

Questions
“Do you have any questions you'd like to ask me about TCA?” (Answer questions. Some
common ones are answered in the FAQ section.)

Close

“Well, that’s about it for me. Thank you for your time, and it was lovely to meet you. To show
our appreciation we have a small gift for you. (Present gift). I'll drop in again when I'm in the
neighbourhood, but if you need anything in the meantime, please call. Goodbye!”
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FAQ’s
Q: Can | call you for information about travel requirements?

A: We can give you general guidelines, or you can get them on our web site. We have a
policy of not giving specific advice unless the person is seen by a doctor. Travel medicine is a
complex area and what is recommended for one person could be dangerous for another.

Q: What is a “high risk” traveller?

A: Someone elderly, or pregnant, or with a chronic condition like asthma, diabetes, severe
allergies, heart condition etc. You won’t always know about these, that's why we suggest you
give everyone a leaflet, even if they are not going to a developing country.

Q: How much does it cost? Do you bulk bill?

A: Standard fees are .... This is for a 45 minute consultation, which is needed because we
take a complete medical history. They may need vaccines and medications. Many people can
claim the cost of vaccines back on their extras health insurance.

Q: What do we get for recommending you? (may mention incentives from other providers)

A: | don’t need to tell you that travel agents have a lot of competition these days. The reason
you retain clients is because you give them personal service. By recommending us, you are
showing that you care about their welfare. And of course, if they stay well they are more likely
to travel again soon!

Q: What vaccines are needed to go to China? (or any other technical question)

A: It depends on the person, their itinerary, the time of year and lots of other factors.
Unfortunately we can’t give specific advice without seeing the person — it’s just too risky.
There is general information on our web site, but we recommend travellers make the time to
see a travel medicine doctor.

Q: What about me in my situation? (person is asking a specific question)

A: | can’t answer that, and | work in travel medicine! That’'s why it is so important to see one of
our doctors. I'll call you when | get back to the office to make an appointment — because
you're a travel agent, the consultation won’t cost you anything.

Q: If we refer people to you, will you refer people to us?

A: We would be happy to recommend you — but usually by the time we see travellers, they

have already made their travel arrangements. We can certainly display your literature in our
waiting room.
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