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FOREWORD

The Army Research Institute (ARI) is currently conducting research designed
to enhance the quality of the Army's recruiting force. One vehicle for enhancing
the performance of the recruiting force is improved training in sales strategies
and skills. This report describes basic work on th¢ development of an expert
modeling system of the skills and strategies used by excellent Army recruiters.

Neurolinguistic programming (NLP) was used as the protocol for modeling
performance and acquiring information. Since our work on this project was
completed, the National Academy of Science has issued a report on enhancing
human performance. While this report says that "NLP provides a convenient,
existing way of modeling," the report goes on to caution against the use of NLP
for "constructing expert modeling systems for specific training progams . . .
only if a program evaluation is incorporated into the implementation." In this
effort, NLP was used only as a modeling protocol to organize the gathering of
information. Program evaluation will be included in any subsequent use of this
knowledge base for specific training programs.

This report summarizes research on the identification of communication
strategies and skills. While these patterns have been identified in a manner
that provides the basic framework from which lesson plans may be developed, the
author cautions in accord with the NAS report that they should not be used in
this way without an evaluation of effectiveness.

This work was done in the Manpower and Personnel Policy Research Group,
Manpower and Personnel Research Laboratory, under its mission to conduct re-
search to improve the Army's capability to effectively and efficiently recruit
its personnel. This work was undertaken in accordance with the Memorandum of
Understanding Between the U.S. Army Research Institute and the U.S. Army Re-
cruiting Command (USAREC), signed October 1984, subject: ARI/USAREC Research
and Development Program. Results of this effort were briefed to the Chief of
the Training Division, USAREC, on 17 November 1986.

=z

EDGAR M. JOHNSON
Technical Director
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SALES TRAINING FOR ARMY RECRUITER SUCCESS: SUPPLEMENTARY INFORMATION ON
MODELING THE SALES STRATEGIES AND SKILLS OF EXCELLENT RECRUITERS

EXECUTIVE SUMMARY

Requirement:

To enhance the effectiveness of U.S. Army recruiters by developing the
information base from which to generate more effective sales training programs.

Procedure:

A linguistic modeling procedure was used to identify the communication
strategies and skills used by excellent recruiters. Recruiters were interviewed
and observed in their field environment. Transcripts of interviews were analyzed
for communication skill components as well as communication strategies. Primary
sales skills and strategies were derived from these patterns.

Findings:

This paper provided blueprints of the communication strategies and skills
used by excellent U.S. Army recruiters. The strategies represent a synthesis
of over 425 beliefs and 700 rules covering 25 different points along the sales
cycle continuum. Primary sales skills were derived from the 150 communication
operators linguistically identified in the speech patterns of excellent recruiters
for each of the steps in the sales cycle.

Utilization of Findings:

Currently, the Army Recruiting Course and major private-sector sales
training programs teach strategies almost to the exclusion of skills. This
study complements the existing sales training program by providing explicit
blueprints for the structure of sales communication skills. In addition, it
refines existing sales strategy by identifying the strategies used by the best
recruiters.

Another utility for the Army is in refinements of a new research tool,
albeit experimental, for the elicitation and analysis of high-quality informa-
tion from a single expert. As such, it complements current job analysis method-
ologies that require groups of people to produce useful information. In this
vein, the modeling approach used here falls into the class of tools known col-
lectively as knowledge engineering.
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SALES TRAINING FOR ARMY RECRUITER SUCCESS:
SUPPLEMENTARY INFORMATION ON MODELING THE SALES STRATEGIES
AND SKILLS OF EXCELLENT RECRUITERS

INTRODUCTION

Background

The U.S. Army is constantly working to upgrade the overall
quality of enlisted personnel, and thus, the quality of the Army as
a whole. No more important method for getting high quality people
exists than an effective recruiting program. The U.S. Army recruiter,
therefore, is the first, and perhaps most important, step in con-
trolling the quality of the Army. To this end, the Army continually
upgrades the training of the recruiter and the procedures to make
him effective.

A significant part of this training is in basic sales technigques.
The knowledge and skills of the salesman are crucial for the recruiter.
He must sell himself first, the concept of military service in general,
and the Army in particular before the prospective new recruit (the
prospect) will be interested in joining the Army. In addition to that,
he must find out the specific qualifications, personal qualities, needs,
interests, and goals of the prospective recruit. He must also convince
him that the Army is the best way for him to meet his needs, satisfy his
interests, and achieve his goals. Once he has effectively done that,
and the prospect has agreed to join the Army, the recruiter must actually
begin his initial preparation for service in the Army.

Both the Army and others who have studied recruiters have
determined a number of skills the recruiter must possess. He must,
himself, be a very high quality soldier, and an excellent representa-
tive of the Army, in whatever community or situation he finds himself.
He must be self motivated, as all good salesmen must be. He must show
caring and concern for the well-being and personal needs of each
person he comes in contact with. Finally, he must be persuasive
in his communication with all those he deals with in his recruiting
endeavors.

The sales training now provided for recruiters covers all of
these points to a great extent. It probably does so as well as
most, if not all, sales training programs available in the private
sector, or in any of the other branches of service. No sales
training program, however, is geared specifically toward the actual
language patterns used to accomplish each of the tasks a salesman,
or recruiter must perform. In essence, the training programs do
well at teaching the salesman what he has to do, but they fall
short in teaching him how, at least at the most basic level, in many
areas. The technology to develop such a microscopic program is only
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now emerging. It has never before been applied directly to the skills
of the salesman.

It was felt that an exploratory study of extremely successful
U.S. Army recruicers might reveal certain effective, possibly unique,
language patterns that occur in their behavior while they are selling
the Army to a prospect. Further, it was thought that the use of these
special language patterns may be the distinguishing factor, or at least
a distingquishing factor, between these successful recruiters and other,
less successful recruiters.

The Manpower and Personnel Research Laboratory, U.S. Army Research
Institute, identified and conducted interviews of nine exceptionally
competent U.S. Army recruiters. It was felt that discovering and de-
lineating the communication styles and patterns used by these especially
skilled individuals could provide the basis for the design of a training
program to aid other recruiters in becoming more effective. Increasing
recruiting effectiveness would be the major goal of this project.

The current report is the fourth in a series of reports, "Sales
Training for Army Recruiter Success (STARS)," that explore whether the
Army Recruiting Course (ARC) can be enhanced through focused instruction
on communication skills.

While the first report, Technical Report 779, Sales Strategies
and Skills Used by Excellent U.S. Army Recruiters, provides the technical

overview and details, and the second report, Research Product 87-37,
Interviews with Excellent Recruiters, contains the edited transcripts of

the interviews with recruiters, the third report contains the most useful
information for application to recruiter sales training development. The
classification and analysis worksheets developed to systematize the knowl-
edge obtained from the recruiters are contained in that report.

This, the fourth report in this series, parallels the third report
in content, but was produced by the author as a separate modeler from the
author of the first three reports. The purpose of this report was to
explore an alternative approach to organizing the coded data. Specifically,
the modeler for the first three reports used procedures to identify generic
communication skills across the sales cycles. This report identifies com-
munication skills within each sales cycle. Both approaches yielded
similar communication skills; however, it is not clear which approach will
be easier to translate into a training program.

Overview of this Report

The remainder of this report is organized as follows. The next
section, the Literature Review, is a brief overview of some of the rele-
vant literature and other information sources sought before and during
this study. It includes (a) relevant research on U.S. Army recruiting,
(b) USAREC materials, including requlations and training programs, for
recruiting, (c) books and training programs on sales effectiveness and




training, and (d) relevant literature on linguistic analysis of verbal
behavior.

The Method section is limited to a description of the different
approach used here in discovering and describing the language patterns and
skills found within each step in the sales cycle. This is a complement to
the skills discovered across all of the sales cycle steps and described in
Research Product 87-38, Modeling the Sales Strategies and Skills of Exel-
lent Recruiters. That report also contains a thorough description of the
methods used in gathering and analyzing the data in this study, so this
material will not be repeated here.

The Results section provides (a) a detailed descr.ption of the
patterns found in each of the sections of the sales cycle, (b) how they
are logically used to achieve the desired results, and (c) examples of
each.




LITERATURE REVIEW

Research on U. S. Army recruiting

From 1981 to 1983, Westat, Inc., under contract to ARI,
conducted a study designed to find the specific training needs of
U. S. Army recruiters (Romanczuk, 1985). The Westat report made
a number of recommendations regarding training the Army
recruiter. It incorporated then state-~of-the-art research
techniques and training techniques into these recommendations.
Most of these, however, were aimed at who should be taught, how
much and how often they should be taught, and what teaching
techniques should be employed. Most of the sales technique
referred to is derived from the Lee DuBois sales trainings, which
were already widely employed in recruiting at the time of their
study. This report did, however, stress the need for both verbal
and non-verbal techniques of salesmanship to be taught in
recruiter training, as well as the need for continued
reinforcement of training, and advanced training, especially for
Recruiter Trainers (RTs).

Sales training

USAREC Materials

A variety of current training materials were supplied to
the contractor, by ARI, for review (Advanced Sales Communication
Workshop, 1984; United States Army Recruiter Salesmanship, 1986;
Soldier's Manual, Skill Levels 2/3/4/5 and Trainer's Guide,
1985). The first, Advanced Sales Communication Workshop, is
a very thorough and organized program for training the recruiter
in a number of skills. It uses a wide variety of approaches
including visual aids, role-play, and other skill building
exercises., It does not, however, approach language skills on the
level of individual patterns. It does provide sentences and
phrases that can be used in response to prospect's
verbalizations, but without much rationale for how these
responses work, or how to construct responses il a more generic
way. Much of the sales doctrine within this program is derived
from the Lee DuBois sales courses mentioned above.

All of the other publications provided contain brief
summaries or varjations on this same kind of training., Sales
scripts are employed in each to give the recruiter examples of



how to respond to certain verbalizations of the prospect, in some
situations. Again, they lack a mechanism for the recruiter to
learn specific language skills that will allow him to generate
his own responses, based on why and how verbal language actually
functions.

Books

A number of recent books on sales skills were briefly
reviewed to find unique approaches or special language skills
(Anderson, 1981; Boyan, 1983; Brownstone and Franck, 1983;
Brownstone, 1979; Cummings, 1979; Massimino, 1981; Miller,
Heiman, and Tuleja, 1985; Seltz, 1982; Sheehan and O'Toole, 1985,
Sheehan, 1981; Shipp, 1980; Torquato, 1983; Stern and Zemke,
1981; Villere and Duet, 1980). None of those surveyed provided a
great deal more, or even substantially different, from the ones
cited above. All contain useful selling tools but not,
generally, the skills to understand, construct, and use specific
lanquage patterns effectively. One exception to this rule on
language patterns (Buskirk, 1982) provided a few higher level
language patterns and some very brief instruction about how to
use and construct these.

Linguistic Analysis

Ericsson and Simon (1984) thoroughly reviewed all the
available research up to early 1982 on the analysis of linguistic
protocols. The vast majority of this work was based on studies
of very specific, limited tasks, and many of them were over fifty
years cld. Even the latest research they cite is based on
extremely simple tasks, such as solving a puzzle that reguires
only a few minutes and no more than about ten steps. There seems
to be no coherency between these studies and none involve a
comprehensive model, or even a very specific method, for
analyzing the verbal behavior of the subjects in the studies. No
information useful, or even relevant to, analyzing tasks as
complex as recruiting was found in this research. The research
referred to in Ericsson and Simon seems to relate to a totally
different kind of analysis, on a much lower level of
sophistication, than the current study on Army recruiters.

Useful information was found in the emerging field of
Neuro-Linguistics, however. A number of works, and experts in
the field, were consulted to find relevant methods for
approaching the task of analyzing the verbal behavior of
successful Army recruiters.

One level of analysis found to be useful is how predicate
operators are used. Some research has suggested that people




break down their experience by sensory mode. 1In certain
situations, people may favor one mode over another (Bandler and
Grinder, 1975; Dilts, et. al., 1980; Jacobson, 1983). 1In other
words, it is possible that an individual recruiter may choose
certain predicates based on sensory mode. These are referred to
as experience modifiers in this study. The recruiter could even
break these down to a smaller level of analysis: the level of
form of content. For example, & recruiter may discuss his
techniques for some part of his presentation purely in terms of
what he sees: visual modifiers. This may indicate that he is
primarily aware of what non-verbal information and signals he
sees in the behavior of the prospect he is talking with. At
another point in his sales presentation, this same recruiter may
switch to a description of the voice tone and choice of words he
hears in the potential prospect's voice. This would indicate
that he is primarily aware of sounds at this point: auditory
modifiers. Feelings could be described using kinesthetic
modifiers. These can be used extremely specifically. For
example, in the above mention of vcice tones, the recruiter may
be listening, even more specifically, for changes in voice pitch
or resorance. This is sensible because these changes can be
reliable indicators of stress or emotional strain -- things to be
carefully attended to during a sales presentation. This kind of
information can be discerned from tapes or tape transcripts by
the well trained observer. This represents the most basic
hierarchical level cof analysis in the current state of
communication theory (Jacobson, 1986; Gordon, 1978; Bandler,
1985).

On a higher level of analysis, the order in which these
experience modifiers occur in spoken language can be highly
useful in determining the relevant strategies underlying the
behavior under discussion. These again can be discerned from
tapes and transcripts. Say, for example, that during some phase
of his presentation to a potential prospect, the recruiter
describes the order in which he gathers information about the
prospect. He may first notice non-verbal cues, visually. He may
then listen for voice tone changes for a few moments. Finally
he may check his own mental images of how he might best approach
the prospect €0 as not to alarm or annoy him. This sequence of
first watching, then listening, then internally visualizing may
be an important sequence in making this recruiter particularly
effective (Dilts, 1980). By the same token, it may be an
entirely different sequence than he uses during other phases of
the sales process. Specific behavior patterns ¢f this kind, if
deemed effective, can later be included in training program
design, and then taught to others (ibid).

Meta-sort analysis is another level of examination that
could be useful in a communication pattern study (Bailey, 1984).
This is the level most closely related to beliefs, attitudes,




decision making, and other more generalized behavior patterns
(Robbins, 1986). Essentially, there appear to be a number of
principles that people use to organize their thinking and
approaches in dealing with other people. For example, some
people trust what others tell them more than they trust their own
judgments. It may be that characteristic sorting patterns are
shared by successful U. S. Army recruiters. Again, some of this
information is available, to the trained observer, in audio tapes
and transcripts of interviews. Also of note, it is possible that
these excellent recruiters have specific strategies for
discerning the sorting patterns of the potential prospects they
deal with. This information may also be available from careful
study of transcripts (ibid).

Another possibly useful area of analysis, derived from
the literature on Neuro-Linguistics, is the questioning and
information gathering technigues used by the recruiters at
certain times during their sales presentation. One system of
questioning techniques to examine would include patterns
described by Bandler and Grinder (Bandler and Grinder, 1975a).
This systematic use of questioning techniques is designed to
insure clarity of intent in communication between two people, and
is locsely derived from the transformational grammar of Chomsky
(1957) and from the principals of general semantics derived from
Korzybski (1933). For example, the potential prospect may say
something to the recruiter that is in some way judged by the
recruiter to be ambiguous. The recruiter could, in response, ask
a clarifying question in order to make sure that he understands
what the prospect has said. This special set of questioning
techniques is a useful and convenient system for categorizing
these types of clarifying questions (McMaster and Grinder, 1980;
laborde, 1985). These patterns are referred to in this study as
information removers, information qualifiers, and information
concluders.

Another, broader form of these same patterns has also
been identified by Bandler and Grinder (Bandler and Grinder,
1975b; Grinder, et. al., 1977; Grinder and Bandler, 1981). This
model includes all of the questioning techniques discussed above,
plus some others. But in this model these patterns are used to
provide information in an especially persuasive way. One form of
these patterns involves matching, or pacing, the verbal behavior
of another person. This has been found to greatly enhance the
comfort of the other person, their level of truxt for the person
speaking, and ultimately, the rapport between the two (Goleman,
1977, 1979). These patterns have also been identified to be the
same ones used by effective sales professionals during their
presentations (Haley, 1982; Moine, 1982).

Another useful set of verbal patterns are the Socratic
method based questions and responses developed by Dilts (1983).
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These are referred to in this study as perspective changers. They are a
set of language patterns used to alter the meaning of a person's verbal
communication by changing the framework or context of the statement in-
volved. They are easily found in transcripts and have been shown to be
quite common and useful in sales situations (Dilts, personal communication).

Closely related are the patterns of plausible inference of Polya
(1968). These show the inherent logic and plausibility of a set of state-
ments as one leads to the next. How the patterns are followed, or not,
can be found in the language, and therefore transcripts of taped interviews,
of effective communicators. Some of the contingency patterns in this
study resemble Polya patterns. Both the Dilts and Polya patterns may show
some logical and abstract reasoning capabilities, and how communicators
use these to influence others.

Each of the above examination methods derived from Neuro-
Linguistics seems useful in that they can be applied to a wide variety of
language uses within the individual recruiter's sales presentation. They
are also workable in the current study because the individual patterns
seem to be able to be detected in transcripts of taped interviews. This
seems to be a comprehensive way to combine the sales and communication
frameworks with the actual verbal techniques used to achieve specific
outcomes.

Analysis of Overall Communication Patterns

For a thorough discussion of the linguistic codes used in this
study, see Technical Report 779, Sales Strategies and Skills Used by Ex-
cellent U.S. Army Recruiters. That report also contains a complete

description of the methodology used to gather information from these
excellent recruiters, as well as how the data flow was constructed and
analyzed. The following discussion will describe approaches to data
analysis unique to this identification of communication skills within
each sales cycle as opposed to the identification of communication skills
across the sales cycle contained in Research Product 87-38, Modeling the
Sales Strategies and Skills of Excellent Recruiters. Completed Protocol

Coding Worksheets (PCWs) and Log Sheets referred to are contained in
Appendix A. The Primary Communication Skill Reports (PCSRs) are in
Appendix B. The table oia the following page contains all of the com-
munication pattern codes used in this study. It is taken directly from
Technical Report 779, Sales Strategies and Skills Used by Excellent U.S.
Army Recruiters, and should be used as a guide to the Findings and
Analysis section of this report.




Tabkle 1

Communication Pattern Codes

PRFDICATY. OFFRATORS
General Fxverience
Modifier (CEM)

A AvAi tory

K Kinesthetic

0-G  Olfactory-Gustatory
STRAT Stategy Sequence
ws Unspecified

v Visunl

Specific BExper{ence
Modifier (SPM)

Visinl Modifier

Color Shape

Size Distance
Location Brightess
Contrast Clarity
Focus Depth
Directin
Hovennt/Sprad
Slides/Motin Plcture
Associated/Disisociated

Avlditory Modifler

Sounds/Words Distance
Voice Whose?  Volume

Location Rhy thm
Directin Muration
Pitch Tinbre
Terpo

Tane

Intermal /External

Kinestletic Modifier

Location Size
Shnpe Moisture
Yeight Pressure
Termpera ture Tex ture
Intens{ty
Interm1/Fxterml
Tectile/Pronrioceptive

SYNTACTIC OPERATURS

Informtion Assumer (1A)

AD Adverd or Adjective
AV Active-passive voice
AVARE Anreness Predicate
C-LINK Conjunction Linkage
aM-AD Commentory Adjectdve

or Adverd

CTBA Cmnge of Time Verdb o
Adverd

FP Future Pace

JC Justification Clause

R Use of Or

DY Oriiml Nmema)

P Presupposition

SUR-T  Sutordinate Clsuse of Time
TOSE  Tens» chnnge or shift
T-LINK  Time Linkage

Informtion Concluvder (1C)

(¥ Cmen-Tffert
M Mind-Rmdig

Informtion Emtwdder (1E)

C-MST Covversation Postulate
BP+=0M  Fmedded Commd

™M-Q Fmindded Question
NEG-COOM teptive Crmmd

NT-Q Nepative Ourstion
Frve-AM Phonologicnl Ambigulty
POS-0OM Positive Comnd
RN-AM Punctintion Athiguity
“q (019323

S0-A4  Scope Amdiguity

KV Selectiom] Restriction
SYN-AM Syntactic Ambigulty

Informtion Qunlifier (1Q)

an Complex Equivelence
1w Lost Performtive
m Model Operator

TAG e Clause

w Universmal Qualifier

Informtion Remover (IR)

C-BREAX Conjuncdve Brenk
o Commmtive Deletion
LRI lack of Referential Index

N Nminal{zation

D Stmple Drlctim

w Unspecified Verdb
9

SRANTIC (TFPATIES

Contingency Frame (ODN)

FERA-OU FEBA Contingency

FP-ON Future Pace Cantingency

JO-ON  Justification
Cmntingmncy

N-ON Nested Contingency

S~ Single Contingency

YB-OON  Yes-But Contingency

Mircellancous Pattem (MP)

(o} Collapsing Anchors
QIAIN Onin of Responses

n. ristten Pattem

ve Interma] Voice

NG Hew Bonvior Generator
|28 Mrt Gemrator

RF Rr{ymn

Prreprctive Qnnpnr (100)

A-Qut Antler vutcom
AR Arply to Self
c/h Qimb Irasy

C-FX Crhmter-Faymple
C/FS Onnpe Foayme S{ze
ors Cmvrqirnor

(0.3 Cinnpr Peferontial
Tivlev

Cc/u Qamk Up

wr YHermrely of Criteris

N Intentim

M4 Mo taphnr

MF rta Fmme

M/ Mrisl of World
RE-D Redefinition
R/S Renlity Strategy

Terepective Frame (PF)

AF Asrermrnt Foame
AlF As-1f Frm

v bDmle-Bind Frame
PF Mce Frame

2Q-1A 2 Qurstions - 1 answor




The steps in reducing the information on the PCWs to the
final PCSRs were based largely on the data itself. 1In this case,
each PCSR was developed slightly differently than the others.
Each followed the same basic progression however:

1. A series of interim sheets were used to collect the
patterns, rules, and beliefs of each individual
recruiter, if there were enough relevant patterns to
be useful in each case.

2. From this information, a sample blueprint was
developed for each of the interim sheets.

3. A set of notes and lists were developed from these
sheets. These lists included: (a) the overall tasks
the recruiter is faced with at this step in the sales
cycle; (b) likely categories of skills a recruiter
would use; (b) ways of using these skills.

4. All the patterns from the interim sheets were
compiled and, based on examples taken directly from
the transcripts, matched to the relevant task the
recruiter was trying to accomplish by using that
pattern.

S. These matched tasks and patterns were summarized and
compiled in order of their occurrence in the

recruiters' behavior, related to the overall task(s) of
that sales cycle step, and written as the final blueprint

section of the PCSR. The remainder of the sheet was
built based on the developed blueprint section.

The exceptions to these basic steps were generally added
steps directly related to the complexity of the task(s) the
recruiter would face at each step in the sales cycle. For
example, in prospecting, lists of possible categories of
prospects and ways of going about finding those prospects were
developed to aid in the organization of the approach to the data.

In rapport, it seemed logical to expand the scope of the
analysis beyond that of a simple step in the sales cycle. There
were three major times in the sales cycle when rapport seems most
crucial to the recruiter: (a) when prospecting; (b) during the
initial appointment; and (c) any time already established rapport
has been damaged or threatened. Also, at this point, a
distinction was made between establishing rapport with prospects,
versus establishing rapport with others such as prospects' family
members or referral sources, keeping in mind the major focus on
skill, as opposed to just standard cycle information. These
became the four overall tasks that seemed to emerge regarding

10
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establishing rapport.

In developing the PCSRs on gualifying and needs
and interests, it was decided that the two could be conveniently
combined, since both seemed to involve the same overall task of
gathering relevant, accurate, and complete information. Again,
the skill involved was seen as more important than the sequence
in the overall sales cycle, especially since the recruiters
differed widely in their procedures and beliefs about
qualifying.

The PCSR on FEBA was somewhat more elaborate than the
ones that came before it. The lists of notes included:
(a) categories of prospects and how they could be rated on each
one; (b) the possible features the recruiter has to sell; (c) the
possible conditions, especially regarding those present, of the
sales presentation; (4) the actual tasks relative to making the
presentation (essentially presenting facts, evidence, and
benefits, and getting the prospect to agree to the accuracy and
relevance of each of these); and (e) the actual skills the
recruiters had demonstrated to accomplish the tasks.

Tne development of the PCSR for handling objections
included several extra steps. Scanning the interim sheets,
overall patterns were found. Seven basic forms or categories of
objections (there were natural groupings based on the form of the
objection and the recruiters task in handling that form), and an
initial list of possible categories of approaches (the patterns
fall within categories).

Next, some sections of the interim sheets were removed
because they clearly fell into other parts of the sales cycle,
e.g. closing, and were covered in the appropriate PCSR sheets on
those parts.

Then, final categories were developed based on how the
patterns seemed to relate to one another. For example some
categories were clearly different versions of the same basic
maneuver by the recruiter and would fall into the same get of
skills in a later training design. These similar categories were
combined. Also, some patterns initially thought to accomplish
one thing, were later believed to accomplish something else, or
more usually, a combination of several things. 1In these cases
the description of the relevant category may have been changed
or added to.

The next section of this report presents the results and
analysis of the actual data itself. It is based on the blueprint
sections of the PCSR sheets and directly relates to the skills
jdentified at each step in the sales cycle.
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FINDINGS AND ANALYSIS

Introduction

The interview and protocol analysis method used yielded a
tremendous amount of information about the procedures and patterns
used by successful U.S. Army recruiters. The vast number and various
styles of approaches used by the recruiters necessitated breaking them
into logical categories as discussed in the preceding section. This
helped to show the relationships of the patterns themselves to the
rules and beliefs held by the recruiters, showing how this was dependent
on individual recruiter style. Perhaps more important, it logically
grouped this wealth of information into teachable chunks, should a
training program be designed and implemented based on these results.
The analysis section of this report deals only with actual communica-
tion skills related to steps in the sales cycle. For an analysis of
the rules and beliefs held by these recruiters, see Research Product
87-38, Modeling the Sales Strategies and Skills of Excellent Recruiters.

The findings on procedures and language patterns are presented
in sections based on the sales cycle. Each section begins with an over-
view that describes that step in the sales cycle, the goals of that step,
the order in which the recruiter accomplishes the goals if appropriate,
and certain unique features of that step. Some of the more salient or
uniiversal beliefs held by recruiters may be mentioned in this section.

The remainder of each section is devoted to procedures and
patterns specific to that sales cycle step. Each begins with a listing,
in procedural order, of the actual tasks the recruiter must accomplish
to complete the step. This is followed by a detailed analysis of each
of these. The analysis begins with the categories referred to earlier.
These are then reduced, through as many logical levels as were necessary
in each case, all the way down to the level of individual language
patterns. Examples are given for each basic level language pattern.
These are taken directly from the transcripts of the interviews. These
language patterns are listed here in the form of their respective codes
which appear in Table 1 on page 9. A thorough description of these,
again, can be found in Technical Report 779, Sales Strategies and Skills
Used by Excellent U.S. Army Recruiters. The table on the next page
summarizes these findings by sales cycle step and should be used, along
with Table 1, in interpreting the findings.
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Table 2

Summary Chart of Findings and Analysis

Prospectin
Get referrals
a) with DEPs
b) with adults
¢) with other prospects
d) with recruits
Introduce/establish rapport
a) on phone
b) canvassing
Introduce Army
a) relates Army benefits
D) challerges
€) creates curiosity
Close for appointment
Handle objections
Follow-up on appointment

Qualifying

Set frame of discussion
a) get complete truth
b) get specific info.

Get prospect to cooperate
a) direct challenges
b) subtle probing

Rapport
Rapport in prospecting

Recognize gignals
a) rules and beliefs
b) softening techniques
c) change setting
d) chunking techniques
Rapport with other people

Handle challenges/objections

Needs & Interests

Set frame of discussion
a) get needs/interests
b) get buying motives
¢) relate to service

Get prospect to cooperate
a) direct challenges
b) gentle probing

FEBA -- Sales Presentation
Prospect category determination
a) Rate prospect on:
Test Score Category
Income level
Education level
Current work status
Family status
Service status/interest
b) Decide on FEBA conditions
Alone with prospect
Multiple prospects
Others present
Decide on features to present
a) Army as a whole
b) Service to country
c) Stable future/help family
d) College/education
e) Job/work/income
£) Adventure
g) Life experience
Design and Present
a) Facts
b} Evidence
¢) Benefits
Relate products to needs
Provide experience (model)
Convince prospect (3 ways)
d) Agreement

Closing

Test prospect for readiness
a) Indirect (two methods)
b) Direct

Control the pace
a) Motjvate

Stress opportunity

Stress reality

Stress decision making
b) Control sense of time

Direct challenge

Comparisons

Slowing technigues

Get close
a) Direct close
b) Two-choice close
c) Conditional close

Prepare prospect for enlistment
a) FEBA skills
b) Qualifying gkills
¢) Motivators
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Handling Objections

Understand/categorize objection

a)
b)
c)
a)
e)
f)
g}

Fear

Competing goals/needs

Direct competition
Objections of others

Threat to rapport/trust
Special /emotional objections
Ridiculous objectione

Choose approach to objection

a)
b)
c)
d)
e)
f)
g)
h)
i)

More information
Kelieve tension

Future orient

Motivate

Direct challenge
Clarify intentions
Redirect/redefine
Negate objection

Raise level of analysis

Deliver approach

a)

b)

c)

4)

e)

£)

9)

h)

1)

Test

More information
FEBA skills
Relieve tension
Rapport skills
Cumparisons (4 ways)
Vague language (5 ways)
Future orient
Ponjtive future (5 ways)
Hrqative future
Presupposition
Motivate
Closing akille
Direct challenge
Strong challenges (3 waye)
Subtle challenges (2 ways)
Clarify intentions
Papport skilles
Clarify prospect intent
Clarify recruiter intent
Clarify Army intent
Redirect/redefine
Reversals/Redefinitions
Alternative outcomes
Comhination techniques
Negate objection
Counter examples
"Yes-but® techniques
bouble binds
Raise level of analysis
Use prospects criteria
Make objection universal
effectiveness of approach




Prospecting

Overview

There are two major goals in prospecting: (a) finding
prospects and (b) making good appointments.

Finding prospects. The first goal in prospecting is
to identify categories of people who make good prospects so that
they can be sought in an organized and efficient manner. The
following categories are the major ones: (a) high school
students; (b) college students; (c) college dropouts; (d) people
out of work; (e) ex-military personnel; (f} People in very
limited jobs, or those needing a change.

Prospects are found in three major ways: (a) public
relations and advertising, (b) cocld calling, and (c) referrals
(a referral system). Those most successful in recruiting rely
heavily on a referral system they control themselves. Cold
calling and advertising are used but mostly within the framework
of feeding the referral system. In some cases the referral
system depends largely on the DEP (Delayed Entry Program)
management in the station, at home, and in the schools.

Public relations and advertising are done in a variety of
ways: (a) mail outs (including REACT: Rapid Electronic
Advertising Coupon Transmission); (b) television (advertising,
news stories, and guest appearances); (c) radio (advertising,
news stories, and guest appearances); (d) civic events, fairs,
etc.; (e) booths and exhibits in shopping centers and malls,
libraries, employment offices, and other public places.

Cold calling is conducted in as many ways and areas as is
feasible within the recruiter's territory. 1In high schools and
colleges, the recruiter can sometimes use the ASVAB (Armed
Services Vocational Aptitude Battery) test score list as a means
to immediately identify mentally qualified students to pursue.

He can also use school annuals, or other lists of students that
may be available, to help organize his approach to students. He
may also have certain events such as career days or other
presentations he is invited to attend or conduct.

The recruiter can also use local businesses to find
prospects. He may leave cards at check out counters or on
bulletin boards. He may give these to store owners or cashiers
as well. Also, he can directly approach people working in certain
jobs. Young people employed in "dead end” jobs such as fast food
restaurants, gas stations, car washes, and other jobs with
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limited chance for advancement and high turnover rates can be
prime candidates for the astute recruiter. He may also approach
likely prospects who are customers in certain kinds of businesses
or stores such as beauty parlors, record or book stores, or other
logical places to find high school or college age people.

The recruiter can approach people in the community,
walking down the street, or in shopping centers and malls, in a
variety of ways. Many recruiters believe in, literally, stopping
everyone who walks by and asking them to either join the Army or
suggest someone who may be interested in joining. Most of the
recruiters in this study, however, have certain personal criteria
about who they should approach, and how they should do so.

Finally, recruiters can frequent certain places teenagers
go after school and on weekends such as parks, gyms, teen clubs,
beaches, and the like. They can find people playing ball or
engaged in other activities that they can join in on. Doing
this, or at least going to these places, on a regular and
freguent basis seems most effective.

Most of the recruiters in this study rely heavily on
referrals and the referral system they have created and maintain
to find prospects. To get referrals of students in high school
or college they rely on counselors and other school officials,
Delayed Entry Program members (DEP's) in the schools, and other
prospects. To get referrals from people in businesses and stores
in the community, recruiters rely on business and store owners to
give them referrals of people who work for them or are customers.
Personnel directors in large comparies can also be a referral
source, especially in areas where many people are out of work and
applying for jobs to these companies. Finally, the recruiters
all rely heavily or DEP's and newly enlisted personnel to refer
family members, brothers and sisters, friends, and other
acquaintances. The family members of these DEP's are often very
good sources for referrals. The table on the next page gives an
overview of all of these ways of finding prospects.
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Table 3
Methods for Finding Prospects
Method
Advertising
and PR: Mail outs TV/radio Events/exhibits
REACT Advertisements Fairs, civic events
Other majiling News stories Booths in malls
Interviews Libraries, employment
Other offices, etc..
Cold
Calling;: HS/college Local business Street/mall/other
ASVAB list RP1, cards Stopping everyone
School annual Employees Eligible people only
Events, career (Customers Possible referral sources
day, etc. Parks, gyms, clubs
Referral
System: HS/college local business DEP/enlisted perscnrnel
Counselors, Store owners, Family members
officials managers Friends
DEPs in school Personnel Family acquaintances
Other prospects directors Othe: parents
Note. This is only an overview of the locations and sources

the recruiter can use to find prospects and generate referrals.
There are certainly other possibilities unigue to some areas or
recruiters, as well as other less widely used sources. See the
text for more complete information on each of the ones shown here.

Making good appointments. Making good appointments
seems to involve using the processes and gkills of the entire
sales cycle from rapport through follow-up, in an abbreviated
form. Most of the procedures involve (a) rapport establishing,
{b) creating interest (needs and interests and FEBA in the sales
cycle, but rather than just finding out what the prospect is
interested in, getting him interested and curious enough to come
in for an appointment to learn about the Army), (c) closing on
the appointment, and (d) handling objections to the appointment.
Many of the recruiters follow-up after their initial contact to
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remind the prospect of the appointment, maintain rapport, and
generate further enthusiasm and motivation.

Procedures and Patterns

The recruiter has the following tasks associated with
prospecting:

1. Get referrals from as many sources as possible.
2. 1Introduce himself and establish rapport.

3. 1Introduce the concept of the Army and its possible
benefits for the prospect.

4. Close for the appointment.

$. Hancle objections to the Army, service in general, or
the appointment.

6. Follow-up on the appointment.

The following is a detailed description of each of the
above tasks based on the Blueprint section of PCSR sequence #1 in
Appendix B.

Get referrals from as many sources as possible.
Maintaining rapport with referral sources is done through
constart contact and real interest in the referral source as a
person. All the patterns of rapport are used here (see Rapport).
Motivating the source to provide referrals is done in a variety
of ways depending on the source, including the technigues of
closing (see Closing). The recruiter invariably uses P to assume
that the referral source knows other prospects and will provide
them.

If the source is in DEP, the recruiter has many more
motivating techniques ranging from incentives such as promotion,
to using the DEP's sense of camaraderie with his friends, to
directly ordering him or her to help out. These cover the range
from softeners such as C-POST and SD, to more direct methods such
as S-CON and MO (necessity), to painting pictures using FP-CON
and many of the techniques of FEBA (see FEBA). The following
patterns are demoustrated in this section: P, FP-CON, S-CON,
C-POST, SD, and MO.

The recruiter may use C-POST and SD as softeners: "Can
you see yourself {getting promoted] ... going to be something."

More directly, the recruiter may use S-CON and MO
(necessity): "... if you do not fulfill your part of the bargain
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or your obligation on that contract, we're going to discharge
you." Or: “You gotta know someone who is interested ..."

A powerful motivator is always P combined with FP-CON:
"... we're going to get you promoted ... you're going to be an
honor grad, you're going to be an honor grad, I can see it
already."”

With adults such as parents or schcol counselors, the
recruiter will generally assume more the role of a peer,
stressing that he and those he is talking with have the same goal
of bettering the lives of the young people. He will use
softeners such as AWARE, A-OUT, and IN to stress the outcome of
the referral. He will also use humor and cite mutual experiences
to convince the referral source of the value of the military.

The following patterns are demonstrated in this section: P,
A-OUT, IN, and AWARE.

Using AWARE as a quick introduction of the Army and its
benefits: "Ma'am, are you familiar with the Army's college fund
of 25,200 ..."

The recruiter can use A-OUT, IN, and P in a humorous way
to convince a school counselor that as long as the kids aren't
doing anything for the year after they graduate, perhaps they
should join the Army: "... why not do nothing for 2 years and
join the Army ..."

If the source is a prospect who turns out to be
unqualified, for example in the initial telephone call, the recruiter
uses already established rapport to expand the idea of the Army,
and what it offers, to include the person's friends who, it is
presupposed, may be interested and qualified. The following
patterns are demonstrated in this section: YB-CON, C/FS, P, and
AWARE.

The recruiter can use a variety of softeners combined
with YB-CON, C/FS, P, and AWARE to change the subject of
discussion from the unqualified prospect to his or her qualified
friends: "... you're not qualified to go into the Army Reserves,
but I know that you have a lot of friends that were ...* This
process is generally limited to unqualified prospects who show
real interest in the Army.

With new recruits and enlisted personnel, the recruiter
will use a wide variety of patterns to motivate for referrals,
depending on the person and his relationship with them. These
include most of the patterns of FEBA and closing (see FEBA and
Closing). The following patterns are demonstrated in this
section: C-POST, C/FS, UV, P, CEQ, MO, NEG-COM, C~LINK, S-CON,
R/S, HOC, IN, SCO-AM, and APV.
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Using C~POST and C/FS, the recruiter can introduce the
idea of a new recruit helping out: ®Do you know the best
salesman ...?"

The recruiter may use NEG-COM as & way of insisting on
help from a new recruit =-- or anyone he has sufficient rapport
with: "I don't want you to say no, I can't find anybody, I want
you to bring me two people.”

The recruiter can use direct S-CON, gently, to ask for
help: "... if you're not doing anything Thursday afternoon, I'd
like you to come in the station for a couple hours.”

1f the recruiter is highly skilled, he may combine a
number of patterns such as Uv, CEQ, MO, C-LINK, P, S$-CON, IN,
R/S, and HOC to get his point across: "You know, you've got six
months before you go to basic training this summer. I expect you
to go as an E2. And to do that, you've got to bring me a
referral that's going to join. Okay. And, and I expect it. And
I want you to call me tomorrow with the names ..."

The recruiter may use APV along with MO and UV to gently
lead in to getting help in finding referrals: "I need your help
«+«. I want to go through some yearbooks ... you to tell me about
them ... bring some help ..."

The recruiter may also use SCO-AM to subtly suggest the
real need behind his overt question about finding more players
for a ball game (the ambiguity is in talking about the soft ball
team and referrals -- which "team" -- the soft ball team or the
Army?): "I want you to bring two guys ... we need them on the
team,"”

Introduce himself and establish rapport. 1If the
recruiter is calling on the telephone, he introduces himself by
name, not as an Army recruiter. He may say he's with the Army,
or representing "Army Opportunities"™ or some other euphemism. If
he has some information about the prospect he will mention this
and comment on it in some positive way, usually presupposing
accomplishment, pride, and so forth. He will then ask a general
question or two about the prospect to get a sense of which
direction to go and a sense of how much to do over the telephone. He
will pace each angwer in some way. The following patterns are
demonstrated in this section: P, AWARE, MR, PF, 7~-POST, MO, and
YB-CON.

The recruiter may actually introduce himself in a way
that allows for the objection that he is intruding, by using P,
MR, MO, AWARE, and YB-CON: "1 know, that John, it probably
sounds kind of rude and abrupt ... just wanted to ask ..."
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After introducing himself, in whatever way he does that,
the recruiter will comment on what he knows about the prospect,
perhaps that he is about to graduate. He may possibly use PF,
AWARE, MR, presupposition, and C-POST: "I know you're proud ...
Have you thought about education, Johnny?"

If the recruiter is out canvassing, he may simply
approach every person he sees, greet them, and ask them to join
the Army. More likely, he will use some personal criteria to
pick likely prospects to approach. He will simply greet them and
comment about whatever is happening in the situation, or whatever
he feels may give him an opportunity to lead into talking about
the Army. He will pace, using whatever the prospect or prospects
provide him. He may also challenge the prospect, right from the
start, to think about changing his life (see below). The
following patterns are demonstrated here: MF, PF, and P.

Commenting on what he sees, using PF: "[The recruiter
approaching a group of prospects with football jackets on] Are
you on the football team? ... What position do you play? ... I
saw you out there the other night ... how you doing?”

Introduce the concept of the Army and ite possible
benefits for the prospect. The recruiter takes whatever

information the prospect has given while establishing rapport and
relates it to possible Army opportunities. He may ask if the
prospect has thought about service, or certain benefits of
service, or even presuppose that he already has. The following
patterns are demonstrated in this section: P, C-POST, MR, AWARE,
c/v, uv, PF, C/D, and C/FS.

He will use P, C-POST, MR, AWARE to softly "slide into"
talking about how the Army relates to whatever they just talked
about: "Have you thought about the Army ... have you thought
about money to enhance your future? ... you know what you want
.+ college ,..."

The recruiter may use C/U, UV, and PF to introduce the
concept of service to country, in a gentle step by step manner:
"I can kind of relate to that because I was an old farm boy
myself ... What kind of crops do you raise? ... Wheat and
corn? ... very good crops ... you are really playing an
important part in the future of this country."

He may use C/D or C/FS to talk about specific interests or
benefits the prospect may have mentioned: "What kind of car are
you looking for?"

The recruiter may directly challenge the prospect, even
before greeting the prospect, introducing himself, or
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establishing rapport, to startle the prospect into thinking about
joining the Army. He may use P or C-POST such as: "1s this what
you want to do for the rest of your life?" This is usually vsed
with a kid working in a fast food restaurant, a car wash or gas
station, or some similarly limited job situation.

The recruiter will generally try to create curiosity
about the Army by dropping hints about some benefits, without
giving details. He may take something that was mentioned and use
P, RE-D, or S-CON to turn it into something having to do with an
Army benefit. The recruiter may then only ask if the prospect
was aware of this opportunity, without explaining. This can be
used with either the prospect or another person close to him.

The following patterns are demonstrated in this section: RE-D,
P, SD, S-CON, N, Uv, MO (possibility), PF, and FP-CON.

Using RE-D, in a humorous way, in response to a waitress
in a restaurant asking if she can help him: *"... you can help by
joining the Army."

Using P, SD, and S-CON, on the back of a business card

left for the waiter or waitress in a restaurant: "If you want an
$8000 borus, call me ..."

More directly, the recruiter can use some of the same
patterns: .. thirty minutes of your time to tell you about how
the Army can pay for your college .,.."

The recruiter may f:rther use a number of vague
statements including SD's, N's, UV's and MO's (possibility), and
negation, along with PF and FP-CON: "... not here to take you
away ... share about ten minutes of my time ... valuable programs
... could possibly benefit you ... put you in a position where
you can better help your father later on.”

This sets up his later sales presentation and, if the
prospect seems intrigued, gives the recruiter the opportunity to
close for the appointment.

Close for the appointment. Standard closing methods
of conditional, trial, or two-choice closes are used here (see
Closing). The following patterns are demonstrated in this
section: C-POST, $-CON, P, NEG-Q, and TAG.

Using C-POST and §-CON, the recruiter can close on the
appointment with: “"Would it be worth your time ...2?"

Using P with a prospect he has worked with before:
*"Ready to join yet?"

For a standard conditional close using S-CON: "If there
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was a way to get the things that you wanted in life by enlisting
in the Army, wouldn't you want to know about it?"

Using a standard two-choice close, with P: *Would 3:50
or 4:50 be better for you?"

Using NEG-Q for a trial close: "Don't you agree thirty
minutes is valuable time?" or NEG-Q with TAG: "You do want to
help your father later on, don't you?"

Handle objections to the Army, service in general, or
the appointment. The recruiter uses all the standard techniques

for handling objections here (see Handling Objections). Por
example, he will use softeners to maintain rapport while
gathering more information. The following patterns are
demonstrated in this section: PF, RE-D, AS, C/FS, YB-CON, R/S,
P, MR, MO, AWARE, A-OUT, S-CON, UV, SUB-T, and FP-CON.

The recruiter may use PF, RE-D and other reframes such as
AS, and C/FS along with P, in a very humcrous way, to change the
meaning of a ridiculous objection and turn it around, while
pacing to maintain rapport: "... what do you want to be ...
[Prospect: I want to be a hoodlum.] ... oh really, well how
would you like to have some formal training?"

He may use YB-CON to accept objections and then negate
them using R/S: "Yeah ... we ain't had a war lately ... 1973 ..."

He will also, sometimes, anticipate objections as a way
of pacing, using P, MR, MO, AWARE, and YB-CON: "I know, that
John, it probably sounds kind of rude and abrupt ... just wanted
to ask ..."

I1f all else fails, the recruiter can use a number of
patterns including S-CON, YB-CON, A-OUT, UV, SUB-T, P, and FP-CON
to allow for later changes of mind and/or plans so that the
prospect can be contacted later, or come in himself if he wants.
Rapport is maintained as well as possible at all times (see
Handling Objections for fuller descriptions): ®... you said that
you are planning to continue your education ... going to college
and ... right now have everything pretty well worked out for
yourself ... But 1'l1l tell you what partner, you know, if
something further on down the road happens to where you need some
assistance to pay for your schooling, okay, feel free to give me
a call. 1I'd like to get together with you and show you how the
Army can give you up to $25,000, okay, to help you to obtain your
goal and get that degree that you're looking for.”

Follow-up on the appointment. The recruiter calls
the prospect before the appointment to remind him of it and
maintain rapport. 1f he has doubts about whether the prospect
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really intends to keep the appointment, he may challenge him
directly with a variety of patterns to instill guilt or
responsibility. He may also have the prospect repeat back the
time and address of the meeting to test him. He may even mention
an incorrect time or place to the prospect to see if he corrects
the recruiter with proper information.

anlification

Overview

Qualification (see also Needs and Interests) involves
good questioning techniques, within the rapport frame. There is
much conflicting opinion among recruiters about when this should
take place. Some believe this should be carried out largely over
the telephone, while prospecting. The advantage in this view is
that it saves time by preventing the recruiter from needlessly
scheduling appointments with ungualified prospects. The other
view is that qualification takes place in the first appointment,
and throughout the sales cycle, as deeper rappert is developed,
and other information such as needs and interests are gathered.
Recruiters who take this point of view say they don't mind
scheduling appointments with unqualified prospects because they
use them to feed their referral system. They feel, in essence,
that every contact is useful, whether the prospect joins the Army
or not. They use prospecting only to make appointments, not
qualify. The instance in which this distinction becomes most
relevant is one in which the recruiter has to travel a great
distance to conduct the appointment. All recruiters seem to
agree that scheduling several appointments in the same area, or
having the names and addresses of other likely prospects in the
same area, is good time management. All seem to recognize that
there are cases in which appointments don't work out and,
regardless of the reason, they should use this time wisely by
seeing someone else instead. Though they agree that good time
management and gqualification are very important, they remain
divided about when and how to conduct qualification.

There seem to be two major goals in the qualification
process: Get the prospect to give thorough information about
himself and get the prospect to give accurate, truthful, and
specific information about himself.

The recruiter will use many of the motivation patterns
used throughout the rest of the sales cycle to get good
information from the prospect. He will try to maintain and
enhance rapport during this process, but there are times, for
example if he thinks the prospect may be withholding information
or lying, that rapport becomes less important than the content of
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the information. This is the only time during the sales cycle in
which this is the case. It is important that the recruiter be
comfortable, and sure in his own mind, that the prospect is
qualified at least "mentally, morally, and physically™ to
whatever level he is able to determine these.

Procedures and Patterns

The recruiter has the following tasks associated with
qualification:

1. The recruiter will set the frame and control the
nature of information sought, especially regarding
the level of specificity, to get information that is
as accurate as possible and as complete as necessary.

2. The recruiter will get the prospect to cooperate once
the frame is set.

The following is a more detailed description of each of
these tasks based on the Blueprint section of PCSR sequence #3 in
Appendix B.

The recruiter will set the frame and control the
nature of information sought, especially regarding level of

specificity, to get information that is as accurate as possible

and as complete as necessary. The recruiter will begin by going

for complete and truthful information in qQualification. The
following patterns are demonstrated here: UQ, UV, C-LINK, CE,
and P.

The recruiter may use UQ and UV to get thorough
information, e.g.: "1 want to know everything you've ever done
in your life,"

He may use C-LINK or other CE patterns and P to set a
framework of truthfulness, by suggesting or even virtually
ordering the prospect to be truthful, e.g.: "I won't lie and you
won't lie."

The recrujiter will next try to get more specific
information by chunking down and using soft transitions that
maintain a high level of rapport such as CEQ to make it seem
natural that the prospect would have to be very specific about
his qualifications. For example, in the case where the prospect
may be interested in intelligence or security work, the recruiter
may use a comparison with himself using MO, C/D, CEQ, C/FS, and
P: "You may be in a job where you'll need qualifications like
mine.” Notice in this case the rapport enhancing, rather than
threatening, nature of the comparison. There are, obviously,
many other ways to set these frames.
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The recruiter will get the prospect to cooperate once
the frame is set. In cases in which the recruiter is not sure

he is getting accurate or complete information, he may try to
trick or startle the prospect into giving something he was
holding back, using direct threats of imprisonment should the
prospect be caught lying (within regulations) using S-CON, AWARE,
or other patterns. This works especially well when the prospect
wants some specialized job in which security, and therefore
complete background information, is important. More gently, he
may presuppose some problem to get the prospect talking quickly
and freely. The following patterns are demonstrated here: P,
S-CON, C-POST, and AWARE.

The recruiter may gently give information about possible
penalties for lying, using AWARE, S-CON, and C-POST: "Are you
aware of the $10,000 fine or imprisonment for falsifying ...?"

The recruiter may instead try to trick or confuse the
prospect into being truthful using P: "What about the glasses
your sister told me about?" Or: "1 heard your friend say he saw
You smoking dope last night."

Rapport

Overview

Establishing rapport is paramount for a recruiter. He
must get the prospect comfortable and relaxed enough so that they
can talk openly and honestly about needs, interests, and
attitudes. The recruiter needs his help and assistance to get
him into the Army and he won't get it if the prospect doesn't
feel comfort, a sense of trust, and the feeling that he is being
treated as an individual.

The recruiter has a number of means of establishing
rapport, and maintaining it once it's established. He can use
activities such as DEP functions, sports, and others to get
prospects loosened up and comfortable. These can be planned
activities such as DEP functions, or spontaneous ones such as
meeting prospects at a park where he knows they play ball. The
recruiter can do favors for the prospect, or have the prospect do
him favors, as friends normally would, to simultaneously imply
and enhance rapport. He can use subtle verbal and non-verbal
signals from, and to, the prospect to establish and maintain
rapport. More directly, he can use lots of verbal means of
establishing and strengthening rapport including humor, content
pacing, agreement, acceptance, compliments, handling objections,
and avoiding arguments or problems if necessary.
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Procedures and Patterns

The recruiter has the following tasks associated with
establishing and maintaining rapport:

1. Establish rapport on the first contact, in
prospecting.

2. Recognize signals given by the prospect both verbally
and non-verbally and respond appropriately to
establish and maintain rapport.

3. Establish rapport with others besides the prospect.

4. Handle challenges and objections while still
maintaining, enhancing, or re-establishing rapport.

The following is & detailed description of each of the
above tasks based on the Blueprint section of PCSR sequence #2
in Appendix B.

Establish rapport on the first contact, in
prospecting. The recruiter uses softeners and other prospecting
and objection handling techniques to introduce himself and the
concept of the Army, when establishing rapport with prospects (see
Prospecting and Handling Objections). He may join in activities,
such as sports or others, that they're involved in as well.

Recognize signals given by the prospect both verbally
and non-verbally and respond appropriately to establish and
maintain rapport. Recruiters follow some general rules in
responding to body language. For example, if the prospect is
Jeaning forward, has a "wide-eyed look," exhibits more body
motion, shows greater animation in his hands and face, and has an
*open” posture, it usually means rapport is well established.
The lack of these generally means sufficient rapport is not yet
established. The recruiter will often try to match the prospect
on these physical measures to give him a sense of being with
someone who can understand him and be trusted.

Verbally, if the prospect is more talkative, asks sincere
questions, joins in on or initiates jokes, it can indicate a
greater level of interest ard attention and, thus, a higher level
of rapport. Silence or relatively little talking, lack of
questions, a monotone voice, and so forth usually mean rapport is
not well enough established or the prospect is not yet
comfortable.

More importantly, the recruiters seem to develop their
own jidiosyncratic rules, especially in regard to non-verbal
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behavior. Since these vary, and conflict between recruiters, it
is difficult to make too many generalizations other than those
listed above. This is an area in which personal style, community
or regional differences, and individualized approaches need to be
considered.

Recruiters use a variety of softening techniques,
pace content, and use P, to set the prospect at ease and get him
to trust and open up to the recruiter. Use of the following
patterns is demonstrated in this section: C-POST, P, MO, C-EX,
S-CON, MF (meta-comment), RE-D, TAG, IN, FP-CON, C/U, CEQ, A-OUT,
c/Fs, C/D, SD, and UV -- all within a pace frame.

The recruiter may use C-POST to introduce concepts within
a PF: "Wouldn't it be nice ..."

One common and effective way of using P, in a PF, is by
using words like "us" and "we," to suggest that the prospect and
the recruiter are "on the same team," even when the recruiter is
actually rushing the prospect through the system. This can be
combined with FP-CON in a complimentary fashion to ease the
tension created by the increase in the speed of the cycle: "...
let's deal with this ... get your physical, put you in the Army
... & good member of the Army ..."

He may combine PF, MF (meta-comment), and P: "I've had a
rough day ... sit back ... enjoy time with you ... " Or, combined
with TAG: "You're not very talkative, are you? ... "you're not
like this at home, are you?"

In the form of a question, the recruiter can use C-EX,
S-CON, and P: "... what does mom do to get you out of this shell?"

He can combine a number of patterns, such as PF, FP-CON,
C/U, CEQ, A-OUT, IN to shift the discussion, from simple pacing,
to leading the prospect in a new direction: "I can kind of
relate to that because 1 was an old farm boy myself ... What kind
of crops do you raise? ... Wheat and corn? ... very good crops
«+s yOu are really playing an important part in the future of
this country ... Another way you could serve your country ..."

He can also combine C/PS, C/D, SD, N, MO, UV, RE-D, TAG,
and P as above in Prospecting to relate the Army directly to
particular needs and fears the prospect has told him about: *...
short period of time ... not here to take you away ...share about
ten minutes ¢f my time ... valuable programs ... could possibly
benefit you ... put you in a position where you can better help
your father later on ... You do want to help your father later
on, don't you?"

The recruiter may change the setting of the interview, or
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have others present (or not present), if he feels this is
necessary to make the prospect comfortable. Use of the following
patterns is demonstrated in this section: P, MF, PF, and UV.

In a case in which the recruiter knew the prospect was
interested in electronics, he conducted the interview in Radio
Shack, setting it up casually with MF, PF, UV, and P, in asking
the prospect for advice in a nice role reversal: "... come look
at something with me ... I'm thinking about buying ... don‘'t know
much about ..."

The recruiter may use various techniques of chunking to
individualize the presentation also. He may personally
compliment the prospect, as well as whatever is necessary to let
him know he is thinking of him as a person, not just another
prospect. The use of C/D, S-CON, and P is demonstrated in this
section.

The recruiter can combine C/D and P: "... get a program
planned especially just for you." Or S-CON and P: "What do you
want? ... I'll get it for you."

Establish rapport with others besides the prospect.
The recruiter recognizes the individual and personal goals of
others besides prospects: the welfare of the young people, the
good of the community, and so forth. He uses pacing patterns to
express these to people in soft, non-threatening ways. The
following patterns are demonstrated in this section: MF,
RE-D, CEQ, and IN.

P,

Using MF, P, RE-D, CEQ, and IN, the recruiter can soften
the concept of the Army and place it in a more positive light:
"...look forward to working ... to satisfy ... son's needs as far
as his education is concerned ... Army is a development
company."”

Handle challenges and objections while still
maintaining, enhancing, or re-establishing rapport. All the
techniques of handling objections are used here, within a pacing
framework (see Handling Objections). The following patterns are
demonstrated here: P, MR, MO, AWARE, YB-CON, M/W, IN, and MF.

The recruiter may use P,
above in anticipating objections
John, it probably sounds kind of
combining M/W, IN, MF in a vague
Objections): "1 appreciate your
theirs as far as what took place

MR, MO, AWARE, and YB-CON as

in prospecting: "1 know, that
rude and abrupt ..." Or,
softening way (ree Handling
opinions ... everybody has

(Viet Nam] and was it right, was

it wrong and I'm not here to judge and I'm really glad that you
gave me the inside about what you feel about it."
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Needs and Interests

Overview

Finding needs and interests involves good questioning, or
information gathering, techniques. The goals and tasks of needs and
interests are virtually identical to those of qualification (see
also Qualification). The main difference is that rapport must be
maintained and enhanced during this phase. This is paramount since
the establishing of needs and interests sets up FEBA, the actual
sales presentation that the recruiter makes to the prospect.

Procedures and Patterns

The recruiter has the following tasks associated with needs
and interests:

1. The recruiter will set the frame and control the
nature of information sought, especially regarding
the level of specificity, to get information that is
as accurate as possible and as complete as necessary.

2. The recruiter will get the prospect to cooperate once
the frame is set.

The following is a more detailed discussion of each based on
the Blueprint section of PCSR sequence #3 in Appendix B.

The recruiter will set the frame and control the nature of
information sought, especially regarding the level of specificity,
to get information that is as accurate as possible and as complete
as necessary. To get general information about needs and interests,
the recruiter will often first get the prospect talking about
himself. He may use the following patterns discussed here: MF,

PF, M-4, AIF, and MO.

Using MF and PF he can simply say: "Tell me about your-
self ... I want to get to know you ..."

He may then set up hypothetical situations which allows
the prospect to let his mind wander freely using M-4, AIF, MO, and
other patterns, e.g.: "If you could have anything you wanted, what
might it be?"

Then the recruiter will get more specific information,
such as the dominant buying motive. The recruiter can, by using
P, C/D, C-POST and S-CON, softly "slide into" the possibilities,
e.g.: "You can join for what you want ..." Or: "Is that what
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this means to you." Perhaps: "Which of these is most
important?” Or: "If you could have all of these, which would
you want most?" Setting up a hypothetical situation: "... if
you had to take ten areas ... those ten areas right there, and
choose the most important to you right now in your life ... what
would it be? ‘

When the recruiter feels he has enough information, he
will begin to relate interests to some aspect of Army service
using a variety of patterns including vague statements using N
and SD, reframes, and contingency patterns to relate one thing to
another, e.g., using S-CON, N, SD, MO, RE-D, CEQ, and C-EX in
response to something the prospect has said: “If you've thought
about that, then you've already thought about 'service to your
country.'™ This, too, can obviously be done in a vast number of
ways (see FEBA).

The recruiter will get the prospect to cooperate once
the frame is set. If the recruiter doesn't believe the prospect
is trying very hard to give him good information about his needs
and interests, he may gently ridicule the prospect. This can be
done to motivate him by slightly changing the frame using C-POST,
S-CON, M-4, MF, and P, e.g.: "We are both intelligent people ...
you should be able to think of something that interests you."
Or: "My small child could answer these questions.” Or maybe:
"There must be something you're interested in."

Which of these forms the recruiter chooses will depend,
of course, on the level of rapport he has established with the
prospect up to this point.

FEBA: Facts -- Evidence -- Benefits -- Agreements

Overview

FEBA is an acronym for Facts, Evidence, Benefits,
Agreements. This is the section of the sales cycle in which the
recruiter actually "sells"™ the Army to the prospect. Based on
the rapport he has established, the prospect's needs and
interests, plans for the future, present circumstances,
qualifications, and any other pertinent information, the
recruiter will tell the prospect why he should join the Army. e
will (a) present Facts about the Army, (b) provide evidence to
support those facts, (c) show how these things will directly
benefit the prospect, and (d) get the prospect to agree that
these are the things that he wants.

To accomplish this, the recruiter categorizes the
prospect on a number of levels. This gives him a basic idea of
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who the prospect is on these levels, and how he may match this to
what the Army has to offer.

1. Test Score Category (TSC): I, 11, 111, or IV with 1
being very high, II and 11l being high, and IV being
low.

2. Income level: very low, very high, moderate

3. Education level: high school graduate, not a high
school graduate, some technical training, college
student or college graduate

4. Current work status: in school, in training, working
(at less than a desirable job), doing nothing

S. Family status: single, engaged or has a serious
relationship, married, has dependent farmily

6. Service status: interest level (already sold on the
Army, or sold on the service - but not sure which
branch), attitude of relatives or others who are
exerting pressure, prior service, other factors

Based on this determination, the recruiter can make some
generalizations about which specific features of Army life, the
prospect may be most interested in. If the recruiter has
determined the prospect's dominant buying motive, he knows what
feature the prospect is most interested in. If he has not
determined a dominant buying motive, he can make some assumptions
based on what many others in those same categories usually want.
Either way he will sell the prospect the concept of the Army as 2
whole, along with the specific features he is most interested in,
or those that best fill his needs. A general listing of the
features follows:

1. The Army as a whole
2. Service to country
3. A stable future, help for family

4. College, continued education (after Army service --
money for later)

5. College, training or education (during service)
6. A job (work, income)

7. Adventure
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8. Life experience (including travel)

Next the recruiter designs a way of presenting his
features to the prospect in a way that will get him interested in
the Army and its benefits, motivated to want to get these things,
and convinced that the Army is the best way for him to get them.
All of this sets up the close.

Procedures and Patterns

There are three overall tasks, each containing several
smaller tasks and procedures, associated with FEBA.

1. Determine how the prospect falls into certain
categories and adjust the conditions of the
interviewing session if necessary.

2. Based on the prospects needs and interests, and on
the above mentioned category determination, the
recruiter decides which features to concentrate on.

3. The recruiter uses decisions from 1 and 2, coupled
with his sales presentation skills, to design and
present relevant, interesting, and motivating
information to the prospect.

The following is a thorough discussion of each of these
tasks based on the Blueprint section of PCSR sequence # 4 in
Appendix B.

Determine how the prospect falls into certain
categories and adjust the conditions of the interviewing session

if necessary. The recruiter first rates the prospect on each of

the following categories:

1. Test Score Category (TSC): 1, I1I, 111, or IV with I
being very high, 1I and 111 being high, andé IV being
low.

2. Income level: very low, very high, moderate

3. Education level: high school graduate, not a high
school graduate, some technical training, college
student or college graduate

4. Current work status: in school, in training, working
(at less than a desirable job), doing nothing

S. Family status: single, engaged or has a serious
relationship, married, has dependent family

32




nseptiingh

6. Service status: interest level (already sold on the
Army, or s0ld on the service - but not sure which
branch), attitude of relatives or others who are
exerting pressure, prior service, other factors

Next he also decides if the conditions of the interview
are conducive to his presentation. There are several possible
conditions the recruiter may find himself in with a prospect or
prospects:

1. The prospect alone with the recruiter.
2. Multiple applicants with the recruiter.

3. Parents or other family are present, influencing the
prospect.

The recruiter must decide how to proceed based on the
prospect's ability to make a decision. 1In some cases he can
simply make his presentation to the prospect with no problem. 1In
others this may not be wise.

If there is more than one prospect, for example if two
friends come in together, the recruiter will have to determine 2
things. First, will the two applicants help each other, and the
recruiter, or hinder one another, and the entire process, through
their influence on each other. Second the recruiter must decide
if their needs and interests are similar enough to allow for a
single presentation to both of them.

If the recruiter feels he can use their relationship to
his advantage, for example setting up a friendly competition
between them so that they work toward joining, then it may be
helpful to keep them together. If the recruiter feels that they
are pressuring each other too much to be able to make good
decisions, or use good judgement based on their own individual
needs, he should separate them.

If the two prospects have similar needs and interests,
the recruiter can save time and use their relationship to enhance
his presentation. If their needs and interests are very
different, they should be separated and each talk to a different
recruiter if possible, or as a second choice, make separate
appointments.

Another major factor the recruiter will have to consider
is whether the prospect can make his own decision about joining
the Army. He may not be able to determine this until an
objection comes up later, but if he can do so at this point he
may be better off because he can change the conditions of the
interview to include, or exclude, other significant people who
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could affect this decision. These include parents, siblings
(especially those in the service or with prior service
experience), a girl friend, boy friend, fiance, or any other
significant person in the prospect's life. It is wise to include
any of these people in some portion of the sales presentation if
they could help or hinder the sale. It is alsoc wise to save some
significant feature, benefit, or idea to present to that
significant other person, specifically relevant to their own
needs or interests. It must be remembered that the recruiter is
often better equipped to present this information than the
applicant, but this is a judgement that needs to be made in each
individual case.

Based on the prospects needs and interests, and on
the above mentioned category determination, the recruiter decides
which features to concentrate on. The recruiter has gathered
information about the prospect's needs and interests already, as
well as determining how he or she falls into each of the above
categories. He now must decide which feature(s) to sell
specifically. He has the following general features:

1. The Army as a whole
2. Service to country
3. A stable future, help for family (Stable fut)

4. College, continued education -~ after Army service,
money for later (Coll/ed)

5. College, training or education -- during service
(Train/ed)

6. A job, work, income (Job)
7. Adventure (Adventure)
8. Life experience, including travel (Life exp)

The recruiter sells the Army as a whole to everyone,
regardless of which other features he sells, but in a
personalized way. The same goes for service to country, though
this is highly stylistic among recruiters. If he has established
a dominant buying motive that seems logical and possible for him
to meet, then that is what he should sell. Beyond that there are
no firm rules for who he should sell which features to. If he is
not sure, there are some generalizations that can be made --
relatively safely. The accompanying table showing relationships
between category determination and features are meant to be used
only as guidelines, or a place to start, not rules. Each may be
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Table 4

Features to Sell After Category Determination

Category

TSC: IV 111, I 1
Job Coll/ed Adventure
Train/ed Any Life exp
Stable fut

Income

level: very low Moderate Very high
Job Any Life exp
Stable fut Adventure
Coll/ed

Education

level: Non-grad/tr HS grad/coll Coll grad
Train/ed Coll/ed Adventure
Job Adventure Life exp
Coll/ed Train/ed

Current

status: Work/nothing Training School
Job Train/ed Coll/ed
Train/ed Job Adventure
Stable fut

Family

status: Single Engaged Married/dep fam
Any Job Stable fut

Stable fut Job
Coll/ed Train/ed

Note. These features are the most common ones found to be

of interest in each category.
not fit these generalizations.

Individual prospects may or may

Service status is not included
because it relates more to how to sell the prospect than what, or
which features, to sell.
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entirely inapplicable for a particular prospect. The recruiter
must determine through feedback, verbal and non-verbal, from the
prospect, if he is on the right track, throughout his sales
presentation.

The recruiter uses the decisions he has made, coupled
with his sales presentation skills, to design and present
relevant, interesting, and motivating information to the
prospect. Here the recruiter actually goes through the sales
presentation to the prospect based on FEBA: Facts -- Evidence --
Benefits -- Agreement.

To give facts, the recruiter introduces features the
prospect has shown a need for or an interest in, based on the
determinations and decisions he has made thus far. This is
gimilar to the sections of prospecting in which he gives basic
information, in a way that will create curiosity and motivation
to want to learn more. The following patterns are demonstrated
here: C-POST, AWARE, and CEQ.

The recruiter will use softeners such as C-POST and Aware
to introduce the feature or fact: "Have you ever thought about ...?"

He may also use CEQ or other patterns to create curiosity
and a sense of a unique opportunity: "Jumping out of a plane ...
unusual, not something everyone can do."

The recruiter may need to present evidence to legitimate
his facts, or the existence of the features he has introduced to
the prospect. He can use the actual contract the prospect would
sign, the sales book with its pictures, or JOIN. He may also use
his personal experiences in the Army as a M-4: "Let me tell you
how I did it." Most of this is a matter of recruiter style and
the individual needs of the prospect.

The recruiter will relate the specific features he is
selling directly to the needs and interests he has discovered, in
a4 way that makes it personal to the prospect. He will do
whatever he can to create the actual experience of the benefits
the prospect will gain from having the features. There are three
overall steps in this process:

1. Relate features directly to the prospect's needs and
interests.

2. Provide a real experience by altering the prospect's
perception of time and place through: (a) Fantasy
and painting pictures, (b) chains, metaphors, and
strategies, (c) role playing or role reversal, and/or
(d) combinations of these and other patterns.
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3. Convince the prospect of benefits through:
(a) Comparisons, (b) motivators and/or challenges, or
(c) a combination of these.

To relate the features directly to the prospect‘'s needs
and interests the recruiter can use a number of methods and
patterns. The following patterns are demonstrated here: UV, P,
MR, HOC, YB-CON, MO, A-OUT, and MF,

The recruiter may use UV, P, and MR to vaguely connect
specifics to the prospect's desires: "... letters of
commendation ... something an employer will look at ..." Or:
"l'm sure you're the type who wants to excel ..."

The recruiter may also use HOC and YB-CON to match the
priorities in which the prospect wants to accomplish his goals,
qualifying what he says using MO, as a softener, or a way out, in
case his suggestion is not well received: "... you want
something that's more of a challenge ... unless I'm misreading
you, continuing education is important, but not at this point ...
eventually ..."

Similarly he'll use A-OUT: "You've accomplished this,
now we'll put you through ..." This can be used to offer a
unique opportunity different that what the prospect has
experienced before.

The recruiter may further use P and MF to both introduce
possibilities and maintain rapport with the use of "we" or "us":
"Well let's take a look at it ... let's think about what you want
to accomplish."” This enhances rapport, introduces the feature,
and gets the prospect thinking about what the feature will do in
helping him to achieve his goals.

To provide a real experience of what he is talking about
for the prospect, the recruiter will alter the prospect's
perception of time and place. He can do this through one of a
number of methods: (a) Fantasy and painting pictures, (b)
chains, metaphors, and strategies, (c) role playing or role
reversal, and/or (d) combinations of these and other patterns.
The following patterns are demonstrated here: FP-CON, M-4,
STRAT, CHAIN, C-POST, UV, MR, P, SUB-T RE-D, CEQ, AWARE, MO, NBG,
NEG-Q, YB-CON, CE, MF, C/U, TENSE, and S-CON.

There are many patterns that the recruiter can use to
enhance his presentation in terms of creating an experience of
the benefits for the prospect. These techniques include overall
principles such as strategies, chains, FP-CON, and M-4's. These
are generally designed to take the prospect, or some other person
who is involved such as a parent or friend, into the future where
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they can imagine the accomplishments and successes that go along
with enlistment. Because of this it is often important for the
recruiter to know how to begin and end one of these, as well as
using what comes in the middle.

To begin, the recruiter will usually introduce an image
to the prospect in the usual soft introduction methods such as
C-POST, quite often using UV: ®“Have you ever thought about
jumping out of an airplane?”

He may also begin by creating unpleasant feelings -- if
he is sure he can repair or relieve them to his benefit later, by
using FP-CON, MR, and P: "You're going to hate me ..."

If the recruiter has especially good rapport with the
prospect, and senses that the prospect admires or would like to
emulate him, he may set up a role reversal, using Sub-T in the
M-4, to begin: "... think about six years from now you might be
behind this desk talking to a young man just like 1'm talking to
you.,"”

For a particularly unpleasant feature, to the prospect,
the recruiter may begin by reframing it to set up a more pleasant
image. In this example of reframing basic training, the
recruiter uses RE-D, CEQ, AWARE, and MO: "... true adventure ...
Have you ever been camping before? ... look at it as a camping
trip...." This not only reframes the subject, but also
anticipates the common objection that comes up regarding basic
training.

Next the recruiter needs to use and enhance the image he
has created. When the framework has been set, and the image the
recruiter wants the prospect to have has been introduced or
created, he needs to carry it through to give the prospect as
full an experience as possible.

The recruiter may now put the prospect more fully into
the picture by using NBG and Specific modifiers: "... you're in
that jet black truck with those chrome wheels ..." Or: "...
after two weeks training, okay, putting on a parachute. Now
you're flying along ... You're looking out and everything on the
ground is about 2 inches tall..." Or, to accomplish the same
thing he may use Neg-Q: "Why don't you feel your parachute
deploying ...2?2"

The recruiter will want to finish the experience he has
created and taken the prospect through in a way that makes the
prospect feel good and motivated to want more. He will probably
want to leave the prospect with some feelings of accomplishment
about the experience. One powerful method is to take the
prospect quickly from something unpleasant to something rewarding
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using MR and RE-D to enhance the feelings the recruiter wants him
to have: "You say to yourself, oh man, what did I do now? ... first
sergeant starts reading your orders of promotion to sergeant ES5."

The recruiter may, in the same sense but less abruptly,
vividly describe all the benefits that follow something the
prospect believes is unpleasant such as basic training, using
YB-CON, CE, MF, C/U, P, and more: “Sure it will be hard, but ...
develop yourself and your endurance to a level ... that you
probably thought never existed."

The recruiter's overall organizing framework for creating
these experiences can take several forms, but usually it will
begin with either neutral or unpleasant experiences and move the
prospect toward positive ones with good feelings attached. The
recruiter may use a combination of STRAT and SPECIFIC as above,
but in the order of a visual image, followed by unpleasant
feeling to create a bit of tension, finishing with a pleasant
feeling or unspecified experience to relieve the tension:
"You're looking around ... your stomach was tighter than a knot
... NOW it's just sitting there..."” This also includes Tense
changes and Sub-T.

The recruiter may also use Chains, R/S, S-CON, and MF to
take the prospect, or even some other player, through a sequence
that sets up a later comparison, solidifying the experience:

"... later on in life ... comes out ... gets his degree ... goes
to work ... position open and he's competing ... they've got
identical credentials but he's got prior service ... employer's
going to look at that ..." Or to the parents of a prospect: "If
he made it through three years ... he's going to continue
whatever his goals are."

The recruiter can convince the prospect of the benefits
he is trying to demonstrate in a variety of ways. Primarily he
will 40 so through: (a) Comparisons, (b) motivators and/or
challenges, or (c) a combination of these. The following
patterns are demonstrated here: FP-CON, STRAT, CHAIN, C/D, 1IN,
MO, YB-CON, P, A-OUT, S-CON, NEG~Q, HOC, AS, OR, CONS, C/U, M-4,
R/S, and C-POST.

The recruiter needs to solidify or tie together the
experience he has created. He may follow it with a comparison
with the competition, for example school, a job, another service,
and so forth. As an alternative he may set up some challenge or
other motivator that gets the prospect to carry the excitement
forward with him. He may also use a combination of these. This
can be the same as the FP-CON, STRAT, and Chains described above,
or it can take other forms.

Comparisons can be made in several ways. The recruiter
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can compare future possibilities using FP-CON and C/D: "...
employer knows you can work wicth other people because of service
[but doesn't know about other people competing with the prospect]
..«" Or just using a direct comparison: "... spent the same
amount of time working and in school that this other person just
spent in school ..." The recruiter may also compare other
services to show that Army competes favorably using IN, MO,
YB~CON and other patterns: "... like their uniforms better, I
can't fight that ... but ... if it's because they can offer more
skilled training ... guarantee you a station ... somebody's
jerking your chain ..."

The recruiter may choose to use some method of
motivation, or direct challenges, at the end of the image he has
created by using P, A-OUT, S-CON and other patterns: "... you're
going to be proud ... wearing the uniform ...” Or perhaps: "...
going to be challenges ... and the old attitude of 'l can't do
it,' you'll find out that will change.” With someone who comes
from a high income home, the recruiter may use NEG-Q, HOC, AS,
OR, CONS and cther direct challenges: "... dad went through
these experiences ... you want to sponge off him ... are you
going to know how to keep it [money] ...?"

The recruiter may choose to combine comparisons with
challenges and motivators in some way. For example, to compare
the Army's rank structure to the structure of any other business,
the recruiter can use a bit of humor, C/U, M-4, and R/S: " ...
president didn't start out there ... actor first ..."

He may also wish to set up the prospect to answer no to
some obvious question about a competing possibility -- and then
lead him right back into wanting the Army using C-POST with a
little sarcasm. 1In response to viewing some people who,
obviously, really hate their work: "... guys are having a lot of
fun at their jobs ... is that what 'job satisfaction' means to
you?"

The recruiter may use a very subtle ending for an image
that is actually a suggestion to join using SCO-AM, for example
at the end of an image of landing after a parachute jump: "...
and you say to yourself, ‘let's do it again.'"™ Of course the
only actual way for the prospect to do it again is to join the
Army. This suggestion is a strong but subtle motivator.

Finally the recruiter will want to get some agreement
about what he's been presenting. The recruiter wants the
prospect to respond to the experience he has presented by an
open, clear, verbal agreement. This sets up the close. The
following patterns are demonstrated here: P, S-CON, and C/FS.

The recruiter essentially uses the skills of closing to
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determine the effectiveness of his presentation (see Closing).

He will often use P in the form of two-choice closes: ™... which
would you choose...?” He may instead use S-CON in the form of a
conditional close: ~If I could take care of that, would that
take care of it for you?" He'll also sometimes use direct
suggestion, or commands, including S-CON: "... if you qualify --
if you don't you'll have to take something else." The recruiter
may, in addition or instead of the above, use P and C/FS to
presume acceptance by the prospect: “We're going to ask you to
do this for us ..." making the process more personal as well.

QOverview

Once the recruiter has made his actual sales
presentation, he must close the sale. This is the ultimate goal
of all the other steps irn the sales cycle. If the recruiter has
done his job well, the close becomes the simplest step: the
recruiter asks the prospect to join the Army.

Most recruiters, however, use several “warm-up" steps
before just coming out and asking for the close. They will first
"test” the prospect to see if he is ready to agree to join.

These tests fall into two major categories: (a) indirect
methods, and (b) direct methods. These tell him how, and how
fast, he can close the sale.

Once this is done, and the recruiter has determined the
prospect's readiness to ajree to join the Army, he will set the
pace of the actual closing. Based on how he has been
communicating with the prospect up to this point, he can rush the
close and get it done quickly, or he may decide that it is best
to go more slowly. He may use a number of motivation patterns to
speed up the process if he thinks he can do so without
endangering the sale or his rapport with the prospect.

Depending on how he has related to the prospect to this
point, there are three basic ways to ask for the close: (a)
directly asking, or telling, the prospect to join; (b) giving the
prospect a "two-choice” close; or (c) setting the prospect up for
a "conditional cloge.”™ All of these can be equally effective.
The recruiter will choose one based on his rapport with the
prospect, the way the prospect has been responding to his
presentation, and the recruiter's personal style.

Even when the prospect has agreed to join the Army, the

recruiter is not finished. He now has to prepare the prospect
for processing at the MEPS site. He also has to prepare the
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prospect for service, especially the first, possibly difficult,
adjustments he will have to make including leaving home, handling
basic training, and becoming a soldier. This is done to prevent
"buyer's remorse” and keep the prospect pleased about his
decision and motivated to do well in the Army. The recruiter
will invariably use a variety of motivation techniques to insure
that, once the prospect has gone through processing, and left for
basic training, that he will stay in touch with the recruiter.

The best recruiters maintain contact with new recruits,
keep in touch with their families, and help out with any problems
that may arise while the new recruit is adjusting to life in the
Army. This "service after the sale" not only insures that the
new recruit will remain happy about his decision to join the
Army, but it will also help feed the recruiter's referral system
{see Prospecting).

Procedures and Patterns

The recruiter has the following tasks associated with
closing the sale:

1. Testing the prospect to determine his readiness to
agree to join the Army,

2. Insuring that the recruiter controls the pace of the
actual closing of the sale.

3. Asking for, and getting, the close.

4. Preparing the prospect for the MEPS site once the
close has been successful, and motivating him to
continue contact with the recruiter throughout basic
training.

The following is a detailed description of each of these
tasks based on the Blueprint section of PCSR sequence #5 in
Appendix B.

Testing the prospect to determine his readiness to
agree to join the Army. The recruiter can use either indirect
or direct methods to test the prospect for his level of readiness
to join the Army.

The first of the indirect methods the recruiter may use,
is to simply use a lot of "we" statements as he talks to the
prospect, thus assuming that the prospect is already part of the
Army. This presupposing of agreement will elicit some response
from the prospect of either greater comfort, relaxation, and
increased rapport if he is ready, or less of these if he is not.
The recruiter simply reads the obvious verbal and non-verbal
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signals to determine the effect,

Another way of testing the prospect is for the recruiter
to describe the processing and enlistment cycle, and again, to
pay attention to how the prospect responds. He will use FP-CON,
taking the prospect into future benefits just as in FEBA, using
UV's, NEG-Q and C-POST to make it easy for the prospect to
respond with a "yes,"” but difficult to say no, for example: [if
we can do all that] "... you ... wouldn't think of a reason not
to join?"

If the recruiter is still not sure, he can use a direct
rethod of testing the prospect for reacdiness to join. He'll
simply skip these preliminary steps and "trial close" actually
asking the prospect if he is ready to join the Army, or if he
feels the recruiter has shown him something that would warrant
joining. The prospect will either say yes, and agree to join, or
at least agree in principle that it will fit his needs and
interests, or he'll give the recruiter more signals about what to
do.

Insuring that the recruiter controls the pace of the
actual closing of the sale. The recruiter has a choice of
several forms of motivators to choose from to get the prospect to
make his decision fairly quickly, or alternatively, to take more
time. These include (a) pointing out the limits of the prospect's
opportunities; (b) directly telling the prospect not to delay his
decision, supported by realistic factors; or (c) helping the
prospect with the actual decision making process itself, The
recruiter may also alter the prospect's perception of time
frames. He will speed things up if he feels this will help. He
may also slow things down if the prospect is the kind of person
who needs time for decisions, or if he responds negatively to
being rushed. The following patterns are demonstrated here: C/D,
MF, R/S, CE, C/U, M-4, CONS, C-POST, and P.

The recruiter will often motivate the prospect, in one of
several ways, to make his decision. He may point out to him that
his current opportunities may not last long, and that if he waits
he could miss his chance to get what he wants. Using C/D, MF,
and R/S: "... windows of opportunity ... got to remember with our
constraints ... somebody might have just canceled ..." Or using
CE (implied causation here): "... the longer you wait, the less
the jobs are ..."

This ties in closely with simply telling the prospect the
realities of the situation he is in, and how he should proceed.
For example, & prospect will often want to take any tests he will
have to take, before making a commitment, to see how he does and
relieve himself of some of the responsibility for making up his
mind. The recruiter can counter this using C/D and R/S: " ...
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costs the tax payers about a hundred dollars just to give you the
test ... a hundred dollars of my taxes."

The recruiter can also use other direct methods with R/S,
M-4, and C/U: " ... don't you think mom and dad are going to
break your plate eventually ...?" Or: ",.. are you going ...
{to procrastinate] ... for the rest of your life?"

He may, in the same sense, point out specifics about
waiting using CONS: *The day you graduate high school ... go
into a totally different category for uvus ..."

He can also relate directly back to benefits, as in FEBA,
still vusing hard reality (R/S): " ... we're talking dinero here
buddy ..."

The recruiter can also help the prospect by pointing out
the decision process itself, and its importance using C-POST, P,
and R/S: "Are you the type ... make a decision and stick with
it?" Or: "You've put thought into this ... Army puts a lot of
money into this ...”"

The recruiter can control the prospect's sense of time by
(a) defining the time frame for him, (b) speeding it up, or (c)
slowirg it down. The following patterns are demonstrated here:
MO (possibility, necessity), S-CON, C-POST, C/FS, PF, P, and
SUB-T.

In defining a time frame, the recruiter can tell the
prospect, directly, that the time to join is now, using P and MO
(necessity): "You've had enough time ,.."™ Or maybe: "We have to
do it now, you gotta go now ..." Lless directly he can also use P
and MO (possibility) with S-CON in the form of a C-POST: "If I
give you a week to think it over wil) you join?" This creates
the illusion of choice.

The recruiter can speed up the process using C-POST,
$-CON, P, SUB-T, and C/FS: "What's the difference between 60
days and 30 days ... Are you ready to go on the 16th of April if
that comes up? Well. Okay, John, what if it came up for the
lé6th of June?" Or perhaps: "... why don't we take the test
Wednesday, and join Friday."™ Possibly: *... when you go down
there then after you graduate, you'll be leaving within a couple
days or a couple weeks or a couple months."

The recruiter may also decide to slow things down a bit
to allow the prospect to make a careful decision, if he thinks
that is called for, using C/D: "I can see you're an individual
... don't expect you to jump on the bandwagon ..." This gives
the prospect a little relief and shows respect for his decision
making ability. It can also enhance rapport.
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He may also give the illusion of slowing down, while
actually leading the prospect further through the process, if he
thinks it will help. He might use P, PF, and SUB-T: “"While you
think about it, let's take the next step."

Asking for, and getting, the close. The recruiter
has three basic ways to ask for the close: (a) directly asking,
or telling, the prospect to join; (b) giving the prospect a
"two-choice" close; or (c) setting the prospect up for a
“conditional close.” The following patterns are demonstrated
here: P, S-CON, NEG-Q, and C-POST.

The recruiter may directly ask the prospect to join the
Army, make a statement telling him to do so, or make a statement
presuming he already has. 1In the latter case he is using
presupposition and can do s0 in several ways: "I'll have your
paper work ready ..." Alternatively: "... that's good enough
for me ..." Or maybe: “Welcome aboard." Perhaps: “Here's what
we're going to do."

A two choice close also rests on presupposition. It
creates the illusion of choice where, in fact, there is no choice
about whether to join, only about when: "... when would you like
to take the test, today or tomorrow?" A variation is available
in simply removing the specificity of time: "When you gonna
join?"

A conditional close is one in which some pre-conditions
are set up that, if met, will solidify the close. It is
sometimes referred to as "If 1 could ... would you ...?" It is a
simple S-CON statement such as: "... if we can do all this for
you, woulé you join?" The recruiter would obviously use this to
close only i1if he knew he could meet the conditions. As a
variation, it can be stated in the negative as a NEG~Q with
C-POST: "Can you think of a reason why you wouldn't ... [if we
coulé) ..."

Preparing the prospect for the MEPS site once the
close has been successful, and motivating him to continue contact

with the recruiter throughout basic training. The recruiter

uses FP~-Con and the other techniques of FEBA to prepare the
prospect for the MEPS site. His main goals are: (a) to make
sure the prospect understands the processing cycle, (b) to insure
that the prospect will be comfortable and open with the MEPS
counselor, and (c¢) get the prospect to be open minded about job
availability, but not to accept anything he won't be satisfied
with. The recruiter constantly reinforces the prospect's good
decision and relates it back to his goals using all the
techniques of creating full and complete images he used in FEBA.
(see FEBA)
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The recruiter may go back to qualifying techniques,
making sure that the prospect hasn't forgotten anything that
might jeopardize his chances of getting what he wants in a job,
or of his enlistment ‘see Needs and Interests and Qualification).

The recruiter may also use FP-CON and other motivating
techniques to get the prospect to want to stay in contact after
he enlists. He may give him self-addressed stamped envelopes to
write back to the recruiter with, or some other incentive. All
the recruiters studied do this systematically. How it is done is
usually a matter of the recruiter's personal style or the
station's policy.

Handling Objections

Overview

Handling objections to joining the Army is a necessary
and natural part of recruiting, as it is in all of sales. In
fact it is often said that salesmanship begins when the customer
says rno. Many of the recruiters studied here believe that the
best recruiters, or salespeople, are the ones who best handle
objections. 1In fact, it seems that the best recruiters actually
look forward to the prospect's objections. They see them as
simply a way of asking for more information -- a sign of clear
thinking and genuine interest on his part. This is a useful
framework in which to think about objections, though it has its
pitfalls as well. These are discussed below. No matter how the
recruiter thinks about objections, however, he will get them, and
have to respond to them effectively to be successful.

The first thing the recruiter must do when he gets an
objection is make sure that he understands it. Repeating the
objection, and asking questions to clarify the prospect's meaning
and intent, seems to be common among recruiters. It insures that
they know what the prospect is really objecting to, and it gives
them a few extra moments to plan their approach.

The next thing a recruiter has to do is choose which
approach he will use to counter the objection., Seven different
categories of objections are described below. Each of these
different kinds of objections represent commonly voiced ones that
recruiters hear often. There is no one approach to take in any
form, though some clearly must be handled differently than
others.

The myriad ways of handling objections, however,
represent the vast differences in personal styles of Army
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recruiters more than the differences in types of objections.
Indeed, many recruiters think that there are an endless number of
possible objections they can be faced with. Yet it appears, from
the recruiters studied here, that they handle even the widest
variety within their own systematic, stylistic approaches,
regardless of the actual content of the objection. They seem to
respond to its form, or category, and their rapport with the
prospect, within their own abilities and personal styles, much
more than in response to the actual objection itself. This is

in somewhat o0dd contrast to the fact that within each of their
styles, there are certain overall principles and beliefs that are
common, at least in the actual deljivery of their response to any
objection. Clearly, the more flexible a recruiter's style, and
the more choices he has in responding to objections, the better
his chances of successfully handling them. There are nine overall
approaches to handling objections identified below, each having a
number of possible methods within it.

Once the recruiter delivers his chosen approach, he then
must test the prospect to see if his counter to the objection was
successful. In other words, the entire process goes through a
loop: the recruiter first tries to close the sale, the prospect
then counters with an objection, the recruiter clarifies the
objection, picks an approach, delivers his counter to the
objection, then reverts back to closing. 1In effect, he closes
the loop. This loop continues until there are no more
objections, or until there is an objection that is so strong that
the recruiter cannot overcome it. The consensus among the
recruiters studied here is that there are really no objections
that cannot eventually be handled. They believe they are simply
extending the loop indefinitely in some cases. They believe that
given enough rapport, enough exchange of information, and enough
time, they can overcome any objection.

They also believe, however, that there are many cases in
which the prospect's decision not to join the Army is the best
one for him at the time. If they believe that the prospect's
decision is an informed one, based on accurate and complete
information, carefully considered, and honestly expressed, they
will honor the decision. They feel this is the best way to
maintain their personal integrity, andé their rapport with the
prospect. This is important in case the prospect's situation
changes in the future -- in a way more favorable to enlisting.
This also helps keep up their reputation, within the community,
for supporting the best interests of the prospects. All of this
is used to feed their referral system, closing the larger loop of
the entire sales cycle itself.

Procedures and Patterns

1. Understand the objection and decide which category
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it falls into.

2. Decide, based on the category the objection falls
into, and how the prospect has been responding to the
presentation, as well as the recruiter, which
approach to take.

3. Deliver the chosen approach effectively, so that
the objection is either diminished or eliminated
entirely.

4. Test the prospect to determine if the objection
was effectively handled.

The following is a detailed description of each of these
tasks based on the Blueprint section of PCSR sequence #6 in
Appendix B.

Understand the objection and decide which category
it falls into. The recruiter must first understand, and if

necessary clarify the meaning of, the objection. Sometimes
taking a few moments to do this will give the recruiter time to
think of which category the objection falls into, and which
approach to take in handling it. Objections take a number of
forms, but they can be broken down into useful categories.

The recruiter determines which category, or categories,
of the following, the prospect's objection falls into:

1. Fear: It can be assumed that ALL prospects have some
of this, and that it may have to be handled by the
recruiter at some point. The recruiter should be
ready to handle fear at all times, and look for it,
if 1t is not apparent.

2. Competing goals and needs: the prospect may be
planning on going straight to college. He may have
special family needs, a wife, dependents, or the
like. These are legitimate and must be respected and
addressed.

3. Direct competition: This can come from jobs, other
branches of service, or elsewhere. This is where a
recruiter needs to be a highly skilled sales
professional.

4. Objections of other significant people: The
prospects's parents, girl friend, fiance, brothers or
sisters, friends, or anyone else close to the
prospect can be real and formidable obstacles to
enlistment. These other people may even be direct
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competition, e.g. members of another branch of
service. It must be assumed that the recruiter is a
better salesman than the prospect, so it will often
be the recruiter's job to handle these other people's
objections with the same skill as he would the
prospect's. He should always offer to talk directly
with these other people, and respect the prospect's
wishes in this regard. The prospect may ask him for
advice, some kind of help, or to let the prospect
handle it himself.

5. Threatened rapport or trust: The recruiter wmay have
forgotten or been unclear about something. Perhaps
the prospect has directly challenged the recruiter's
honesty or integrity. He may have heard something
negative about the recruiter, the Army, or some
aspect of the service. These, again, are legitimate
objections that deserve to be respected and handled
with care and honesty. Rapport must be preserved at
all times,

6. Special or emotional objections: The prospect, or
those close to him, may have special personal,
emotional, or even religious grounds for objecting to
service. The prospect, or these others, may have
direct knowledge about specific problems in the Army,
e.g. drugs, homosexuality, or abuses of some sort.
These can be difficult to deal with and require care
and a high level of rapport.

7. Utterly ridiculous objections: The prospect may have
some silly objection to service, such as the haircut,
the color of the uniform, etc. These usually mask
some other underlying objection that is more serious.
The ridiculous objection can be taken lightly, but
the underlying one cannot. The recruiter should try
to find out what it is and handle it appropriately.

Decide, based on the category the objection falls
into, and how the prospect has been responding to the
presentation, as well as the recruiter, which approach to take.
Most recruiters, and indeed most salesmen, agree that objections
usually mean that the prospect simply needs more information.
This is a good way for recruiters, and all salesman, to frame
their thinking in that it lessens their own fears and anxieties
about rejection, it allows them to be persistent, it helps them
stay focused on meeting the prospect's needs and interests, and
it keeps them working for the close. The problem with this idea,
however, is that it is sometimes simply not true. Even the FEBA
step in the sales cycle is a great deal more than just presenting
information. When handling objections, many technigues are often
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needed to get the prospect thinking differently about his
position in regard to buying. When this is the case more
information certainly needs to be given, but a great deal else
may be needed as well. Knowing which information, and how to
give it, is just as important as knowing that more is needed.

The recruiter may need to back up all the way to the rapport step
of the sales cycle and begin from that point again, gathering
more information on needs and interests, going through FEBA, and
back into the close, depending on the prospect's responses. This
will quite often take the form of a chain in which the recruiter
slowly moves the prospect through a series of better and better
feelings about the Army, until he is ready for the close. This
overall view should be kept in mind while examining the
individual approaches discussed below.

The recruiter can use any of the following individual
approaches, or any logical combination, to handle objections
(each of these is thoroughly discussed below). Once he has
categorized the objection, he needs to decide which of these to
use:

1. Handle objections by simply giving more information
that will either nullify them or explain why they
aren't applicable (Inform).

2. Relieve tension, make the prospect more comfortable,
and reduce the strength of the objection(s) while
maintaining rapport (Relieve).

3. Handle the objection(s) by moving the prospect into
the future (Future orient).

4. Motivate the prospect in order to overcome the
objection(s) (Motivate).

5. Overcome the objection(s) by challenging them
directly (Challenge).

6. Maintain rapport and clarify the intentions of all
concerned in the face of the objection(s) (Clarify).

7. Redirect or change the meaning of the objection(s)
(Raise level).

8. Negate the truth or the value of the oojection(s)
{Negate).

9. Raise the level of analysis of the discussion so that

the objection(s) no longer seems important (Raise
level).
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Table 5

Approaches and

Methods for Handling Objections

Approach: Inform Relieve Future orient
Methods: Answer any Comparison Positive
question (4 methods) (5 methods)
Revert to FEBA Vague language Negative
(all FEBA (5 methods) (5 methods)
methods apply) Preparation
Approach: Motivate Challenge Clarify
Methods: Revert to Strong Enhance rapport
Closing (3 methods) Clarify prospect
(3 methods) Subtle Clarify recruiter
(2 methods) Clarify Army
Approach: Redirect Negate Raise level
Methods: Reversal Yes-~but Chunk up
Redefinition Counter- Rierarchy of
Alternative example criteria
outcome Double-bind
Combination
Note. This table is a summary of the approaches used to

handle objections and the more specific methods within each one.
See the text for the examples and explanations under each

approach.

Deliver the chosen approach effectively, 8o that the

objection is either diminished or eliminated entirely. The

table gummarizes the methods contained in the nine approaches
The recruiter will use one, or some combination of

listed above.

these approaches.

Each is fully described here.

The recruiter may handle an objection by simply giving
more information that will either nullify it or explain why it

isn't applicable.

demonstrated here.

Many of the various patterns of FEBA are

The recruiter can counter objections by giving more
information, just as in FEBA, with C-EX and R/S strategies when
he feels something has not been adequately covered, or if the
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prospect really only needs straight, or more complete, specific
information. Essentjally this involves the recruiter going back
to the FEBA step of the sales cycle and all of the patterns
appropriate at that level apply here as well (see FEBA). It
often helps to use the techniques of relieving tension and
maintaining rapport by clarifying intentions, described below, to
bridge the discussion backward to FEBA.

To relieve tension, make the prospect more comfortable,
and reduce the strength of an objection while maintaining
rapport, the recruiter has a variety of procedures available to
him. The following patterns are demonstrated here: CEQ, M-4,
RE-D, CRI, R/S, MO, APV, UV, N, SD, and NEG-COM.

The recruiter will often use "softeners.” These will, in
general, make the prospect more comfortable, or more comfortable
about whatever he has objected to. These take two basic forms:
(a) the recruiter can use one of several forms of comparison; or
(b) he can be artfully vague, i.e. less than definitive to keep
his options about what to present open, and force the prospect to
£ill in his own details. This is useful when presenting broad
possibilities (see also the section below on redirecting, as
those patterns are generally softeners as well).

There are four different means of setting up comparisons.

First, the recruiter can use CEQ, which is a direct
comparison form, e.g.: "The Army has very large education centers
with education counselors much like your high school counselors,
okay, who will help you in setting up a program ..."

Next, he can use RE-D, to redefine one thing as like, or
the same as, another: "Basic is to help you, not break you." or
"We're not in the killing business, we're in the peace keeping
business.” Or: "We aren't looking only for people who want to
go in for a period of twenty years ... not our purpose ... Our
purpose is to try to open doors ..."

As a third method, the recruiter can use M-4, in one of a
variety of ways. For example he can set up comparing the Army to
a major corporation, and then contrast problems and benefits. He
can do the same by comparing the Army to college or any other
major institution that may have similar benefits or problems.

The comparison itself gets the prospect to think of the Army in
more familiar terms, thus softening its immediate impact.

As an alternative, he can use M-4 to handle direct
competition from other services by setting up another comparison
that leads to the decision he wants the prospect to make: ™ ...
well let's say ... Chevrolet had a Trans-Am, they want sixteen
thousand dollars for it. It had no options on it whatsoever. At
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... another car lot ... had the same Trans-Am that was completely
loaded and still wanted only sixteen thousand dollars for it,
which particular car would you buy?*"

He could also us M-4 to set up a comparison so that
someone else close to the prospect who objects to him joining, in
this example his fiance, can have an objection addressed: "... a
job down in Texas where a corporation in Texas calls him and
tells him they have a job for him for a period of one year where
he can make about §75,000 a year. Are you going to stop him from
going, or are you going to let him go?”

The fourth method of setting up comparisons involves
using CRI and R/S, to make a direct comparison, for example in a
case in which a friend of of the prospect has had problems in the
Army: "Are you the same as Johnny?"

There are five major ways of being artfully vague.

First, the recruiter can use MO (possibility) to suggest
a likely objection that the prospect has not yet stated, in a
gentle and non-threatening way. This is especially useful in the
many instances in which the recruiter detects fear, but hasn't
said so: "Maybe a little afraid ...”"

He can also use MO of necessity to pecint out real needs
of the prospect in some situations, especially if the prospect is
under the impression that he can avoid some things if he doesn't
join the Army: "“... courses you'll have to take anyway, you can
take while you're in ..."

Second, the recruiter can use APV to switch from active
to passive, less specific voice. This can be used to show the
prospect that he has a role in what happens, that he is not just
the recipient of other people's actions (using a bit of humor to
help): "You have to pass the test, you have to pass the
physical. You'll sit down with a career counselor, okay....
dressed just like myself, same type of uniform, same type badge,
probably not quite as good looking as I am, but [APV shift) he's
going to ask you exactly what you want to do, how long you want

to do it for.

He can also use passive voice to lessen the apparent
strength of an objection: "Unless you came from a very rich
family or you do have a lot of scholarships avaiiable, okay, you
could end up behind your peers because you're having to get

student loans ..."

Next, the recruiter can use UV and/or N along with being
generally vague to leave out specifics and let the prospect f£ill
in his own details: "Army right now is very pro-education ...
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afford you every opportunity ... given a blank check on that.
You can take as much college or as little as you want while
you're in ... you've gotten education while you were in, you've
kept up with your peers at little or no cost ..."

Fourth, the recruiter can use SD to leave out certain
things the prospect may find objectionable. Also, to allow him
to fill in his own solutions to problems: "But, are you grown up
enough, or are you intelligent enough to recognize it when you
see it out there? And if you see it, avoid it."

Finally, the recruiter can also use negatives, as in
NEG-COM, to soften the apparent reality of the objection: "I
don't want to say it is not that way.™ Or: "I can't tell you
it's not there.... but we're like anybody else, we do the best we
can once we find out ... So, no, it is not a major problem you
have to worry about."

The recruiter will often want to handle objections by
moving the prospect into the future. The following patterns are
demonstrated here: FP-CON, A-OUT, P, MR, AS, SPECIFIC, STRAT,
ORD-#, CD, S-CON, R/S, CEQ, and CONS.

First, the recruiter can use future pacing just as in
FEBA. He can take the prospect: (a) to future accomplishments
and good feelings, therefore getting him to want to join; (b) to
a negative future that would be the result of not joining,
therefore motivating him to join to avoid negative conseguences;
or (¢) to a possible objection that the prospect may have, but
has not yet stated, allowing the recruiter to both anticipate and
hancdle it before it becomes a problem.

He can take the prospect to a positive future, within an
FP-Con frame, in a number of ways including the following five.

He can, first, use A-OUT to accept the objection and show
how it isn't a problem, for example in showing the prospect how
his girl friend doesn't have to be an obstacle to enlistment:
"...that's fine partner, because we're going to help you, okay,
to take care of her later on ..."

He can also use A-OUT along with P and MR for a powerful
effect on the prospect. For example, he may take him to the time
when he graduates from basic training and his parents are looking
on: "... they're going to be touched as you stand there in that
room ... you can be proud that you made the right decision...."

Next, he can use AS, for example to set up a "what if"
scenario, with a little humor to make it even more effective:
"Hey, that's fine partner. You know, there's a lot of what if's
that could fall into that. Okay, let me ask you this, what if
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you did join the program and something else better did come up
and what if I let you out of the program. And would you join
then?*

A third way he can do so0 is to use SPECIFIC and STRAT to
add realism to his future pacing in a limitless number of ways,
for example: "you can look forward to meeting many more ..."

As a fourth possibility, the recruiter can use simple
presupposition to set up more elaborate future pacing: "When you
go down to enlist..."

Finally, as a fifth method, he can use ORD-# and C/D to
specifically describe future events or procedures to the
prospect: "... number one 1 can test and make sure that you're
qualified for the programs, I can tell you about
..« 1 can get your application paperwork ready, and 1 can
schedule you to go down and process for enlistment." This can
also be used to strengthen the recruiter's description of what he
thinks the prospect should do: "First step in the right
direction..."

To take the prospect to a negative future, the recruiter
can use a combination of P, S-CON, R/S, CEQ, and CONS, making the
prospect feel that he should join to avoid certain conseqguences:
"... hey, if you're not prepared to do that, you're not ready
for the service.... you've got to try the best that you can. If
you don't try, then for the rest of your life you're going to
regret it. You're going to say, why did I give up?"

He could use P, within FP~CON, to prepare the prospect
for future problems that could arise: "... there's a lot of guys
out there that's probably going to be up ano down your back for
joining ...*"

The recruiter will sometimes motivate the prospect in
order to overcome objections. The following patterns are
demonstrated here: AS, M-4, A-OUT, MO, and RE-D (see also
Closing).

The recruiter may motivate, or direct the prospect, in
some circumstances, such as procrastination as in closing (see
Closing). He can do this in a number of ways, and by combining a
number of patterns. For example, using a combination of AS, M-4,
A-OUT: "... partner, you know procrastination is human nature.
Everybody does it and we always put it off.... 1'11 go wash my
truck next week ... next week never gets here." Or, using a
combination of MO and RE-D: "... what you really need to do is
sit down and make a decision.”

The recruiter may be able to overcome objections by
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challenging them directly. He can use direct challenges to
overcome objections, in one of two ways: a) a hard and direct
manner; or b) a soft and more subtle way. Either can be used
with either the prospect or with someone else close to him who
presents the recruiter with an objection. The following patterns
are demonstrated here: CRI, P, CEQ, S-Con, M-4, and softeners
(see above).

Strong, hard challenges can be used in one of several
ways.

The recruiter can use CRI to get the prospect to make a
decision: ™... are you going to let her make the decision? If
80, then we need to talk to her, we don't need to talk to you
right now.”

He can also use presupposition, for example to express
disbelief at the objection: ™Now you're really not ... serious
about this. You're not jerking my chain are you?" This can also
be used to directly challenge the prospect's abilities and
readiness for military service: "... well good luck to you.

When you grow up a little bit more, come in and see me." Either
of these first two can be used to set up future facts or benefits
the recruiter may want to present.

Third, the recruiter can use a combination of P and S-CON
to challenge the prospect's abilities, motivating him to take the
challenge and want to join: "... listen, quy, I got girls that
can go through basic training and they made it."

Instead of hard, direct challenges, the recruiter can use
more subtle challenges in one of several ways.

First, he can use a combination of CEQ and S-CON to
overcome the objection of the prospect's girl friend to his
leaving to join the Army: "... if you're not willing to wait ...
marriage wouldn't work anyhow. Also with the prospect: "if your
goal ... and you don't have the money ... then the Army can
help."”

Second, the recruiter can always set up a M-4, with which
the above can also be combined with softeners, as above, in
handling the objection of the prospect's girl friend: “... a job
down in Texas where a corporation in Texas calls him and tells
him they have a job for him for a period of one yea: where he
can make about $75,000 a year. Are you going to stop him from
going, or are you going to let him go? ... If you are not willing
to wait ... marriage couldn't have worked out in the first
place."”

The recruiter will want to maintain, or even enhance,
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rapport and clarify the intentions of all concerned in the face
of objections whenever necessary. The following patterns are
demonstrated here: PF, P, MR, IN, MO, CEQ, and RE-D.

The recruiter can always stop the direction of the
discussion, and back up to some prior point. This can be: (a) a
re-getting of the entire frame of the discussion, whenever
necessary, to maintain or strengthen rapport; (b) a clarification
of the intentions of the prospect; (c) a clarification or
explanation of the intentions of the recruiter; or (d) a
clarification of the intentions or purpose of some aspect of the
Army itself.

To maintain or re-establish rapport, the recruiter can
use P and MR, within the pace frame: "What is there to think
about, partner ... is there something that I didn't answer?" Or
a bit more directly, in the form of a statement rather than a
question: "... well hey partner, look evidently there's
something else, okay, that we haven't hit on yet. What is it?"

Sometimes it may be to the recruiter's advantage to stop,
apologize, back up, and recapitulate what has been discussed to
re-establish rapport, in response to the prospect pointing out
some need the recruiter has missed: "Oh, yeah, didn't I mention
that? 1I'm sorry, we got carried away, we were talking about your
training, we were talking about your travel, you know, and you
being able to support your family, okay. Well yes, we do have
the Army college fund ..."

To clarify the prospect's intent, when the recruiter
hears an objection, he can use IN, MO, and P: "... are you
planning on maybe getting married to this girl later on, okay?"
Or: "wWhat is it that you're looking for the Army to do?"

For the recruiter to clarify his own intent, on hearing
an objection from the prospect, he can use a combination of IN
and CEQ: "I'd rather be honest with you and have you walk out of
here, okay, than lie to you and have you come in." He could also
use a combination of P and RE-D: "Some people say an Army
recruiter is the biggest liar in the world ... only here to help
you ... I can't put you in the Army. I can help you get in the
Army." These, obviously, are especially useful when the
recruiter's intentions, or integrity, have been directly
challenged.

Sometimes it is useful for the recruiter to explain the
purpose or intention of some aspect of the Army, in response to
an objection using RE-D and IN: “Basic training is meant to help
you ... not break you."

To redirect or change the meaning of an objection,
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whenever the recruiter thinks it's necessary, he can use a
variety of procedures. The recruiter can redirect or change the
meaning of the objection, so0 that it really means something more
in line with joining the Army than preventing it. The three
primary methods for doing this are: (a) reversals, (b)
redefinitions; and (c) alternative outcomes. These car also be
effectively used in (d) combination (see FEBA for more uses

of these patterns). The following patterns are demonstrated
here: C-LINK, P, LP, MR, IN, RE~D, A-OUT, R/S, C-POST, CEQ, MO,
AWARE, UV, APV, UQ, and NEG-COM.

The recruiter can set up reversals in several ways. He
can use a combination of C-LINK, LP, and P: "It's a good thing,
though, to be a little hesitant like that. Because you're going
to make sure that you get everything that you're looking for."

He can also use a reversal, for example, in handling an
objection of not wanting to leave home, to show that parents'
love can be the reason to join, rather than the reason
not to. He may use a combination of MR, IN, and P:

"... truly your mother and father love you ... you love them ...

protecting your parents by serving your country."

The recruiter can use RE-D in an almost limitless number
of ways: “I'm not manipulating you, I'm just giving you
choices.” Or: "You're not leaving home so much as doing
something vitally important for your country." Or: "You're not
leaving your parents, you're protecting them by serving your
country."”

The recruiter can set up alternative outcomes in a
variety of ways using A-OUT and P, for example: "Now when would
you like to make your parents proud, would tomorrow be too
early?"

Best of all, he can use all of the above in combination,
adéding in more patterns. Using R/S, A-OUT, C-POST, CEQ, RE-D,
MO, and presupposition: "...you want to call that manipulation
going into the Army? Fine. You get manipulated every day of
your life. How? Well, teacher manipulates you ... parents
manipulate you ... If you go down to the store and you want to
buy something and talk to the salesman, he's going to manipulate
you ... So is it really manipulating or is it more or less
giving you information and letting you make your mind up."

He can also set up a M-4, comparing the prospect to
himself, using MR, IN, AWARE, and P: "... truly your mother and
father love you ... you love them ... couldn't have made it where
I am right now if my parents wouldn't have cared ... they are
very happy people ... [yours] are very happy people, too ...
going to be doing something vitally important ... protecting your
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parents by serving your country ... they know that you're doing
something vitally important ..."

He can also use a combination of UV, APV, UQ, C-LINK, LP,
NEG-COM, C-POST, and P to redirect an objection using all of the
above in combination: ®"Are you a little scared? If you are,
hey that's normal, partner. Everybody's a little scared but it's
good, too, because it's going to make you a little cautious, make
sure that you get everything that the Army has to offer you,
available to you in writing before you enlist. So don't be
afraid to admit that you are scared."

Sometimes the recruiter can actually negate the truth or
the value of an objection. He can do this by one of two methods:
(a) YB-CON, C-EX, or a combination of the two to directly negate
or overwhelm the objection; or (b) DBF to block the prospect into
a tight framework of thought, forcing him to realize that he has
no real choice about the objection, at least in the way he has
presented it. The following patterns are demonstrated here:
C~-EX, YB-CON, MF, SD, N, SCO-AM, P, FP-CON, S$-CON, DBF, TENSE,
APV, and C~-LINX.

The recruiter can use both C-EX and YB-CON, in a direct
challenge: "We got drug problems, but I'll bet you, 1'll take
you up to the college campus and I'll show you more drug problems
than I will in the military.” Or perhaps: "... if you're
working with any major corporation, right, now they follow
certain dress codes. You know, if you‘'‘re working with IBM or
Xerox, you're not going to go to work with earrings in your ears
and hair all down your back, you know."

He can also combine YB-CON, MF, SD, N, SCO-AM, and P tc
negate the objection from the start, suggesting through the
presupposition that the prospect actually wants the recruiter to
do so: "I realize you don't want to leave home, but I want to
tell you about something that's really going to help you out."

He can set up double binds using a combination of FP-CON,
S-CON, DBF and P to create a safer environment for the prospect
to think about what is being offered: "... you'll maintain your
friendship throughout the time ... If not, okay, you pick up
another friend ..."

He could also combine FP-CON, DBF, YB-CON, TENSE, APV,
and C-LINK in an interesting way: "So, you missed a semester of
being on campus, but you've gained a semester of college credits
and when you enroll, you're now not a first semester freshman ..."

One of the more sophisticated ways for the recruiter to

herdle objections is to raise the level of analysis of the
discussion so that the objection no longer seems important. He
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can so 50 using C/U or HOC: (a) to make the objection seem
unimportant when compared with higher or wider issues (see also
comparisons above); or (b) to show that the objection applies
equally throughout a wider range of people, or even society as a
whole, as it does to the Army -- again diminishing its
importance. The following patterns are demonstrated here: HOC,
R/S, C/FS, C/U, CONS, IN, AS, RE-D, C-POST, P, AWARE,

PF, TENSE, SUB-T, C/U, C/D, MF, and T-LINK.

The recruiter can use the prospect's HOC along with R/S
and C/FS very directly: "... isn't a little bit of your vanity,
okay, worth the $25,000 you're going to get for your education?"

He can use a combination of HOC, C/U, and CONS to handle
the objection of a mother to her son's enlistment: ",.. if all
mothers felt the way you do, you wouldn't be experiencing your
freedom now ..." To further overcome the objections of this same
mother, the recruiter can combine other patterns with the above,
and point out that people who enlist allow the opportunities for
others to go to school, pursue their goals, etc., using IN, R/S,
AS, C/FS, RE-D, C-POST, and P: "... if all ... felt that way,
you wouldn't be experiencing your freedom ... what they're doing
is ... allow your son the opportunity to at least get his high
school diploma
... what you should think about is allowing the next person
coming along to get their education, or is he too good to allow
somebody that opportunity? ... your country runs on the backbone
of sons just like yours."

The recruiter can point out that the prospect's objection
applies equally to others using C-POST, AWARE, R/S, C/FS, PF,
TENSE, SUB-T, and P: "Do you know all the people that will be
there? ... There's a lot of people going to be in the same
situation out there, okay. Guess what, they're all going to be a
little scared, too. You've already got something in common."
This is part of & wider method of setting up fantasies
effectively (see FEBA).

He may also use C/U, C/D, C/FS, MF, T-LINK, and P to
point out that other major institutions have the same or similar
problems as the Army: "I don't care if it's fire department,
police department, Army Reserve, some people sneak in and get
through and then they become known once they are out ... There
are these elements in the Army, in the Navy, Air Force, Marine,
at IBM, at the school you go to. It's everywhere."

Using this same method on a smaller scale using C/FS,
C/U, €/D, R/S, for example in relieving the fears of a woman
about her ability to complete basic training: “the program is
geared for the females. You are not in competition with the
males in basic training ..."
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To test the prospect to determine if the objection
was effectively handled. The recruiter simply moves back into

closing to get a response from the prospect. He'll, of course,
use the various patterns of closing here (see Closing). The
result will either be agreement or another objection. If he gets
agreement, he knows he handled the objection just fine, and he
can finish the closing. 1If he gets another objection he can
continue however he needs to in order to handle that one. If he
gets the same objection, he can try another method of handling
that one.
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APPENDIX A

PROTOCOL CODING WORKSHEETS AND LOGS
Coder: 2 Subject: A
P¢ | REF CYCLE TOPIC
1 1203)
2 14(6) iM/A {Belief about working context

[
(]
!
!
3 15(3) {Pros,M/A !Attitude during prospecting, handling NO
!
'

M/A ﬂ'celinjn about success

4 15(8) Pros,F-UpiBuild meaningful volume, the right people

S 17(1) |Pros {Rules of prospecting
6 113(2) {Whole iViev of the cycle itself
! {Cycle }

113(8) !FEBA,H-O !Beliefs, rules and demonstration about B0, fear

8 114(7) iB-0 iAnticipate and handle objections. Future pace applicant

! ' i through recruiting cycle

9 116(3) (-0 iTo downplay objections by using reality, comparisons,
H H land other techniques
10 117(s) iClo iBeliefs and rules about closing
11 118(2) iNsl iRules and beliefs regarding Nl
12 118(6) {FEBA {Paint & picture for the kid of adventure training
13 }19(5) !FEBA,H-0 iHandling objection sbout falling behind peers in school
14 120(S) !|FERA iSaze as above, but about future job triining
15 122(5) iClo iTrial close

16 122(13)Pros iProspecting beliefs, rules, strategies
17 124(12)!Pros {More beliefs about prospecting
18 126(1) !Pros iRules and beliefs on working with schools in prospecting
19 127(3) iPros,Oth |Beliefs and rules about prospecting and time management

20 130(7) {Pros,N&I,!Rules, beliefs, techniques about N&I, FEBA Cat levels

i {FERA '
21  132(7) {Pre=Q iPre—Q of applicants — quick assessments’
22 134(7) M/A {Motivation and sttitude beliefs and rules
23 137(6) !8-0 {Handling objections ; primarily girl friend probleas
26 139(3) !8B-0 {Bandling objections, primarily haircut, procrastination,
1 i {honesty
25 141(4) {Rap,FEBA,!Views about personal style in rapport and FERA
! {B-0 l
26 143(3) !Pros,Rap,!Dealing with school guidance counselors
H {FERA :

27  145(3) \FEMA }‘ralkixj with kid about comparing services

28 147(5) {FERA,H-O !Handling objections, FEBA, together
29 149(1) |B-0,M/A !Practicing handling objections
A-1l




PROTOCOL LOG
Coder: 2 Sudbject: A
Py | REF | CYCLE TOPIC
30 !51(2) iPros {Prospecting beliefs and rules — esp. referrals
31 1s3Q1) ir-Up 'Follov-up on people after basic and with family

32 1%6(3) iClo {Closing, handling procrastination, sotivating spplicant

33 !S8(3) !Clo,M/A _|Bandling waking mission in the context of his style
3 161(4) lWhole {Describes cycle from the point of viev of the applicant

} |Cycle {
35 163(7) im/a {Motivating yourself as a recruiter
36 (66(6) iPros {Prospecting rules
37 169(3) {Clo.M/A_{Maintaining his motivation in closing
38 171(4) IM/A IM/A Tules and beliefs
39 176(2) {Pros tUnderstanding vho to prospect
40  177(3) iM/A {Self-motivation strategies
\ ! v
| | :
: | '
! | '
H ! :
] ¥ ]
[] ] [)
[} t []
1 [] (]
[ ] ] ]
[] ] []
] [] t
] 1 [}
| ‘ '
) 1 []
[] [] ]
] 1 ]
(] (] ]
' ! '
: ! H
! ] H
{ ; |
! ! !
L H 4
!
]
.
1
]
:
\

e Jom je= e Joow o=
e s Jow o joacm Jae
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION
1.D.: Coder 2 S A S2Q ) CROSS-REF

Purpose: Feelings about success

Cycle: Pros__ Rap__ Qual__ K&I__ FEBA Clo B-0 DEP__ F-UP__

Setting: General

M/Ax Oth_

Bange: REG (p. 2 ,para 3 , line 7 ) ©END (p. 2 , para_7

I1. COMMUNICATION STRATEGIES

, line 21 )

BELIRF:] - Feels he's done a good job if he accomplishes more than his mission. If he

only makes mission he feels he did as he was supposed to. If he doesn't make it

he is OK if he knows he did all he could.

RULE: 1 - If he misses mission, he "looks back," "says" nothing he could have done,

did all he could, then he can still be satisfied.

SALES DECISION DECISION
SEQUENCE: CYCL: . STATE ENTER PRIMARY PATTERN STATE EXIT TEST
1 1 | ——
] [} ]
! Peeling ' A i
1. M/A i unsuccessful {_Strategy ! Feels ok Look back
H N
2. i i !
H i v
3. : : '
' H
4. ! \
i 1
s. H H i
] ] |
[] ] [}
6. H ! } H
A-3




111.

COMMUNICATION PATTERNS

OVERVIEW: Rules about success and f'ailure

PREDICATE: Vis x_ Aud x Kin x Olf<Gus___ Uns___ Specific_x
SYNTAX/
SDMANTIC: I-R___ I-Q__ I-C__ I-A__ 1-E__ P-C___ Oth
PATTERN OPERATOR TECENICAL RESULT OR OUTCOME

COMMON :
PATTERNS: STRAT ! Describes sequence, feels satisfied

]

i

]

'

]

[]

]

]

'

]

]

:

'

'

'

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

UNIQUE ———
PATTERNKS:

T T T e
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 2 CROSS=-REF

Purpose: Belief about working context

Cycle: Pros_ Rep__ Qual__ NsI__ TFEBA__ Clo__ B-O__ DEP__ F-UP__ M/Ax Oth___

Setting: Individual vs., team stations

Range: BEG (p. & ,para 6 , line 41 ) END (p. 4 , para_ 6

II. COMMUNICATION STRATEGIES

BELIEBF:] - Working ss an individual, but part of a team is the ideal

., line 48 )

SALES DECISION DECISION
SEQUENCE: CYCLE STIATE ENTER PRIMARY PATTERN STATE EXIT

[
.
oefom mo o

2.

3.

4.

————

3.

—--d——-d-—-—l..-dp-.j—-..-

- el -wfe-

—--.1_.. -1 R B e el ]




PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 5§ A SEQ 3 CROSS=-REF

Purpose:

Cycle: Pros x Rap __ Qual__ N6I__ FEBA__ Clo__ B-0__ DEP__ F-UP__ M/A x Oth__
Setting: Open

Bange: 332G (p. 5 , para_3 , line_ 19 ) END (p._S . para_3__ , line_37 )

11. COMMUNICATION STRATEGIES
¥ BELIEF:] - Many people are afraid of "no" or rejection. Don't be, eventually you're

] going to get a yes.

RULE: 1 - Don't swveat the spall stuff. Keep on truckin', Eventually someone will

want wvhat you have.

1* SALES DEC1SION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

N N N IS S

e === -J - om mfee mfom e e

SN .
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I11. COMMUNICATION PATTERNS

OVERVIEW: Attitude on prospecting is keep on going, it will work if you keep at it and

don't let it get you down.

Uses metaphor of asking every girl that _goes by

for a date.

PREDICATX: Vis__ Aud x Kin x_Olf-Gus___ Uns x_ Specific___

SYNIAX/
SEMARTIC:

COMMON
PATIIRNS:

UNIQUE
PATTERNS :

I-R I-Q I-C

PATTERN OPERATOR

PATTERN OPERATOR

- . - v

- LR eE LR WS A Ap R S e - . b e M em wan

I-A I-E P-C x Oth

TECHNICAL RESULT OR OUTCOME

TECHENICAL RESULT OR OUTCOME

. G W . - - - —————— -

EXAMPLE
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ_ 4 CROSS-REF

Purpose: Build meaningful volume, not just volume. Belief about getting the right

Cycle: Pros x Rap__ Qual__ N&I__ FEBA__ Clo__ B-0__ DEP__ F-UP x M/A__ Oth___
Setting: Phone prospecting and elsevhere

Range: B2C (p. S ,para 8 , line 42 ) END (p. 6 , para_ 1 , line 25 )

II. COMMUNICATION STRATEGIES

RELIEY:] - Recruiters often build meaningless volume, just to prospect. Anybody can

set up appointments just to do_it, but it isn't wvorthwhile., The attention span

of high school seniors and graduates is about 3-4 days, eo you have to follow

up with them and not let them slide. Also, sgain, don't be afraid to talk to

people.

RULE: ) - Follow up after 3-4 days.

SALES DECISION DECISION
ZEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

e mf e e cefes s cafe— - -
L B L R R e e ]

SR -ﬁ S .




REPORT TYPE: PCW L

1.D.: Coder 2 [] A Q 4 CROSS -REF

BLOCK

DESCRIPTION CONTINUATION

PURPOSE: people, and understanding how their attention wanes.

. mn mr me ew ow Pe B ee me Ee ee ee me = wm e ee e m= cm ew B e mm ee mm ew e em me Be we  ow  we w
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PROTOCOL CODING WORRSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ S CROSS-REF
Purpose: Rules of prospecting
Cycle: Pros x Rap__ Qual__ N&I__ FEBA__ Clo__ H-O__ DEP__ F-UP__ M/A__ Oth__
Setting: General
Range: BEG (p. 7 ,para 1 , line 1} ) END (p. 7 , pora_l . line 15 )
JI. COMMUNICATION STRATEGIES
BILIXEF:] ~ Follow these rules, the basics, and you'll do OK.
ROLE: 1 - Overcome fears of rejection.
2 - Go out and meet people, or pick up the phone.
3 - Set up good appointments,
4 - Conduct good appointments.
S - Make follov-ups when they've scheduled them,
SALES DECISION DECISION
EEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
[} | 1 { _— 1
{ [ ‘ ] 1
: : | : :
1. 1 | ] ! !
1 i ‘ i ‘
2- g : I
: T :
3. : : \
v 1 |’
t 1 1
‘o ‘ : " !
1 T - !
4 J ' )
S. : : H 1
T T i .'
' | ' \
6. ! ] : '. |
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PROTOCOL CODING WORKSHEET

T. BACKGROUND INFORMATION

1.D.: Coder 2 S A SEQ 6 CROSS-REF

Purpose: View of the cycle

Cycle: Pros__ Rap__ Qual__ N&I_ FEBA__ Clo__ B-O_ DEP_ F-UP_ M/A_ Oth x
Setting: General

Range: X2G (p. 13 ,para 2 ,line 3 ) END (p._13 , parsa_2 , line_9 )

11, COMMUNICATION STRATEGIES

BELIRF:l ~ Steps in cycle: 1) set up appointment, 2) establish rapport, 3) deternmine
vhat spplicant needs most, 4) FEBA, 5) H-O.

RULE: 1 - To not be afraid of objections, look for them, anticipate thexz.

SALES DECISION DECISION
SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

cafee an o

2.

-

3.

4.

5.

SO U SUSOR SR SIS .

—— = e afmam

S W
S

6.
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PROTOCOL CODING WORKSHEERT

1. BACKGROUND INFORMATION

1.D.: Coder 2 S A SEQ_ 7 CROSS-REF

Purpose: Beliefs, rules and demonstration about handling objections. Primarily handling

Cycle: Pros__ Rap__ Qual__ N&1__ FEBA X Clo__ B-O x DEP__ F~UP__
Setting: As descrided, in person

M/A__

Oth

Range: BEG (p. 13 , para 8 , line 1S ) END (p._14 , para__3

11. COMMUNICATION STRATEGIES

BELIXF:] - Objections are & vay of asking for more inforsation.

. line_ 30 )

2 - There must be a reason for the objection.

3 - If you keep asking questions they will tell you what you need to know.

4 - The main reason people object to the Army is fear.

5 -« If you confront them with the fear issue, they will admit to it.

6 - If you take the Army “out of the picture,"” it will lessen the fear enough

to make a presentation of the benefits,

RULE: 1 - Keep asking questions about the objection.

2 - Confront the fear directly.

3 - Take the vord "Army" out of the picture if necessary.

4 - Compare the benefits directly with other possibilities.

SALES DECISION DECISION
SEQUERCE: cYcLr STATE ENTER PRIMARY PATTERN STATE EXIT ST
_— | — { ) /e 1 -_— 1

i : ! ! 5

1. | ! H |
H H H :
R H H .

3. : ; : !
I ] ] 1 1
1] ] ] [}

4. ; : ! : :
! T : ! !

5 i ; : !
! H ! !

6. ! j : : !
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REPORT TYPE: . _
1.D.: Coder 2 S A Q7 "CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

PURPOSE: fear, getting applicant to admit that fear is an obstacle and that just

— e tmed

m—- ma e wm e mem wmem e G *Em me mw e me me = == - e ww me mm me e wme me e em S G @ e o

the thought of the Army is frightening.

A-13




111. COMMUNICATION PATTERNS

t OVERVIEW: Confronts fear gently using MO. Then takes the word "Army" out of the

picture by changing it to CPTI Corporation. This sets up isomorphic

setaphor in which he presents Army benefits within the CPTI Corp. structure.

This is & brilliant use of metaphor and several perspective changers and

anformation assumers and esbedders.

' PREDICATE: Vis_x_ Aud x Kinx Olf~Gus___ Uns x  Specific___

| SDMANTIC: I-R__ 1-Q__ I-C__ I-Ax_I-E__ P-C_x_ Oth_PF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

} COMMON

PATTERES: MO Softens and confronts

("Maybe a little afraid..."

(]
[]
{
]
:
'
i
CE | Makes fear all right
1]
]
! ("fear leads to caution")
]
1)
P | Makes fear all right
1
]
! ("fear is normal")
\
PATTERN OPERATOR TECUNICAL RESULT OR QUTCOME EXAMFLE
TNIQUE et
PATIERNS:  STRAT R => U goes from kinesthetics to unspeci- 15(2)
fied, lessens fear
! RE-D A-R-M-Y ~ C-P-T-1, safer, more familiar 13(10,41)
=> FEBRA 14(3,28)

g

A-14
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REPORT TYPE:

PCW

1.D.: Coder 2 s A

SEQ_ 7 CROSS-REF

PATTERN OPERATOR

COMMON

PATIERNS: RE-D
M-4
PF
MR

T ST S S S P S SR S S Gh W S R U R R M = - A" e = s - > > T - - - e ——— - G- . —— S - "S- - e S @ S

TECHNICAL RESULT OR OUTCOME

Fear = caution, making sure to get what you want
Arny = CPTI, a business, safe, understandadble, accepted
All the way through he comments on the Ps needs/beliefs

See PF
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PROTOCOL CODING WORKSEFET

I. BACKGROUND INFORMATION

I.D.: Coder_ 2 S__A S£Q__ 8 CROSS-REF

Purpose: Anticipate and handle objection before it is stated by the applicant. Future
Cycle: Pros__ Rap__ Qual__ N&I__ FEBA__ Clo x H-O x DEP__ F-UP__ M/A_ Oth
Setting: In person, but some could be used over the phone as well

' Bange: BEG (p. 14 , para 7 , line 39 ) END (p. 16 , para_1 , line_12 )

I1. COMMUNICATION STRATEGIES

BEFLIEF:] - If you lie it will alwvays come back to you.

2 =~ Can't "put” a kid in the Army, he can only "help" his and each has certain

responsibilities in the process.

3 - "They respect it & little more and ... more open if you are completely honest
wvith them.
4 - long-term advantage to honesty is that it pays off in the community.

S - 1f he gives the kid '"this great scoop on" basic training, it helps the kid

and his own credidbility.

RULE: 1 - Never blatantly lie to a kid,

2 - Fill them in on the whole process.,

3 - Reep it light but serious — play the kid on it.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1. B-0 iCaught surprisediClarifies for time !Relaxed/control !Unspec.

(States objection i

-—d

]

]

:

2. 8-0 Senses mistrust |himself Control 'Unspec. l{

1' ]

3. : [1 i

] 1 [}

[] [} t

4. 1 ! ! '

] b | 'l

] ] t 1

s. H ' !

T T I

] ] 1

6. ! ' H ! l
A-16
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REPORT TYPE: PCW _
1.D.: Coder 2 S A SEQ 8 CROSS~-REF
BLOCK
DESCRIPTION CONTINUATION
PURPOSE: pace applicant through recruiting cycle

e e e e e e e m em e e mm e e e e e m mm mm mm e e e e e e e e em e e e e




J11. COMMUNICATION PATTERNS

OVERVIEW: Will sometimes clarify to stall and get time to think of & vay to handle an

objection. Will not lie to & kid. Will give kid very careful view of the

responsibilities and procedures for enlistment, Uses an unusual technigque of
active and passive voice svitches to make it seen safe and easy for the kid

: : . — e O e
vhile he describes it. Sets up the description with the old adage - the
Sz“est liar in the vorld is an Arnmy Tecruiter,”

PREDICATE: Vis___ Aud x_ Kin x_ Olf-Gus___ Uns x  Specific___

SYNTAX/

SEMANTIC: I~R___ 1-Q___ I-C__ 1-A__ I-Z__ P-Cx_Oth
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

CTOMMON —_——

PATIERRS: RE-D biggest liar => only here to help you

]
[
]
[}
i
. ) 4 ! Arpy is desirable, you meed help, 1'll give it
]
]
FP | Describing cycle helps prepare applicant
]
"
]
g
]
]
'
i
+
]
PATTERN OPERATOR TECENICAL RESULT OR OUTCOME EXAMPLE

UNIQUE

PATIERNS: APV Active K predicate -> passive U, A predi- 15(2)

cates for safety

- S B GE . G e B B e G e S e e e
- A B n S M M B e M . —— o - - - ——
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 § A SEQ__ 9 CROSS-REF

Purpose: To downplay objections by using reality, comparisons, and other technigues

Cycle: Pros__ Rap_ _ Qual__ N&I__ FEBA__ Clo__ H-O x DEP__ F-UP__ NM/A__ Oth
Setting: Handling objection, usually face to face, with P who has heard bad things of R
Range: BEG (p. 16 , para 3 , line 23 ) END (p. 17 , para_3 , line_ 10 )

J1. COMMUNICATION STRATEGIES

BELIXF:1 - If you fail a course in truinig;. or have some other serious problem, it

isn't a reflection on the Army, dbut on you.

2 - People are different, so just because one had prodblems, it doesn't mean

others will.

RULE: 1 - Must be honest.
2 - Use reality, truth, to your advantage

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT
!
{Reality statements/ |
Feels threatened!comparisons Control Unspec.
: .

i

i. B-0

e efee e =m

2.

-

4.

S.

B

JERURGUEGEN FEY
- ol -
R e L S

6.

A-19




T1I1. COMMUNICATION PATTERNS

OVERVIEW:

PREDICATE: Vis_ Aud x Kin x_ Olf-Gus___ Uns x_ Specific___

SYNTAX/
SDURTIC: I-R___ I-Q

PATTERN OPERATOR

COMMON

PATIERRS: RI
D
4

PATTERN OPERATOR

UNIQUE
PATTERRS:

1-C___

- ——— - . - e -

I-A x_ I-E___ P-C x Oth

TECHNICAL RESULT OR OUTCOME

Comparison between kid with problems and applicant
Specifics of problem used to show reality of situation

Comparison shows differences, sets kid up for acceptance

TECHNICAL RESULT OR OUTCOME EXAMPLE

A-20
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S A SEQ___10 CROSS~-REF

Purpose: Beliefs and rules about closing

Cycle: Pros__ Rap__ Qual__ K&l __ FERA__ Clo x H-O__

Setting: Various

DEP__ F-UP__ M/A__

Oth

Range: B2G (p. 17 , para 5 ,line 14 ) 2N (p. 17 , para 7

1I. COMMUNICATION STRATEGIES

BELIXF:1 ~ The hardest part of training most recruiters -— asking for the close.

., line 49 )

2 =~ Everyone, deep down insgide, hates to dbe told no.

~ No matter what you do, you still may get a no.

~ Kid may not have the option to say yes.

Most parents are skeptical, they want proof of what's best for their kid.

~ _You knov when to ask for the close by paying attention.

~N O 1> W
[}

= You may not have to formally FEBA, it depends on the kid.

RULE: ) -~ Don't be afraid to ask for the close.
2 - No time limit with a kid for asking, just when he feels the kid is starting
to agree.
SALES DECISION DECISION
SEQUENCE:  CYCLE STATE ENTER PRIMARY PATTERN STATE RXIT TEST

t T — | 1
] ' ] ] [}
: | | z :
1. !
:
2. ) !
B :
3. ! ' !
T 1 ]
1 ) ]
4. 1 \ \ \ '
T T 1 ) '
[} [} [} ] ¢
S. ' \ \ \ '
i T i 1 i
6. : H : ! |
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PROTOCOL CODING WORKRSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S A SEQ__ 11 CROSS-REF

Purpose: Rules and beliefs regarding N & 1

Setting: Face to face

Cycle: Pros__ Rap__ Qual__ N&I x FEBA__ Clo__ H-O__ DEP__ F-UP__ M/A__ Oth__
Range: BEG (p. 18 ,para 2 , line 72 ) END (p. 18 , para & , line 33 )

11. COMMUNICATION STRATEGIES

BXLIEF:]l - It's iwmportant that he understands everything that's available to him.

2 - Bven if he was looking for one thing, there may be something else that's

important.

3 - Later in life he may have different interests.

4 - Very few people want just one thing out of the Army — there's always some-

thing else.

5 - 1f you paint the picture for him so that he can visualize it in his mind,

it's easier to get him to understand.

RUOLE: ] - Eventually you reiterate everything that's available — college, different

options, etc.

~ SALES DECISION DECISION
SEQUENCE:  CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

] : 1 —_————— ] _—
i ! ! i

1. H : H
1 | 1
[} ] ]

2. !
]
]

3. ! !
i '

4, H ‘ |
T T .
] ] ]

5. H | 1 H
T L 1 1
] { ' t

6. l \ : '

A-22




PROTOCOL CODING WORKSHEET

1. BACKRGROUND INFORMATION

1.D.: Coder_ 2 § A SEQ 12 CROSS-REF 2411

Purpose: Paint a picture for the kid of adventure training, in this case

Cycle: Pros__ Rap__ Qual__ M&I__ FEBA x Clo__ B-O__ DEP__ F-UP__ M/A__ Oth___
Setting: Face to face, vhen kid is interested in adventure
Range: BEG (p._ 18 , para_6 , line 35 ) END (p. 19 , para 1 , line 32 )
Il. COMMUNICATION STRATEGIES
BELIEF:See SEQ 11
RULE: See SEQ 11
SALES DECISION DECISION
ERQUENCK CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
[] ] 1 t h—
] ] ] [l
! . ! ,
3. | | :
S i T -
2. ! ! :
H '
3. | :
] ]
] [
‘. ] :
] 1 —
¢ []
5 % | :
RJ L T -
] ] 1
6. ] : :
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I11. COMMUNICATION PATTERNS

OVERVIEW: Guided fantasy/description of jumping out of an airplane to give the kid
as such input as possible about real unique, unusual, adventure training.
Excellent passage.

PREDICATE: Vis x  Aud x_ Kinx Olf-Gus___ Uns_«_ Specific x_

SYNTAX/

SDMANTIC: I-B___ I-Q__ I-C__ I-A___ I-Ex_ P-Cx Oth_ NBG
PATTERN OPERATOR TECENICAL RESULT OR OUTCOME

COMMON

PATTIERNS:  STRAT Starting with V =>K and leading to U relieves tension.

!
[]
]
!
CEQ ! Jumping out of plane = bizarre, hint about unusual
[}
]
NBG i Nev behavior generator - associated view of experience for
| effect
]
[}
SPECIFIC | Kinesthetic predicate — stomach tight, now relaxed -~
| adds to realisnm
'
E
:
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

UNIQUE

PATTERNS: NEG-Q Adds excitement 19(1,11)

("Why don't you feel...")

A P - G G M - - - e
- - B B G G @ B - - e e = e .- -
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REPORT TYPE: PCW

I.D.: Coder 2 S A

SEQ 12 CROSS~REF

PATTERN OPERATOR

COMMON _
PATIERNS:  SCO-AM

CR1

B R G - B C @ B MW G WU D T T WA e G W Y TR Gen D TR G n G L G T M W S e T e e P S R T Sen M D G S hEr E I R S Gan SR SPA e

TECHNICAL RESULT OR OUTCOME

"Let's do it again,” i.e. join the Army and do it

Helps assoc/disassoc. for realism

A-25




S

PROTOCOL CODING WORKRSHEET

3. BACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 13 CROSS-REF

Purpose: Handling objection sbout falling behind peers in school and sisultaneously

Cycle: Pros__ Rap__ Qual__ N&I__ FEBA X Clo__ BE-Ox DEP__ F-UP__ M/A__ Oth
Setting:
BRange: BEG (p. 19 , para 5 , line 41 ) END (p._20 , para_1 _, line_4l )

I1. COMMUNICATION STRATEGIES

BELIEF:l - See SEQ 11. Also, you can actually get ahead in your education, and finances,

by combining education with the Army.

RULX: 1 -~ See SEQ ll.

SALES DECISION DECISION
SEQUENCE: cYCLe STATE ENTER PRIMARY PATTERN STATE EXIT TEST

o cadue aodee oo e

| --J——-J“OJ“.J——-—--
FUU SN NUNDIE EYSQISS APEpIN MR

SR I
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REPORT TYPE: PcW _
1.D.: Coder 2 § A S§EQ 13 CROSS-REF
BLOCK

DESCRIPTION CONTINUATION

PURPOSE:

-—---—--““““n--"-----—-----—-—-—-------...........—....-ﬁ

.hoving the benefits of continuing through the Army.

A-27




111. COMMUNICATION PATTERNS

OVERVIZW: DPuts lcin‘ to college while in the Arny in a different framework by shoving

that it sctually puts you sahead of your peers instead of behind. Mostly

sells money for school. Anticipates odbjections before they're stated.
Teaches kid sorting all the way through this example.

PREDICATE: Vis x_ Auwd__  Kin

SDUANTIC: I-R___ 1-Q__ 1-C___

PATTERN OPERATOR
COMMON
PATIERNS: CEQ
N
oV

A-OUT

FP-CON

PATTERN OPERATOR

UNIQUE
PATTERNS: APV

STRAT

X Olf-Gus___ Uns x_ Specific___

I-Ax_ I-E__ P-C_x_ Oth_FP-CON

TECHNICAL RESULT OR OUTCOME
Army counselor = HS counselor, familiarity
Cost ccvingn, etc.
Lots of these throughout to sllow kid to fill in.

Instead of being behind you're ahead, compared to
friends.

The whole thing is future pacing to go in and get
college

TECHNICAL RESULT OR OUTCOME EXAMPLE
Seens to lesasen importance of objections throughout
V,A,K =>U; sane as adbove, and allows kid throughout

to £fill in his owvn ideas once the frame
is set

D - W W M B W B s e e A . o -
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REPORT TYPE: PCW

1.D.: Coder 2 S A SEQ 13 CROSS-REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON

PATIRRRS: MO Courses you'll "have to take" ~- so this is how: Army

MR with P Lots throughout to allow him to guide the kid forward

T D B B DD I G WD B W I B TGS ST Eeds TS = R P S R R WG M e MMen MR WP e BV e P M AL A S S I W THES s AR SRR SRR MR GPYE s P A
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S A SEQ_ 14 CROSS=REF

Purpose: Same as _above, to paint pictures, but about future job hunting in this instance
Cycle: Pros__ Rap__ Qual__ N6I__ FEBA X Clo__ 8-0__ DEP__ F-UP_ M/A__ Oth___

Setting: FEBA on leadership skills, in person
Range: X2G (p. 20 , para 5 ,line 47 ) IERND (p. 22 ,para_1 , line 1 )

11. COMMUNICATION STRATEGIES

BILIXF:] - Later esployment opportunities are enhanced by military experience.
2 - Rids have to take lots of course work in college, so military is a good

lace to get the basic courses, as vell as extra training.

3 = An employer would naturally pick the person with military experience over

one without, given the choice.

4 - Management skills are picked up naturally in the military.

SALES DECISION , DECISION
SEQUENCE:  CYCLE STATE ENTER PRIMARY PATTERN STATE BXIT TEST

1.

2.

3.

afmn e cafam ee o=

4,

3.

AU IR R SN SR SO

B e o

= wofme wnfaa

‘.
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I11. COMMUNICATION PATTERNS

OVERVIEW: Compares cwzhm education and training to Army education o

ortunities and

training. Puts military on top in every vay, systematically.

Does an

lo

[ )
to

ﬁlterutxn; role reversal in wvhich he has the kid role play an employer, with
recruiter as & kid just coming out of the service, competin or 8 job. Asks
er (kid) to hire him. §

resent leadership/s

rable qualities to civilian life. The entire dialogue is & nice future pace,

This is sort of a metaphorical close. Manages
ossibilities in Arny as directly transfer-

PREDICATE: Vis__ Aud__ Kin Olf-Gus___ Uns x_ Specific___
SYNTAX/
SDURTIC: I-R__ I-Q__ I I-Ax  1-Ex_ P-C_x_ Oth_FP-CON
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON i
PATTERNS: CRI | Role switches make kid admit Army benefits
1
]
FP~CON | Again uses this to take kid past enlistment in his head
1
]
4 | Employer will obviously choose Army. Many others showing
{ Army is superior in what he wants.
[]
]
{ ("Which one would you choose?”)
]
[]
cD ! Chonks down to specifics, then back to general
]
(
]
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UNIQUE
PATTERNS:  STRAT DV switches; uses these when talking about 21(3,44~53)
business, sound right
CR1 Uses role switches as a way to teach kid throughout
decision making, sorting
TENSE Starts with now, then to what you have throughout

accomplished after you've zome out of
camp, presupposing already dome. Then
discusses vhat he did that others didn't
vhile he vas in the Aray including letters
of recomendation and commendstion,
honoradble discharge, stc. — Hov he will
get job (future) dringing him back to
present at the end.,

P e R D PN M W D CM U e S S e ey =




REPORT TYPE: PCW

1.D.: Coder 2 S A SEQ 14 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

OVERVIEW: to already bave finished Army training, i.e. joined and completed service.

ae am s me me mr ee o e em mm = e o= cm om e cm cm cm sm o mm em e e em me 4m an e ae oo o ooed
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

1.D.: Coder 2 S A SEQ_ 15 CROSS-REF

y — - -

Purpose: Trial close

Cycle: Pros__ Rap__ Qual__ NsI__ FEBA__ Clo x H-O__ DEP__

Setting: Face to face

F-UP__ M/A__

Oth

Range: 3G (p, 22 , para 5 , line 10 ) END (p. 22 , para_ 5

I1. COMMUNICATION STRATEGIES

, line 21,22)

BELIEF:]l - Verbally walking kid through processing cycle is & good way to set up a

trail close.

RULE: 1 ~- Uses this when he isn't sure,

SALES DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN

DECISION

STATE EXIT

N I

2.

3.

L T
—

b

e o]--

6.

A-33
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111, COMMUNICATION PATTERNS

OVERVIXW:

Verbally describes processing cycle to set up trial close.

Uses a nunder

of slick techniques including tense switches and UV's in very neat ways.

Very rich sequence.

PREDICATE: Vis__ Aud__ Kin___ Olf-Gus___ Uns___ Specific___
SYNIAX/
SDMANTIC: I-R___ IQ__ IC__  I-A___ I-E___ P-C__ Oth_FP-CON
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON '
PATIERRS: UV { These allow kids to £fill in missing pieces and give
{ feedback
]
]
FP-CON ! Describes kid having everything he thinks he wants
§
;
:
i
]
i
:
:
‘
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
TR1QUE _—
PATTERRS:  TENSE Used for future pacing
C-POST with Interesting combination sets up a no to 22(5,21-22)
NEG-Q the negative questions about not joining.

A L A D - - .S T - - A - -

i.e. wouldn't think of a reason not to

join
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

1.D.: Coder_ 2 § A SEQ 16 CROSS-REF

Purpose: Prospecting beliefs, rules, strategies

Cycle: Pros x Rap__ Qual__ NeI__ FERA__ Clo__ B-O__ DEP__ F-UP__ M/A__ Oth
Setting: Covers all areas

Range: BEG (p. 22 , para 13 , line 35 ) END (p. 24 , para_2 , line 13 )

11. COMMUNICATION STRATEGIES

BELIKF:]1 - Likes cold calls because he calls lots of kids and generates more interest.

2 - Kid's plans may change later, so if you plant a seed you may get him later.

3 - In big cities kids are more into skilled ®raining, so you might plant

different kinds of seeds in different locations.

4 - Keeping introductions low key helps relax kid and establish rapport.

:

1l - Plant seeds in kids.

2 - Reep introductions low-key, names not titles.

SALES DECISION DECISION
SEQUENRCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

S

2.

4.

3.

e adan cdes ccfew ccdes oo e

—— -J R P s i BT e

- -J L T DR L

6.
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I11. COMMUNICATION PATTERNS

OVERVIEV:

PREDICAIX: Vil__x_ Aud x  Kin
SYNIAX/

souNrIc: I-R__ I-Q__ I-C___

4

PATTERN OPERATOR

COMMON
PATIERNS: MR with P

C-POST

v

PATTERN OPERATOR

UN1QUE
PATTERNS: A-OUT

STRAT with
YB-CON, FP-CON

X Olf-Cus___ Uns_x Specific___

I1-Ax  I-Zx P-C_x  OthYB-CON,FP~CON

TECHNICAL RESULT OR OUTCOME

Actually bases a lot of his actions on what he thinks

kid is thinking —— leads to bis questions

Have you thought about Army =- i.e. think about it now

One of several ways of softening

TECHNICAL RESULT OR OUTCOME

What-if scenario in case things don't work
out later

A ->K, U chunks; series of you way, dut 1
say (Yes, but) — later in the future we'll
get together and I'll shov you what we can
do = future pacing

A-36

EXAMPLE

23(3)

23(3)



-

~—

:

PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S A SEQ 17 CROSS-REF

Purpose: More beliefs about prospecting

Cycle: Pros x Rsp__ Qual__ N&1__ FEBA Clo__ H-0O__

Setting: Various

DEP__ F-UP__ M/A__

Ooth

25

., para_&4 , line 30 )

Range: BEG (p. 24 , para 12 , line 37 ) END (p.
J1. COMMUNICATION STRATEGIES

BELIEF:] - Some of the things you post need to entice somebody recently out of work to

call,

2 = Can take kids a couple years to figure out wvhat they want to do with their

lives.

3 - If kids are working and helping out their parents, they don't have the sense

of urgency that others have — they are now oriented.

4 - Get into schools two wvays: cold calls and appointments, and ASVAB testing.

1 - Post area.

SALES DECISION
SEQUENCR: CYCLE STATE ENTER PRIMARY PATTERN

DECISION
STATE EXIT

TEST

-l o

I O O

-

I ISR SR VR P
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PROTOCOL CODING WORKSHEET

3. BACKGROUND INFORMATION

1.D.: Coder 2 S A SEQ 18 CROSS-REF

Purpose: Rules and beliefs on working with schools in prospecting .

Cycle: Pros x Rap__ Qual__ N&I__ FEBA__ Clo__ B-O__ DEP__ F-UP__ M/A__ Oth___
f Setting: Phone, school

' Range: BEG (p. 26 , para_ ) , line 1 ) END (p. 27 , para_l , line_17 )

I1. COMMUNICATION STRATEGIES

BELIEF:] - HEave to have a good working relationship with school counselors.

2 - Exposure to kids is important so they see wvho you are, that you're not an

2‘!0.

3 - Most counselors are willing to help as long as you ask ther and follow the

rules.

4 - Counselors like to be sgtroked, too.

RULL: ] - Offer to personally help counselor with students, ‘iving tests, etc.

2 - Find out rules of counselor, vhen to come, etc., by directly asking.

3 - Bring things for counselors, to stroke them.

! SALES DECISION DECISION

SEQUERCE: CYCL? STATE ENTER PRIMARY PATTERN STATE EXIT TEST

- [] - [] , — ] — §

] [} H '

! ! ! ' '

1. ! : H H '
I i i H i

2. H H ! ! !
H H i H :

3. i | ! H '
' i H H ‘

4. H H H ! :
H i H I '

5. ' 1 H ! i
! H i T :

6. ] 1 : ! !
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REPORT TYPE: oW

I.D.: Coder 2 S A SEQ 18 CROSS=REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 5 - When you give to_someone (counselor) a lot, they start to feel that

ce em e o cm em me mm e em mm om e e o e o = mm o= om e = e o o = o= e oo e ]

they ove you something in return, and it's hard for them to say no to

you. They'll go to bat for you then.

6 = When you've established good rapport, you can start askin

questions, i.e. for referrals.

7 = Most counselors realize your tise is important, so you can tell them

to send you the best referrals, not just kids vho want to get out of

class, etc.
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PROTOCOL CODING WORKSHEET

J. BACKGROUND INFORMATION

I.D.: Coder_ 2 S A SEQ__ 19 CROSS-REF

Purpose: Beliefs and rules about prospecting and time managesent
Cycle: Pros x Rap__ Qual__ MI_ TEBA Clo B-0 DEP F-UP M/A__ Oth x

Setting: Prospecting and time management in different areas
Range: BEG (p. 27 ,pera 3 , line 26 ) END (p. 29 , pera_S _, line_35 )

11. COMMUNICATION STRATEGIES

AZLIEY:1 = You really have to be on top of your time in a one~man station since there's

no one to assist you.

2 - Travel time is very important in rural areas decause of great distances

betveen people.

3 ~Constant changes necessitate daily prospecting.
4 = If kids don't have jobs, call home at meal tine because they'll be there,

probably catching the most flack for nmot vorking.

S - Established office hours are only a guide, have to be flexible.

RULE: 1 - Never just make one appointment far away, schedule another, or more, in the

same direction.

2 = Set up specific times to do thinge.

3 -~ Work on prospecting on a daily basis.

4 - Doesn't plan more than two days out, because he can't keep track of it.

S = Call grads around noon because of belief 4 adove.

6 ~ Also contacts seniors right after school or about 6:00, or Ssturday BOTNings.

SALES DECISION DECISION
SEQUENRCE: cYCLE STATE ENTER PRIMARY PATTERN STATE EXI1T TEST

! - ! b '
' ! | ' '

1. : : | !
1 B B :

2. ! ! i '
1 i o l

3. ! H '
4 d |

4. d ; \ ! ~
¥ 1 | | L) :
] . ' ] [

5. \ H ! \ H
H B ! ! :

6. H : : ' '
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111. COMMUNICATION PATIERNS

OVERVIZW

¢ Gives list of daily activities. One short example of talking to kid about

seeting parents late at night if they work late.

PERDICATR: Vis___ Aud__ Kin x Olf-Gus___ Uns x_ Specific____

COMMON
PATTERRS

UNIQUE
PATTERNS

: I-R___ 1-Q__ 1<C___ I-Ax 1I-E__ P-C_x_ Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
: MR Knovs parents will be tired, shows understanding

RE-D with A-OUT Redefines midnight meeting as fun.

("We'll have & good time.")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

T B S B o @S B BT - B RS . . E- B - - -
- R B T B G B R B T - —— - e we - .-
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PROTOCOL CODING WORRSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 5 A SEQ 20 CROSS-REF

Purpose: Rules and beliefs, techniques about N & I and FEBA, Cat levels

Cycle: Pros x Rap  Qual__ Neél x FEBA X Clo__ H-O__ DEP__ F-UP__ M/A__ oth
Setting: Office

Range: BEG (p. 30 ,para 7 ,line 21 ) END (p. 32 , para_1 , line_ 24

II. COMMUNICATION STRATEGIES

BELIRP:] -~ You have to sell a Cat &4 differently because he probadbly isn't interested

)

in continuing his education -~ the basic program is enough for him.

2 = Not different in prospecting between Cat levels.

3 - Cat 4's aren't dummies, just wmore specific, looking for jobs.

4 - You probably have to stress benefits more to Cat 3A.

3 = Cat 3A's looking for college, or some type of further education.

6 - Some people vho are smart (Cat 1) expect to be given everything on a silver

platter.
RULE: ) - You have to be yourself with everyone.
2 - Have to key yourself and talk on the level of each applicant,
3 - Have to be very specific in presentation of job to Cat 4.
4 - Sell Cat 3A college.
5 « Give Cat ] the bare facts, because of belief 6 adbove.
SALES DECISION DECISION
SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
; s | s s
1. ! { '
Y H H
[] [] ]
2. ! :
Y 1
] ]
3. : % : :
4 H LB J
L, ! H H !
T I | 1 1
] (] t '
5 ! : : : :
1 A I8 T 1
] ] 1 ] |
6. ! : H : ‘
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A I11. COMMUNICATION PATTERNS

OVERVIEW: Different opinions and techniques with levels of applicants

PREDICATE: Vis x  Aud x Kin x . Olf-Gus___ Uns_x  Specific___

L SYNTAX/
SDMANTIC: I-R__ I-Q___ I-C I-A I-E P-C x_Oth_FP-CON
b ——— A m—
PATTERN OPERATOR TECENICAL RESULT OR OUTCOME
COMMOR

PATIERNS: CD "Only" the Aray can offer this high-tech training,

shows uniqueness, creates special value.

=
]
]
:
:
P with MR ! Compliments, ties to benefits/joining
[}
[ ]
1 ! ("I'm sure...you're the type who wants to excel...")
[}
[]
{ ! ("I'm sure vhat you want...")
]
[}
BHOC | States these for kid, then presents benefits in the
| same order that kid wants them.
[]
]
' PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
: UNIQUE -
y PATTERNS: C/FS Plural, uses himself as part of Army, 31(1,3-10)
L makes it more personal, part of s team of
vhich recruiter is already part
("You're going to hate me...")
] TENSE Used for pacing, setting up HOC, FP throughout

S S S P B B G W e G M B e ma e e -
- S G- G G B S - an = e —an am = e
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REPORT TYPE: PCW

1.D.: Coder_ 2 § A SEQ__ 20 CROSS~REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON
PATIERNS: FP-CON with MR, Presupposes joining, going through the experiences
4 outlined, matching HOC
("You're going to hate we...")
A-OUT You've accomplished this, mov we'll put you through...

offers unique opportunity — then you'll come back and
thank me,

S S P T e C e et e e ch cE e e e S f o cm et e et e . e a— —— ,— —— .- - .- . G n @ e @ S GO Gean W G S CEAR S Y
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION
I.D.: Coder 2 S A SEQ 2} CROSS-REF

Purpose: Pre-Q of spplicants =~ quick assessments

Cycle: Pros__ Rap__ Qual x Kel__ FEBA_ Clo__ B-O__ IEP__ F-UP__ M/A__ Oth__
Setting: In person, or phone
Range: BEG (p._ 32 ,para 7 ,line 38 ) END (p. M ,para 1 , line & )

I1. COMMUNICATION STRATEGIES

BELIXF:] - 1f they knov their social lecuritz nusber, thez'll score & 3B or higher on

the ASVAR.

2 - 1f a kid says he's had Algebra I, Algebra II, he'll usually score a 50 or

higher on the test ——- he pays more attention.

3 - You can tell if someone is paying attention by watching their eyes, and snap

thez out of it (you can get boring if you've conducted & lot of interviews).

l = Snap the kid out of it if he slips into "la-la" land.

RULE:
SALES DECISION DECISION
ZEQUENECE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
— ] ] N [] _ )
- i | 5 i 5
1. ! ! '
i ! !
2. H ! '
1 | ]
[] [] ]
3. ; % : !
' i - g
b, ! ! 1 !
H \ H '
5. ’ 3 ! : !
' ] v - :
6. ! ! ! ! H
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REPORT TYPE: PCW

BLOCK
DESCRIPTION CONTINUATION
BELIEF: 4 - You can tell from talking to a person about their English courses,

wvhat kind of courses thez'vc h.d: how well they can read, how they'll
do on the ASVAB, 1If he pretty well understands vhat he reads he sghould
be at least a 3B, Same with the word problesms on the sath portion of

the test.

e me Se Cw em e PR e EE BE Ew e ew EEm e® e me em we me e e® mE e ee em ew e e be ee oe om em e -
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PROTOCOL CODING WORKSHEET
1. BACKGROUND INFORMATION
I.D.: Coder 2 S A SEQ 22 CROSS~-REF
Purpose: Motivation and attitude beliefs and rules
Cycle: Pros__ Rap _ Qual__ NR&I__ FEBA__ Clo__ H-O__ DEP__ F-UP__ M/A x Oth___
Setting: N/A
Range: BEG (p._ 34 ,para 7 , line 17 ) END (p. 37 , para_4& , line 44 )
11. COMMUNICATION STRATEGIES

BXLIXF:] - A large majority of stress is self-imposed.

2 - You have to knov when to back off or burnout will hit you between the eyes

and you won't accomplish anything.

3 - Station commander has to watch his people, offer encouragement,

etc. See

Sequence below for general outline.

4 - If you start acting like a machine, you won't put people in, mo matter what

you do, and you von't understand why.

RULE:

1 - You have to realize what is happening and take time off when you realize

you are burned out.

2 = After burnout, you know you'll have to take some flack, a lot of "no's,"

but vhen that first kid says yes, you'll be okay.
SALES DECISION DECISION
SEQUENCE:  CYCLE STATE_ENTER PRIMARY PATTERN STATE EXIT TEST
] 1 1 T — [] — 1
] [ ] [} 4 [}
H 13ad streak, ! ) !
1. M/A Bigh production imothing works iFeel wrong iNo "clicks"!
Start thinking H Not \
2. M/A {Feel wron {"it's me” {Feel burnout felickin !
i iStation commander | TOutside '
3. M/A Burnout helps iAnger lview !
i \Feels !
4. M/A iAnger Get mad, kick :hzq;_JRelxef okay ibetter :
I Devises nev \ !
5. M/A {Feels better vork plan .Nornal 'Clicks !
-y ] 1] |
6. i : i i i
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REPORT TYPE: PCW

1.D.: Codet Y4 =S X SEQ 22 CRUSS~-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: S - Difference betveen listening and hearing. You must concentrate to

become involved.

6 - You need time completely avay from recruiting when you get burned

out.

7 = Good work plan will help you get back after burnout.

8 - It helps to have somebody stroke you on the way back after burnout.

Wife provides support since he has no one else in the station.

- PO ew e Ge e SBe e am BE e G® Be GE G wE Ew W W® me em = e Gam me EE ae P P G GE Se ee e e o
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I11. COMMUNICATION PATTERNS

OVERVIEW: Describes cycle of burnout above in Sequence. Was dissociated the last time

(p. 36, para. 3 -- describes state), Uses New Behavior Generator to get

himself back on track (p. 37, para. 2). Uses suditory "click" as positive

feedback.

PREDICATE: Vis x Aud x Kin x_ Olf-Gus___ Uns _x_ Specific_x_

SYNTIAX/
SDMANTIC: I-R___ IQ__ I1-C___ I-A___ 1-E__ P-C__ Oth NBG
PATTERN OPERATOR TECHENICAL RESULT OR OUTCOME

COMMON !

PATTERNS: l
]
:
{
\
]
:
:
:
:
]
]
1
]
'
)
[]

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

UNIQUE i !

PATTERNS: NBG iGets him reoriented, back on track after H 37(2)
!burnout H
4 :
] ‘
H '
] ]
[] ]
H g
H 4
' i
' '
1 :
' '
H '
' '
! 4
' '
' H
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PROTOCCL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 5§ A SEQ_ 23 CROSS~-REF

Purpose: Handling objections, primarily girl friend doesn't want applicant to join

Cycle: Pros__ Rap _ Qual__ NeI__ FEBA__ Clo__ H-0 x DEP__ F-UP__ M/A_ Oth__
Setting: Office

Range: XEG (p._37 , para_6 , line S50 ) END (p. 39 ,para_1 , line 16 )

i 11. COMMUNICATION STRATEGIES

BELIXF:]1 ~ Objections are their way of saying they need some more information.

2 ~ There are lots of opportunities in the Army, for example to play lots of

sports, but you've got to apply yourself.

3 = One of the most poverful things in the world is s spouse, male or female.

They can be the deciding factor.

4 ~ I1f conditional close doesn't work, then you didn't get the real objectiom.

S ~ There are 101 different objections.

6 -~ AP may not join because he's being badgered by others. He may need stroking.

RULE: ] -~ Be careful not to destroy what another recruiter has said to the kid, i.e.

“Can 1 play sports in the Army?" "Of coursge."

2 ~ Find out objections. If the kid says "I've got to think about it," you

need to find out why, and confront the problem.

3 = Ansver the questions, fulfill the need,

4 - Take the objection lightly (framework for handling "what if" -~ see below.)

SALZS DECISION DECISION
SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT

i

1.

aafan mo -

2.

3.

4.

3.

v o fnn ades cfre cafee ce o

[ONUIN PP NUpI SUNDI FSESE SO,

- - —-J B B e L L WP Ay

6.
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111. COMMUNICATION PATTERNS

OVERVIEW: Begins lecture at ARC segment of interview, goes right into handling objec-

tions. Example of sports, points out that there are lots of sports in the

——

Arny. Then example of handling girl friend's objections. Would see the

spplicant and the girl friend together if necessary. Says, T . .30 you think

it would help if your girl friend understood?” — Terrific introduction with

presuppositions, continues.

PREDICATE: Vis__ Aud x Kin__ Olf-Gus__ Uns_x  Specific___

L SYNTAX/
SEMANTIC: I-R___ I-Q___ I-C__ I-Ax I-E__ P-Cx Oth
]
| PATTERN OPERATOR TECHNICAL RESULT OF. OUTCOME
COMMON
PATIERNS: P Assunmes kid needs more ansvers. Same with girl friend.

Assumes kid needs "help"”, etc. All the above maintain
rapport and lead the applicant, as well as setting the
framevork for seeing kid and girl friend together.

- - - R - o - - me m-

INT Clarifies intention of applicant with girl friend, then
shows how he, and the Army, can "help" no matter what the
intention.

A-0UT Shows how joining the Army will help take care of girl
friend after they're married, a better choice than not
joining.

b PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

UNIQUE

PATIERNS: AS Applies "what if" to itself brilliantly 39(1)

for conditional close.

- - S B G- - G T B® B -, - e - ™ -
- B S S - - - B B B o e -
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REPORT TYPE: PCW

1.D.: Coder 2 S A

SEQ 23 CROSS-REF

PATTERN OPERATOR

COMMON
PATIERNS: C(CR1

—— - " m S A W G Sh AR P W S (0D D A e T G G - AP R G G GhER P e B P A YD M WE B G T G P S M WY Wl B G A W B @

TECHNICAL RESULT OR OUTCOME

Challenges applicant's decision making power, does he,
or the girl friend make the decisions?
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

Setting: Office

I.D.: Coder 2 S A SEQ 24 CROSS-REF
Purpose: Handling objections, primarily haircut, procrastination, honesty

‘ Cycle: Pros__ Rap__ Qual__ MNeI__ FEBA__ Clo__ B-O x DEP__ TF-UP__ M/A__ Oth___
Range: BEG (p. 39 ,para 3 , line 26 ) =END (p. 4] , para_2 , linme 13

II., COMMUNICATION STRATEGIES

BELIEF:1 - 1f he says "I don't know [if 1'm ready to join]" — there is something else.

1 3 = A lot of people are afraid to admit they can't make a decision.

2 - Haircuts aren't important in the light of education, training, etc.

4 - Honesty is important and kids respect it in you.

5 = If jobs are filled, especially some of the very popular ones, you need to

already in the Army are the ones taking those jobs,

# enlist and go after it when you re-enlist later because the people that are

6 - It's okay if the kid doesn’'t join if it was a pood decision.

RULE: 1 - Beat a dead horse. Don't give up until you are convinced that nov is not the

right time.

2 - Let them know you're going to call back later so it doesn't come as a shock

r to them.

3 = Get hin to agree to something, then try to close again.

SALES DECISION
SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN

1.

DECISION

SIATE EXIT

TEST

2.

3.

4.

5.

e Boutets Bty et mtndaty pundeialoend

I I

e e e cofan oo cafen cn ee

e welnm ceferw oo sofee agofen ae ea
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REPORT TYPE: PCW

I.D.: Coder 2 3 A 8&EQ 24 CROSS-REF

BLOCK

DESCRIPTION CONTINUATIOR

BELIEF: 1 ~ Be is a counter-exzample to wuch of what it taught at recruiting
command.
8 - Most recruiters like to shov off and talk about themselves.

OVERVIEW: use of the self as an example.

e me me em e G0 Ge GE en B BB G® Ae we Emm M e @ e BE ®% e e e W me we SE e B e e mE e o
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I11. COMMUNICATION PATTERNS

Sets up conditional close he can't possibly meet, knowving

OVERVIEN:

Says he can't take care of it, but then cospares vanit

the kid knows it.

etc.
the logic of the argument,

Uses

ortance of
Kid would

money for education, good trnxning. getting away fros town,

have to be a fool not to go along with

to

et to more important objections if the

crastination and hov to pus g

need for honesty and how he convinces kid that he 1s.

h kids ahead in their decision making.

are there. Then discusses
Discusses

ro-

Also talks about the

PREDICATE: Vis x_ Aud x_ Kin x Olf-Gus___ Uns x_ Specific___

SYNTAX/
SEMANTIC:

COMMON
PATTERNS:

UNIQUE
PATTERNS:

I-R I-Q

PATTERN OPERATOR

1-c___

P

R/S with CF/S

AS

M=4 with A-QUT

RE-D

PATTERN OPERATOR

I1-A x I-Z P~C x Oth

TECHNICAL RESULT OR OUTCOME
Assunes there is an odbjection if kid says "I don't know."

Compares vanity to money for school and training, sets up

close

’

Procrastination, we all put it off — shows kid his own

foolishness in a humorous way

Exanple of washing truck next week, shows hov we all

procrastinate and how useless it is

States kid's real need to sit down and make a decision

TECHNICAL RESULT OR OUTCOME

A-55
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REPORT TYPE:

PCW

4 —— —— - ~—r————y— -~ -

1.D.: Coder 2 S A

SEQ__ 24 CROSS-REF

PATTERN OPERATOR

COMMON

PATIERNS: MF
INT
CEQ
c-Ix

. — S - S WA G e s P DD G S TR D G e P s i Mm e R e e e M S A s MM e e P e e R e T e G SR EIND PP AP M an Yhes S EPES G E WU W o E

TECENICAL RESULT OR OUTCOME
This vhole thing is cbo;t life, mot little objections
He'd rather be honest and bave the kid make & good decision
You might not like wvhat I have 20 say ® At lesast I's honest

Uses his technigues as counter to vhat is taught, but he's
very effective
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 s A SEQ 25  CROSS-REF

Purpose: Views about personal style in rapport and FEBA

Cycle: Pros__ Rap x Qual__ WI__ FEBA X Clo__ H-0O_x DEP__ F-UP__ M/A__ Oth___
ﬁ Setting: Office

Range: BEG (p. 41 , para_4& , line_15 ) END (p._43 , para_1 , line__3 )

11. COMMUNICATION STRATEGIES

BELIEF:]l - You don't necessarily need to use the sales book or the JOIN machine if you

really know how to talk to people.

2 - Just recruit hovever you feel comfortabdble.

3 - Most male recruiters talk to female applicants the way they have been talking

to women all their lives, and it doesn't work. They vant to be treated equally.

4 - More women in the Army than ever before means more opportunities for them,

RULE: ] - You need to treat women the same as you do men.

2 - Don't worry about the rejection if you lose the applican:.

SALES DECISION DECISION
SEQUENCE: CYCLX STATE ENTER PRIMARY PATTERN STATE EXIT TEST

2.

-l

3.

4,

LIt FE S EPQIpE SRS MNNpRSE S

SO A S

6. H
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I11. COMMUNICATION PATTERNS

OVERVIEW: Talking about talking with women, primarily.

The need to be direct and

treat them the sanme

as men. Handling objections to basic training.

PREDICATE: Vis _x_ Aud x  Rin___

SYWNTAX/

SDUNTIC: I-B__ I-Q__ I-C__

PATTERN OPERATOR

COMMON :
PATIERNS: P - !
1

E

AWARE !

[}

]

c-U !

:

'

R/S H

i

)

]

:

PATTERN OPERATOR

TNIQUE
PATTERRNS:

Olf=Gus___ Uns_x_ Specific___

I-Ax_ I-E__ P-C___ Oth

TECHENICAL RESULT OR OUTCOME

Assunmes they're looking for the Army to do something for

then.

Gives information to ease kid's mind about objection.

Arny has more wvomen, it must be for & reason, you can do
it, more jobs, etc. Allows him to present jobs.

If you lose them, you never had thexm.

TECHNICAL RESULT OR OUTCOME

A-58

- - - " o G, - 4n e - ——— = =

EXAMPLE




I.D.:

Cycle:

Range:

Coder 2

PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

5§ A SEQ

26 CROSS-REF

Purpose: Dealing with HSGC

Pros x BRap x Qual__  N&I_
Setting: With HSGC

FEBA c10_ H-0

DEP r-uUp

M/A

Oth

BEG (p. 43 , para_ 3

o line 37 )

1I. COMMUNICATION STRATEGIES

END (p._ 45 ., para_1

BELIEF:] - More kids are doing mothing when they graduate nov than before.

, line 49 )

Parents are

sore lenient.

Kids would be better off in the Army.

2 - After a certain amount of time doing nothing, you need to do anything, even

if it's wrong.

3 ~ Counselors, when approached with this view, either get defensive or they

agree vith you.

4 - Need good rapport with counselors.

RULE: 1 - Educate your counselors.

Let them know about the Army's benefits.

- SEQUENCE:

SALES
CYCLE

DECISION

STATE ENTER

PRIMARY PATTERN

DECISION

STATE EXIT

TEST

—— el o -l

O I

—— -
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I11. COMMUNICATION PATTERNS

OVERVIEW: Isportance of rapport ("who do you know") with HSGC, before ssking for help.
Vievs on kids doing nothing. Establishing rapport with counselors, letting
then know the benefits of the Army and getting them to help you out with the
kids,

PREDICATE: Vis___  Aud Rin__ Olf-Gus___ Uns___ Specific___

SYNIAX/

SDUNTIC: I-R___ I-q__ I1-C___ 1-o___ I1-2___ P~C__ oOth
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMOR

PATIERNS: A-OUT with INT Doing nothing for two years in the Army, humorously

presents the option of military service to counselors

e e m - —— ———— - - e - ;-

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

UNIQUE
PATTIRNS:

T WD W Gem B G U . B . - - = -
T A R e S e W, A - - .-

A-60




PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ 27 CROSS-REF

Purpose:

Cycle: Pros__ Rap__ Qual__ N6I__ FEBAx Clo__ B-O__

Setting: Talking with kid about comparing services

DEP__ F-UP

Range: BEG (p. 45 , para 3 , line S3 ) END (p.
JI. COMMUNICATION STRATEGIES

BELIXF:l - Arpy benefit is short enlistment.

47

. para 3

2 - Can't do anything about the color of the uniforms, but they aren't really

important.

3 - Kid will tell you (directly in this case) if you left something out that he

is intereated in (assumes rapport).

RULE: 1 - Challenge kid to compare and challenge other recruiters. Offer to meet
together with kid and other recruiter if necessary.
2 - When comparing, if necessary, show benefits in writing.
SALES . DECISION . DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

' S — T — 1 1
[} ] ] ] t
' : ' ' '

1. ! :
i '

2. ! ' ' '
i i i ‘

3. ! ! :
L Ll |
] ] 1

b : 1 ! '
H o i '

. ! ! : :
P , 1 :
[} [} ] []

6. ! : ! : !




I11. COMMUNICATION PATTERNS

OVERVIEVW:

PREDICATE: Vis x_ Aud x  Kinx Olf-Gus___ Uns x  Specific___

SYNTAX/
SEMANTIC: I-R__ I-Q 1C___ l-Ax 1- P-C_x_ Oth_YB-CON,S~CON

PATTERN OPERATOR TECHENICAL RESULT OR OUTCOME

COMMON
PATTERRS: INT Comparing color of uniform to value of programs --
allovs him to show superiority of Army after ridiculous
comparison of uniforms, and also get kid to challenge

tecruiters in other services to be honest and match on

e - - - A E - - .-

merits
P Everything important shows superiority of Army programs.
Lots of exanples of this in this section
M0 Possidbilities brought up to make kid think about benefits
and coppare other services
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXANPLE
UNIQUE -
PATIERNS: YB-CON with Tells kid to make his own decision 47 (1)
S-CON

("I'm not going to talk dad about the other
recruiter...")

but then says

("e..if he's lied to you he's going to lie
to you again. That's a good possibility.")
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

1.D.: Coder 2 5 A SEQ 28 CROSS-REF

Purpose: Handling objections, FEBA, together
Cycle: Pros__ Rap__ Qual__ N&I__ FEBAx Clo__ H-Ox DEP__ F-UP__ M/A Oth

Setting: Office
Range: BEG (p. 47 , para_5 , line 20 ) END (p._48 , para_3 , line_49 )

I1. COMMUNICATION STRATEGIES

BELIXF:] - An indirect wvay for a kid to tell you you forgot some important information

is to throw up an objection.

2 = If he says "I think so,"” he is telling you there may be some doubt,

3 - The "scared factor" is always there with everybody.

4 - Fear is good, it leads to caution in decision making.

RULE: 1 - Save the "scared factor" for last —— it's the easiest tc handle,

2 = Make then face up to the fear.

SALES DECISION DECISION

SEQUENCE:  CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

| 1 ] ] B
! i i E

1. B-0 Afraid (kid) IR/S, C¥/S . iRelief, normal |Unspec.
q i :

2., B-0 Relief, normal {RE-D (fear — good) !Curious !Unspec.
L] 1]
) ]

3. B-0 {Curious 1P=AWARE, C-POST :Anticizating {Unspec.
H iP, they're H H

4. B-0 iAnticipating scared, too Comradeship ‘Unspec,
=T Internal '

5. _B-0 iComradeship CR1_(NBG) dialogue iUnspec,
{Internal 1

é. B-0 1dialogue \CE, FP !Friendship 'Unspec.
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II1. COMMUNICATION PATIERNS

OVERVIEW: Begins talking about kid telling you you forgot something by giving an
objection. Shows a perfect example of re-establishing rapport by recapitu-

ating vhat they were talking about that was so important, then leading with
the benefits of the Arny college fund and fiﬂfihin;_yith 8 modal operator to
Keep the kid's interest up (47,5,23-30). 1Then uses more modal operators to
introduce the doubt/scared factors in the decision to join. Then describes

excellent guided fantasy/future pace of recruiting station, and Arpy career to
PREDICATE: Vis_ x  Aud x_ Kin x  O0lf-Gus___ Une_x_ Specific___

SYNTAX/
SDUNTIC: I-R I1Q__ I1-C__ 1-Ax 1-Bx P-Cx Oth PF, DBF,

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMOR

PATIERRS: ¥F Re-establish rapport (47,5,23-30) Pace-lead

!
!
[}
:
MO ! Lots of possidilities to create/maintain interest/
! curiosity.
]
]
P ! Presupposes he left something out if he hears "yes-but"
¢
]
CE ! Fear leads to caution, sakes you get what you wvant,
! This leads the applicant into asking more questions.
I
]
R/S ! Everyone is scared -- allows applicant some measure of
{ comfort.

PATTERN OPERATOR . TECHNICAL RESULT OR OUTCOME EX‘A.‘!PLf
UNIQUE —_—
PATTERNS: DBF You'll either make friends with this guy, 48(3)

or get another one instead
FP-CON with STRAT| Magnificent use of the senses, starts L8(3)

visual, leads through internal dialogue,
kinesthetics, back to visuals at the end:
installation - ("You can look forward to
meeting many more...")

- W D hem W Tam S A WA AL T W W - W mn - -
- S i G S S S P A - e A et e e -
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REPORT TYPE: PCW

I1.D.: Coder_ 2 S A SEQ__ 28 CROSS-REF
BLOCK

DESCRIPTION CONTINUATION

OVERVIEW: ease the fear and change it to comradeship.
OTHER: FP-CON

- am cm we em eEm B ee me md B m= mem mw m= mm mm mEm ee me me me rw me ee wm e e o= me on ee oo oe o= e
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REPORT TNTE:

PCW

1.D0.: Coder 2 S A

SEQ__ 28 CROSS-REF

PATTERN OPERATOR

COMMON

PATTERNS: C-POST with
AWARE
cr/s
M0

- S - D S AR T R (e SRR e AP G G e TP e B M TSR AR A A R T AR s W WA W - S e G ke AP SRR EhR G an AR SAET GG G SN Geen W m

TECHNICAL RESULT OR OUTCOME

Sets up guided fantasy/dialogue
("Do you know all the people that will be there?")

They're all scared too, puts him in with the crowd, sets
up the most important part of the fantasy

Direct suggestions: you will, you're going to, etc.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder_ 2 S§ A SEQ__ 29 CROSS-REF

Purpose: Practicing handling objections

Cycle: Pros__ Rsp _ Qual__ NK6I__ FEBA__ Clo__ B-Ox DEP__ F~UP_ M/Ax Oth__
Setting: Practices in his head or vwith his wife

Range: BEG (p. 49 ,para 1 ,line 1 ) END (p. S5O0 , parsa 1 , line 46 )

Il. COMMUNICATION STRATEGIES

BELIRF:]l ~ Practice is very important.

2 - Success comes from knowing how to handle people, answer their questions,

satisfy them ~—— so that people can agree to anything you offer them.

3 -~ Have to learn to "pick somebody's mind” and the only way is to teach your-

self (along with watching others).

4 - Gets to knov each person he talks to, and they him, well enough to use then

for referrals if they don't go_in.

BULE: 1 - Make up objections, come up with ways of handling them. Practice internally

or with others (wife).

2 - Don't be satisfied with one "no" =- keep on going.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT

3

1.

el v -

2.

3.

4,

5.

CE ! e P s EbEpie o -.] o -
PRI WIS SN S -.J S AU,

- o g - = R Loy B Y NSy ey
- B - s m - - W - —— - —————

fr = v afleran o ofies -

6.
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J1I. COMMUNICATION PATTERNS

OVERVIEW: Describes practicing handling objections. Uses conscientious objector as
an exanple. Talks adbout his mentor wvhen he wvas learning to recruit.

PREDICATR: Vis X Aud x_

SYNTAX/

SEMANTIC:

COMMON
PATIZRNS:

UNIQUZ
PATTERNS:

I-R__ 1-Q

PATTERN OPERATOR

C-POST

C-EX

PATTERN OPERATOR

1-Cc__

- - - - G B T R B G T - - - - - -

Kin x_ Olf-Gus___ Uns_x_ Specific

I-Ax I1-Z2x ®C oth

TECHNICAL RESULT OR DUTCOME

Can't believe the objection = gets applicant to
clarify

("Did you know...") as way of present counterexaczple

Shovs how you can get in thromgh c.o. status, conditional
close is folloved np and finished

TECENICAL RESULT OR OUTCOME EXAMPLE
[}
:
i
1
'
t
]
|
]
'
:
i
i
!
]
!
[}
i
H
'
[
[}
{
[}
1
[}
|
]
1
t
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PROTOCOL CODING WORKSHEET

l 1. BACKGROUND INFORMATION
I.D.: Coder 2 5§ A SEQ___30 CROSS~-RET

i At o

1 Purpose: Prospecting beliefs and rules =—— esp. referrals

Cycle: Pros x Rap  Qual _ N6I__ FEBA__ Clo__ B-0

DEP F-UP

M/A

Oth

ﬁ Setting: Phone, office

[ I1. COMMUNICATION STRATEGIES

Range: 322G (p. 51 ,para 2 , line 5 ) IXND (p. S1 ., parsa_l

BELIEF:) - Need to knowv people, mutusl respect, whether they join or not,

. line 52 )

They'1l

help you.

2 - Not a vaste of time talking to people who may help later.

3 - Want people to remember everything you tell them so that if something comes

up later they'll call you. Things change.

ROLE: ] - Create mystery (using MO) — then lay it on the line.

Show benefits and

motivate him to help you.

SALES DECISION
SEQUENRCE: CYCLE STATE ENTER PRIMARY PATTERN

DECISION
STATE EX1T

l.

TEST

2.

e bty kR Lt

3.

? 4.

Ll CX

S.

“JHA“J“n“nu““

6.

- oo o ---.1...-.-.-—-..--

[PRSERU PRpEGpg P,
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I11. COMMUNICATION PATTERNS

OVERVIXW:

Talks about getting referrals from people who haven't joined, and those who

decided no the first tisme dut have changed their minds months later,

Describes benefits of getting someone else to join with them, i.e. promotion.

PREDICATE: Vis x_ Aud x  Kin x_  Olf-Gus X Uns _x_ Specific___

SYNIAX/
SEMARTIC:

COMMON
PATIERNS:

UNIQUE
PATTERNS:

I-k___ IQ__ I-C__ I-Ax_ ¥R x PC__ Ot

PATTERN OPERATOR TECENICAL RESULT OR OUTCOME
P - Assuzmes he still intends to join eventually,

("Ready to join yet?")

]
[}
[]
]
]
]
{
]
:
MO { Knov someone who might...Takes pressure off of referring
! person, the friend say or msay not be interested, not his
! responsibility. Also uses to create mystery.
t
[}
MR { Loosens kid mp a bit,
[}
]
! ("You vant & beer.")
H
PATTERN OPERATOR TECHENICAL RESULT OR OUTCOME EXANPLE

- B - B S P S G L A T e W T e o
B B B B e B P B . S ——————— - - —-—
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PCW

REPORT TYPE

CROSS-REF

30

SEQ

Coder 2

1.D.

|

ﬁ

TECHNICAL RESULT OR OUTCOME

PATTERN OPERATOR

VWorth your time —— you bet.

C-POST

COMMON
PATTERNS

st

—— " . - - - . - - S T S S W @ W W L W T W G S S G e W W R W T T S S S e e = S

. g s Comi e a
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

I.D‘ :

Coder 2 § A SEQ__ 3] CROSS~-REF

Purpose: Follov—up on people who have been through basic training to make sure things

Cycle:

Pros__ Rap__ Qual__ NeI__ TFEBA Clo B-O__ DEP__ F-UP x M/A__ Oth

— — —

Setting: Office, phone, etec.

Range:

11.

REG (p. S3 ,para 1 ,line_1 ) ©END (p._56 , para__1__, line 8§ )

CORMUNICATION STRATEGIES

BELIXF:] - Helps to create & situation in the community where you're not just putting

kids in the Army, but really helping thes out.

2 ~ Sales cycle is like & closed loop systen and includes follow-up.

3 - Good to follow up with parents as well as kids.

4 - Things change in basic training and it's good to keep up 8o you can continue

to give accurate information to mev applicants.

S - When you follow up with kids after basic training they know you're really

concerned.,

RULE: 1 - Close your loop, including follow-ups for the next recruiter vho comes in,
2 - 1f there is & problen betveen & kid and his assignwent or his former
recruiter, straighten it out.
3 - If you don't know everything about s progras, put out the effort to find out
everything about it before you sell it,
4 - Nobody's perfect, so don't be afraid to sdmit to the applicant if you made
mistake,
SALZS DECISION A .DECISION
EEZQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT ST
! i : i E
1. '
2. ! { } i
! ! ! ?
3. : :
+ s
b, { ! !
T : !
S. ! } H ! ‘
T T T T E
6. : | H 1 !
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\ REPORT TYPE: PCW _
1.D.: Coder 2 [ A SEQ Jl CROSS-REF
BLOCK
DESCRIPTION CORTINUATION
PURPOSE: haven't changed so much that what he is telling kids nowv is no longer
accurate. Also talking to parents, and others about vhat has happened
ﬁ since enlistment.
BELIEF: 6 - Isportant to set things up for the next recruiter in your position.

e em e em e mm me om em = mm o mm e mm mm mm om e mm am e o mm oo e = me om om o= o om om ]

7 - Treat people badly and you'll blov it in the community,

8 - If a kid "throws you aside” because you made a mistake, you didn't

have hia anyvay.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S A SEQ__ 37 CROSS-REF

Purpose: Maintsining motivation in closing

Cycle: Pros__ Rap__ Qual__ NsI__ FERBA__ Clo x B-O__ DEP__ F-UP__

Setting: Office

M/A x Oth___

Range: BEG (p. 69 , para_3 , line 15 ) END (p._69 , para_3S

11. COMMUNICATION STRATEGIES

BELIKY:] - Accepting the challenge of a "no" is important.

. line 49

)

2 - Pear of rejection is probadbly alvways there ~- but you can learn to accept it.

3 - Have to do differently than vhen you were growing up.

No isn't final for

a recruiter, Ask why, or you won't find out.

4 - A person may want to join at another time.

RULE: 1 - Learn to accedt "no' and turn it around.

SALES "~ DECISION

ZEQUENCE : CYCLE STATE ENTER PRIMARY PATTERN

DECISION

STATE EXIT

- --J-— wefnn sdes adon e o
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REPORT TYPE: PCW

1.D.: Coder 2 S A SEQ 36 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 6 - 1f you're inventive you can alvays help and inform people.

7 - There are a million ways to approach anybody.
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PROTOCOL CODING WORKSHFET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S A SEQ__ 36 CROSS-REF

hodieinteing = a0 |

Purpose: Prospecting rules

Cycle: Pros x Rap__ Qual__ NsI__ TEBA Clo #-0
Setting: Open

DEP r-up M/A

Oth

Range: BEZG (p. 66 , para_6 , line 23 ) ZND (p. 68 , para 1 ,1i

1I. COA2MUNICATION STRATEGIES

ne 13

BELIEF:] - Many people are afraid to get out and talk about the Army because they may

say something wrong. Most people outside the service really don't knowv about it.

2 = If you think of everyone as possidle, it will be easier.

3 -~ Just walking up and asking people to join will make you feel like you're

invading their space -— even though you always are in a sense -- but that's the

challenge,

4 - There's always something that could work.

$ = If you're inventive you have more avenues to try, to lead to a close,

RULE: 1 - Talk to as many people &5 you can., Don't be afraid to get out and do it.

2 - Use what you've gained, tell thez what you know, however little it may be.

3 ~ Take what you need out of the recruiting course and use vhat applies, adapt

it as needed.

4 - Make your own style,

5 - Don't be afraid to try new things — be inventive,

Make things up, try thez

all.

SALES DEZCISION
SXQURNCE: CYCLE STATE ENTER PRIMARY PATTERN

DECISION
STATE EXIT

TEST

JRPRE NP NS M
-y

e e ccfen cfea ccfen cafew ce aw

PRI NP EPESIS FISDINY NUSQINE N
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111. COMMUNICATION PATTERNS

OVERVIEW: Pep talk at ARC regarding attitude

PREDICATE: Vis x_ Aud x Kin x Olf-Gus___ Uns_x_ Specific___

SYNTAX/

SDUNTIC: I-B___ I1-Q__ 1-C__

PATTERN OPERATOR

COMMON
PATTERNS: P with C-POST

PATTERN OPERATOR

UNIQUE
PATTERNS:

- G S e - P - S - s . —— -

You did well before, you can again (stated as

question)

I-Ax I-Ex P-C__ Oth

TECHNICAL RESULT OR OUTCOME

TECHNICAL RESULT OR OUTCOME
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.:

Coder 2 S A SEQ__ 35 CROSS~-REF

Purpose: Motivating yourself as a recruiter

Cycle:

Pros__ BRap__

Setting: ARC talk

Range:

Qual__ NeI__ TFEBA__ Clo__ B-O__ DEP__ F-UP__ M/Ax Oth___

226 (p. 65 , para 7 ,line 26 ) END (p. 66 , para_& , line_ 21

11. COMMUNICATION STRATEGIES

BELIXF:] ~ Recruiting is a complete change from the job they were doing before.

)

2

There are ways you can use the job later.

He thinks the job is fun = but he thinks very few others would.

Recruiters are out here to help people.

w I W

You'reg;oin;ﬁsp take a lot of flack, no's.

Accept the challenge of recruiting.

Look forward to the job, don't look at it as punishment.

Believe in yourself.

Keep on truckin', even when you get flack, let it bounce off of you.

Believe the job can be accomplished.

Maintain a positive attitude, enjoy what you're doing, have fun at it.

SEQUENCE:

1.
2.
3.
L.
3.
6.

SALES DECISION DECISION
CYCLE STATE EINTER PRIMARY PATTERN STATE EX1T TEST
[ ' | 1
] ] ]
| | l !
: s
: T
. :
T T
] ! e :
! : J 1
: : :
! T T
\ t | !
] (] [} 1
.' I H T
: : : :
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REPORT TYPE: PCW

I1.D.: Coder 2 S A SEQ 34 CROSS~REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON

PATIERNS: CD Gives the kid a little relief and understanding

("I can see you're an individual...don't expect you to
jump on the bandvagon.™)

C-POST with Conditional close = can you think of a reason why you

NEG—-Q wouldn't,.,

PF While you think about it, let's take the next step —
leads kid further into cycle.

(o] Makes his work seem easy, more relief for kid, less
complexity in processing. Sets up trial close.
("only thing left to do...")

P with R/S Ready to make the decision. Moves into close. 1It's

important so make the decision now.
("You've put thought into this...")

("Aspy puts a lot of money into this...”)

O P B EE An Ea Fm Ah e Aw B0 c- A" e e S - e~ - = = o cm = o - - o S - P e - o e " P - o - ma
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{ III. COMMUNICATION PATTERN

S

OVERVIZN: Describes the entire sales cycle from the point o. view of the a

cugglxi.ng his responses to what he thinks the kid is thinking,

licant,

L SYNTAX/
SEMANTIC: I-R__ 1-Q__

IC___

- o T e e S A G as R . Gm e e

DUNIQUE
PATTERNS:

PATTERN OPERATOR
COMMON
PATTERRS: MO
R/S
PATTERN OPERATOR

. S D B Gy e W W R T e W W e - A8

PREDICATE: Vis_x_ Aud x iin_x_ Olf-Gus___ Uns_x_ Specific___

1-Ax 1-E 3 _ P-C x Oth PF

TECHNICAL RESULT OR OUTCOME
Puts kid on the same spot as recruiter of having to
denonstrate his abilities, also gets him to take the
challenge and allow recruiter to sell him on his
adbilities,
("May be qualified...")

Places emphasis on benefits available in terms the kid
can understand.

("We're talking dinero here buddy...")

TECHNICAL RESULT OR OUTCOME EXANMTLE

. D S S WD P . ST T o S 4m e e e e Gh e e . -
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REPORT TYPE: PCW

1.D.: Coder 2 S A SEQ 34 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: S = They've been prepared since the phone call to tell you "no" but if
you've done your job well in the interview, they'll have s hard time
saying no, without making up an excuse —— 2rovided he can make his own
decisions.
6 - The kids think you may be lying to them, so that is alvays & reason
for them to take some time,
7 - If you remind the kid he's under mo odligation if they can't find hin
a job he wants, then he feels he's still in the driver's seat.
8 -~ If you offer the kid everything he wants and he doesn't fulfill his
part of the bargain, by joining, he's going to fee! guilty and you'll
hear from hinm in a couple of days.
9 - 1f he goes along with it, he'll feel it's over with, he's in the
Arny nov, and he got what he wanted.
10 = When he gets thanks, that means more than anything else.

RULE: 6 - When presenting the GI Bill, say $10,800, not ten grand, it sounds

e oo mm e e em G = e me Ge mw mm me me Sm mw me e mw me e *e em Sm e® Ee m® me e e om e o o e

more impressive that wvay.

7 = At closing, remind the kid he's under no obligation to join if they

don't have what he wants at processing. Resell benefits at this time

as well.
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

1.D.: Coder 2 S A SEQ_ 34 CROSS-REF

Purpose:

Cycle: Pros x Rap x Qual__ NeI__ FEBA X Clo x B-Ox DEP__ F-UP__ M/Ax Oth___

Setting:

Range: BZG (p. 61 , para_ & , line 29 ) END (p._ 65 , para_l

I1. COMMUNICATION STRATEGIES

s line 7 )

RELIEF:]l - Going in is & big step for most kids.

2 = Very fev kids actually think they are loing to enlist when they go in for

the appointment.

3 = Rids have heard lots about the Army — they want to be shown how it really

is.

4 - When you get to talk to kids, about what they are interested in, they think

"aaybe these guys aren't little soldiers marching around all the time ... they're
£ g

individuals."

RULE: ] - Keep the interview low key, so it isn't so frightening.
2 - Talk about whatever he wvants to talk about, from fishing to the last math
test he took.
3 - Give thez time to think about joining, but offer them the test, etc. to see
if they're qualified,
4 - After test, alvays congratulate them on how well they did. Make hiz feel
good about what he'd done,
S - Don't lie to him, tell him what he's qualified for.
SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT ST
| 3 : | :
1. 5 % : :
i H R :
2, H } t
I i i
3. H } :
1 T |
] ) [}
b, H ! ! !
)] ] T |
] 1 ] \
5 i ! : :
T ¥ 1 |
) ] 1 \
6. i H \ \ '
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REPORT TYPE: PCW

1.D.: Coder 2 S A SEQ 33 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

PURPOSE: around problems .etting 8 particular job, and maintain motivation for
yourself and the kids,

BELIErF: S - If you push kids through too fast you can run into two problems:

first, it “coming back and biting you," second, DEP loss.

6 - If you fimd something else & kid will be happy with, if he can't

get exactly what he wants, then you have covered yourself later if he

comes back and complains.

7 - think of the cycle as five weeks. Most recruiters mistakenly don't

do that, and feel they haven't done something right. Have to allow time

for people to go through the proceuixicycle.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.:

Purpose: Bandling making mission in the context of his style.
Cycle:

Range: XEG (p. S8 , para_3 , line_43 ) END (p._61 , para_2 ., line_ 22

11.

Coder_ 2 S A SEQ_ 33 CROSS-REF

Hov to be careful, work

Pros__ Rap__ Qual__ Wel__ FEBA__ Clox H-O__ DEP__ P-UP__ M/A x Oth___
Setting: N/A

COMMUNICATION STRATEGIES

BAZLIXF:) - Once mission is made, the number is behind him.
2 - My job: put people in the Aray, or help thes get in the Army ~- making

)

mission means it's done.

3 - Not having mission made near the end of the month is like having a

person

with a cattle prod dehind you hitting you in the middle of the back — a sense

of urgency.

4 - You don't need people from the chain of command calling you to remind you

that you haven't made mission yet = you know,

&-R4

RULE: 1 - As long as sission is made, stay on an even keel.
2 - Work on the corcept that you're going to make aission by the third week of
the month. Feasible if you start two veeks ahead of the beginning of the month.
3 - At the end, if you haven't nmade it, that's when you start to push. Not so
hard that they walk avay from you though. If you push too hard you can lose
then.
4 - Ask if there is anything else & kid might be interested in that he would be
happy with, in case he can't get exactly what he wants.
SALES DECISION , DECISION
SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
] [} ] ¢
: : { ! :
1. H ! '
| B '
1 [} 1
2. H '
H :
3. H ! '
R | R ]
] [] ]
4, ! '
-1 X
1 [
5 : : :
} L 1
) ]
6. ‘ : { ; '



REPORT TYPE: PCW

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON

Instructional, make s decision, or 1'll teach you.
The decision is presupposed to be enlistaent.

PATIERNS: C-POST with P

("Are you the type...make & decision and stick with it?")
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111. COMMUNICATION PATTERNS

OVERVIEV:

UNIQUE
PATTERNS:

lots of information on closing, starting with his attitudes on motivation for

himself, mission, etc. How to speed kids up when you need thexm to enlist —-

sotivation strategies for the kids. Uses M~4 of firet, second, third gear

to describe his shifts in speed vorking with the different kids to get then

in, meet their needs, and make mission all at the same time. The closer to

the end of the month, if he hasn't made it, the faster he works, the more he

pushes the kids == but he seldon has to go_through that.

Vis__ 4Aud x Kin___ Olf-Gus___ Uns__ Specific_

I-R___ I-Q__

PATTERN OPERATOR

P

$-CON with MO,
P

CE

PATTERN OPERATOR

1-C___

- - —— - - - - =t -

T B T S - SN R G - ——— - - - -

I-A_x_ I-E x_ P-C x_ Oth S-CON

TECENICAL RESULT OR OUTCOME

Two choice closes. ("Let's get together") maintains
rapport at closing. ("I'll have your paper work ready")
assumes you'll go. ("That's good enocugh for me...") --
it might not be for others, but I must trust you, i.e.,
ve are vorking together.

Motivator: if you wait you might not get the job.
Creates the illusion of choice.

("1f I give you a week to think it over will you jo.a?")
(“We have to do it now, you gotta go now.") -- Motivator,

TECHNICAL RESULT OR OUTCOME EXAYFLE

G B s P> B " - -~ ——— e - - -
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REPORT TYPE: PCW

1.D.: Coder 2 S A SEQ 32 CROSS~-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 6 - The majority of the time he has made mission early, so he doesn't

have to rush st the end of the month.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder_ 2 5§ A SEQ 32 CROSS-REF

— e - —-

Purpose: Methods and beliefs about closing, handling procrastination, motivating Ps, etc.

Cycle: Pros__ Rap__ Qual__ ReI__ TFEBA Clo x 8-0__ DEP__ F-UP__ M/A__ Oth___

Setting: Phone, office

Range: 3EG (p. 56 , pars_3 , line_12 ) END (p.__58 _, para_ll , line 40O )

I1. COMMUNICATION STRATEGIES

BELIEP:) - More important to stay in your best seguence than to make mission. Sequence

leads to making mission.

2 - You'll have days when you sccomplish mothing, but it's okay.

3 - If you just wprry about the number (mission) you lose yourself, and don't

pay attention to your applicants.

4 - You'll notice the number near the end of the month if you haven't made it yet.

S - You can get everyone to move at the same speed you move, i.e. applicants

can be sped up at the end of the month if you need to get them in,

RULE: 1 - "I shall enlist no person before his time."
2 = You have to treat those kids with kid gloves.
3 - Get everything done with a kid before you send him to the MEPS.
4 - Keep a s0lid work pattern going.
S - Use down days, vhere you aren’'t accomplishing much, to do paperwork anc
other office routine,
SALZS DECISION DECISION
SEQUERCE: cycLe STATE ENTER PRIMARY PATTERN STATE EXIT TEST
— §  —— z | T — ' _— '
] 1 1 [
\ | ' H :
1. : % ! : !
! ] ! ! :
2. = l : :
' ‘ H H
3, ! H :
H H :
L. | | \ !
H H H 1
5 i : % ; !
\ V y ] :
6. ' ‘ : H H
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REPORT TYPE: PCW

1.D.: Coder 2 S A

SEQ__ 31 CROSS-REF

PATTERN OPERATOR

COMMOR
PATTERRS: AS vith R/S, RE-

M L B s G S S R R N S G B B G B S e . S G - S e S e > e Y A e B . Ew S R B G - - o S o o oo aan

TECHNICAL RESULT OR OUTCOME

Uses reality and humor to ease a tense situation.

("Have you ever made a mistake...?")
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I11. COMMUNICATION PATTERNS

OVERVIEW: Long description of

TP —————— — —— -
- =~
——

different facets of follow-up. Includes handling problems

or_someone who didn't get vhat he was promised. Also, the importance of

saking sure you do s good follow-up to close your loop for the next recruiter

vho cones througp.

Includes examples of straightening out problems with

other stations and recruiters, as well as talking to parents.

PREDICATE: Vis x  Aud x_ Kin_x_ Olf-Gus___ Uns_x_ Specific___

SYNTAX/

SDUNTIC: I-R__ 1-Q__ I-C__

PATTERN OPERATOR

COMMON
PATTERNS: P

’ YB~-CON

———— —— - - - - a——

p PATTERN OPERATOR
: URIQUE
PATTERNS:  S-CON

1-Ax_ 1-E__ P-C_x_ Oth_YB-CON,S-CON

TECENICAL RESULT OR OUTCOME

Eases families' contact with him about boot camp with
humor, acknowledging the difficulties of boot camp at the
sane time.

("Written any hate mail...")
In case he told kid something that has changed and was
different for the kid, he acknovledges the prodlec and

attempts to rectify it by gaining more knowledge -- shows
concern.

TECHNICAL RESULT OR OUTCOME EXAMPLE

Wants straight information from the old 54 (1,27-32)
Army recruiter regardless of what it was,

s0 he can solve the problem.

("1f you lied I want to know...")

Let's people at unit vhere kid is com-
plaining know that the kid socunds wrong,
but he really isn't.

("He's not crazy...")




I11. COMMUNICATION PATTERNS

OVERVIEW:

PREDICATE: Vis___ Aud___ Kin__ Olf-Gus__. Uns___ Specific__

SYNTAX/

SDUNTIC: I-R__ I-Q___ I-C__ I-A__ I-E__ P-Cx_ Oth
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON '

PATIERRS: C-EX Not ready to join mow = let's find & time when you

will be — allows for the possibility.

e i - - ——— dn -

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

UN1QUE
PATTERNS:
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PROTOCOL CODING WORKSHFET

I.D.: Coder 2 S A SEQ_ 38 CROSS-REF

{
; Y. BACKGROUND INFORMATION
|
|

Purpose: M/A rules and beliefs

Setting: N/A

Cycle: Pros__ Rap ~Qual__ NeI__ FEBA__ Clo__ H-O__ DEP__ F-UP__ M/A x Oth__

{ Range: B2G (p._71 ,para_4 ,line 9 ) END (p. 75 , para_1 , line 16

11. COMMUNICATION STRATEGIES

)

BELIEF:] - You challenge yourself by giving yourself time frames and goals.
1 2 = 1f you make your goal ahead of time, you can take a break.

3 = Not realistic to get too specific on types of people, just go for quality.

4 - Set a goal above mission, e.g. four for a mission of two is realistic.

5 - People, i.e, First Sergeant, calling you down for not making mission, are

stupid.

6 - If you get off track, you'll find yourself doing meaningless things that

won't help you make mission.

RULE: 1 - Program yourself out with times and goals. Keep yourself buffer time (and

prospect), as well,

2 - Don't hold someone so long you lose them,

3 = 1f you don't make your goal, don't let it bring you down. Be satisfied vith

what you do, as long as you're doing everything you can do.

4 - Looks back on the month and evaluates each prospect. If he didn't make it,

he puts it behind him and looks forward to next month,

SALES DECISION DECISION
SEQUERCEK: CYCLE STATE ENTER PRIMARY PATTERN STATE EX1T TEST
' !
' '

1.

2.

-l -

3.

4,

- -

e e e e e sl - a-

]

6. ‘
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 § A SEQ 39 CROSS-REF

Purpose: Understanding who to prospect

Cycle: Pros x Rap__ Qual__ R&I__ FEBA Clo 8-0 DEP F-UP M/A oth
1 Setting: All over

Range: BEZG (p. 76 ,para 2 , lipe 2 ) END (p._76 , para_6 _, line_33 )

I1. COMMUNICATION STRATEGIES

BELIXF:]l - You can have a large volume of people who are absolutely worthless to you.

2 = You need to get the right types of people.

3 - People with no sense of urgency are worthless to you. They think, "Why

A would I need to do that right now?"

4 -~ It doesn't hurt to hang out vith sophomores because in the long run it will

pay off for you.

S - Spend most of your time with people who need to plan out their futures.

RULE: 1 - Put yourself in the job market of people that can move now: HS grads,

college people, seniors, people that can make a decision.

SALES DECISION DECISION
i EEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
\ ] -
! ! : :
‘ ' ] '
1. | ! H
2. H
i
3. '
1
L [
b. } \ \
T 1 1
' [ \
5. H : H !
Y ! 1 1]
) \ 1 1
6. i ! : !
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1. BACKGROUND INFORMATIOR

1.D.: Coder_ 2 S A EEQ 40

CROSS-REY

Purpose: Motivation strategies

Cycle: Pros__ Rap_ _ Qual NI FEBRA

Betting:

Clo__ &0 _ IEP_° F-UP_

M/Ax Oth___

Range: BEG (p. 77 , para 3 , line 6

11. COMMUNICATION SIRATEGIES

BELIXF:]l - If you have been having problems making misszion, you may need help froo a

)

station commander. look back on how far through the cycle goglc have been

getting.

EZRD {p. 8} , para_3

o line 13

)

2 - Physical disqualificatizm is beyond you to a gertain degree.

3 - QNE's may have sopething to do with how you are talking to people.
4 - Being on the right vack involves being invemtive.

RULE: 1 - If you can't figure out what the problem is, eall for help.

~
[}

If you have & system that worked, but it just Z£xiled two months in a rov,

you may have to change it all around.

SALZS DECISION DECISION
SEQUEKCE:  CYyClr : STATE ENTER : PRIMARY PATIFRN STATE EXIT TEST
! o
i ! ! '
1. H
‘
2. | 1 :
| ' {
3. H H
! i
&. ; % :
1 1 1
[} ] []
S. ! : d :
i i i H
6. : ! i :
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REPORT TYPE: PCW

1.D.: Coder 2 S A SEQ 40 CROSS~-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 5 - If I use several thing that don't work, 1 know I1's dealing with an

individual case with this person. If my nmew technique works with a
couple more people, though, I can adapt it into my sales presentation.
6 -~ Keeping on the right track can be & big challenge by itself.

7 - BOC: 1) Right track, 2)Realistic gosls, 3) When to ask for help,
4) Accepting the challenge, 5) Being inventive. These sre all tied

to‘ether.

8 ~ Everyone will need help eventually. It can be too late if you wait,
ask for it.

9 ~ If nothing is "clicking,” see yourself near the end of the month,

sit back and ssy nothing is working — time for help (all senses

involved),

>

a
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PROTOCOL LOGC
Coder: Subject: B
P0 ! REF | CYCLE TOPIC
1 11(12) iM/aA iBeliefs about M/A
2 _13(2) {Pros,DEP, {Prospecting, using DEPs, and making it fun
! IM/A !

3 15(11) {Pros,M/A {Handling problems using the phone

4 7(10) |Pros,Rap, |Rapport and finding dbm while prospecting

! INg1 |
S _111(2) {NS1,FEBA, {Determining N§I
! {Clo !
6 112(2) |FEBA,Clo {FEBA and closing procedures
7 t12(10)iE-0 iBandling objections, avoiding them to begin with
8 113(16)!FEBRA {Giving the applicant the sense of control
9 _115(9) iPros,M/A iAttitude about job and treating others
10 117(1) iW&l ilistening, mot just hearing
11 118(4) IFEBA {FEBA, difference between facts and evidence
12 115(1) {Clo,B-0 iWays of closing and handling objections
13 121(6) !Pros iProspecting strategies
14 123(9) IDEP {Handling DEPs
15 125(11)!F-Up iFollow-up contacts

i fem fee oo jeoe low loe oo Joa o oo oo oo Jloaw oo jea o= o=
- e jee oo fce |lcw lca oe oo oo oo Joo oo oo oo |oa Jea o=
[ o= oo jae eo (oo (e oo oo oo oo (oo foe foo Joce oo Jow jo=
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.:¢ Coder 2 S B SEQ 1 CROSS~REF

Purpose: M/A beliefs

Cycle: Pros__ Rap__ Qual__ NsI__ FEBA__ Clo__ 8-0 DEP F-UP__ M/A_x Oth

Setting:

Range: BEG (p. 1 , para 12 , line 37 ) END (p._2 , para 9 , line 24

11. COMMUNICATION STRATEGIES

BELIEF: 1 - You know your mission ahead of time, so once You make it you can put it

behind you, relax, and go for some over production.

2 - Ingortance of job {s to keep up the strength of the Army.

3 = Making the job fun makes him happy at it.

RULE:

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT

0

e - -

(]
AU EGUINS [SUUIGY SOS DI AR
-1
I I DU U AN I

JIGGE W S
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PROTOCOL CODING WORKSHEET
1. BACKGROUND INFORMATION

1.D.: Coder 2 S B SEQ 2 CROSS~REF

Purpose: Procedures about prospecting, using DEPs, and making it all fun

Cycle: Pros_x Rap__ Qual__ N&l__ FEBA__ Clo__ H-0__ DEP X F-UP__ M/AXx Oth____
Setting:

Range: BEG (p. 3 ,» para 17 , 1ine 26 ) END (p. S , para_ 5 , line 24 )

11. COMMUNICATION STRATEGIES

BELIEF: 1 - Bappiness comes from helping people, and it makes you work better.
2 ~ DEPs have to earn their money, too. Help with referrals, weeting people

(beach trips in Winnebago).

3 - Satisfaction comes from seeing DEPs go in at higher rank, with rewards.

4 - 1f you go into stores regularly, at the same day and time, people will pet

used to it, and start to refer people to you, knowing you'll be there.

5 - Walk-ins sre usually not qualified, so waiting around for thea in the office

von't help.

RULE: 1l - Don't sit around the office all day — canvas.

2 - To increase the chances for success, split up the day: grad lists, tests in

the morning, call seniors, or catch them out, afternoons. Set RPI rack on top of

car at basketball courts, parks, etc.

3 - Make the job interesting or you'll fail.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER ' PRIMARY PATTERN STATE EXIT TEST
—— [ ] ] [] —— i
' ' H : :
[] 1] 1 ] 1
1. I 1 H H \
LI L) 1 i ]
\ 1 ) [] |
2. ! i H i |
L T L] 1 i
] [} ] [] t
3. H H h H :
H 1 H ' \
4. : 1 1 : i
T 1 1B I i
' ' ' i :
5‘ : ] ) ] '
H \ ' j '.
6. f i i H :
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REPORT TYPE: PCW

1.D.: Coder 2 S B SEQ 2 “CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 6 = A lot of newly drafted recruiters don't have the sense of challenge

- e e et W mar @ @i @ M e e e e e e e e e M G @ e G @ Ma s M e W Ww S e e e o

== they need it to succeed.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 s 8 SEQ 3 CROSS=REF

Purpose: Bandling problems with using the phone

Cycle: Pros_x Rap__ Qual__ N&I__ FEBA Clo B-0 DEP__ F-UP__ M/A_x Oth

Setting: Office, phone

Range: BEG (p.- S , para_11 , line 42 ) END (p. 6 , para__ 2 , line 19

11. COMMUNICATION STRATEGIES

BELIEF: 1 - You can only talk on the phone for so long, then you get tired of it.

RULE: 1 = Schedule times and breaks for the phone.

2 - Move, change positions, even talking on the phone, and notice the diflerernces

in tone and attitude.

SALES DECISION DECISION

SEQUENCE: CYCLE ' STATE ENTER \ PRIMARY PATTERN STATE EXIT TEST
1 ] —

s s | s

1 5 5 + -

2. .; : : :

1 1 o

3 : : : k

' + : + -

] t \ []

4. i ! 1 {

. ! E | ‘:

' . + + :

6 : ! ! :

. [] [} i il
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

1.D.: Coder 2 S B SEQ 4 CROSS-REF

Purpose: Establishing rapport and finding dowminant buying motive, in prospecting
Cycle: Pros_ x Rap_x Qual__ N&I_x FEBA__ Clo__ H~0 DEP F-UP M/A Oth

Setting: Office, area canvassing

31

Range: BEG (p. 7 , para 10 , line ) .END (p. 9 , para__ 10 , line_32 )
I1. COMMUNICATION STRATEGIES
BELIEF: 1 -~ Steps in the sales cycle: £ind the dominant buyig;ﬁnotive, concentrate on

it. Don't worry about all the other steps.

2 = The guy will tell you what he's interested in while you're establishing
rapport. 1f you're listening, he's going to tell you.

3 ~ When someone first walks in they're going to be tense. You can watch thew

P relax, listen for voice tone chah;es, watch eyes light up, more eye contact,

watch body language.

RULE: 1 ~ Stress the dominant buying motive, avoid other areas where there could be

problems.

2 - Once you have satisfied the dbm, close.

3 - Make the guy feel confident, make him feel you're interested in him loke with

| him, etc.
& SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
] [ { ] —_— }
] ] |} \ i
i | i { |
1. ! ; i :
¥ L] T i
{ ] ] 1
2. 1 : B :
H i ] i |
3. = : A : !
v 1 v L |
] ] [} ] l
4. : i : : |
¥ T 1] : :
] ] 1 [} {
L 5 | ; ] | |
K 0 | i l
6. i 1 \ L !
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REPORT TYPE: PCW

1.D.: Coder_ 2 S B - SEQ__ 4 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 4 - At first people will be reluctant to talk to you. When they talk,

e e —- e .. Ae e me am Bo oo o me - -m e o= o= me am mm me e mm - m- m. m- - .- o= = - —- -

ask guestions, that's a sign of rapport.
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II11. COMMUNICATION PATTERNS

OVERVIEW:

PREDICATE: Vis x Aud x_ Kin___

SYNTAX/

SEMANTIC:

COMMON
PATTERNS:

UNIQUE
PATTERNS :

Discusses finding dbm, establishing rapport, etc.

PATTERN OPERATOR

P

PATTERN OPERATOR

I1-C___

" = - - - -

D O - - - P -~ - -

Olf-Gus___ Uns___ Specific

1-Ax_ 1-E__ P-C___ Oth

TECENICAL RESULT OR OUTCOME

Assunmes there is something else kid 1s interested in.
Forces kid to either come up with something else, or
concentrate on that.

TECHNICAL RESULT OR OUTCOME EXAMPLE

- . - = ——— ) - = - — - — -
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S B SEQ 5 CROSS-REF

Purpose: Determining N § 1

Cycle: Pros Rap__ Qual__ N&I_ x FEBA x Clo x B-0 DEP F=-UP M/A Oth

Setting: Office

Range: BEG (p. 11 , para 2 , 1dne 2 ) END (p. 11 , para 14 , line 39
11. COMMUNICATION STRATEGIES

BELIYF: )1 - The only way you're going to find out N & 1 is to ask fact finding questions.

2 = Present the most important {nterest last because that is the one they'll

remenber best.

RULE: 1 - Find out which thing is most important to them by going down a list of things

and asking thez to pick the three most important. Then do presentations on the

three, with the most important last. Then close.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

3.

s sl NREPIOE NP S TNy T

_--—--r.--—-- s o o e = s
’____‘..__ [ UGS S TR SR,

I L N
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S B SEQ 6 CROSS-REF

Purpose: FEBA and closing procedures

Cycle: Pros__ Rap__ Qual__ N&I__ FEBA_Xx Clo x H-O__ DEP F-UP M/A Oth

H Setting: Office
Range: BEG (p. 12 , para 2 , 1line 4 ) END (p. 12 , para 8 , line 34

I 11. COMMUNICATION STRATEGIES

BELIEF:

RULE 1 -~ Show him facts (pictures in the sales book), show him the benefits, then

close.

2 = If kid says he doesn't need to look at the book, he'll just close on him then.

; 3 - Asks if he's ready to enlist, never "go down and take the physical, take the

‘ test.”
g
/
SALES DECISION DECISION

4 SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
] [} 1 | |
' i i { :
. ! : : ! |
[] 1 | 1 1
H H P ' |
2 ] ] ) : '
i 1 1 — t ¢
h ] R T T }
3 | : | | |
. { 1 1 1 '
T T T ¥ 1
¢ ] ] ] 1
4. : : ! ! :
T T ] ﬁ‘ t
: : : ' ‘
5‘ ! [ | : :
R T ¥ - b
6 ! : ! : |
M 1 \ 1 | i
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!
; 111. COMMUNICATION PATTERNS
\ OVERVIEW: Discusses the order in which he would approach closing after FEBA. Direct

asking for close, without kinesthetics, using presuppositions.

PREDICATE: Vis_x_ Aud Kin___ 0lf~Gus Uns_ x  Spectfic

SYNTAX/
L SEMANTIC: I-R_x 1-Q__ 1I-C I-A x I-E P-C Ot:
{
PATTERN OPERATOR TECENICAL RESULT ©R OUTCOME
COMMOR - -

PATTERNS: UV "Set you up for test” — differemr than "give/take" tes:

avoids negative feeldings (K}

"Are you ready...?” assumes ex=rome, places question on
timing

PATTERN OPERATOR TECHEICAL RESULT DR OUTCOME EXAMPLE

UNIQUE
PATTERNS:

- - . - —— = - = - -~ o~ -
- ot = e oy = B B 2m o =
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S B SEQ 7 CROSS~-REF

Purpose: Handling objections, and avoiding them to begin with

Cycle: Pros__ Rap__ Qual__ N&I__ FEBA__ Clo__ H-0_x DEP__ F-UP__ M/A Oth
Setting: Office

Range: BEG (p. 12 , para 10 , line_ 38 ) END (p. 13 , para 14 , line 28
I1. COMMUNICATION STRATEGIES

BELIEF: 1 ~ Kids will usually say no to "sre you ready to be all you can be in the

United States Army.”

2 - Not scared of a "no” — will very seldom accept a no.

3 -~ If you wait several days after a kid says no, he'll have a different outlook.

4 ~ Asking kid what information to give him gives the kid the control (probdably

illusory).

RULE: 1 - If a kid says no, and he sees where he can't get anywhere with hiz then,
he'll wait 2 or 3 days and “accidentally” stop by the kid's house.
SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN -  STATE EXIT TEST
=T e
[} ] ] ) '
] 1 ] \ '
1. H H i H l
H 1 H \ \
2. \ H | : |
H H 1 ‘ l
3. \ \ | 1 :
L R L 1 [}
: ! : ! :
‘. 1| 1| [l { !
, ! T : |
> : + i ‘ |
! ! : " |
6. ! . 1 \ i
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I11I. COMMUNICATION PATTERNS

OVERVIEW: Bandling a8 "no” and

be{gs‘ggrsistent.

PREDICATE: Vis Aud Kin

SYNTAX/
SEMANTIC: 1-R 1-Q 1-C

Olf-Gus___ Uns___ Specific

1-A 1-E pP-C Oth

PATTERN OPERATOR

COMMON !

PATTERNS: P - :
'
[}
[}
1
]
1
'
[}
]
{
t
t
1
!
1
'
]
!
L}
J
}
[}
|
|

PATTERS OPERATOR
UNIQUE
PATTERNS :

- A e L - - - — - —— - _—

TECENICAL RESULT OR OUTCOME

Presupposes kid needs more information if he $ays no.

("What is it you're not sure about, what is it you

wvant to kaoow?"”)

TECHNICAL RESULT OR OUTCOME

A-108

o = = = e = -

EXAMPLE




PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

1.D.: Coder 2 S B SEQ_ 8 CROSS-REF

Purpose: Giving the applicant the sense of control
Cycle: Pros__ Rap__ Qual__ N&I__ FEBA X Clo__ B-O0__ DEP__ F-UP M/A Cth
Setting: Office, at desk; outside of office as vell

Range: BEG (p. 13 , para 16 , line 32 ) END (p. 15 , para 3 , line 17
I1. COMMUNICATION STRATEGIES

BELIEF: 1 - If you give the kid your seat, he'll feel in control, confident, and he'll

_Rive you more information — everything you need. Giving him the JOIN Machine

s

keyboard does the same. Giving him sales book also.

2 - I1f a recruiter has been having trouble with a sale, give the kid to another

recruiter and go through the role reversal of seats, JOIN, etc.

3 - This is & big step in a guy's life — giving him the keyboard makes it easier

for him.

RUOLE: 1 - Out in the field, just let them talk as long as they want — they'll let

you know when they're ready for interview.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

2.

3.

e Tt —--J —--J = @ o o r-----
SN R PRV R N
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REPORT TYPE: PCW

1.D.: Coder 2 S B SEQ_ B CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 4 - Believes he sells himself and his experjiences in the Arumv, travel,

how happy he is, etc.

S = 1f you don't sell yourself, you can't sell the Army.
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111. COMMUNICATION PATTERNS

OVERVIEVW:

PREDICATE:

SYNTAX/
SEMANTIC:

COMMON
PATTERNS:

UNIQUE
PATTERNS:

Interesting use of rep systems in his description of role reversal with kid.

—————y

The equivalent of CRI and presuppositions in language.

Vis Aud Xin O0lf-Gus___ Uns___ Specific

I-R__ I-Q__ 1-C__ I-A__ I-E__ P=C___ Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

- ——— - - —————— - ——— - — - -

PATTERN OPERATOR 'I;ECHNICAL RESULT OR OUTCOME

- - - - > - ———
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) PROTOCOL CODING WORKSHEET
1. BACKGROUND INFORMATION
1.D.: Coder 2 S B SEQ 9 CROSS~-REF

Purpose: Attitude about job and treating others

Cycle: Pros_x Rap__ Qual__ N&lI__ FEBA Clo H-O DEP F-UP__ M/A x Oth

’ Setting:
F Range: BEG (p. 15 , para 9 , 1dne 35 ) END (p. 16 , para S5 , line 23

I1. COMMUNICATION STRATEGIES

»

BELIEPF: 1 ~ Recruiters are in the Army, volunteers, even if mot into recruiting — it's

a8 job that has to be donme. If you get that into your head, you'll be happy as

8 recruiter.

2 - 1f people see you complaining, pissed off, they're going to have that opinion
of the Army. .

RULE: 1 - Attitude: smile at people when you talk to them, look them in thev eve, be

polite, carry yourself in a military way.

2 - Treat people as people, not just someone to put in the Army, when prospecting.

SALES DECISION DECISION

4 SEQUENCE: ~ CYCLE  ~ STATE ENTER  ~ PRIMARY PATIERN = STATE EXIT IEST
] \
- i s | | =
3. " i : !
=t 1 M '
: : - '
2. H . ! :
5 \ H :
> + — : ’ ‘
+ ! ! ! ! |
4. ; . . : !
! ! I 7 :
5. , | L : |
! : ! i :
6. i | { ; :
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PROTOCOL CODING WORKSHEET
1. BACKGROUND INFORMATION

1.D.¢ Coder 2 S B SEQ 10 CROSS-REF

Purpose: Listening, not just hearing
Cycle: Pros__ Rap__ Qual__ N&I x FEBA__ Clo B~0 DEP F~UP M/A Oth

Setting:
Range: BEG (p. 17 , para 1 , line

) END (p. 17 , para__ 7 , 14ne 35 )

1—
11. COMMUNICATION STRATEGIES
BELIEF: 1 - A lot of times people will say things s recruiter von't really hear because

he isn't really listening. Only picking up what he wants to hear.
2 = A lot of recruiters would rather talk than listen, but it's important to

listen.

3 - Listening is not just hearing. You can "hear feelings.”

RULE: 1l - If 8 kid strays froz one topic to another, vyou need to pick up on it.
2 - He would interrupt a rzcruiter who was missing the point as in 1, and get
on the same track as the kid.
SALES DECISION DECISION

SEQUENCE: CYCLE \ STATE ENTER PRIMARY PATTERN STATE EXIT TEST
i i | i :
] |
1. I i : : |
1 ] T BN ¥ |
] ] ] ' |
2. | : : : :
H H 1 \ |
3. A H | A |
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] ] ] ] |
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] 1 ] t 1
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i v LS v ]
1 ] ) ] 1
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A-113




PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S B SEQ 11 CROSS~REF

Purpose: FTEBA, difference between facts and evidence

A-114

Cycle: Pros__ Rap__ Qual __ N&I_ FEBA_x Clo__ §-0__ DEP__ F-UP__ H/A_ oth___
Setting: '
Range: BEG (p. 18 , para_ &4 , lipe 19 ) END (p._ 18 , para__12 , lipe 40 )
11. COMMUNICATION STRATEGIES
BELIEF: )} -~ Facts are different from benefits.
RULE: 1 = Give facts and benefits at the same time, but they are different steps. o
SALES DECISION DECISION
SEQUERCE: CICLE ' STATE ENTER PRIMARY PATTERN STATE EXIT TEST
' ‘ O — ‘ ES— t
: : : : :
1 ] t ] ]
1. i H H | :
z a a = =
2. 1 h 1 \ \
1 H H 1 :
3. 4 I Ha L :
! | | | =
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1I1.

OVERVIEW:

COMMUNICATION PATTERNS

PREDICATE: Vis Aud Kin x  Olf-Gus___ Uns_x_ Specific
SYNTAX/
SEMANTIC: I-R___ I-Q__ I-C___ I-A__ I-E__ P=C_x_ Oth

PATTERN OPERATOR

COMMON
PATTERNS: M=%

PATTERN OPERATOR

TUNIQUE
PATTERNS :

TECHNICAL RESULT OR OUTCOME

Shows difference between facts and benefits.

- - - ——— - - - - - -

TECHNICAL RESULT OR OUTCOME

- - - - - -
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I1.D.: Coder 2 S B SEQ 12 CROSS~REF

Purpose: Ways of closing and handling objections

Cycle: Pros__ Rap__ Qual__ N&I__ FEBA__ Clo x H-O_X DEP__ F-UP__ M/A Oth
Setting: Office

-— em———

Range: BEG (p. 19 , para 1 s line 1 ) END (p. 20 , para__ 6 , line 26

11. COMMUNICATION STRATEGIES

BELIEF: 1 - 1f after FEBA kids still object, something is wrong. Ome of us isn't

listening.

2 - Believes he's never had the problem of a kid not understanding him.

3 - Knows when they sit in his chair whether they're going to go or not (thev're

going to when they sit in the chair?).

RULE: 1 - 1f there are still objections after FEBA, go back and find out what vou

left out.
SALES DECISION DECISION
SEQUERCE : CYCLE ' STATE ENTER PRIMARY PATTERN STATE EXIT TEST

] ] ] ——— '
: : : : :
] ] ] \ '
1. ! 1 H \ :
H H H \ :
2. | i | | s
3 : : : : :
' + — : — |
] 1 1 ] '
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I1I. COMMUNICATION PATTERNS

OVERVIEW: Discusses objections, lack of pood coumunication/understanding, how he knows

if a kid is going to go, how to handle a particular objection: parent

wanting kid to finish school first.

PREDICATE: Vis_x  Aud_x_ Kin x Olf-Gus___ Uns_x_ Specific

SYNTAX/
SRMANTIC: I-R___ 1-Q__

PATTERN OPERATOR

COMMON
PATTERNS: CRI with INT

A-OUT

RE-D

CRrl

PATTERN OPERATOR

UNIQUE
PATTERNS:

1-C

- . T o~ T - . - -

R A P D D - = = . e AP TS ap s = A . o -

I-A I-E P-C x Oth

TECENICAL RESULT OR OUTCOME

Challenges kid to make his own decision, satisfy himself,
not his mother. Clarifies who kid is satisfying.

Says kid won't do as well in school 1f he is there only to
satisfy mom. Satisfy her better by going later.

Same as above: T"Are you the man of the house, or your
wife?”

Same as above, uses self as example.

TECHNICAL RESULT OR OUTCOME EXAMPLE

- - " ——— - —— - — —— "= - - - —-—
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l PROTOCOL CODING WORKSHEET

1. BACXGROUND INFORMATION

1.D.: Coder 2 S B SEQ 13 CROSS-RET

Purpose: Prospecting strategies
Cycle: Pros x Rap__ Qual  S&I  FEBA _ Clo__ ®O0__ IEP__ F-UP M/A Oth

Setting:
Range: BEG (p._21 , para 6 , line 21 ) END (p. 23 , para 7 , line 41 )

11. COMMUNICATION STRATEGIES

BELIEF: 1 - A person can get & wemtsl image of you orer the phone from your voice. He'll
know if you're really interested or 4mst trying to get the appointment.

2 - When he moved aroun? while talking on the phone, looked out the window, he

3 - Part of being successful is probably being 8 little weird — experimenting,

trying everything. Others probably can't see Themselves doing these things.

4 - Older people are worrd approaching because they may have nephews, sons, e:c.

to refer.

1l - Experiment all the time.
2 - Stop people anyﬁherz to talk.

3 - Have to sit down and look at the area yon"re workigg to decide where tc

projected more energy over the phone, the kids at the other end responded better.
ROLE:

: prospect.

4 = Go anywhere you can get exposure.

? S ~ Don't cold call until you're tired of calling. After a certain nuzber of nc's

get sway from the phone for a while.

6 - Get the calls out of the way in the morning, then later in the evening.

SALES DECISION DECISION
SEQUENCE; CICLE STATE EXTER PRIMARY PATTERN STATE EXIT $

S ——

-9

1.

2.

s el tl YT WY Sy SR

___--_.----_--Jb--ap_~-_-
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111. COMMUNICATION PATTERNS

OVERVIEW:

PREDICATE: Vis___  Aud

SYNTAX/
SEMANTIC:

COMMON
PATTERNS :

UNIQUE
PATTERNS :

Talks about changing his position, where he was sitting, looking,

etc.

when

talking on the phone, and how it helped to experiment with different ones —

and the different level of effectiveness.

I-R__ I-q__

PATTERN OPERATOR

PATTERN OPERATOR

Ki n—

1-C

oo . = - = - ———

01f-Gus__ Uns

Specific

I-E P~C Oth

TECHNICAL RESULT OR OUTCOME

TECHNICAL RESULT OR OUTCOME

A-119
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

1.D.: Coder 2 S B SEQ 14 CROSS=REF

———e

Purpose: Handling DEPs

Cycle: Pros__ Rap__ Qual NeI__ FEBA__ Clo__ B-O__ DEP x F-UP__ M/A__

Setting:

Oth

Range: BEG (p. 23 , para 9 » line 435 ) END (p.

25

,» para 9

line

32

11. COMMUNICATION STRATEGIES

BELIEF: 1 - Doesn't know how to lose DEPs — knows how to keep then.

2 - 1f you don'gg;o to see them you could miss important information — the phone

isn’'t enough.

3 - Getting out with your DEPs in public gives you and them good exposure, helps

with referrals.

4 - Seeing DEPs in groups, and individually, are both important.

RULE: - Get to know DEPs well.

= Keep track of them from the start.

- Treat fhem as friends or co-workers.

= Take them out for a hapburger, spend time with them, do things with thecz.

Actually g0 _to see them.

= Have DEPs help refine high school 1ist, make some phone calls, etc.

= Talk with parents.

o I~ oo [ 18 W I |
]

= Actually tries to enlist on the beach, or vherever he {s with DEPs.

SALES DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN

DECISION

STATE EXIT

2.

3.

5.

e = e = o -
L--——-<-- SN

6.

NP By T TN
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b L4 —— —r——
REPORT TYPE: PCW _
I.D.: Coder 2 S B SEQ 14 CROSS=-REF
BLOCK
DESCRIPTION CONTINUATION
BELIEF: 9 - Necessary to get DEPs together in a group — teaches some military

et amm e e G G Grar @ e W @ @ e e e e GEE e @ G G e eems W e men @ diar WD guen e e s S e e

courtesy, training, etc.
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I11. COMMUNICATION PATTERNS

OVERVIENW: Strategies for handlin; DEPs. Gettin; in the Winnebago and hi:ting the beach,
helping with phoning, refining lists, etc.

? PREDICATE: Vis Aud Kin 0l1f-Gus Uns Specific
I SYNTAX/
{ SEMANTIC: 1-R I-Q 1-C 1-A I-E P=-C Oth
1
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON |
PATTERNS : 1
:
[]
(]
]
:
{ i
1
[]
]
]
]
]
[]
[]
]
]
]
1]
]
]
r [}
[}
p
! PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UNIQUE ' ! St
L PATTERNS: H !
i !
' ]
, :
% | :
1 1
t ]
] 1
' ]
] }
1 ]
] |
! '
] ]
! |
] ]
! |
! |
] ]
! \
X ] ]
' ]
1 ! !
I ]
! |
' \
[ i i
! 1
' 1
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S B SEQ 15 CROSS-REF

Purpose: Follow-up contacts

Cycle: Pros__ Rap__ Qual N&1 FEBA Clo__ H-O__ DEP__ F-UP_x M/A_ Oth

Setting:

Range: BREG (p. 25 , para 11 , line 35 ) END (p.

26

, para

4

line 40

11. COMMUNICATION STRATEGIES

BELIEF: 1 ~ Bave to make sure kids are happy after they go in or they can come back and

)

“put the bad word out” on you in the community.

2 - If you keep track, you can at least knovw vhat is happening and handle any

problems that come up. May have to call his DI.

3 - Often forget things that are useful, but they pop back up when you need them.

1 - Keep contact with family after DEP goes in.

Find out how he's doing.

SALES DECISION DECISION

SEQUENCE:  CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
s mARem s ,

[]

1. ! :

E 1

20 4 4=

[] [] :

3. E : B i

] [] [ ] :

‘. i | ,= |

. 1

s. : E i i

E ) 9 )

6. } \ H H
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PROTOCOL LOG
Coder: 2 Subject: c
P# | REF | CYCLE TOPIC
1  11(2) {IDEP,M/A |M/A and DEP management
2 11(5) M/ {M/A

3 110(2) }Clo,B~0 |Closing and B-O principles

4 {11(5) iPros,DEP IDEP prospecting .
112(4) !Pros {Prospecting with school counselors, teachers, etc.
14(11)!FEBA,B-O0 !B-0, competition with other services (Air Force esp.)

2 115(6) INs1,FEBA {Principles of Ksl, FEBA and closing
1Clo !

!
8 117(7) INSI,FEBA |FEBA, N6I, and avoiding QNE's
9 118(7) iRap !Importance of rapport
10 119(7) [Rap,Pre—QiCreating challenge for the kid snd Pre-Q
11 120(7) {Pros,M/A {More self-motivation strategies and incentives

12 122(5) {Pros,FERA Rules and principles of canvassing, selling appointments
13 123(7) !Pros,Nsl,i{What's covered in first appointment

; {FEBA \
14 124(3) !Pros {Planning schedule, prospecting
15 127(3) iRap,Ne1, |Ways of handling & kid who didn't do well on test
! \FEBA !
16 128(%) iNS1,FEBA, (Handling someone with prior service experience
! 1H-0 i
17 129(4) IFEBA iDifferent approaches to different people/categories
18 131(4) (DEP {Handling DEPs

19 133(1) IDEP.F-Up iHandling DEPs and follow-up after enlistment
20 136(2) iPros {Prospecting, mostly on phone

ol Sl Sl Rl ) O o o o e e e

~-FFEFFFEFRFSFRFE
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I1.D.: Coder 2 s C SEQ 1 CROSS=REF

Purpose: M/A

Cycle: Pros__ Rap__ Qual__ N&I FEBA Clo__ BH-O__

Setting:

DEP_x F-UP__ M/A_x Oth___

Range: BEG (p._1 , para 2 s line 1 ) END (p.
11. COMMUNICATION STRATEGIES

» para

;.

line__ég__

BELIEF: 1 - The most important thing about recruiting is motivation, 90% of the sale —

going to rud off on the applicant.

2 - Motivation lies in leadership — if your leader doesn't give a damn, why

should you.

3 - 1f you are proud of the Army, recruiting is not a problem.

That's what the

kid is looking for.

4 - DEPs can give you & sure referral a lot of the time — that gets you up if

you've been down.

A-125

BULE: 1 - You have to look forward to sitting down with a kid and telling hiz about the

Aruy.
2 - If you haven't made it by the 15th, start look;gg for what the problex is.
SALES DECISION DECISION
SEQUENCE: CYCLE ' STATE ENTER PRIMARY PATTERN STATE EX1T TEST

A ' .' D e ' EE——— 1

1 i | ' :

\ : : | : :

. 1 1 § [ \

" i i T :

2. i : : : |

¥ L T g 1

3 | : ! : :

* 1 [l 1 1 1

T o T .1 !

] ] [} ] |

‘. : ; : : |

1 - T T !

: : : | |

5' ] [l [l : |

T 7 1 H :

6. i ] ) ! |




REPORT TYPE:

PCW

. —— WP e - — gy —r——— —

1.D.:  Coder_ 2 s __C__ SEQ_ 1 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 5 ~ Little things DEPs earn, like t-shirts, mean 8 lot to the kids,

ww @ M s me W e e e Wem M e e e Er G e S e Grar e Gefs G e Mar Grer A W er G MMEr eEs M Er WA mes oo

that's wotivation for them ~— that motivates me.

6 ~ Recruiters need to be motivated. Drill sergeants are the most

motivated people zou'te going to meet.

This starts an Army career.

DEPs start to idolize their recruiter.




PROTOCOL CODING WORKSHEET
I. BACKGROUND INFORMATION

1.D.: Coder 2 s ¢ SEQ 2 CROSS-REF

Purpose: M/A

Cycle: Pros__ Rap__ Qual N&1 FEBA Clo B=-0 DEP__ F-UP__ M/A _x Oth

Setting:

Range: BEG (p. 7 , para S , line 22 ) END (p. 7 , Para 9 , line 46

11. COMMUNICATION STRATEGIES

BELIEF: 1 - You have to have an experienced NCO. He should keep geogle going.

2 - Don't be afraid to ask your NCO for help or you're just ripping yourself off

RULE: 1l - Don't turn anything down. Take challengg;. Control the fear.

2 - Get a_good guy and wodel yourself after him.

3 = Cet into those books, be willing to learn.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

2.

3.

-------}.--4_--
TP I N
IS WO U AU AN A

SPNpUE Eplln N
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PROTOCOL CODING WORKSHEET
1. BACKGROUND INFORMATION

I.D.: Coder 2 3 C SEQ 3 CROSS-REF

Purpose: Closing and H-O principles

Cycle: Pros__ Rap__ Qual__ N&I__ TFEBA__ Clo x H-O_x DEP__ F-UP__ M/A_ Oth__
Setting:

Range: BEG (p. 10 , para 2 , line 7 ) END (p. 11 , para 3 , line 23 )

11. COMMUNICATION STRATEGIES

BELTEF: 1 - You may not get exactly what you want first time around, but if you re-enlist

you can get 1ust about anything.

2 = Trial close is not important.

3 = You want kids to feel they are a part of the interview, almost in control of

it. That's really important.

3 - Everyone has a bad image of a recruiter. You have to overcome that, the kev

is to care about them.

RULE: 1. Tell kids that if they get to MEPS and can't pet vhat they want, don't go.

2. Let kid know he is in control, and that he's trying to make decisions at the

same time.

3. Help him make the decision, but let him think he made {t on his own.

4. You have to think of the other people involved in the sale, parents, etc.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

' ] ] ' :
' i i | ;

1 } i ' ; !
: ! E ﬁ- '

: 4 - : ; ‘
H 0 1 S \

3. 1 H H ! :
T T 1] ) g :
| | ' ' :

4. [ ! ! K] ;
| s ! | =

3. ) 1 . : :
H i K o ;

6. : 1 H | :
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REPORT TYPE: PCW

1.D.: Coder 2 s C SEQ 3 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 4 = Recruiters can get hung up on objectives and forget about what the

- - - .- - - - gy - - - - - -
- - e o= - - - - - - - - - —— dmer e wEm emEm me S EE M e W e e - w o=y

kid wants. You're going to lose him because gtarts sensing you only

want your quota.
S = There are lots of people involved in the sale, family, friends, etc.
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PROTOCOL CODING WORKSEEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 s C SEQ 4 CROSS~REF

Purpose: DEP prospecting

Cycle: Pros_x Rap__ Qual__ N&I__ FEBA__ Clo__ H-0__ DEP x F-UP__ M/A__ Oth
Setting:

on—

Range: BEG (p. 11 , para 5 » 1dne 25 ) END (p. 12 , para 2 , line 22

11. COMMUNICATION STRATEGIES

BELIEF: 1 - You don't have to ask for referrals from DEPs —— they know about the

promotions, etc., thez'll give them to you.

2 = DEP program forces kids to finish school. Actually makes it easier on the

kids.

3 - Asks kids to call him by his first name, but they don't out of respect.

4 - Believes he gets about 2 appointments out of 10 calls.

RULE: 1l - Spend a lot of time in the schools.

2 = You have to talk to the kids about their problems, talk to their friends.

3 - Give them a sense of being in the military. You're ripping the kid off if

P
you
2

don't. Prepare kid for basic, start telling him what to do.

SALES DECISION DECISION
SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

3’

-_-4--4—-4—-4-—-4-----_

-—-J—-‘-‘r-.r--J—--’ b e = -

WPNPISY SUSINDY WNpUeH Hpus
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111. COMMUNICATION PATTERNS

OVERVIEW:

PREDICATE:

SYNTAX/
SEMANTIC:

COMMOR
PATTERNS :

UNIQUE
PATTERNS::

Vis Aud

Kin 0lf-Gus Uns_x_ Specific__

I-R___ I-q__

PATTERN OPERATOR

1-C 1-A 1-E P-C Oth_FP-CON,S-CON

TECHNICAL RESULT OR OUTCOME

P with FP-CON

PATTERN OPERATOR

Tells kid date by which he wants referrals, motivation.

e
We"™ maintains and strengthens rapport and motivation.

("We're going to get you promoted...”)

- = e i —p A = - - -

TECHNICAL RESULT OR OUTCOME EXAMPLE

S5-CON

Tells kid if he doesn't fulfill his part,
he'll be discharged. Forces kid to finish
school to protect his interests.

11 (8,36-43)

. S
- - - o - T m = - = - - —— A~ o~ - - o - - -
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 s C SEQ 5 CROSS-REF

ST T =

Purpose: Prospecting with school counselors, teachers, etc.

Cycle: Pros_x Rap__ Qual__ N&I FEBA Cle H-0 DE?P F-UP M/A Oth

Setting: Schools

Range: BEG (p. 12 , para & s, 14ne 27 ) END (p. 14 , para 10 , line 38

I1. COMMUNICATION STRATEGIES

BELIEF: 1 - Gets & lot of referrals from h.s. counselors.

2 - Counselors want small favors.

3 - When you bring counselors gifts, book covers etc., they feel obligated.

4 - Most recruiters waste time by calling all seniors cold, when they could ge:

information from counselors and save time.

S = Most of the teachers (in his area) were in the military, educated through GI

Bill — it helps.

RULE: 1 - Ask career counselors what seniors are planning.

2 = Give classes, lectures, in school.

3 - You have to have an effective ASVAB program, for time management .

4L - Spend time, lunch, joking, with teachers. It means a lot to thes.

5 = When something doesn't work, find an alternative.

6 - You have to show students that you are interested in more than just getting

then in the Army = show what the ASVAB is for, aptitude in certain areas.

7 - Sctart with key people, class president first, football star, etc.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT ST

i ' ! E
: ] 1

1. 4 ' !
: i |

2- : 1 :
H { :

3. i - ! !
L LA 1§ |
! ! ! ! '

4. 1 { [} ) :
i I 1 H |

5. : : : : |
T k1 s T :
] ] 1} [} 1

6. . 2 : | i
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REPORT TYPE: PCW _ -
1.D.: Coder 2 s C SEQ 5 CROSS=-REF
BLOCK
DESCRIPTION CONTINUATION
BELIEF: 6 - Recruiter needs to find his personality and relate it to the job.
The same thing doesn't work for everybody.
7 = A lot of students think you, and ASVAB, are only aimed at getting
them in the Army. '
8 - If you get the key kids involved, others will follow because of peer
pressure. Key kids will talk to you because they don't want others to
think they're afraid.
9 - Parents of kids, kids coming back after basic, do a lot of recruiting

for him.

RULE: 8 - Use yearbooks, school papers, etc. and cold call from there. After

football gaze, call most valuable glazer Saturday night.

9 - Take kids just back from basic, over to the high school.

e e e me o me e o mm o me - mm mm mm e m— o, e am o - - - e —- == ,- - —- o- - —- - ———-]
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111. COMMUNICATION PATTERNS

OVERVIEW: Talks about methods and attitudes with counsefors teachers, students. Had no
publicity for ASVAB — had to go_to the school and start tllkiq&rto kids about

what it was really for. 1lIncreased :esting_greatly.

? PREDICATE: Vis Aud Kin 01f-Gus Uns Specific
- SYNTAX/
’ SEMANTIC: 1I-R I-Q 1-C I-A 1-E P-C Oth
1
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMOR H
PATTERNS : H
;
]
[}
]
1
]
]
1
]
]
1
[]
]
]
]
]
]
[}
1
:
1 '
t PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMFPLE
UNIQUE
& PATTERNS :

- ——— - — - - - - - - - -
- - - - = = = -
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 s C SEQ__ 6 CROSS~REF

Purpose: B-0, competition with other services (Air Force esp.)

Cycle: Pros__ Rap__ Qual__ N&I__ FEBAx Clo_ B-Ox DEP_ F-UP__ M/A_ Oth
Setting: Office

Range: BEG (p. 146 , para 11 , line 39 ) END (p. 15 , para_4& , line 45 )

II. COMMUNICATION STRATEGIES

BELIEF:]1 - Air Force easy to overcome because his father did 20 years in the Air Force

and retired an E-5. Selection really slov. Took him 3 years in the Aray to
make E-5,

A 2 - Using yourself as an exanmple really helps the kid.

3 - If you spend the time to tell the kid everything he'll need to get the job

and that if he can't get it not to go, he'll probably go anyway because he feels

obligated to you for taking the time with him. He'll tell his friends you told

him that as wvell,

RULE: 1 - You can't promise the kid a specific job. He'll go looking for it. If he

finds out you lied, vou've lost the contract. Tell hin you ean't talk about

specific jobs.

SALES DECISION DECISION
SEQURICE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

I

-l e

3.

4.

3.

CXI PN -J e
ol el
- -
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I11. COMMNICATION PATTERN

OVERVIEW: Gives example of talking to par

S

w4 e ——y x ———r— P ~————— — .~ ——

Gets parent interested first —

ent when calling for kid and kid isn't home.

are you familiar with the Army college fund..

PREDICATE: Vis___ Aud___

SYNTAX/
SEMANTIC: 1I~R 1-Q

Kin

1-C

Olf-cus__ Uns x

1-A x  I-E___ P=-C

Specific

Oth

PATTERN OPERATOR

COMMON |
PATTERNS:  AWARE

PATTERN OPERATOR

UNIQUE
PATTERNS:

- T - — - — -

TECHNICAL RESULT OR OUTCOME

Allows him to give iafo

on college fund to parent

TECHNICAL RESULT OR OUTCOME EXAVPLE

A-136
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION
1.D.2 Coder 2 s C SEQ 14 CROSS~REF

Purpose: Planning schedule, prospecting
cheé Pros_x Rap__ Qual__ N&I__ FEBA__ Clo__ 8-0 DEP__ F-UP__ M/A__ Oth

Setting:
Range: BEG (p. 24 , para 3 , line 28 ) (END (p.__ 25 , pars__7 _ , line 49 )

11. COMMUNICATION STRATEGIES

EELIEF: 1 - Contact kids at least three times if they missed an appointment — too many

possible reasons to ignore.

2 - If you can get parent interested, e.g. in college fund, kid will call you back.
3 - You get about 252 of kids you contact.

4 - Average high school senior probably changes his mind about 4 times in the
course of the school year.

5 = As soon as you hit the right senior, others will follow because of the peer

pressure.

ROULE: 1 - Schedule grad appointments from 11=-lunch. Paperwork after lunch. Call
seniors after school (307 by the end of September).
2 - 1f kid's not home and he gets parent, puts a8 bug in their ear about the
college fund.
3 - Key is to say you're interested in enhancing kids future — parent thinks
you want to help.
SALES DECISION ' DECISION
SEQUENCE: CICLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
EER— A l R l . — |
! : i
1. H :
H .
2. H :
' H i
3. i H 4 H |
T 1] T T )
: : i ' '
4. 1 [ ] : t
S ¥ R T 1
' H i ' :
3 + ¢ } } :
: : ! ' !
6' ) [l i 1 1
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PROTOCOL CODING WNERSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 s C sEQ 13 CEDSS—-REF

Purpose: What's covered in first sppointment

Cycle: Pros x Rap__ Qual__ NéI x FEBA x l:b__ B-0 _ DEP__ F=-UP M/A Oth

Setting: First sppointment

Range: BEG (p. 23 , para 7 , line 25 ) XM (p. 2k , para__l , line 25

11. COMMUNICATION STRATEGIES

BELIEP: 1 - 1f you stay with the sheet listing things, you von't miss too many things.

2 -~ Most recruiters will have a kid come #nto the office first because they are

afraid to get out of their own environmen:.

3 ~ House calls are best because you can sell parents and kid will go along.

Parents understand VA benefits, etc., will really help out once they're sold.

RULE: 1 ~ Uses sheet provided by the Army that lists important points.
2 - Suggests they take ASVAB in school 1% it's available — 1f not he offers to
test then and set up next appointment.
SALES DECISION DECISION
SEQUENCE: CYCLE \ STATE ENTER PRIMARY PATTERN STATE EXIT ST
‘ R . R — ' EEpER— ]

. ! .' : ! :

1. ; i i i |
; ; . : |

2. A | 3 ! f
T T Ll

3. i ‘. ': |
T L L] t
] ] ] ] 1

4. 1 H il ] :
1 L 1 +
\ [} [} [} \

5. . H I H :
1 } o | ‘.

6. } ? ] . 1
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PROTOCOL CODING WORKSHEET
1. BACKGROUND INFORMATION '

1.D.: Coder 2 s C SEQ 12 CROSS=-REF

Purpose: Rules and principles of canvassing, selling appointments, etc.

Cycle: Pros_x Rap__ Qual__ Nel__ FEBA x Clo_ B~0__ DEP F=-UP M/A Oth
Setting: Canvassing mostly

Range: BEG (p. 22 , para 5 , line 40 ) END (p. 23 , para__ 5 , line 22

I1. COMMUNICATION STRATEGIES

BELIEF: 1 - People who vork in fast food places have low standards.

2 - Arny can offer kid $574/mo. vs. 250=300 in fast food — gives recruiter

leverage.

3 - Fast food place is a neutral ground, good place to start before bringing the

kid into station.

4 - Trying to get commitment on the first appointment causes a pressure sale.

Turns people off.

RULE: 1 - When area canvassing, never go out into an area unless you have a set place

to go.

2 - Usually just drop & card in those fast food places — the kids usuallv call

back.

3 - Bolds all nppéintmen:s in fast food places. Usually schedule follow-up

appointment in station.

4 = Just make contact initially. Offer 2 choices for first appointment, either

home or neutral place/fast food.

SALES DECISION DECISION
SEQUENCE: CYCLE l STATE ENTER . PRIMARY PATTERN STATE EXIT TEST
: : : :
] ] ] ]
1. H H H H
L] | L] \
§ ] [] ]
2. ! H e H
L ¥ L] 1
3. i ! ! !
: \ : :
4. \ 1 H 1
: B : \
3 ! — : :
. | e z s
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I11. COMMUNICATION PATTERNS

OVERVIEW:

PREDICATE:

SYNTAX/
SEMANTIC:

COMMON
PATTERNS:

UNIQUE
PATTERNS:

Mostly time management strategpies lanning. Last sentence is a good challerpe

vhen prospecting in fast food places — gee below.

Vis___  Aud Kin___ Olf~Gus Uns___ Specific

I-R 1-Q 1-C 1-A T=E P=C Oth

PATTERN CPERATOR

P

life?")

- - - e - = - - o= -

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

TECHNICAL RESULT OR OUTCOME

" o~ — - — -
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Challenge — presupposes choice, {.e. the Army

> e > ———_——— - ————

("1s this what you want to do for the rest of your

EXAMPLE




PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION
1.D.: Coder 2 s C SEQ 11 CROSS-REF

Purpose: More self-motivation strategies and incentives

Cycle: Pros x Rap__ Qual N&I__ FEBA__ Clo H-0 DEP F-UP__ M/A_x Oth

Setting:

Range: BEG (p. 20 , para 7 , iine 3 ) END (p. 22 , para 1 , line 32

11. COMMUNICATION STRATEGIES

BELIEF: 1 - Rnows he's done a good job when he gets his gold badge.

2 = You should exercise because it helps you keep your mind clear.

- In recruiting you can control your own destiny = make it or fail.

3
4 - Little rewards, time off, etc. help out.
5 = Biggest thing about time management is to wmake a plan and stick to {t.

:

Stick to your time management plan. Plan a week out.

2 - Start your planning with DEPs.

3 - Canvas a little if you're going to be out.

SALES DECISION DECISION
SEQUENCE : CYCLE : STATE ENTER . PRIMARY PATTERN STATE EXIT ST

! 5 !
1. ; 1 :

4 + H
2. | : :

1§ L L
3 5 l |
’ + } 4 }
. ! .' : K
: - : : :

1 ] ] ]
> E ¥ i .
6 : : : !
M I} 1 | t
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J11. COMMUNICATION PATTERNS

OVERVIEW: Talks about several ways of challenging kid and pointing out that the Arazy

isn't easy.

PREDICATE: Vis__ Aud__ Kin__

SYNTAX/

SDUANTIC: 1-R___ I-Qx_ I-C__

PATTERN OPERATOR

COMMON
PATTERNS: P with AWARE

cEQ

PATTERN OPERATOR

UN1QUE
PATTERNS:

- = - - L - — - - — -

O0lf~Gus___ Uns_x_ Specific

I-A x I-E P-C Oth

TECENICAL RESULT OR OUTCOME

Creates impression that making it in the Army is tough

to challenge kid.

Average enlistment in Army is about & year of college —

challenge.

TECHNICAL RESULT OR OUTCOME

A-142
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION
I.D.: Coder 2 s C SEQ_ 10 CROSS=REF

Purpose: Creating challenge for the kid and Pre-Q

Cycle: Pros__ Rap x Qual x N&I__ FEBA__ Clo B-0

Setting: Qffice

DEP__ F-UP__ M/A

Range: BEG (p. 19 , para 7 , line 47 ) END (p.
I1. COMMUNICATION STRATEGIES

20

, para 3 .

BELIEF: 1 - Challenging the kid makes him open to wanting to get in and prove himself.

Saves the recruiter's time cxplaining:

2 = "The Army {s still overcoming that foxhole image.”

anyone can get inm.

A lot of kids still think

RULE: 1 = Point out the difficulty of getting in the Army and mhk@gg it.

SALES DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN

DECISION
STATE EXIT

1.

PR S PRI SR f o o e s

___-J_-- S TN SPEpES TSI E

SIS NS SoNs WSS SOy
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1171. COMMUNICATION PATTERNS

OVERVIEW: Describes ways of gaining rapport and opinions. In MO example he softens bv

combining MO's with unspecified verbs.

PREDICATE: Vis Aud Kin 0lf-Gus__ Uns_x_ Specific

SYNTAX/
SDMANTIC: I-R_x_ 1-Q_x_ 1-C I-A I1-E P-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON
PATTERNS: MO with WV To prevent discouragement later if kid is disqualifiec,

and to keep up interest and curiosity. Softening.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXaet
UNIQUE ' \
PATTERNS: ' |

: :
] 1
] ]
] [
[] ]
1) ]
] ]
] '
i g
! :

i
E :
] ]
i ‘
] t
] ]
] 1
! |
] []
[] ]
! |
] ]
] ]
) ]
' 1
[] [}
' ‘
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REPORT TYPE: PCW _

1.D.: Coder 2 s C SEQ 9 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 5 = Kids can't handle titles because they have no experience with

regimentation. Makes them ogtguard.

6 -~ If kids find out their friends have joined, bz seeing them on the

picture board, it makes them curious and they want to be a part of it.

Creates challegge.

e mm mm e me cm mm oo e e mm e = mm mm mm mm mm mm mm e o mm o o e o e e oo ]
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 s C SEQ 9 CROSS~=REF

Purpose: Importance of rapport

Cycle: Pros__ Rap x Qual _ NsI__ FEBA__ Clo__ B-O__ DEP__ F-UP__ M/A__ Oth
Setting:

Range: EEG (p. 18 , para 7 , line 40 ) END (p. 19 , para__ 5 , line_ 45 )

11. COMMUNICATION STRATEGIES

BELIEF: 1 - Alvays establish rapport first. It's degrading to just walk into an office

and have questions asked before rapport. People want you to sit down and explain

things to them, even {f they are disqualified.

2 - The rapport will make the guy tell you what you need to know about qualifica-

tions.

3 - Everything has to be geared toward caring.

4 - Difference between rapport and caring is a thin line.

RULE: 1l - First thing 4s to eliminate the title. Use names.

2 - Stop kids in front of picture board to see if they know kids who have jcined.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

3.

‘0.

PRSP SREPI SN AP Y

r-----{--F-J-_J-----_
---Jr-_-_--J--J---J_----

ETOIDE TRl g Iy
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

1.D.: Coder 2 s C SEQ 8 CROSS~REF

Purpose: FEBA, N § 1, and avoiding QNE's

Cycle: Pros__ Rap__ Qual__ N&I x TFEBA x Clo__ B-0__ DEP__ F-UP M/A Oth

Setting: Office

Range: BEG (p. 17 , para 7 , 1ine 38 ) END (p. 18 , para 5 , line 36

11. COMMUNICATION STRATEGIES

)

BELIEF: 1 - 1f a kid knows you're trying to fulfill your needs and not his, you're liable

to get a QNE. QNE's are the responsibilicy of the recruiter.

2 = SMAATTRESS is damn good because some of the things in it the kid probadly

thought he couldn't have. Helps to find hidden wants.

RULE: 1 - Use SMAATTRESS for more than {dentifying his first three interests.
2 = You have to use that line: “Now why {s that {mportant to you?"
3 - You have to keep asking, play the little game — which 2 out of 3 — to find
which are most important.
4 - Take your time with the SMAATTRESS.
SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
A N —— ' A ' EER— '
| ] :
] [}
1. H !
H )
2. ! !
1 §
] |
3. l L H '
1] 1 T 1
[] § ] ] 1
4. ; 1 1 H :
L 1 L] 1 4
] ] ] ' |
5. 1 H H : :
1 4 0 A ] ] 1
[] ] ] [} 1
6. H 1 i H :
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111. COMMUNICATION PATTERNS

OVERVIEW: Talks about paintin
systens, smds, etc.

ictures for kids. Does nice fantasy usin

all rep

Talks about using JOIN, pitfalls

PREDICATE: Vis x  Aud x_ Kin x Olf-Gus____ Uns_x  Specific x

I-Ax I-Ex P-C Oth FP-CON

SYNTAX/

SEMANTIC: I-R___ I-Q__ 1=C
PATTERN OPERATOR

cooN

PATTERNS: P

AWARE with C-POST

FP-CON

- - — g - ———— - -

PATTERN OPERATOR

UNIQUE
PATTERNS :

TECHNICAL RESULT OR OUTCOME

Uses we to create/maintain rapport/teamwork

Sets up selling benefits of college fund, Gl Bill

("Do you know why most kids don't complete college?”)

Creates fantasy of kid having new truck, partying,

impressing his friends, etc.

TECHNICAL RESULT OR OUTCOME

A-148

EXAMPLE



REPORT TYPE: PCW -

1.D.: Coder 2 s C SEQ 7 CROSS=REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 5 = Should have a book, class, on how to paint pictures for kids.

e me - e e e Ge E® me ee e E- = EEm E® wm E® me mE Eme EE Eh wm wE Gm Ge mE EE Ew me S. EE o -

6 - 1f he tells s kid he is going to get a $5000 bonus for going in,

he won't worry about the job he's going to get. He's thinking about

buying 8 car/truck.

7 - JOIN puts the kid in a position of wanting to ask the recruiter

to tell him more about what he has seen.

8 - You can't be satisfied with comxitment on one aspect of JOIN,

because it could fail later and kid will have already made up his mind

not to go because you failed to sell him the first time.

9 = You have to sell the kid the first time.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 s C SEQ 7 CROSS-REF

Purpose: Principles of N & 1, FEBA, and closing

Cycle: Pros__ Rap__ Qual__ NI x FEBA x Clo x H-0__ DEP__ F-UP__ M/A_ Oth____
Setting: Office

Range: BEG (p. 14 , para 6 , line 48 ) END (p. 17 , para__5 , line_ 36 )

11. COMMUNICATION STRATEGIES

BELIEZF: 1 - Doesn't believe he has a problem with sales. Enlists about 772 of the people
he talks to.
2 - Many recruiters are afraid to ask for a commitment — leads to a larpe QNE

rate.

3 = Kids need to know why they should join, what they'll get out of an enlistternt.

Most recruiters don't know how to paint that picture.

4 - Most kids don't finish college because of money problems. Army can take care

of those.

RULE: 1 - Constantly asks, "is that what you want?” to be sure of kid's interest.

2 = Use the Join as a starting point, elaborating on each subject. Show thez all.

SALES DECISION DECISION
SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT

|
4

L--Jh-----.----—-_---_-
S SIS PR R e n
I e I e X Y ke et b
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 s _C SEQ__ 15 CROSS~REF

Purpose: Ways of handling a P who didn't do well on test, limited options, etc.

Cycle: Pros__ Rap_x Qual Né1 x FEBA x Clo__ H-0__ DEP__ F-UP__ M/A__ Oth_____
Setting: Office

’ Range: BEG (p. 27 , para 13 , 1ine_ 9 ) END (p. 28 , para 1 , line 3 )

11. COMMUNICATION STRATEGIES

J BELIEF: 1 - Once you've enlisted, achieved a bit of rank, you can move into the job you

wvant .

SALES DECISION DECISION
SEQUENCE : CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

3.

o o= e ———u----L-—q—--q e =

s BT DTS 2
ke TR TN
S Ipe T TG Wy
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111. COMMUNICATION PATTERNS

OVERVIEW: Describes kid vith limited options because of test scores. Suggested kid do

what he did oin aow et the job you want after achievin soue:hiqgﬁin the

service. Describes how he gained rapport by taking an interest in the kids \W.

PREDICATE: Vis___ Aud___ Kin___ Olf-Gus___ Uns___ Specific

SYNTAX/
SEMANTIC: I-R 1-Q 1-C I=-A 1-E P=C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON

PATTERNS: MF Sets larger framework than job, refocuses kid on goals

[]
]

§

]

‘I

M4 ! Uses self as an exanple to show kid ways to get what he

[]

¢ wants

1

}

]

[]

]

]

]

[]

t

]

]

[]

]

]

[}

]

]

[}

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAVPLE
UNIQUE
PATTERNS:

- =D P — o - = —n - - - — = -
— . A S - —— " - " - P - - —— = - an - - - -
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PROTOCOL CODING WORKSHEET
1. BACKGROUND INFORMATION

I.D.: Coder 2 S C SEQ 16 CROSS-REF

Purpose: Handling someone with prior service experience

Cycle: Pros__ Rap__ Qual__ N&I x FEBA x Clo__ H-0 x DEP__ F-UP__ M/A__ Oth____
Setting: Office

Range: BEG (p._28 , para_ S , line 11 ) END (p. 29 , para 3 , line 11 )

I1. COMMUNICATION STRATEGIES

BELIEF: 1 ~ Someone with prior experience in the military can disagree with thggzs you

offer based on their own personal experience.

2 ~ Always a doubt in his mind about whether or not the person believes in hiz.

3 = The JOIN can be used to reprogram the thinking of 8 prior service kid because

ﬁ a_lot has changed.

4 -~ One bad experience in the military is going to cause him to be withdrawn.

-~ They always want to talk jobs.

S
6 ~ They have a lot of objections. They are the worst kind of applicant.

RULE: 1 ~ 1f prior service candidate tells you about past problems, point out changes

that have happened.

2 ~ Use the JOIN to reprogram the guy from what his experiences were.

1 3 « A kid without prior service just needs to be made to understand the benefi:cs.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

3.

4.

S.

R s n L Nyl VS NNy S
TS NS Splyiyy SPSNYS uSeten B
I NV N B NP SR
S e el R TR s B S

6. 2l B 2

"
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REPORT TYPE: PCW

1.D.: Coder 2 s C SEQ 16 CROSS=REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 7 = A young kid, in contrast, has no concept of vhat the job is like —

e e e me e mw B @ e e S G B W e e SR mer eeem e e T W @ e M M e e G G e e e e

just get thez to understand the benefits.
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Setting: Office

W——-—-—-—--—7 T -——— —~ C—— =~ g ——
PROTOCOL CODING WORKSHEET
1. BACKGROUND INFORMATION
1.D.: Coder 2 § C SEQ 17 CROSS-REF
“
Purpose: Different approaches to different Eeogle/categories
Cycle: Pros__ Rap__ Qual__ N&I__ FEBA x Clo__ B-0__ DEP__ F-UP__ M/A__ Oth
Range: BEG (p. 29 , para & s, 1ipe 12 ) END (p. 31 , para 2 , line 25 )

II. COMMUNICATION STRATEGIES

BELIEF: 1 = Use different cggronches for different geogle/categorics.

2 - 3A's dbm is going to be education.

3 - If kid picks 5 areas of interest, the computer should have a least one

availadle.

4 = The average college student coming in doesn't want to go_to school right then.

He wants the money for later.

S = A Cat 1 can get anything he wants. They're easier to sell.

They're self

centered and very obnoxious.

RULE: ] = Stress education with a 3A.
2 = Decide what to sell based on the kids answers.
’ 3 - Ask them to pick S different things they would be interested in doing.
( 4 = Tell a Cat 1 he can pretty much have vhatever he wants.
b S = Let the Cat 1's sand 2's think the world of themselves.
6 - Never make a crack at another service. Just sell the ghorter enlistment ticzes.
7 - Stress strength of Army contract, let kids know you're not going to turn
3 around and screw them.
SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
SERS— 1 R ——— < ] R — \ \
: : : :
] ] t t
10 : : ] H
- - 1 ﬁ' |
: : ' :
2' (] 1 : !
! | :' ! E
3 } + ' ' :
: : : ﬁn |
4. 1 i H } |
i ; : ] |
5. ; ; : : :
H ] H ' {
6. ] ] \ 1 1
1] { ;,_Es { [} 1




REPORT TYPE: PCW _

1.D.: Coder 2 s C SEQ 1/ CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 6 - Cat 1 usually looking for adventure because usually they've led a

e SN er se se fe Aan Fe R ee e® me we me me wE ce et e me S e me me me e ce me . e m= m- E® e e- .-

life of studyin;- They vant to get avay from it, to vary, let go.
1= People will compare the services and usually go for the shorter

contract.

8 - The Army guarantee is the strongest. Air Force doesn't have open

contracts, 8o Arny offers more chance to get wvhat you wanted.

156




11. COMMUNICATION STRATEGIES

— v ﬁ\ P - .
PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 s C SEQ 18 CROSS=~REF

Purpose: Handling DEPs

Cycle: Pros__ Rap__ Qual__ NsI__ FEBA__ Qo__ B-O__ DEP x F-UP__ M/A__ Oth

Setting:

Range: BEG (p. 31 , para &4 , line 29 ) END (p. 32 , para__2 , line_26 )

BELIEF: 1 - Biggest problem most recruiters have with DEPs is not following up with theaz.

2 = A high rate of DEP loss is because there is a problem with the recruiter —

he thinks he's got him and doesn't have to worry anymore.
3 - Recognition means a lot to the kids, even just a T-shirt.

4 - 1f a recruiter with a bad attitude (feeling down) talks to a DEP, the DEP

may have the same one 2~-3 weeks down the road.

RULE: 1 - Bave a lot of DEP functions. Quarterly get everyone together, includinag
parents and others, recognize achievements (referrals).
2 - Do things with DEPs, maintain contact, tell them about nev things.
SALES DECISION DECISION
SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
=y v :
] 1 ] |
] [] 1
1. : ; !
T | i
] 1 [}
2. 4 : :
‘ ! . - |
3. | : : ; :
N b 1 — [l
4 [] ] ] ¢
4. ] | ; . :
I R T 1 §
‘ ] ] ] ]
5. H | | | :
L 1 h ] RS []
| [} [] (] ]
6. | : H ] :
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 s C SEQ 19 CROSS~REF

Purpose: Handling DEPs and follow-up after enlistment

Cycle: Pros__ Rap__ Qual _ Ns&I__ FEBA__ Clo__ H-O__ DEP x F-UP_x M/A__ Oth___
Setting: :

Range: BEG (p. 33 , para_ 1l , line 1 ) EXD (p._36 , para_1l_ _, line_ 7 )

J1. COMMUNICATION STRATEGIES

BELIEF:1 - When you contact the parents when the kid has left for basic, when the
parents later talk to the kid's friends, they'll mention that the recruiter was

interested.

2 - If you keep in touch you can handle problems before they get too big.

3 = 1f you stay fired up it will rub off on the kid.

4 - When one DEP gets promoted the others will want it too.

5 « The DEP skill book helps prepare them for basic.
RULE: = After DEP leaves for basic, go to parents house and find out how he's doinz.
2 = Flat out tell the kid that when he does it helps you both, not just hix.

3~ 1f a kid has brought you a lot of referrals, and gotten promoted, den't

linger on that because you can't offer him any more. No more incentive.

4 - Constantly stress rank structure, tell the kid where he'll be, painting the

picture.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT

&)
™
wn
-3

2.

3.

IR I VN A SN IS
e e e = e e s o o = e o L--—--

_--J%--......-._-_...--....----_
RS NN EPIS I KRS S
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REPORT TYPE: PCW _

1.D.: Coder 2 S C SEQ 19 CROSS=-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 6 - If you push a kid for more referrals after he'd gotten promoted

e e mmem e mem e e G e e e @ M Mmum mmew e R Gn e m e s e e e S e e e mem e e me @ @ @ e

he'll think you don't care about anything but yourself.
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I11. COMMUNICATION PATTERNS

OVERVIEW: Describes contacting parents on F-Up. Bandling DEPs, motivating them, etc.

PEEDICATE: Vis_x_ Aud_x_Kin x Olf-Gus___ Uns _x  Specific___

SYNTAX/

SEMANTIC: 1I-R x I-Q I-C I-Ax I-Ex P=C Oth FP-CON
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON

PATTERNS:  FP-CON Direct suggestions about being an honor grad, getting

]
[}
]
1
]
'
i

P | After promotion — motivator, presupposes he should
| feel good.
]
[}
i ("How do you feel about yourself...?")
t
]

C-POST | Uses to future pace.
)
\
|
]
]

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXANTLE

UNIQUE
PATTERNS:

- - - - . T - - o - -
-~ -~ - — == — = ———

160

promoted, etc. Tells kid what he will get — wmotivation.




‘?’ . ey

REPORT TYPE: PCW

1.D.: Coder 2 S

SEQ 19 CROSS-REF

PATTERN OPERATOR

COMMON
PATTERNS: SD

- — - - —— - - - - P G A S TP = e TR D - G S e . - T = D G A WL T S Gn = e W e SR T T G e e e S e -

TECHNICAL RESULT OR OUTCOME
Lets the kid £fill in some of the picture for hiazself.

("...going to be something.”)
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I1.D.: Coder 2 s C SEQ 20

CROSS=REF

Purpose: Prospecting

Cycle: Pros_x Rap__ Qual__ N&I FEBA__

Setting: Phone, making appointment

Clo__ B-0_ DEP__ F-UP

M/A Oth

Range: BEG (p. 36 , para 2 , line 8

11. COMMUNICATION STRATEGIES

BELIEF: 1 = 1f you schedule appointments on the quarter hour, the first thing the kicd will

) END (p.

2

, para

&4

, line 23

)

think 4s that 1t will only take 15 minutes — he's more likely to make appointdent.

RULE: 1 - The only thing you want in that first appointment is to establish rapror:,

and deterxine his {nterests.

SALES DECISION
SEQUEBCE: CYCLE STATE ENTER

PRIMARY PATTERN

10

DECISION
STATE EXIT

]

2.

3.

SRR N Epigl FoUpiol NNpes Sy
—--d——-d——-d——-lb--d——---

I NPEDS TN S,

I IS IO IS I A
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111. COMMUNICATION PATTERNS

OVERVIEW:

PREDICATE:

SYNTAX/
SEMANTIC:

COMMON
PATTERNS:

UNIQUE
PATTERNS :

Demonstration role-glaz of {nftial phone call. Good techniques of painting

pictures, future pacing, etc.

Vis x Aud x Kin x Olf-Gus___ Uns_x_ Specific

I-R x I-Q

1-C

x I-Ax I-E x P-C__

PATTERN OPERATOR

P with MR
P

C~POST with
FP-CON

S~CON

NEG-Q with P

PATTERN OPERATOR

- - - " o - - o -

TECHNICAL RESULT OR OUTCOME

1 know you're proud...” pacing.

Oth FP-CON,$-CON

Lots of these to present and gather information.

Specificity forces kid to
can then relate to. Sets

(“What type of car...%)
Conditional close.

Gives kid an offer he can
to the negative question.

TECHNICAL RESULT

paint internal image recruiter

up FEBA

hardly refuse.

OR OUTCOME

A-163

Can't say no

EXAMPLE
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PROTOCOL LOG
Coder: 2 Subject: D
P{ | REF | CYCLE TOP1C
1 11(7) IiRep {Establishing rapport
2 13(2) !Pros,Rap,!Vays of handling tough sales situations, making theo
! {8-0 lwork
3 53(3) {Pros ,H-0 {Further ideas about B-O and prospecting
4 16(S) iPros, !Isportance of communication, using recruiter's vife
! {FEBA F-Up |
: IM/A !
‘
1

18(9) |Pros Working the market in your area, prospecting

S

6 110(7) {Rap,Pre—Q!Establishing rapport, and Pre-Q strategies
7 113(4) IN&I,FEBA {Strltegi!t for N1, FEBA
8
9

115(9) {FEBA {FEBA, H-O with kid who's engaged
118(12) !Rap ,FEEA !Different features and how to sell then
10 121(3) IFERA iPainting pictures for kids
11 122(7) {Rap,FEBA, !Strategies for motivating applicants
| iClo :
12 124(8) lB-O iBandling various objections, how to think about them
13 126(13)!Pros {How he gets ideas for prospecting
14 129(5) !Clo {Future pacing kids for MEPS

15 131(3) !Rap,DEP [Rapport
16 134(5) iPros,Rap !Rapport

17 135(6) iM/A {Motivating recruiters
18  139(11)IFEBA,M/A lBelping recruiter with fear of rejection, FEBA techniques
19 141(2) iPros, iWorking different markets, different recruiters attitudes
! {F=Up,M/A |
20 142(8) iIM/A !Importance of station commander to M/A
21 144()) !Pros {Prospecting, strategies
22  147(3) IM/A {Self-motivation
23 152(4) iM/A {More M/A
26 153(7) Cle {When and hov to go for s close
25 185(3) i8-0 {Turning objections to positives, comparisons to society
26 157(3) iPros {Ways to spproach people, attitudes to take when
! : iprospecting
27 __159(5) ING1,FEBA,!Getting community exposure, various selling techniques
H 18-0 :
28 161(7) INGI,FEBA !N41, FEBA beliefs and rules
¥
H

[} ]
] []
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PROTOCOL CODING WORKSHEET
1. BACKGROUND INFORMATION

1.D.: Coder 2 s D SEQ 1 CROSS-REF

e T T T

Purpose: Establishing rapport

Cycle: Pros__ Rap_x Qual__ N&I__ TFEBA Clo B-0 DEP F-UP M/A oth

Setting: Office

Range: BEG (p- 1 , para 7 , lipe 35 ) END (p. 3 , para_1 , lipne_5

I1. COMMUNICATION STRATEGIES

BELIEF:]1 - 1f the P comes through the door he's got interests.

)

2 = Some Rs shake hands and take the P right back to the JOIN machine without

explaining or talking with him first.

3 - You have to open the P up, which can be tough if he's introverted.

4 - Some Rs think they can open the P up by running their mouths ~ wrona.

RULE: 1 - Gert the P opened up and talking to you.

2 = 1f the office is hectic, or seems like a minus to the P, take hid some-

wvhere else.

3 - 1f you know something sbout the P, use it.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

ity Sl SR, LB e e ———-
(RN ENSUNN NS SPIGHYS SN T
Rl S SR S E N Sl it hakatd

SRR [N NN AR NI I
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I11. COMMUNICATION PATTERNS

OVERVIEW: Pescribes methods of gaining rapport and opening Ps up to get to know thex.

Describes taking P interested in electronics to Radio Shack for interviewv.

PREDICATE: Vis_x_ Aud x Kin x Olf~Gus___ Uns_x_ Specific___

SYNTAX/
SEMANTIC: I1-R__ 1-Q__ I-C__ 1-Ax_ 1-E__ P-C x_ Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON

PATTERNS: P with MF Implies something other than recruiting quite often.

("had a rough day ... sit back ... enjoy time with
you...")

Softening techniques.

("come look at something with me...")

——— - = - = - - -

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAVPLE

UNIQUE
PATTERNS:
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 s D SEQ 2 CROSS-REF

Purpose: Ways of handling tough sales situations and making them work

Cycle: Pros x Rap_x Qual__ N&l__ FEBA__ Clo__ B-0_x DEP__ F-UP__ M/A__ Oth
Setting: Office, school, etc.

ﬁ Range: BEG (p. 3 , para 2 s 1ine 6 ) END (p. S , para 1 » 1ine 11 )

L I1. COMMUNICATION STRATEGIES

1 BELIEF:1l - Everyone is entitled to their opinion, and getting into battles about thex

1 won't help anything.

RUOLE: 1 - If Ps bring up touchy subject, i.e. Viet Nam, thank them for their opinions

and acknowledge that everyone has their own. Leave it alone beyond that.

2 -1fa P wants information, or a special program, call whoever you need to,

do_your homework, and get it for him.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

I I ! SO IO I
IR IR IS I IO IS

s s o = l—-—w—-- b = e o e e =
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111. COMMUNICATION PATTERNS

5 OVERVIEW: Brings up a classroom situation in which he was giving his pitch and a kid

rought up Viet Nam. He simp;x,acknovleqﬁed the kid's opinions, thanked hiz

and told him he was glad to know them, and went on. Meta-comment strategv.

Later that same kid wanted to go to West Point, but was late in applying.

ﬁ:iarranged conference calls, did his homework, etc. and got the kid in
through another program. Opened up the high school for him because the kid's

dad vas the principal.

PREDICATE: Vis__ Aud Kin___ Olf-Gus___ Uns___ Specific___

# SYNTAX/ ’
SEMANTIC: I-R__ I-Q__ I-C__ 1I-A 1-E P-C x Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON

PATTERNS: M/W with IN Acknowledge the importance of kid's opinions, maintain
rapport and avoid conflict about no-win discussion (Viet
Nam). Ee essentially meta~commented to stay out of

trouble.

- ——— " - o = - -

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

UNIQUE
1 PATTERNS :

- . - - D > >~ - - - - - -
-~ —— - . - - - == -~ — - ———
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PROTOCOL CODING WORKSHEET
1. BACKGROUND INFORMATION

1.D.: Coder 2 s D SEQ 3 CROSS-REF

Purpose: Further ideas about H-O and prospecting

Cycle: Pros x Rap__ Qual__ N&I__ FEBA Clo B-0 x DEP F-UP M/A Oth

Setting: Everywhere

Range: BEG (p. 5 ., para 3 , 1dpe 13 ) END (p. 6 , para_ 3 » line 24

11. COMMUNICATION STRATEGIES

BELIEF:] - Married guys are different — they usually come in looking for security.

May have worked a short time, gone to school for & year or 8o, but feel they are

at & dead end. They'll come in more cautious.

2 - lmportant to involve the wife in the decision. 1f kid is sincere he'll g0

along with joint meeting with wife.

3 - Family can be added pressure on kid when he goes in, can cause problems if

you don't take care of it.

RULE: 1 - Call ahead to school to find out when you can see kids, pull them out of

class, etc. Get to know people, like them, don't argue with them or try to

forcibly put your point across.

2 - Do litrle extra things for married people when they go in, to help out.

SALES DECISION DECISION
SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT

0

- o -
-

_-——4—-—..-{_-—.1_—-.“——-4\—--_--
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-
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REPORT TYPE: PCW _
1.D.: Coder 2 S D SEQ 3 CROSS—-REF
| BLOCK
; DESCRIPTION CONTINUATION
BELIEF: 4 - Wife may not listen to kid because she has her mind made up. She'll

listen to you becsuse you're in uniform, you're a professional, you're a

third party.

G me mem Am wE @B G® EEm EE Gm BE me mEe e Gmen e et W Mmoo e WM e mE e we B B ma m e we e G @ e ey
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111. COMMUNICATION PATTERNS

OVERVIEW: Describes working with married people, and their wives, to make the decision.

Helps out with little things when they ship out, like a brochure of the fort.

PREDICATE: Vis x Aud_ x Kin x Olf-Gus___ Uns_x_ Specific___

SYNTAX/
SEMANTIC: I-R___ I-Qqx_I-C__ I-Ax I-E__ P-C___ Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON
PATTERNS: AWARE Lets P knov R understands him — in this case the

importance of his wife in the decision process.

P with MO

[}
[}

{

]

]

[}

]

i

E Leaves himself an opening if his assumptioms are wrong.
]

1

!

)

]

]

]

]

]

]

]

]

]

1

]

PATTERN OPERATOR TECHNICAL RESULT OR OQUTCOME EXAMPLE
UNIQUR
PATTERNS:

|
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S D SEQ 4 CROSS-REF

Purpose: Impportance of compunication, importance of Rs wife to the sale

Cycle: Pros_x Rap__ Qual__ N&I__ FEBA X Clo__ R-0__ DEP__ F-UP x M/A_x Oth___

Setting: Office, parties, everywhere

Range: EEG (p. 6 » para S , 14pe 27 ) END (p. 7 , para 3 , line &l

11. COMMUNICATION STRATEGIES

BELIEF:] - Communication needs to be developed. Can be taught to a point, common

)

sense.

2 = Rs wives are very important. A lot of times they can save you the sale —

esp. with parried people.

3 - Young wife of a P may want the woman's point of vievw of military wife. Rs

wife can give it to her.

4 - Extra effort of wife can help build referral system also.

S5 - Referral system {s more than asking people for them.

ROLE: 1 - Try to make it to graduation parties you're invited to.

2 - Rs wife should know what he does, goes through.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT

|
e

L, e BEPS EpSEGE S S

VRN RN RN NI AP I
AR SO I S AU A
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II1. COMMUNICATION PATTERNS

OVERVIEW:

PREDICATE :

SYNTAX/
SEMANRTIC:

COMMON
PATTERNS:

UNIQUE
PATTERNS:

Describes ue usefulness of 1nvolv1§54w1fe of P as well as wife of R in the

process. ~Talks about referral system, new recruit is the best salesman,

or the worst.

Vis_ x Aud x Kin x Olf-Gus__ Uns_x Specific_

I-R I-Q I-C I-A I-E x P-C x Oth
PATTERN OPERATOR TECHENICAL RESULT OR OUTCOME
C-POST Sets up important thought.

("Do you know the best salesman...?")

t
'
[}
]
1
]
t
)
)
1
CF/s i Sets framework of P being more than just a new recruit,
| but also a salesman.
1
]
L}
[}
]
|
3
[}
|
|
|
!
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

- - - - - Vm = = A= —
- . = = =~ ———— - —
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 s D SEQ 5§ CROSS=REF

Purpose: Working the market in your area, prospecting

Cycle: Pros x Rap__ Qual__ 4&I__ FEBA__ Clo__ H-O__ DEP__ F-UP__ M/A__ Oth___
Setting: N/A

Iange:. BEG (p. 8 , para 9 , line 43 ) END (p. 10 , para_3 , line_ 35 )

11. COMMUNICATION STRATEGIES

BELIEP:1 - To recruit quality you have to know what the market is.

2 = Just because a8 guy goes to college doesn't wean he's quality.

3 = 50 or above on ASVAB 1is quality.

4 - Farmers are beautiful in the morning — they'll talk to you, give you leads
before they go out in the fields.

RULE: 1 = For publicity, have the paper come take pictures of you.

2 - Get on talk shows on the radio.

3 - Listen to people, even if it's old folks telling you war stories. Thev'll

bring referrals.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

5.

3.

‘.

TIPS SIS Wy Hou r--- S
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PROTOCOL CODING WORKSHEET
1. BACKGROUND INFORMATION

I.D.: Coder 2 S D SEQ__ 6 CROSS-REF

Purpose: Establishing rapport, and Qual strategies

Cycle: Pros__ Rap_x Qual x N&I__ FEBA__ Clo__ B-Q DEP F-UP M/A Oth___

Setting: Office
Range: BEG (p. 10 , para 7 s line 48 ) END (p. 13 , para 3 , line 8 )

11. COMMUNICATION STRATEGIES

BELIEF:1 - You can tell "pro-military” from haircut, cleanliness, etc. Can presume

some discipline. Find out more with rapport.

2 - Summer is the worst time for basic training, the heat is rough.

3 - If you've established good rapport, body language: leaning forward in chair,

looking at you rather than away, etc. Alsd, more elaboration on points fron P,
confiding things they're unhappy about, etc. They'll tell you what you need to

know without too many questions.

RULE: 1 - To establish rapport, ask P about himself, then listen.
2 - Key in on accomplishments, 1.e. basic training completed if P is in the
military.
3 - Rapport is increasing when P starts elaborating on his answers. He'll
elaborate on what's most {mportant to him — that's what R listens for.
4 = You know you have trust when P gives you honest answers that are obviously
different from the one he thinks a R wanted to hear.
5 = Lean forward in your chair, 4f P does too, rapport is well established.
SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
D A
[} [} ] 1
) 1 1] |
1. o H H :
¥ N 1
[] ] {
2. H { :
3. 'I :' !
; i '.
b. : f ‘ i
R ¥ | 1
[} ] ) ] 1
5. : : : ! '
: ! H * ’
] 1
6 : : : ; :
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REPORT TYPE: PCW _

1.D.: Coder 2 S D SEQ 6 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

RULE: 6 - Looking more toward you is snother sign of rapport, rather than

looking avay.

. mm em e ea e wE @ wE mEm mE EmE Ew em Em S Ee wm WE e mE en m- e Ee Aw G® G- E" e G- e= oo - --_T
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 § D SEQ 7 CROSS=REF

Purpose: Strategies for N § 1, FEBA

Cycle: Pros__ Rap__ Qual__ N&I x FEBA x Clo__ B-O__ DEP__ F-UP__ M/A_ Oth___
Setting: Office

Range: BEG (p. 13 , psra 4 , 1ine 9 )Y END (p. 15 , para 1 , line 26

II. COMMUNICATION STRATEGIES

BELIEF:1 - A mistake some Rs make is tryipg to sell a P who already asked to join —

they can end up talking P out of it.

2 - You're vasting Ps time if the sale is already made.

3 - Difference between selling and going into an information mode. Information

mode is giving information to reinforce already made points.

1 - Take notes, but don't start filling out a 200 card until the P wants to joia.

2 - 1f a P wants to join, sign him up, don't sell him.

3 = Turn ob]ections into advantages.

SALES
- CYCLE

DECISION

STATE ENTER PRIMARY PATTERN

-1—

DECISION

STATE EXIT TEST

T T
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111. COMONICATION PATTERNS

OVERVIEW:

PREDICATE: Vis__ Aud___ Kin__ Olf-Gus___ Uns___ Specific___

SYNTAX/
SEMANTIC: 1I-R I-Q 1-C 1=-A I-E P-C Oth
PATTERN OPERATOR TECHENICAL RESULT OR OUTCOME
1 COMMON
4 PATTERNS: C-POST Asks a series of questions to build the point that the

Ps objections are not as important as the benefits —
gets him, through his answer, to refute his own points.

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

UNIQUE
PATTERNS:

—

-

- - — . —— . = . -
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PROTOCOL CODING WORKSHEET
I. BACKGROUND INFORMATION
1.D.: Coder 2 S D SEQ 8 CROSS-REF
Purpose: FEBA, B-0 with kid who's engaged.
Cycle: Pros__ Rap__ Qual__ N&I__ FEBA x Clo__ H-O__ DEP__ F-UP__ M/A__ Oth___
Setting: Office
Range: BEG (p. 15 , para_9 , line 40 ) END (p._ 18 , para_8 , line_ 25 )
I1. COMMUNICATION STRATEGIES

BELIEF:1 - 1f you can show that you can solve n;prdblem, the P may then open up wanting

RULE:

SEQUENCE: CYCLE

to know more = possible key to the sale.

2 = The word "pension” can be a key that P is looking toward retirement —

especially someone who's married.

3 - If you sell & 2-year enlistment and the P doesn't qualify, that's a problecz.

But 1if you sell a 3fxear4program and he qualifies for a 2-vear, that's an added

benefit.

1 = Point out the benefits of the relatively early retirement of the military

in cbmparison with the private sector.

2 - Restate the objection before trying to turn it around.

3 - Handle the objection to leaving the area by saying that it's only for a 3

year period. Always sell the ] year enlistment. Then {f he's qualified for a

2 year program, it's another benefit.

SALES DECISION DECISION

STATE ENTER PRIMARY PATTERN

1.

STATE EXIT

B
3

2.

3.

‘o

5.

N N B
n-dP——Jb--db’-J---—-—-

R s Y T

6.
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REPORT TYPE: PCW .
I.D.: Coder 2 S D SEQ 8 CROSS~REF
BLOCK
DESCRIPTION CONTINUATION
BELIEF: 4 = 1f a8 kid has applied for a full-time job, i.e. the fire department,

e @mE @ e W M e WE e WMEr emS M e e M e e Wi S mes e e @ W M e @S et @ @ @ G® EE @ e ]

he is probably looking for security, probably for his family.
3 _= When talking about being able to buy a car, {f you mention you have
a friend vho has a dealership, and the P doesn't seem to respond, it

probadbly isn’'t important to him.
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I11. COMMUNICATION PATTERNS

OVERVIEW:

PREDICATE: Vis Aud Kin 01f-Gus___ Uns___ Specific___

SYNTAX/ .

SEMANTIC: I-R__ I~Q__ I-C__ I-A 1-E P-C Oth_S-CON
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON

PATTERNS: S=-CON Sets up close by asking if he can provide benefit, will
t

hat help?

[]
]
[}
]
t
]
:
C-POST | Asks questions & kid has to say yes to, creating
| agreement.
:
]
]
]
]
]
]
]
1
]
]
]
]
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOQE EXAMPLE
UNIQUE
PATTERNS :
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PROTOCOL CODING WORKSHEET

‘ 1. BACKGROUND INFORMATION

1.D.: Coder 2 S D SEQ 9 CROSS-REF

Purpose: Different features and how to sell them

Cycle: Pros__ Rap x Qual__ N&I__ FEBA x Clo__ B-O x DEP__ F-UP__ M/A_ Oth___
Setting:

Range: BEG (p. 18 , para 12 , line 36 ) END (p. 20 , para_ 1l , 1line 38 )

I1. COMMUNICATION STRATEGIES

BELIEF:]l = People that get married eventually want their own homes — $0 you can sell
VA benefits.
2 = You can tell if a P is respousible by grooming, etc.

3 - Important to let kids know you care about them.

BUOLE: 1 - Save something to discuss with fiance/wife, 1.e. VA home buying benefits.

H 2 = Get the P to do you a favoer — enhances rapport — i.e. finding out about
theater tickets at his school.

3 ~-1f a P elaborates on, and justifies, his objection, back off, don't pursue
it.

ﬁ 4 = You have to be in control of the interview but let the P think he is —
& giving hio options will do {t.
SALES DECISION DECISION
SEQUENCE:  CYCLE ~ ~ STATE ENTER PRIMARY PATTERN STATE EXIT IEST

' S — ' ——— '
] ) ] ] !
; ; : ! :
t # = + 4 i
] ‘ 0 ( ‘
2. H H h : |
\ H o HE |
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14 T 1 t
[} ) ] 1 |
5. : ; : : :
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PROTOCOL CODING WORKSHEET
I. BACKGROUND INFORMATION

1.D.: Coder 2 s D SEQ_ 10 CROSS-REF

Purpose: Painting pictures for kids
Cycle: Pros__ Rap Qual NeI__ FEBA_x Clo__ H-O__ DEP F-UP M/A Oth

! Setting: Setting
Range: BEG (p. 21 , para 3 s line 13 ) END (p. 22 , para_$ , line 15 )

11. COMMUNICATION STRATEGIES

3 BELIEF:]1 = Doesn't like the movies because of inaccurate portrayals of Army.

| 2 - Best way to paint pictures is to drawv on your own experience and substitute

the kid for yourself.

RULE: 1 - Paint meaningful, good, pictures for the P, asking if that's what he wants.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EX1IT TEST

: : : : :

] [} ] | !
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111. COMMUNIZATION PATTERNS

OVERVIEW: Describing recruiting P who was in the Marines and unhappy with some of it.
Paints two pictures: one of the past when the P had just completed basic
and was feeling good, the other was ro future good feelings. Talks about
vhere he gets the pictures from: his own experience imagines himself as a

wouse in the corner watching the P go through things he went through, and
describes it for him.

PREDICATE: Vis_x_ Aud_x_ Kin x Olf-Gus___ Uns_x_ Specific

SYNTAX/
SDMARTIC: 1-R___ I-Q__ I~Cx_ I-Ax_ 1I-E__ P-C_x Oth

1 PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON —
PATTERNS:  SUB-T

Uses time to take the P back and forth from past
pleasant experiences to future ones, linking

the good feelings by showing the P that the Army can
provide those good feelings the same &s they were in the

past.
MR Tells the P what he is thinking = leads hiz to thiak wha:
he needs to to join.
RE-D Creates tension, relieves 1it.
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UNIQUE
PATTERNS :

- - — - - - —— - —— - —— -~
- Y - —————— - — - — = = - ———

A~184




r 4 ——— ————— > —————— e - — —_
o ~

PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 s D SEQ__ 11 CROSS-REF

Purpose: Strategies for motivating applicants

Cycle: Pros__ Rap X Qual__ N&I___ FEBA x Clo_x H-O__ DEP F-UP M/A Oth

Setting: Office, etc.
, Range: BEG (p. 2 , para 17 , 14ne 17 ) END (p. 23 , para_>$ , line 44

11. COMMUNICATION STRATEGIES

. BELIEF:1 - Ps often think about what {t would be like to be a R like him. He'll then

\ help with lots of referrals.

2 -~ 1f a P is procrastinating, you may have to get tough with him.

RULE: 1 - Encourage P to think about what it would be like to be a R.

2 - If a P procrastinates too nuch, tell him what you want him to do.

3 SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

[
.
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111. COMMUNICATION PATTERNS

OVERVIEW:

PREDICATE: Vis___  Aud Kin__ O01f-Gus___ Uns___ Specific__

SYNTAX/
SEMANTIC: I-R__ I-Q__ 1I-C 1-A__ I1-E___ P-C___ Oth_S=CON
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON H

PATTERNS: SUB-T ! Takes P into future accomplishments, reverses roles
| allowing P to emulate R.
]
1

S=-CON | Uses it to close.
)
]
! ("1f 1 can get you this then you'll go, if you qualify —
y 1f you don't, you'll have to take something else.”)
|
]
ORD-4 | Give P the order in which he wants him to join in
| relationship to other things he has planned. Motivator
E
]
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAVPLE
UNIQUE
PATTERNS:
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REPORT TYPE: PCW
1.D.: Coder 2 S D SEQ 11 CROSS-REF
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON
PATTERNS: P Motivator, presupposes it's time to join now.
("Had enough time...")
CQ Discipline = advancement
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PROTOCOL CODING WORKSHEET

> 1. BACKGROUND INFORMATION

1.D.: Coder 2 S D SEQ 12 CROSS~-REF

Purpose: Handling various objections, as well as how to think about them

Setting: N/A

Cycle: Pros__ Rap__ Qual__ N&I__ FEBA__ Clo_ B-0_x DEP__ F-UP__ M/A

Oth

{ Range: BEG (p. 24 , para S s, line 22 ) END (p. 25

, para 6 , line 44

I11. COMMUNICATION STRATEGIES

or procrastination.

BELIEF:] - An objection is nothing more than an individual wanting more information,

2 - Taking objections as negative 15 a problem with Rg =— they aren't negative.

3 - Sometimes the obvious solutions don't strike you until you get away from

the situation for a while.

RULE: 1 - Don't take objections as negative.

2 - 1f a guy is procrastination, you have to dig, probe more.

Get him to talk

and you listen.

3 - Sometimes you need to get away and think of a solution to an objection.

SALES DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN

DECISION
STATE EXIT

2.

3.

- -
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I11. COMMUNICATION PATTERNS

OVERVIEW: Defines objections. Describes ways of handling them, fncluding his thought

rocesses in handling a problem — naking a phone call instead of waiting
sor the mail. (Auditory, kept saying to himself how slow the mail was,

then the phone rang and he realized he just needed to use it in this
instance-g

PREDICATE: Vis Aud Kin

SYNTAX/
SEMANTIC: 1I-R I-Q I-C

01f~Gus___ Uns___ Specific

1-A

I-E P=C Oth

PATTERN OPERATOR

COMMON
PATTERNS:

PATTERN OPERATOR

UNIQUE
PATTERNS :

TECHNICAL RESULT OR OUTCOME

TECHNICAL RESULT OR OUTCOME
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 s D SEQ 13 CROSS=REF

Purpose: How he gets ideas for prospecting
Cycle: Pros_x Rap__ Qual N&l FEBA Clo 8-0 DEP F-UP M/A Oth

Setting: Everyvhere
Range: BEG (p. 26 , para 13 , line 41 ) END (p. 28 , para 3 , line 43 )

I1. COMMUNICATION STRATEGIES

BELIEF:] - Sometimes when you're in the office with all the work going on around you,

you don't have time to sit and analyze what you can do.

2 - Sometimes you can get a R to listen to you differently than they would in

class.

3 - A HS can be a bad place to actually recruit in if the peer pressure is

oriented away frow talking to Rs.

4 - You may have to figure out the best place to do your recruiting in your

area. Weigh pros and conms.

RUOLE: 1 -~ Take the JOIN down to shopping malls, set up a booth, and prospect.

2 - 1f a recruiter {s having problems, don't necessarily go and star:t looking

for problems.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.:

Purpose: Future pacing Ps for MEPS

Coder 2 s D SEQ_ 14 CROSS-REF

.

Cycle: Pros__ Rap__ Qual__ N&I__ FEBA__ Clo x B-0__ DEP__ F-UP
Setting: Office i

Range

11.

BELIEF:1 — The MEPS counselor is the best, most professional NCO he's

M/A

Och

s BEG (p. 29 , para S s line 10 ) END (p. 31

COMMUNICATION STRATEGIES

at the MEPS.

» para 1

, line__ 49

oing to neet

)

2 = You need to think of everyone as on the same team.

3 - Not preparing the P can backfire on you. Especislly

law violations.

Important for certain jobs with security clearances.

4 - Use discretion about telling parents what the P sgays.

5 = 1f you have good enough rapport, you'll have none of

these problems.

1 - Never put down the MEPS GC, always build them up.

2 = You need to communicate with the MEPS GCs.

3 ~ Alvays be honest with the P. Let him know about the limitations of the GC.
4 ~ Prep the P. Tell him what to expect. Have hiz call 1f 1t'll take 2 days.

Keep the communication going.

3 = Get the P to be totally honest about law violations.

6 - Rave him medically checked ahead of t{me if he has had surgery or other

possible disgualifzing problems.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

H - P ! '

[ ] ] ] ]

. : : :
* } 1[
2 1 !
d }
[] ] 1!

3. 1 H I
¥ 1 RJ

] \ [ ] ]

4. | i H '
L ¥ 1) L

] i ] [

5. ) N H H
T T LI R |

1 [ ] ]

6. ! H i 1
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.:

Coder_ 2 S D SEQ 15 CROSS-REF

Purpose: Rappor:

Cycle:

Pros__ Rap_x Qual _ N6I__ FEBA Clo__ H-O__ DEP x F-UP__ M/A Oth

Setting: Everywhere

Range
COMMUNICATION STRATEGIES

11.

BEG (p. 31 , para 3 , line S3 ) END (p. 33 , para 1 , line 42 )

BELIEF:1 - Get to know the P's family and friends.

2 =~ Get involved in the community.

3 ~1f a P just comes in and plops down in a chair in your office, that's rappor:.

4 =~ People are people and will sccept you for what you are and how far you'll po

for thenm.

3 = The vorst thing in the world for a recruiter is DEP loss. That's death.

6 ~ 1f rapport is superficial, you're leaving yourself open for DEP loss.

RUOLE: 1 - 1f DEPS start coming in and hanging around your office, put them to work.
Make thex feel they're & part.
2 - You need to do the most work with the kid when he's in DEP.
3 - Get DEPs to come in every way you can think of. Rave lots of functions.
Dinners, barbecues, get them to study, etc. Help with their studies, or ge:
thex to your office to study
SALES DECISION DECISION
SEQUENCE : CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
T : LT
] ] ] 1
] { [] 1
1. 4 : 1 :
H H : :
2. ; i . :
Ll ¥ 1 1
: : ! ' |
3. 4 + 1 ] I
: , : i :
4. - - H \ \
1 ' I H )
5- : : } ] i
L] L Ll *: |I
: : : : |
6' [] _{ ] ] ||
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.:

Purpose:
Cycle:
Setting:
Range:

Coder 2 s D SEQ 16 CROSS-REF

Rapport

Pros_x Rap x Qual__ N&I__ FEBA__ Clo__ B-0__ DEP__ F-UP__ M/A__ Oth__
Everyvhere

BEG (p. 3 , para 5 , line 12 ) END (p._ 35 , para_2 ,» 1ine 13

I1. COMMUNICATION STRATEGIES

BELIEF:1 - If a guy 1is having problems establishing rapport he may be scared, he may

have been in the militarz environpent too long.

2 - 1f you do everything for your Rs you aren't doing them justice.

3 - You have to be innovative, get out of set patterns.

RULE: 1 - Find out everything you can about your Rs (trainer).

Analyze problems.

2 = Don't do everything for them.

SEQUENCE:

SALES
CYCLE

DECISION
STATE ENTER

PRIMARY PATTERN

DECISION
STATE EXIT

0

b—-J——-—-—J——---J——-—-—

L--L—-- —-4L-~L--J e o o >

__----J-—u------%----

L_--F-___--4_—--P--an-___
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S D SEQ 17 CROSS~-REF

Purpose: Motivating recruiters

Cycle: Pros__ Rap__ Qual__ N&I__ TFEBA Clo 8-0 DEP__ F-UP__ M/A x Oth___

Setting: Everyvhere

Range: BEG (g. 35 ,para 6 , line 20 ) END (p. 37 , para_7 , line 32 )

1I1. COMMUNICATION STRATEGIES

BELIEF:l = You have to show Rs different things you do = "prime the pump.”

2 = There's nobody in recruiting command that doesn't have the smarts to do the

4ob.

3 - People are scared of the rejection.

4 = You need & positive attitude.

5 = Station commanders need to motivate Rs the way Rs do Ps.

6 - Most valuable thing you can give a R is time off.

7 - You need to like recruiting to think it's fun.

RULE: 1 - Laugh at rejection.

2 = Tell yourself rejection is the exception. “I'wm good.”

3 - Regroup to get past the rough times. Sometimes you need to get away froz the

office.

SALES DECISION ) DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT ST

1 1 ' ;

. ! : : !

. 1 [l 1 1

R T T i
] ! ! |

20 1 [] 1 1
H H H H V

3. : H H ! '
1] ] L) 4 :
! : : ' |

4. ! { 1 ; :
T L) RJ oY ll
| | 1 ' |

50 7| jl { ] '
¢ { 0 i X

6. h ] ) | \
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.:

Coder 2 § D SEQ_ 18 CROSS-REF

Purpose: Various

Cycle: Pros__ Rap__ Qual ___ N&I__ FEBA x Clo x 8-0__ DEP__ F-UP__ M/A_x Oth___
Setting: Various
Range: BEG (p- 39 , para 11 , line 33 ) ©END (p. 40 , para_3 s, line 52 )
I11. COMMUNICATION STRATEGIES
BELIEF:1 - Have to ask people how thinﬁg sound to them, then close.

2 - Trying to sell two people at the same time is asking for trouble. They have

RULE: 1 - Take rejection as a challenge.
2 - Fit information to needs, make a program for the P.
3 - Don't try to sell two people at once. Bring them back to the office anc
have a R for each.
4 - In the first place, sell the Army, not the jobs or anything else. Then 3
the end, bring the two Ps back together and talk about them wearing the same
uniforum, etc.
SALES DECISION DECISION
SEQUENCE : CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
i ] ] .'
] |} ] \
1. ; ; H :
R T 0 t
[} ] ] '
2. i ! ! !
¥ T T 1
1 ] [} [] ]
3. | | H i !
¥ v LS 1 |
] ' ] t '
. ; : : ' |
LI h] IR : |
] ] ] [} !
5. : : : ' |
T B | R : l‘
] ] 1 [} '
6. 4 : : : :

different needs.
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IT1. COMMUNICATION PATTERNS

OVERVIEW: Describes helping R with fear of rejection, and techniques. How to split

Ps up so each has his own R, then put them back together.

PREDICATE: Vis__ Aud__ Kin__ Olf-Gus___ Uns___ Specific__

SYNTAX/

SBUNTIC: 1-R___ 1-Q___ 1-C__ 1-A__ 1-E___ P-C___ Oth
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMDON -

PATTERNS: CEQ Fear of tejection is normal = motivating R to keep going

!
[}
]
]
i
P | Used to bring Ps back together after you split thez ur:
| wearing the uniform together, pride, etc.
!
|
!
)
]
1
]
]
[}
t
[}
]
]
1
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UNIQUE
PATTERNS:

- - - = - - = - —_ - -
e —a - - A T — —— " = - -
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 s D SEQ_ 19 CROSS~REF

Purpose: Working different markets, different Rs attitudes

Cycle: Pros x Rap__ Qual__ N&I__ FEBA Clo B-~0 DEP__ F-UP_x M/A x Oth__

’ Setting: Everyvhere
Range: BEG (p. 41 , pars . , lime 2 ) END (p. 42 , para & , line 34 )
F II. COMMUNICATION STRATEGIES

BELIEF:1 - R wvho likes the schools can foﬂet that Ps graduate but you still have to

ﬂ pursue then.

2 - College drop out rate is high, have to go after those Ps.

3 - More often than not Rs don't plan far enough in advance for different

opportunities to present things.

RULE: 1 ~ Remember to work all the seniors that graduated the next year as graduates.

Don't let them slip.

2 =~ Remember the mid-range and long-range Ps.
3 - Plan programs way shead, e.g. career days at schools.

—r

4 ~ Get something that will attract attentionm, e.2. an M-60 tank, Hawk missile

—

team, etc. Get publicity for it.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

5.

6.

w
o-—j—-ﬂ—i s et e L LT T2
’---n —~—-+--J r——-- .——-JI——_—--
—--—-Jr--lr-"}-.-i---
IS IS N IS I I
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.3 Coder 2 § D SEQ 20 CROSS-REF

Purpose: Importance of station commander to M/A

Cycle: Pros__ Rap__ Qual__ N&I__ FEBA__ Clo__ E-0 DEP F-UP__

Setting: Office

M/A_x

Oth

Range: BEG (p. 42 , para 8 , line 39 ) END (p. 43 , para 7

line 49

11. COMMUNICATION STRATEGIES

BELIKF:1 - Station commander has to check on Rse, guide then.

)

2 = Mission can be looked at in two ways: it can stare the guy in the face,

leading to crisis wmanagement, OT you can get on & roll and forﬁgt about {t. If

you worry about the people, and get out and talk to them, mission takes care

of itself.

3 - 1f you're good you don't need to worry about mission — Just be positive.

RULE: 1 -~ Do your work, play the percentages, and mission will take care of itself.

2 = Make plans, know your area. Schools, employment centers, canvassing, erc.

3 - Talk to the placement counselor at the employment center, take him to lunch,

help each other.

. SALES . DECISION DECISION

SEQUENCE:  CYCLE , STATE ENTER PRIMARY PATTERN STATE EXIT TEST

| : i |

[] [] [] ]

1. ! ! H :

H 1 H H

2. H N ) !

H i H H

3. ! H H !

. R s | :

' : : + '

] \ 1 T

5. ! ! ! :

L [ ] T B

1 1] ] |

6. : ! | !
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S D SEQ_ 21 CROSS~REF

Purpose: Prospecting strategies
Cycle: Pros x Rap__ Qual__ N&I__ FEBA Clo H-0 DEP F-UP M/A Oth___

Setting: Everywhere
Range: BEG (p. 44 , para 1 , 1line 1 ) END (p. &6 , para_1l , line_7 )

I1. COMMUNICATION STRATEGIES

BELIEP:1 ~ You need irons in the fire, everywhere.
2 ~ Personnel managers can't take every applicant, they can be a good source of

referrals.

3 - Libraries can be a good place to post.

4 - Boys clubs, beauty parlors for women, etc.

5 = 1f you follow all these leads, plus your phone work, something has got to

aive.

RULE: 1 - Keep track of your irons in the fire, and your plans.

2 - Work with personnel offices in big plants, take hixz to lunch, establish

Tapport, etc.

3 - Put up a display in the library if possible, do a film presentation.

4 - Sape with boys clubs, beauty parlors, radio stations, etc.

3 - Know your radio station's market, demographics.

SALES DECISION DECISION
SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

SIS T YR PR TNUGLYE PR,
INONOS UUNUDY SIS (RGN SIS AP
TS RN SIS Spusun S r---—

L
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t PROTOCOL CODING WORKSHEET

/ 1. BACKGROUND INFORMATION

1.D.: Coder 2 S D SEQ_ 22 CROSS~-REF

Purpose: Self-motivation
: Cycle: Pros__ Rap__ Qual__ N&I__ FEBA__ Clo__ H-0__ DEP__ F-UP__ M/A x Oth___
Setting: N/A
Range: BEG (p. 47 , para 3 , line 8 ) END (p. 48 , para_3 |, line_ 8 )

I1. COMMUNICATION STRATEGIES

BELIEF:1 - Wants to be challenged with something he hasn't done.
2 = Wants a USAREC jacket, for no donut rollers three months in a row.

3 = Training program needs to be more realistic, fit the needs of recruiters
better.
4 - You'll feel good about yourself if your people feel good about thenmselves.

RULE: 1 - Keeps a chart of who's doing what so he can contact the station comzanders

and make sure everybody is doing ok.

2 = Keep open communication between everyone, instill the desire to be successful.

SALES DECISION . DECISION
SEQUENCE : CYCLE . STATE ENTER \ PRIMARY PATTERN \ STATE EXIT TEST

1 1
i ' i i
: : - '
1. . | i !
} H ' 0 |
2. ! : : ! |
T 1 B : :

] [}
3 . . : :
. [ [ \ 1
o H i i |
4. . : : : |
| B a = =
' 1 [} 1 |
6. ! H i : :
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder_ 2 s D SEQ 23 CROSS=REF

Purpose: More M/A

Cycle: Pros__ Rap Qual N&1 FEBA Clo H-0 DEP F-UP__ M/A_x Oth___

Setting: Everywhere

Range: BEG (p._52 , para 4 , 1ine 8 ) END (p. 53 , para S y line
I1. COMMUNICATION STRATEGIES

BELIEF:]l - Attitude can be a lot of thiqg;. You have them about everything.

43

)

2 = You have to learn to live with yourself. If your attitude is good, mo

matter what someone does, you'l%ﬁget over it.

3 -~ If someone has to chew you out, that's probably their problem.

4 - Attitude of receptiveness will help a R. Ability to accept challenges, goals

to achieve.

3 = Difference between & crier and a wimp.

RULE: 1 - Motivate people, joke with then, encourage them, etc.

2 = Never criticize a guy and just leave him. Always finish positive.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT

=
w
e

W
RPN NS PN DU NG SO
AP EGENINS SN EIY T IS

I I IS IO O I
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REPORI TVri:

A Bt & o

1.D.: Coder 2 S D SEQ 23 CROSS=-REF
BLOCK

DESCRIPTION CONTINUATION

BELIEF:

e e e e e e e G are e W e W e e e S e e e M M e EEr s G wEr G W ER e e e U Gb e e o ]

6 - You have to give people some motivation, negative or positive is

better than nothing.
7 = RT has to really get inside people.

8 - You can only beat up on people so much, then they won't care anymore.

2202




I11. COMMUNICATION PATTERNS

OVERVIEW:

PREDICATE: Vis Aud Kin

SYNTAX/
SEMANTIC: I-R 1-Q I-C

PATTERN OPERATOR

COMMON
PATTERNS: P

A-OUT

PATTERN OPERATOR

TUNIQUE
PATTERNS:

- - - " - -

Olf-Gus___ Uns___ Specific___

I-A I-E P-C Oth

TECHNICAL RESULT OR OUTCOME

Confidence builders, future pacing, for a R who had
been down but improved.

Tells R he recruited years earlier not to disgrace

him:

motivator, jokingly.

TECHNICAL RESULT OR OUTCOME

A-203
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 s D SEQ 24 CROSS-REF

Purpose: When and how to go for a close

Cycle: Pros__ Rap
Settiné: Office

Qual N&l FEBA__ Clo_x B-O__ DEP F-UP M/A Oth

ﬁ Rapnge: BEG (p. 53 , para 7 » line 48 ) END (p. 55 , para 1 , line 15
11. COMMUNICATION STRATEGIES

BELIEF:1 - There's no set time for the close — whenever you're ready. Like reading

! a thermometer. If you get a no, it means they wveren't ready.

2 - You have to feel what he's feeling, look at him, know the P.

RULE: 1 = Go for the close whenever you feel ready.
2 - Be up front with the P, ask why he isn't ready, etc.
3 -~ Make him talk, think.
F 4 - 1f a P says it sounds good, act as if he's joined.
3
h
3
SALES DECISION DECISION
SEQUENCE: CYCLE ' STATE ENTER PRIMARY PATTERN STATE EXIT TEST
—— ¢ T ! ! '
| | | | =
1‘ ] 1 ) 1 :
. ! ! | ' :
.. N 1 1 1 i
T H H | ‘.
30 L : : ] ]
o . ! t '
] ]
‘. - : : : |
: o i T \
5. L A 1 : :
B i ? i |
6. ; | o i :
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111. COMMUNICATION PATTERNS

OVERVIEW: Lots of little techniques for closing, knowing when to, etc.

PREDICATE: Vis_x Aud x_ Kin_x_ Ol1f-Gus__ Uns_x_ Specific___

SYNTAX/

SEMANTIC: I-R 1-Q 1-C I-A x I-E P-C x Oth
PATTERN OPERATOR TECENICAL RESULT OR OUTCOME

COMMON

PATTERNS: P

Lost of “"we” to maintain rapport, even when the P
is saying no. Also, assumes close with "Welcome

]
]
1
]
;
! aboard.”
'
]
R/S with M=4 { When P procrastinates, uses to motivate
1
]
i ("don't you think mom and dad are going to break
| your plate eventually...?")
!
]
1
]
!
]
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
UNIQUE
PATTERNS:

A-205
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S D SEQ 25 CROSS-REF

Purpose: H-0

Cycle: Pros__ Rap__ Qual__ N&I__ FEBA__ Clo__ B-0O_x DEP__ F-UP__ M/A__ Oth___
Setting: N/A

Range: . BEG (p. 55 , para 3 , 1dne 17 ) END (p. 57 , para 1 , line 3 )

11. COMMUNICATION STRATEGIES

BELIEF:1l - You get manipulated every day of your life ~— by parents, teachers, saleszen,

etc.

2 - He's not manipulating, he's giving choices. You might not get that other

places.

3 - Arny's regimentation, approach to drugs, and other problems compare

favoradbly to rest of society.

4 - You can never cover all the situations possible with a P.

EULE: ] - Compare Armyv to regular 4obs, life, etc.

2 -~ Turn objections into positives.

3 - Close to graduation from basic, call the family.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

2.

3.

o -—d——-J\—-—-u——-J}--———
_--_4...._.1_.-_- OIS DN NySp—
P IS SRR SN I I
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I11. COMMUNICATION PATTERNS

OVERVIEW:

PREDICATE: Vis_x_ Aud_x_ Kin_x_ Olf-Gus___ Uns_x_ Specific
SYNTAX/
SEMANTIC: I-R I-Qx I~C I-A___ I-E x_P-C_x_ Oth
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON !
PATTERRNS: CEQ with C-POST, ! Redefines manipulation into giving information,
RE-D ! choices.
. '
]
R/S with A-OUT | Army's rigidity compared to everyday life — no worse.
| Gives kid realistic sense of responsibility.
]
]
C-EX | Uses to give responsibility, compares Army's drug problex
| to other places, shows that they handle it better.
[}
|
|
1
1
'
1
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UNIQUE -
PATTERNS:

- ——— - . - - -~ - - — - -

- - — - ——— - - - ———
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 s D SEQ 26 CROSS-REF

Purpose: Ways to approach 2e021el attitudes to take when grosgecting

Cycle: Pros_x Rap__ Qual _ N&I__ FEBA__ Clo H-0 DEP F-UP M/A Oth

Setting: Everywhere

Range: BEG (p. S7 , para 3 , line 7 ) END (p. 59 , para_ » line 1

11. COMMUNICATION STRATEGIES

BELIEF:]1 - No magic formula, you just have to talk to people.

2 = Boy scouts are great to recruit. Relate to adventure.

RULE: 1 - Force yourself to get used to greeting everyone you see.

2 = 1f 2-3 people are there, approach one. Pick something to comment on, ¢.g.

football Jacket, comment on game.

3 = Comment on things they say, relate to Army.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER ' PRIMARY PATTERN STATE EXIT TEST
——— . N —— " l R — ] n—
i i E |
1. ! _ 1 J
1 | T i
1 [} [} ]
2. } : | ;
1 L] L 1
[} ' [ )
3. : _ 1 :
| i | ‘
. . . : :
T 1§ L 1
[} [} ] |
5. : . : :
1 T ) 1
: : : :
6‘ ! { ] !
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I11. COMMUNICATION PATTERNS

OVERVIEW: Talks about approaching people in different settings.

PREDICATE: Vis_x Aud x_ Kin x_ Olf-Gus___ Uns_x_ Specific___

SYNTAX/
SEMANTIC: I-R I-Q 1-C I-A x 1I-E P-C Oth YB=-CON
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON H
PATTERNS: P i Makes statements to start conversations, gathers info by
E saking assumptions P has to respond to.
' )
YB-CON ! Reframes objections.
]
]
E ("Yeah...we ain't had s wvar lately.")
|
t
)
1
]
]
]
]
]
[}
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UNIQUE
PATTERNS:

- - - - — - ———
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 § D SEQ_ 27 CROSS-REF

Purpose: Various

Cycle: Pros__ Rap__ Qual__ N&I x FEBA x Clo__ H-O_x DEP__ F-Up__ M/A__ Oth___

Setting: Various

Range: BEG (p. 59 , para § ,» line 6 ) END (p. 61 , para_ 1 , line 20 )
11. COMMUNICATION STRATEGIES

BELIEP:]1 - Parents are looking for the welfare of the kid. Kid is looking for challenge

as wvell.

2 - People didn't get money by squandering it.

3 - A lot of Rs are intimidated by people with money because they don't have it.

4 - A lot of Rs don't get emough exposure — concerts, church, etc.

RULE: 1 - Instill in parents that Aruwv is a stepping stone to further kid. Money,

tuition assistance, training, discipline, etc.

2 - Be up front with parents. Show them the benefits, how it will helo the:ir

kid.

3 - Goes to the opera, school productions, church, lets people see him in unifors.

SALES DECISION DECISION
SEQUENCE: CYCLE ‘ STATE ENTER | PRIMARY PATTERN STATE EXIT TEST

: : 5 |

] [} 1 :

1. { i i ;
T k) L] 4

| i i 1

2. | 1 i :
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' 1 ] [}

3. \ i 4 .
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] ] [} 1
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v : 1 ‘.
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III. COMMUNICATION PATTERNS

OVERVIEW:

PREDICATE: Vis Aud Kin

01f-Gus____ Uns__ Specific___

SYNTAX/
SEMANTIC: I-R___ 1I-Q 1-C

PATTERN OPERATOR

COMMON
PATTERNS:  A-OUT

R/S
S-CON

MF

IN

- - - - - - — - = -

PATTERN OPERATOR

UNIQUE
PATTERNS:

I-A___ I-E___ P-C___ Oth_S=CON

TECHNICAL RESULT OR OUTCOME

Aruy can provide challenges that help P get ahead --

good for parents to see Army positively.

Employers look at Army experience like work experience.

If he makes it through the Army, he'll continue his goals,

more motivation for parents.

Get parents to see big picture, have faith in kid.

Lots of pointing out to parents their intentions, and his
are to help the kid — Army will fulfill thenm.

TECENICAL RESULT OR OUTCOME

A-211
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 s D SEQ 28 CROSS-REF

Purpose: N & I, FEBA
Cycle: Pros__ Rap__ Qual__ N&I x FEBA x Clo__ H-O__ DEP__ F-UP M/A Oth

Setting: Various
Range: BEG (p. 61 , para 7 , ldne 40 ) END (p. 63 , para_1 , lipe 53 )

11. COMMUNICATION STRATEGIES

BELIEF:l - Cat 1's and 2's may have more experience in life. More culture, development,

travel, etc. But zou'll pick up specifics through listening.

2 - It's easy to get into stereotyping. Can lead to a canned approach.

3 = 3A could be smart but have no common sense.

4 = Two kinds of education: formal and street. You gotta have both.

5 = You'll treat Cat 4's a little differently because they are limited, bu: if

you're real straight with them they'll send you referrals.

BULE: 1 - Offer everyone the same things, but you may talk a little different to
different levels (Cat).

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT

A
(=]

2.

3.

___4___J_-_-_--u-_-JL_---
SR RPNy NpIGI SIS TUEPN SN

_--ﬂ__..._-_....--.J__-..__.._....
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REPORT TYPE: PCW

I.D.: Coder 2 S D SEQ 28 CROSS=REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 6 - You may get people out of the ordinary, who don't match what the

e e emer M e e e G e e mer W M e it mar vms Gman M G e e e W Eme MW S e e WM @ e e e oo

books say they are supposed to want.

7 - The more you find out about the P the better off you are.

8§ - Consistency comes from constant prospecting, follow=up.

Sometimes

you just have to give them time.
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PROTOCOL LOG
Coder: 2 Subject: E
P# | REF | CYCLE TOPIC
1 11(2) iPros,Rap {Using his personal talents for attention and rapport in
| } ! the schools

2 12(4) {Pros,Rsp !Gaining rapport in & very difficult situation
3 14(3) INSI,FEBA |Belief about benefits and appropriateness of certain

I ! ! lapplicants
] 4 15(3) im/A iM/A related to station commander
S 15(5) !Pros, {Quick Pre-Q while prospecting
o iPre-q |
6 16(7) iPros,Rap |Rnowing how to approach kid vith select information
! 'Pre-Q,Ns1!}
7__17(7) IFEBA,Clo {To get the close, by meeting all the kids needs
8 110(4) iPros, {Using ASVAR for Pre-Q and Pros
] {Pre—Q :

]

9 111(11)!Pre=Q, iTo Pre—Q, fill very specific interests, and present to
! IN§1,FPEBA 12 kids at once

10 115(8) |Pre—=Q iGathering Pre-Q info and maintaining rapport

11 116(11)iPre-Q, IMore on selling the two friends
| ! IN§1,FEBA |
{ 12 124(5) |FEBA,Clo |FEBA in closing, personalizing the process

& 13 127(5) B=O Handling objections, specifically homosexuality in the
; !Aroy
14 128(9) iPros, iDeciding how to approach a group of tough kids

'Pre-Q :
15 132(12)(Pre~Q, (Handling a kid who is difficult, procrastinates, plays

! {NG1,FERA, ganes

: {Clo !
16 134(8) (Pre-Q {Importance of Pre-Q over the phone
17 137(3) iPros

Ways of prospecting — being an advertising billboard

18 _138(5) IM/A iStrategies for knowing which rules to follow, M/A
19 142(7) M/A !Rules for motivation
1 20 143(7) 'M/a {Personal motivations

21 146(2) |Rap,Pre=Q!Pre~Q questions and asking from lists such as ASVAB

22 149(7) iPre—~Q |Pre=-Q out in the area

23 150(5) 'Pros ,DEP, !Getting referrals and handling follow-ups, including
{F=Up {DEPs

; \ A-214
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PROTOCOL LOG

Coder: 2 Subject: E

P# | REF | CYCLE TOPIC

246 154(6) !Pros, {Phone prospecting and referrals, Pre—Q

B iPre—Q }

25 !.56(3) iRap ,FEBA {Selling 8 part~time job as the major benefit

26 161(10)!M/A |Things to be a successful recruiter

27 {66(9) !B-0 {Handling & variety of objections

28 175(3) iPre-q, iBow to present to different groups, CAT levels, etc.

{FERA
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder_ 2 S _E SEQ__ 1 CROSS~REF

Purpose: Using his skill in ping pong to get attention and establish rapport in schools

Cycle: Pros_x Rap_x Qual__ NsI__ FEBA__ Clo__ H-O DEP F-UP M/A Oth

Setting: School game rooms or other areas he can play ping pong

Range: BEG (p. 1 » Para 2 , line 3 ) END (p. 1 ., para & s line 52 )

I1. COMMUNICATION STRATEGIES

BELIEF:] ~ 1f there is a ping pong table around, he can get kids' attention and use it

to talk about joining.

2 = It's better to have Ps marching sround in a drill team (club) than painting

on the walls.

3 - Ps getting together to drill, march in parades, get their parents involvec,

etc. is ﬁpod for getting Ps.

4 - Getting cooperation from the National Guard unit is & good wav to pe: support.

RULE: 1 = Get Ps involved in any way possible, using your talents and other resources.

SALES DEC1SION DECISION
SEQUENCE:  CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT §T
' ' ‘ !
] \ ] ]
1. ! H H L
H ) H \
2. ! H ! !
y z j s =L
™ v M} H
] [] [] ]
4. 3 ; H !
T T T o
] ] ] []
5. ' ! 1 !
6. ! ! H H
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1I11. COMMUNICATION PATTERNS

Interesting sequence of events described. R started off showing off his ping

OVERVIEW:

PREDICATE: Vis___ Aud___

SYNTAX/
SEMANTIC:

COMMON
PATTERNS:

UNIQUE
PATTERNS:

ong skills to get attention from the kids in a school.
during which time he talked about the Army.

This led to crowds of

%
Ps around to watch R El‘Zn g y This
13 Buy_

led to the formation of a precision drill team, with the help of a

uy froso

one of the local National Guard units. 1his led to parental involvement and

lots of referrals.

I-R 1-Q 1-C

PATTERN OPERATOR

PATTERN OPERATOR

Kin

- . A - - - ——

D > T = - —— - n -~ -

0l f-Gus_ Uns__

Specific__

1-E P-C Oth

TECENICAL RESULT OR OUTCOME

TECHNICAL RESULT OR OUTCOME

A-217
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I1.D.: Coder 2 S E SEQ 2 CROSS-REF

Purpose: Gaining rapport in s very difficult situation
Cycle: Pros x Rap x Qual__ N&I__ FEBA__ Clo__ H-0 DEP F=-UP M/A Oti

Setting: Outside situations when there is a hostile group of people to deal with
Range: BEG (p. 2 ,para & , line 10 ) END (p. 3 , para 3 , line 23 )

11. COMMUNICATION STRATEGIES

BELIEF:] = It is tougher working in a minority, tough area, if you're white with short
hair, looking military, etc.
2 = The biggest, toughest looking kid in a crowd is likely to be the boss.

RULE: 1 - Don't start talking about the Army, listen to the other people's jarzon

(snide remarks, opinions) first.

2 = Ask innocuous questions to lead up to asking to join the Armv, like "Wha:

are you doing?” "Do you go to school here?”, etc.

3 - Use whatever response you get and relate it to joining the Army, nc ma:ter

how ridiculous, to establish rapport.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT

I"
wm
[ ]

2.

3.

P Iy Mo Hytpiyd GplpHl T,
ST R T PR DRTERE TR SRERTY TR
e e e e el - -J,..-- e e -

JE SO BUSolpS Nyiguyl NygES Syt

218




r — — v PP *-fv-r,- - -

11I. COMMUNICATION PATTERNS

OVERVIEW: Describes jogzing at one of the high schools, with his colonel who demands

that he stop everyone and ask them to join the Army. He sees a gang of

tough looking kids he doesn't want to approach, but feels he has no choice.
Walks up to the biggest, toughest looﬁng kid and asks him to join. When

H the kid laughs he asks what he wants to do when he grows up. The response is
to be & hoodlum. He responds back with "would you like to have some formal

training? Establishes rapport, and actually makes an appointment with the P.
PREDICATE: Vis___ Aud Rin__ Olf-Gus___ Uns_x _ Specific___

! SYNTAX/
SEMARTIC: I-R___ I-Q___ I-C__ I-Ax_I-E P-C x Oth
A PATTERN OPERATOR . TECHNICAL RESULT OR OUTCOME
- COMMON —_——

PATTERNS: P with AS, C/FS Rapport establishing, accepting information given

(see above). Gets him out of tough situations.

- Y - - - - - .- -

UNIQUE
PATTERNS :

)f‘ PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

- - S - - — - - - -
- — - -~ - —— -
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S E SEQ 3 CROSS=REF

Purpose: Beliefs about benefit: and appropriateness of certain Ps

Cycle: Pros__ Rap__ Qual__ N&I _x FEBA x Clo__ H-0__ DEP__ F-UP__ M/a__ Oth__
Setting: N/A

Bange: BEG (p. & , para 3 , line 28 ) END (p. S5 , para_l , lipe 1 )

11. COMMUNICATION STRATEGIES

BELIEF:1 = Doesn't feel competition from regular Army (he's AR) because of two
different programs/philosophies. He recruits from s completely different group
of people.

2 - 1f a kid wants to go to school first, that's his "bread and butter.”

RULE: 1 - Sell regular Army first, then reserve if they're;ﬁoing to school.
2 = If a kid wants regular Army, he turns them over. 1If they want reserves,
they are turned over to him.
SALES DECISION DECISION
SEQUENCE: CYCLE ' STATE ENTER PRIMARY PATTERN STATE EXIT TEET
E— ' l R — l R— '
i ] " ' :
[] { ] ] |
1. A Hl H i !
; i ! — :
3. i : i i i
1] L) 1] 1 1
' ] : ' '
' } H ! b !
' o H } \
3. o ; ? : '.
i H 1 i \
6. i i A : 5
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S E SEQ 4 CROSS=-REF

F'A D T - > ——— *‘va»v—vr ————— — e

Purpose: M/A related to station commander

Cycle: Pros__ Rap__ Qual__ N&1__ FEBA Clo B=-0 DEP__ F-UP__ M/A x Oth___

Setting: N/A

Range: BEG (p._5 ,para_3 ,1line & ) END (p. 5 , para 3 , line 22 )

1. COMMUNICATION STRATEGIES

BELIEF:]l ~ Believes he's his own boss, though he is subject to the station commander.

2 - It's easy to run his own program when he's producing.

3 - Producigg effectively will make him the master of his own time.

4 = Can work two hour days, or eighteen. Can vork more two-hour than eighteen

though, because he knows how.

RULE: 1 - Turns over everything, stats etc., that will help the station commander. But

makes his own program, picks his own hours.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

SV IS SO SO IO IS
]
_—-4’-—-- fe = o o > s = - o r---

I N I N I
_--ﬁ----~.‘-- --.}-----
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S E SEQ S CROSS-REF

Purpose: Quick Pre-Q while prospecting
Cycle: Pros_x Rap__ Qual x N&l__ FEBA Clo B=-0 DEP F-UP M/A Oth___

Setting: Various
Range: BEG (p. 5 , para 5 , line 25 ) END (p. 6 , para_3 , line 6 )

11. COMMUNICATION STRATEGIES

BELIEF:] - Can recognize right away 1f a person is going to go into the reserves,

provided they're qualified.
2 = Isn't sure how he knows, {just that he does. Has a feeling when he talks to

then.

3 - Can't tell mentally. Can tell if they're a criminal, and their attitude, if

he'll have a good chance with them.

RULE: 1 - Asks, real quick, if they've ever had any trouble with the law.

SALES DECISION DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TE8T

. SERE—— ' R ' ' 1 — s
V | ' : :
1. : i . : |
H ) ' .
2 1 1 J |
3. : E i ': |
T v L] g '
! ! ! ] ‘

4. H ; i :
1 i o ‘ :
5. : ; : : t
— \ ‘ 1 A
6. : : : : !

A-222




PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.:

Coder 2 s E SEQ__ 6 CROSS-REF

Purpose: Knowing how to approach a kid with certain info, but not other info he mayv have

Cycle:

Pros_x Rap_x Qual x N&I x FEBA__ Clo__ B-0 DEP__ F-UP__ M/A__ 0Oth

Setting: Phone

Range:

BEC (p. 6 , para 7 , line 15 ) END (p._7 , para_5__, line_3i )

11. COMMUNICATION STRATEGIES

BELIEF:l - Can just feel if a kid wants to go.

RULE:

2 - A lot of the parents in the area enroll their kids in the local junior college
just to get rid of them for another 2 years — just an extension of HS. 1It's
nice for the kids who wvant to stay local.

3 - Asking too many Pre-Q questions right sway {sn't a ggpd {dea because it tencds

to scare them off before they even know about the program.
4 - 200 Cards are his bible.

1 - Don't bring out personal information you know about a kid 1f it isn't

relevant.

2 - Don't get too much Pre-Q information from the P right away before givin: thec

information about the program. Feel them out first. Do a 200 card right off

the bat. Get as much informstion over the phone as possible.

SALES DECISION DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

W

.
L——-‘----q e et e —-
e e = - p-J—-- el ST PR
R e T N il ekttt
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REPORT TYPE: PCW

1.D.: Coder P S L SEQ [ CKOSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 5 = About 502 of the time he can get kids to bring in their docunments

M me wm GE Bw EE G Bw B e BmE wm WT E mE e s mw e @S e EE EE G e @E @AW @S @E® e o e s e e

from having talked on the phone (diploma, birth certificate, social

security card).

6 - Feels he has s tentative agreement to do it by the end of the

conversation in most cases.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 s E SEQ 7 CROSS~-REF

Purpose: To get the close, by meeting all the kids needs

Cycle: Pros__ Rap__ Qual__ N&I__ FEBA x Clo x H-O__ DEP__ F-UP__ M/a__ Oeh__
Setting: Everywhere

Range: BEG (p. 7 , para 7 , 1dne 35 ) END (p. 9 , para 9 , line 43 )

11. COMMUNICATION STRATEGIES

BELIEF:1 - Some Rs can make a beautiful presentation, but can't ask for the close/coom-—

mitment.

2 - Saying "why don't you go down and take the exam, see a counselor, see what's

available,” is a waste of time.

3 - If you get the P pumped up and ready to go, he'll help with the parents.

They'll have their questions ready when the R gets there.

RULE: 1 - They've got to be committed to join if what they want is available, before

sending them down to MEPS.

2 - Get the commitment right off the bat, unless parental consent is needed.

3 - 1f parents needed, get the P committed on the first interview, see the parents

afterwards. Don't make it the same interview {f you can help it.

4 = Assure the parents of what time is involved, how long the P will be awav,

good points and bad, etc.

SALES DECISION DECISION
SEQUENCE: CICLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

--4---1-—---4—--1—---
r--_ __--_---_--4-.._-r.-----
IR N SUN NNV NN A
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REPORT TYPE: PCE, _

1.D.: Coder 2 S E SEQ_ 7 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 4L - A lot of parents have preconceived ideas about the Army and AR. They
hear Army when you say AR. They think their kid s going to be gone for
2, 3 or 4 years and they block it off as a negative thought, before he
gecs to talk to them.
S - It's a different attitude if you see P and parents together the first
time. Time frame is differant, because psrents vant to go and talk to
everyone in the world sbout what you said afterwards, and get together
again.

RULE: 5 = Alvays see parents of Ps under 18 because they have to give consent,

- e e @ e me W@ W et ME e e e e M e e M e e e MM mw MM M e @ WE M e @ G S e = =)

.othervise ask the P {if he wants {t.

6 - Up to P whether he sees girl friend or not. If so, do it as quick

as possible.
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PROTOCOL CODING WORKSHEET

7. BACKGROUND INFORMATION

1.D.: Coder 2 s E SEQ 8 CROSS-REF

.

Purpose: Using ASVAB for Pre-Q and Pros

Cycle: Pros_x Rap__ Qual_x N&I__ FEBA Clo H=-0 DEP F-UP L/ Cti__
Setting: Phone and in person

Range: BEG (p. 10 , para_4 , line_36 ) E (p-_11 , para 9 , line &L

I1. COMIUNICATION STRATEGIES

BELIEF:1 ~ Makes it on ASVAB list. Would rather look at the 1list before making an

appointment because he knows the P's already pentally qualified.

2 - ASVAB is one of his best selling tools because he can tell P how he did orn

the test. The computer printout the P gets isn't quite as much as what R has

so the P doesn't really know how he's doing.

3 - Once he knows they're mentally qualified R can give his presentatic:n, gather

docupents, set up physical. Cuts out 8 3-day testing period.

RULE: 1 - Doesn't go in to his whole sales pitch on the phone, just a start.

2 - 1f R gets a good feeling about the P over the phone, he'll cut the presenta-

tion short and bring him in for the interview.

SALES DECISION . DECISION
SEQUENCE: CYCLE \ STATE ENTER PRIMARY PATTERN STATE EXIT TEST
: : : !
1 1 ! 1
1. 1 : i .
i ) ' '
2. 1 \ - —
N i H !
3. 3 \ \ :
¢ } M i
4. _ ; ; 1
5 T ': | |
'
* ! [ ] |
3 s s a s
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111. COMMUNICATION PATTERNS

OVERVIEW: Describes using the ASVAB list and contacting Ps and using their scores as
a selling tool.

PREDICATE: Vis___  Aud Kin__ Olf-Gus___ Uns___ Specific___

SYNTAX/
SEMANTIC: I-R 1= 1-C I-A 1-E P=-C Oth
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON H -
PATTERNS: P i Lets P know he is qualified, presupposes Aray has
{ something to offer that P would be interested in.
!
]
]
]
1
]
]
|
1
]
[}
]
1
]
1
]
|
1
PATTERN OPERATOR , TECHNICAL RESULT OR OUTCOME EXAVFLE
TUNIQUE
PATTERNS:

0 o > - - - - - == " o= - — - - -
- = —— - o o ———
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S E SEQ 9 CROSS=REF

Purpose: To Pre-Q, fill very specific interests, and present to two Ps at once

Cycle: Pros__ Rap__ Qual x NéI_x FEBA x Clo__ B-0__ DEP__ F-UP__ M/A__ Oth___
Setting: Office

’ Range: BEG (p. 11 , para 11 , line 44 ) END (p. 15 , para_2 , line_ 1l )

11. COMMUNICATION STRATEGIES

BELIEF:1 - For someone interested in lav enforcement, MP is ideal, grovided he's
4 qualified.

ﬁ 2 = Can tell if someone is intelligent from conversatiom.
3 = 1f they volunteer information quickly, they are probably telling the truth.
I1f they hedge, they may be lying.

4 - Law enforcement, HP'sl has sgecial gualificationsI security clearances, etc.
Tougher for non-HS grad than a BS grad.

S~-1faPb is learning to fly a plane, he has to be fairly bright.

RULE: 1 - Concentrate on what the P is interested in (law encorcement in this case) and

sell him the benefits of the training and experience as well as the job.

Also explain the benefits of going in as a HS graduate.

2 - 1f a P is interested in college, but hasn't graduated HS yet, wait for him

to_get some college credits before you put him in, 50 he can go in as a 3A HS

graduate.

L 3 - 1f a P takes the test, says he wants college, 1s interested in your programs,

he's a legitimate candidate.

b SALES DECISION DECISION
SEQUENCE:  CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT

7

1.

2.

3.

bo

e = e
-~ o
b = o = ol
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111. COMMUNICATION PATTERNS

OVERVIEW: Describes a young man who came in with a friend. The P was interested onlyv
in lav enforcement, but hadn't graduated from HS because he was bored with it.

Describes giving the two Ps the CAST, joking with them setting up a coopeti-
tion on test scores, and hov he presented information to them. Found out the
friend was interested in learning to !Iz, Was in fact already taking lessons,
and vanted to go _to coilqgg.

PREDICATE: Vis_x Aud x_ Kin_x_ Olf-Gus___ Uns_x  Specific___

SYNTAX/

SEMANTIC: 1I-R I-Q 1-C I=A x I-E P-C x Oth
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON

PATTERNS:  AWARE Present info about qualifications in a gentle way

to set up giving the test.

!
]
[}
1
]
|
:
C/FS | Talks about finding out "in my mind” 4f P is qualified,
! makes it more personal, enhances rapport, shows concerr.
;
]
1
1
]
]
]
'
]
]
]
L}
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMTLE
URIQUE
PATTERNS:

- " . - D em - —n - -
- - . " . - - - . S - . - = = o .
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION
1.D.: Coder 2 S E SEQ_ 10 CROSS-REF

Purpose: Gathering Pre-Q info and maintaining rapport

Cycle: Pros__ Rap x Qual x N&I__ FEBA__ Clo__ B-O__ DEP__ F-UP__ M/A__ Oth___
Setting: Office

Range: BEG (p. 15 , para 8 , 1ine 26 ) END (p. 16 , para_9 , 1ine 30 )

I1. COMMUNICATION STRATEGIES

EELIEF:] - 1f a kid can laugh and joke with you, or with his friend in front of you,
he's at ease.

2 = If you can create a bit of competition between friends, you may be able to

get them both.

3 - Just getting a P to take the test isn't enoq;h to know 4f he'll go.

ROLE: 1 - If a kid comes in with a friend, try to get them both by setting up a

friendly competition.

% SALES DECISION DECISION
SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
SR— " . R "

--,L--_ L--T .
e el YR PP

]
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11i. COMMUNICATION PATTERNS

OVERVIEW: Talks about creating competition on test scores between two friends.

‘ PREDICATE: Vis_x_ Aud_x_ Kin_x  Olf-Gus___ Uns__ Specific___
SYNTAX/
1., SDWUNTIC: I-R___ 1-Q___ I-C__ I-Ax I-E__ P-C__ Oth
p
4 PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMYON
PATTERRS: P f he can outdo his friend, it's worth taking the test.

I
Especially since there isn't anything else to do.

- h - . = - . .

3 PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UNIQUE
PATTERRS:

-y

——

- - A O -y . — - - - - - - -
- - — - - ————————— - - -
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ__ 11 CROSS-REF 2E10

! Purpose: More on selling the two friends

Cycle: Pros__ Rap__ Qual x N&I x FEBA x Clo__ H-O__ DEP__ F-UP__ M/A_ Oth__
Setting: Office

ﬁ Range: BEG (p. 16 , para 11 , line 32 ) END (p. 21 , para_8 , line_35 )

II. COMMUNICATION STRATEGIES

BELIEP:] - OK to goad s P into finishing school, helps him and R.
2 - AP finishing school proves he's interested in the program.

3 - A glov in the eyes, 8 look as {f he just won something, is an indicator that

aP is rveally interested in lonething.
b=-AP switching over to asking questions from just Joking and being a little

defensive is a8 good sign of interest.

RULE: ] - Get Ps to finish school if possible.
2 = Keep in touch with the P while he finishes school.
3 - For Ps interested in travel, sell the "space availabdble program.”
' 4 = I1f you tell a P about all the police checks, special security clearances, etc.
! and he still calmly and readily gives information, he's probadly morally
qualified.
L S - Evasiveness often means lying. Not looking you in the eye, nervousness
with hands, etc. also.
p SALES DECISION DECISION
SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
EER— R — ' R | . EEE— 1
| | | s
‘1. : :
H Il '
2. ! 2 :
L] : :
3. 1 :
H :
4. 1 ! '
b 1 ) g |
] ] ] ] '
50 : : : ] lI
1 ! 1 i :
6. : : : : |
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REPORT TYPE:
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PCW

1.D.: Coder

BLOCK
DESCRIPTION

) S E SEQ 11 CROSS-REF 2E10

CONTINUATION

BELIEF:

RULE:

e @w e e G @ G e e G e mem M e e e e G EmE am ew WE Eme EE GEm @ GE GB SE G B GEm ee @ e

5 =~ There are 80 many restrictions on a 3A non-HS grad, that it is a

disservice not to try to get hiz to finish school. R has no pressure to
put them in because of his numbers.

6 - You can tell how two Ps are feeling about joining by the way thev
look at each other.

7=-1faP 1is sentally and physically gualified. and everything is goinp

“too smooth” it may be time to vorry sbout moral gualifications. The
first feeling you have vith a walk-in is often “there's something wrong

with them.” It's a concern {n the back of your mind.

6 ~ People have to be qualified mentally, morally and physically —

then R will have peace of mind.

7 - 1f a P has passed the physical for flying, he's probably ok

physically.

8 = Ask specific questions off the Spear sheet.

9 - You can tell a P is telliga the truth 1f he gives you specific

correct information about something you can verify in your own experience.

r———
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& 111. COMMUNICATION PATTERNS
? OVERVIEW: Talks about selling the two Ps together after gunlifzing them on the test.
Mentioned travel and they really lit up — then he knew he had them. Pushed
the travel aspect, space available prograa.
PREDICATE: Vis___ Aud___ Kin___ Olf-Gus___ Uns___ Specific___
SYNTAX/
i SEMANTIC: I-R___ I-Q___ I-C__ I-A___ 1I-E P=C Oth
)
PATTERN OPERATOR TECHNICAL RESULT OR OQUTCOME
COMMON I -} -
PATTERNS : !
'
1
]
[}
i
]
]
]
]
]
]
]
|
{
]
]
:
PATTERN OPERATOR TECENICAL RESULT OR OUTCOME EXAMPLE
3 UNIQUE ! ! —_o s
3 PATTERNS: ! :
! !
. 1 !
: \
! !
! ]
\ []
s ’ ?
: |
H {
]
1
"
; i
H []
1
:
1
i :
H A-235
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PROTOCOL CODING WORKSHEET
1. BACKGROUND INFORMATION

1.D.: Coder 2 S E SEQ 12 CROSS-REF 2E10,11

Purpose: FEBA in closing, personalizing the process

Cycle: Pros__ bp_ Qual __ NéI__ !‘!‘.BA_; Clo_x H-0__ DEP__ F-UP__ M/A__ Oth__
Setting: Office )

Range: BEG (p. 24 , para_ 5 , line 16 ) END (p. 25 , para_ 1 , line 30 )

11. COMMUNICATION STRATEGIES

BELIEF:1 ~ If the kid tested, qualified, and knowing what he needs to do, the timing

won't be so important.
2 = 1f you keep him busy, without stale time, he'll stay interested.
3 = If you get Ps involved, even though they aren't officially DEPS, they will

stay interested.

:

1 - Give the P a check 1list of zhings to do. Then spread out the tasks while

he waits, 1f he has to wait to 4oin.

2 - Get Ps {nvolved, #s you sould DEPS, even if they aren't officially.
3 - One P joining {s reinforcinp to his friend.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
—— [} S —— = -'—'_——" ] ._'-'__ .l — :
1 t [
3 ] |
1. 3 : :
. N |
[} t [
2. + : !
1 ) |
3. ! 1 H ! ;
\ H i H :
4. — H 1 \ :
L L4 ¥ T |
] ] ] ] '
5. 1 : : : |
™ T T N '
] 1 ] ] 1
. 6. ! 1 2 H :
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I11. COMMUNICATION PATTERNS

OVERVIEW: Explains to P advantages of waiting to join.

PREDICATE: Vis Aud Kin 01f~Gus___ Uns___ Specific___

EXAMPLE

SEMANTIC: 1I-R I-Q I1-C 1-A I1-E P-C OthFP-CON,YB-CON
PATTERN OPERATOR TECENICAL RESULT OR OUTCOME
COMMON !
PATTERNS : FP-CON ! Lets P know how he should choose based on future
' ! possibilities.
1
]
CE ! Lets P know what will happen in different situations,
: { leading him toward best decisionm.
! {
]
YB-CON | Give options, directs toward best decision.
]
]
P i Presumes worth of knowing R, AR, while waiting to
| join.
| )
'
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
UNIQUE
PATTERNS:

- - - . - - T o - 8 B - -
- - = = - - - - - ———
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PROTOCOL CODING WORKSHEET

1. BACRCRCIT INFORMATION

1.D.: Coder 2 S E SEQ 13 CROSS-REF

Purpose: Handling objections, specifically perceived homosexuality in the Army

Cycle: Pros__ Rap__ Qual__ N&I__ FEBA Clo__ B-0_x DEP__ F-UP__ M/A__

Setting: Office, elsevhere

Oth

Range: BEG (p. 27 , para S , 14ne 45 ) END (p. 28 , para_S » line

I1. COMMUNICATION STRATEGIES

BELIEF:1 - The AR is a business and should be sold as one.

27

)

2 = The Arny does as vell as possible, sand better than most other similar

organizations to keep homosexuality out.

ROLE: 1 - Treat the AR as a business.

2 -~ Compare the Arzy's position, procedures, effectiveness at controlling

hoposexuality to other organizations and businesses.

3 - Adzi{t that there are problems, but point to the efforts to control thez.

4 - Approach the objection the same with males and females.

S = Never accept a no, never let a P die. Put thez on the back burnmers if it

is going to take longer than the normal time frame. Keep up unless thev

absolutely say no.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
| ! :
: ! :
1. L 1 4 1
B a = =
2. , : :
3. ’ ; i
¥ T
: | :
4. \ H 1 !
H H H N
3 H ) 1 \
E -: a E
6. 1 1 1 '
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111. COMMUNICATION PATTERNS

OVERVIEW: Describes way of handling the objection that there are a large number of
esbians in the Army. Points out that it isn't a larger percentage than
the rest of society, or other major businesses, and that the Army tries
ard to control the problem. Also, that it exists, but that you can't catch

everyone and some people will beat the system.

PREDICATE: Vis_x_ Aud x_ Kin x Olf-Gus___ Uns_x  Specific___

SYNTAX/

SEMANTIC: I-Rx I-Qx I-C___  I-A___ I-E__ P=C_x_ Oth_YB-CON
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON

PATTERNS: YB-CON Maintains rapport, allowing explanation about how Arzy
tries to control problems, and accepts kids reticence

to jJoin, but asks if it is all right to keep contact.

1
]
]
]
]
]
1
[}
:
M-4 ; Compare Army directly with major corporations to show
| effectiveness
]
]
C/U with MF i Show Army is just a part of society as a whole in this
: issue.
]
]
CD with RS { TV movies are just for your entertainment, not accurate
| representations of the larger picture.
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UNIQUE
PATTERNS :
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REPORT TYPE:

PCW

I.D.: Coder 2 S

SEQ 13 CROSS-REF

PATTERN OPERATOR

COMMON
PATTERNS: CEQ

T T o N R o e e o o B e e e o e e o e e e e e e o e e ot - e ot o o o e e e 0 o o o = e a0 2 o = e 0 48 e 0 o0 o e e % o om0 S o i 0 = 0 4 e 0 o

TECHNICAL RESULT OR OUTCOME

Army = business/employment agency-.
Homosexuals who get through system = liars,
deceitful

Softens descriptions of dealing with problem, and
procedures
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ 14 CROSS~REF 2E2

Purpose: Deciding how to approach group of tough kids
Cycle: Pros x Rap x Qual__ N&I__ FEBA Clo 8-0 DEP__ F-UP__ M/A__ Oth___

Setting: Outside of office
Range: BEGC (p. 28 , para_9 , 1ine 41 ) END (p. 31 , para_6 , line 17 )

11. COMMUNICATION STRATEGIES

BELIEF:1l - You can tell by looking at some groups (chains for belts, mohawk hair cuts,
sooking wveed) if they're & waste of time to approach. You can tell if you're

going to get an adverse reaction, snide remarks.

2 = You can know that you'll be seen as & red neck square by these kids.

3 - Rids will try to bolster their egos by making snide remarks.

4 - 1f you can catch a kid off guard, you can get to say wvhat you want before he

starts trouble.

S - More important to satisfy the colonel than avoid problems from the kids.

RULE: 1 - You need to pacify groups, and others, if you are trapped into an adverse

s{ituatiocn.

2 - The way to handle these situations is to strike first, catch the guy off

guard before he can start problems.

3 - Make a mental image of what you're going to do.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

W

.
SN SRS NPEgEY NpNeSye EpEugs T
—--4-_-q_-_q__-1_—-.L_----

N S EEpiN VP SN PR,
R R s s aaie Aiatate ettt
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111. COMMUNICATION PATTERNS

OVERVIEW:

PREDICATE:

SYNTAX/
SEMANTIC:

COMMON
PATTERNS :

UNIQUE
PATTERNS:

Describes decision on how to approach tough group mentioned in PCW #2.
Associated image of himself being attacked, but he felt no choice because

the colonel was with him. Felt like a 97 gound weakling going up against
the big bully. Only way to win was to strike first.

Vis Aud Kin 01f-Gus Uns Specific
1-R 1-Q 1-C I-A I-E P-C Oth
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

] ———

]

t

]

]

]

4

\

}

]

1

]

\

\

]

]

]

]

1

1

[}

1

]

t

|

!
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ 15 CROSS~REF

Purpose: Handling a kid who is difficult, procrastinates, plays games

Cycle: Pros__ Rap__ Qual x N&I_x }'EBA_:_:_ Clo_x H-O__ DEP__ F-UP__ M/A__ Oth
Setting: N/A

Range: BEG (p. 32 , para 12 , line 25 ) END (p. 34 , para 3 , line 27 )

f I1. COMMUNICATION STRATEGIES

EELIEP:] -~ Sometimes people will deceive you, Just shopping, no real interest. Or
- somewhat interested but 4just comparing. You can't help {t.

) 2 = Some people have to reslize they're going nowhere fast before they will

1 really listen to you.

3 - 1f you keep out in the area talking to employers, you'll find available jobds
and keep an idea about what is available for people you are helping.

RULE: 1 - Catch people after they're done comparing.
2 - Doesn't look for son-HS grads, they walk in.
3 -~ Get kids jobs 1f you can help thenm.
4 - Don't do a lavw violations waiver until you're sure the P wants to go in.
]
'
h
SALES DECISION DECISION
SEQUENCE: CYCLE ' STATE ENTER \ PRIMARY PATTERN STATE EXIT TEST
: : : : :
] [ ] ] ] |
1. : : i ! 1
"t 1 — :
] ] ] |
2. ! ! 1 '
T T 'ﬁ :
] [} ] ]
3. : t | 1
—T -—t '
4. g | |
- L :
[] ] ] t
3 : ' : : |
i | | i \ |
¢ l = 4 : |
A-243




PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ 16 CROSS-REF

Purpose: Importance of Pre-Q over the phone
Cycle: Pros__ Rap__ Qual x Nel__ FEBA__ Clo__ B0 DEP__ F-UP_ M/a Oth

Setting: Phone
Range: BEG (p. 34 , para 5 , 1ine 31 ) END (p. 37 , para_ 1 , line 3 )

I1. COMMUNICATION STRATEGIES

BELIEF:] -~ Females are hard to recruit because they're finicky.
2 - 1f you forget to Pre-Q on the phone, the R and the P can end up embarrassed.

3 - Sometimes hard to ask & woman about her veight or other very personal things

over the phone.

4 - 1f you have enough rapport, you can ask the necessary questions.
5

Not as hard asking the questions as getting the ansvers.

= Pre-~Q as much as necessary on the phone before the appointment.

- Make sure you maintain rapport while asking the tough questions.

= You have to let people know the importance of the answers to the questions.

Put females in right avay.

- Ask for goals, adapt to them.

= Uses the phone for Pre-Q and making the appointment, that's all.

CVIN T W TV RN TVURE T X |
]

= Put soze humor into the conversation to make the questioning easier.

SALES DECISION DECISION
LT SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

3.

4.

2l TR NNy Eplpew -——-{u——----
SNpISS EpEplyS NGNS Hy SIS EE
R R e R R ey
R L., S Tys NNpEDE DRSO SR
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REPORT TYPE: PCW

1.D.: Coder 2 I I SEQ_ 18 ~ . CROSS~REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 6 - Females have so many more sreas for Eroblens- They change their minds

a lot quicker. You want to put a female in right away, nct let her

linger. More single female parents than male.

7 = Benefits and programs are the same for males and females.
8 - The word military scares women. It's a unique group that you can

get _in.
9 = Believes his strong point is the phone. Most people hate the phone,
he can make all the sppointments he needs in a day.

10 = If he can get them sitting in his office, and they're qualified, he

believes he can get them to join.

11 - There are different degrees of qualification you can find on the

phone. Some people are truthful, some not. You can get a sense of when

they're fudging.
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PROTOCOL CODING WORKSHEFT

1. BACKGROUND INFORMATION

1.D.: Coder 2 S E SEQ_ 17 CROSS-REF

Purpose: Ways of prospecting —— being an advertising billboard
Cycle: Pros x Rap__ Qual K&l FEBA Clo B=-0 DEP F-UP M/A oth

Setting: Schools, parks, etc.
Range: BEG (p. ¥ ,pan' 3 » 1ine § ) END (p. 38 , para 1 » line 7 )

11. COMMUNICATION STRATEGIES

BELIEF:1 = If you wear an outfit that says Army all over it, wave to the same people

every dsy, people vill recognize you —— you can use it in phone contacting.

l ROLE: 1 - Make calls for the appointment, not fust contact — it's & wvaste of tize.

2 = Rehearses things he has planned when he jogs.

3 - 1f you run, or do some other regular activity, do it in the same place a:

the same time each day.

SALES DECISION DECISION
k SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT

o
w
[

1.

4

2.

3.

5.

r 6.

I S Mg )._-._--.*..-----
b--Jb--A—-q---b--q-----
(NS NS NN AUV AN SV

r-q--
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ 18 CROSS-REF
Purpose: Strategies for knowing which rules to follow, motivation, sttitude, meta-rules
Cycle: Pros__ Rap__ Qual__ NeI__ FEBA_ Clo__ 8-0__ DEP__ F-UP__ M/A_x Oth___

Setting: N/A

Range:’

BEG (p. 38 , parsa 5 , line ) END (p._ 41 , para_9 , line

21

I1. COMMUNICATION STRATEGIES

SELIEF:l -~ There are sometimes tvo sets of rules to follow. You have to use comnon

:

40

)

sense to knov what your priorities are in a garticular situation — recruiting

included. Believes his rule parallel USAREC's.

2 = Believes he'll continue being successful if he keeps working the phone.

1l ~ 1f a rule keeps working, keep using it. 1If it works once, it will work

2531n.

2 ~ Stop using a rule if it stops performing like it has in the past.

3 = The criterion for a rule {s that it gets the job done.

4 - All rules are subject to change, depending on the situation and the

environment.

5 - Stay avay from boredom, don't get complacent.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I

]

1

[}

[}

[}

1

T

i

2. !
] ] :

[] [} (]

3. 1 1 1
B L A ]

! ! !

t

4. Y § e Il
T 1] L] v

' [} ] ]

50 ! | 1 1
l [} L 1

T v - T

[} [} [} [}

6. [} [} [} {
e [ | 1
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I11. COMMUNICATION PATTERNS

OVERVIEW: Discusses rules and meu-mlesJ personal goals and motivations, reasons for
choosing this job. "For him, the challenge to succeed 18 important, atta.n
goals, have enough money to live on, the benefits of retirement, to earn

Tespect .

PREDICATE: Vis Aud Kin Olf-Gus___ Uns___ Specific_

SYNTAX/
SEMANTIC: 1I-R 1-Q 1-C 1-A 1-E P-C Oth
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMOR ! -
PATTERNS : 3

1

[]

[]

]

]

]

]

]

1

)

1

[]

\

]

]

[]

]

]

1

]

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMFLE

UNIQUE I
PATTERNS :

Dy = o = - = = = - —— " - g
- > - - ——— ——— —— - -
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 s E SEQ 19 CROSS=-REF

Purpose: Rules for motivation

Cycle: Pros__ Rap__ Qual__ N&I__ FEBA__ Clo__ H-O__ DEP__ F-UP_ M/A _x Oth____
Setting: N/A

Range: BEG (p. 42 , para 7 » ldne 15 ) END (p. 43 , para 2 y line 19 )

II. COMMUNICATION STRATEGIES

BELIEP:]1 - A lot of people don't give themselves enough credit for vhat their abilities

are.

2 - Some people feel there's no chance of getting to be the president of the

company, but they may have.

3 - Evetj long range ;oal's got a thousand little ones to get to it. You've

got to work your way up.

4 - Nothing 1is impossible.

RULE: 1 - Have faith in yourself, your abilities.

2 - Set long range goals.

3 - Never accept no.

4 - Don't wait for others to take care of you.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
) " |
: | 1
] |
1 ' : |
1 ]

2 | e
( H '

3. ! : !
T T ]

4. : i :
T ' II
[} ] ] ]

5. ; : | : i
! i : ! :

6. i H i A ,
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REPORT TYPE: __Pcw _
1.D.: Coder 2 S E SEQ 19 CROSS~-REF
BLOCK

DESCRIPTION CONTINUATION

BELIEF: 5 -~ Waiting for it to happen for you, and griping about it afterwards

is as much your fault.

- Emm mm B BME Ge @ e e @ EE e e e ms Emw M m G @& W WE e emE B GE W W e @A S @ e G -
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S E SEQ_ 20 CROSS-REF

Purpose: Personal motivations

Cycle: Pros__ Rap__ Qual__ NsI__ FEBA Clo B-0 DEP F-UP__ M/A_x Oth___

Setting: N/A

Range: BEG (p- 43 , para 7 » line 36 ) END (p. &4 , para 6 s line 17 )

I1. COMMUNICATION STRATEGIES

BELIEF:1 - Needs to progress as far as possible to stay where he is. He'd stay a couple

of years longer if he could advance.

2 - The badge a R wears shows how good they've been.

3 - 1f someone lasts, they're good at recruiting.

4 - You can Judge a R's quality by his attitude, whether he enjoys it, whether

he gets past the initial three year period.

SALES DECISION DECISION
SEQUENCE : CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

3.

‘o

e = e e o i @ ol o ot @ @ e @ e > -
T B L S erps SR EREPEY
s FREPES PR R e )
—--.J,.._-d——_...-_-_-.. L-——-

A-251




v - ng - 7'7"‘" - — v ——— —_

PROTOCOL CODING WORKSHFET

‘ 1. BACKGROUND INFORMATION

1.D.:

Coder 2 S E SEQ_ 21 CROSS~REF

Purpose: Pre-Q questions and asking from lists such as ASVAB

Cycle:

Pros__ Rap_x Qual__ N&I__ FEBA__ Clo H-0 DEP F-UP M/A Oth

Setting: Phone mostly

Range:

BEG (p. 46 , para 2 y 14ne 4 ) END (p. 48 , para 1l , lipne 43 )

‘ I1. COMMUNICATION STRATEGIES

" BELIEF:]l - Thinks about the following while prequalifying on the phone: do they wmeet

the age requirepent, are they criminals, physically qualified?

2 = A lot of times people will conceal law violations because they think it will

disqualify then.

3 - Can sometimes tell over the phone i{f someone is giving spontaneous reactions,

or if they're trying to hide something, from change in voice tone, or a split

second delay in giving an ansver.

ROLE: 1 - Ask gquestions about specific possible problems in qualification. Do thev
have asthma, epilepsy? Do they have children, etc.? Taken tests like ASVAR or
sizilar? How are their grades? What subjects? Married?

2 = Ask questions and watch the expression on their face.
h 3 - Look over the ASVAB list, and compare the scores to what the Ps said thev
i vere interested in to see 1f they are qualified. Then let them know how well
L they qualified over the phone to establish rapport.
SALES DECISION DECISION
% SEQUENRCE: CYCLE ' STATE ENTER PRIMARY PATTERN STATE EXIT TEST
\ i \ i :
[) 1 ] !
1 3 1 } |
1] T 1 4
[} ] ] |
20 ll : ] !
~ : ! |
] ] 1 |
3. A ! | | !
1 ' H H :
4 ; H : : '.
H H H ) :
> : 4 % ! |
T 1) LB 1 |
] ] ] ] '
6. ; | ] : :
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REPORT TYPE: PCW
1.D.: Coder 2 S b SEQ 2] CROSS~-REF
BLOCK )
DESCRIPTION CONTINUATION
BELIEF: 4 - Reserves is a mixture of age groups, 8 lot of young and a small group
of older people. About 502 prior service.
RULE: 4 -~ Use density list of prior service candidates and see by the

- e m e e e ear mar e et Mmar Gr i e e e mm e e e G e e e her T e e e S @ e M G @ me

designators what they're qualified for — then talk them into it.

3 - Age is not s factor as long as they meet maximuz-minious age

requirements.
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I11. COMMUNICATION PATTERNS

OVERVIEW:

PREDICATE:

SYNTAX/
SEMANRTIC:

COMMON
PATTERNS:

TUNIQUE
PATTERNS :

Describes his various ways of determining people's Pre—Q and tellfng if they

are being honest with him or not. Mostly beliefs and rules.

Vis___  Aud Kin___ 0lf-Gus Uns___  Specific__

I-R I-Q I-C I-A 1-E P-C Oth
PATTERN OPERATOR TECERICAL RESULT OR OUTCOME
1
]
SD ! Creates curiosity, which areas are they qualified
'
i in
y ("Qualified in many, many areas...”}
]
[}
MF | Sets frame of qualifications, then says he'd like o0
i talk about it further. Sets up need for appointzent
3
1
[}
1
]
[}
]
]
PATTERN OPERATOR TECENICAL RESULT OR OUTCHRE EXAMTLE

- P - - - — - -
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ_ 22 CROSS-REF

Purpose: Pre-Q out in the area

Cycle: Pros__ Rap__ Qual x N&I__ FEBA__ Clo B-0 DEP F-UP M/A Oth

Setting: Outside of office

Range: BEG (p. 49 , para 7 , line 15 ) END (p. SO , para_1 , line 10

11. COMMUNICATION STRATEGIES

BELIEF:1 - Another place for area canvassing is the college campus.
2 - College kids obviously have the smarts, you can go into athletic departments

to check them out physically.

3 - In area canvassing you can start to Pre—Q by appearance, but you really have

to get them in a conversation to be able to tell — depends on where you meect.

Shopping in mall different from standing in the unemployment line.

ROLE: 1 - Kpow the instructors and counselors in athletic departments for free access

to training equipment/people.

2 - Meeting someone on the street, get them into & conversstion so you can start

to Pre=Q.

3 - Concentrate on people who are employed.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

PN QNI S NS T
S NpEpioh Nyliys Wylyuyn Yy p——
_-_4-__.‘--...1---1—-----..---
e B SR PR P R e
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REPORT TYPE: PCW
1.D.: Coder 2 S E SEQ 22 CROSS-REF

{

> BLOCK
DESCRIPTION CONTINUATION

| BELIEF: 4 - Prefers to meet people who are employed because they can obviously

e B mE mE G GE e e @ G e e e G e e e mEr W @ M wE e S GE @G G G @ G W e e e S oo of

hold a job. People who are unemployed in wost cases have had a problex

and that's why they are unemployed.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 s E SEQ___ 23 CROSS-REF

Purpose: Getting referrals and handling follow-ups with Ps, including DEPS

Cycle: Pros_x Rap__ Qual__ N&I__ FEBA__ Clo__ H-0__ DEP x F-UP x M/A__ Oth___

Setting: Various

Range: BEG (p. SO , para 5 , line 20 ) END (p. S4 , para 2 , line 16 )

I1. COMMUNICATION STRATEGIES

BELIEF:1 -~ Referrals are real important.

2 -~ Most referrals come from HSs becsuse R's trying to recruit a 3A HS market.

3 ~ Kids' lifestyles have changed since they got out of school so you don't

contact thex in the same organized way.

4 - It's a big ego notivnt&ggﬁflctor to be in the armed forces while still in

school, so the kids like to be contacted regularly. They like to brag.

RULE: 1 - Stay in constant contact with the high-schoolers who still have two years

left of school.

2 - Contact people, especially scniors, every week.

3 - Contact graduates, who are in, once a quarter — usually during s slack

woment .

4 - Reep little platoons in each school.

5 = Give the senior person in each school responsibilicy.

SALES DECISION DECISION
SEQUENCEK: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

2. H

3.

4.

S.

6.

DN NI SO BN NN S
I I N

TPEE R LT
e o e
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REPORT TYPE: PCW

1.D.: Coder 2 S _E SEQ__ 23 “CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: S = The senior person in each school realizes they are, so they send lots

of referrals. The fifth or sixth person isn't the point of contact but

he's brought into contact with the rest of the group. Doesn't mind not

being number 1.

6 ~ It's often best to just tell kids vhit you want them to do.

7 - He's the o0ld sergeant and they're the mew private, and they respect

that = they're going to mske an honest effort to do what they're asked.

8 - DEPS want to be told what to do. They want to play Army even if

they aren't in yet. They thrive on orders. It's kind of like practice.

RULE: 6 -~ Continue to ask kids questions, after they've joined, to make sure’

they stay out of trouble.

7 = Demand help, if they react negatively, then ask.
8 - Get DEPS to bring eligible Ps to activities, help going through vear

books for referrals, etc.

—p
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111. COMMUNICATION PATTERNS

OVERVIEW:

PREDICATE:

SYNTAX/
SEMANTIC:

COMMON
PATTERNS:

UNIQUE
PATTERNS :

Talks about handling kids on follow-up, either kids who are still in school

or kids who have graduated and are actually serving on Weekends. Stresses
the importance of staying in touch with high-schoolers since they can get
in trouble and jeopardize their future service. Also goes into detail about

how hggﬁgts kids to bring him referrals. Good linguistic examples of a
number of patterns used gor motivation and tting his requests or orders
into a framework in which they will be met.

Vis x  Aud x_ Kin x Olf-Gus___ Uns_x Specific__

I-Rx_ 1-Qx 1I1-C__ 1-Ax 1I-Ex P-C_x_ Oth_S-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
uv Asks ponspecific questions to gather general information

-~ allows P to give him more if necessary.

[}
[]
]
]
]
[}
|

P with CEQ | Presumes things are ok with Ps, possibly motivates thexz
{ to keep things going smoothly. Also uses "I want” to
| mean "you will.” Presupposes the CEQ. Uses the word
| "expect” in the same way.

1
]

MO { Lets P know he "can't” get hold of referral — gives
{ responsibility back to P who referred. Lets him know he
| "needs"” more information =~ further motivation.

:
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

SCO-AM Suggests need referrals for Army by talking 52(39)

about softball team and referrals simul-
ta.:ously. Which team we need them on is
ambiguous - (baseball or Army?)
("We need them on the team.”)
APV Uses to set up what he wants (passive) 52(11)

then to give the orders (active) — leads
in gently to order giving

= - - - — e " - - . - ———
- - T " - = - A - - - o
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REPORT TYPE: PCW

YV"W ——~————— .
_— e

1.D.: Coder 2 S E

SEQ 23 CROSS~REF

PATTERN OPERATOR

COMMON
PATTRRNS:  NEG-COM

C~LINK

S=CON

R/S with C/¥S,
BOC, IN

- - - A A S By B e T D 2 OB D = - 8 - o " - P WD S T P S O P > -

TECHNICAL RESULT OR OUTCOME

Used as motivators — gives orders by telling what he
doesn’t want. Forces kid into doing what he does want.

Links suggestions together {n s chain of activities that
vill be carried out (presupposed) so they're seen as a2
single unit of behavior.

Makes request for help based on the kid not having anvthing
else to do — wmaking it difficult to refuse.

All used to set up getting kid to help — wmotivators to
show how his help is importanz. Often done by implication
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S E SEQ 24 CROSS-REF

Purpose: Phone prospecting and referrals, Pre-Q

Cycle: Pros x Rep__ Qual_x N&I__ FEBA Clo B-0 DEP F-UP M/A Oth

—— —— —— —— —— — —

Setting: Phone

Range: BEG (p. 54 , para 6 , line 20 ) END (p. 56 , para_ 1 s, line 10 )

11. COMMUNICATION STRATEGIES

BELIEF:l - Has had a little success getting referrals vhen prospecting on the phone

with someone who wasn't interested or qualified.

2 - Sometimes Ps feel insulted when you call them up on the phone to talk about

the Aruy and they're not about to refer any of their friends to you.

3 - Feels in his pre-q/PreQ he has narrowed down who he is calling so thev are

more likely to be interested in what he has to offer.

RULE: 1 - After someone is disqualified on the phone, continue to establish rappor: to

ask for referrals.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

___q_--jL--j_---b---L-&——
_--q---w_--.L--.---T------
\._-_L—-—JP--A pom = o o ———J e
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I11. COMMUNICATION PATTERNS

OVilVI!H: Talks about his linited, but sometrimes positive, success getting referrals
rom someone who is either not interested or not gualified to join. Gives

8 few examples of what he asks for.

PREDICATE: Vis Aud Kin Olf~Gus__ Uns_x_  Specific__

SYNTAX/

SEMANTIC: I-R x I-Q 1-C I-A x 1I-E P-C x Oth YB-CON, S-CON
PATTERN OPERATOR TECENICAL RESULT OR OUTCOME

COMMON

PATTERNS: YB-CON Even though not qualified, still can help by giving

s referral.

C/FS with P

1
]
]
'
]
]
'
{ Must have other friends like you — expands scope of
{ conversation to include others who, it is presupposed,
i she knows, who might also be mentally qualified.
L]
]
S~CON | If others have mentioned interest in service, then you
i should tell we their names (lmplied).
5
)
1
]
PATTERN OPERATOR " TECHNICAL RESULT OR OUTCOME EXAMPLE
UR1IQUE e
PATTERNS:

> " - o o > = A — -
- B = D = =" - —— -
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REPORT TYPE: PCW

1.D.:2 Coder 2 S E

SEQ 26 CROSS-REF

PATTERN OPERATOR

COMMON
PATTERNS: SD

T o e T o - e 0 o = 1 om0 0 s i e = = 0 W = e = e A = = -~ " 45 " e o o e A T < e - - -

TECHNICAL RESULT OR OUTCOME

Completely deletes what kind of job he is talking about
to keep interest up and get the referral.

("Others interested in a part-time job?")
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PROTOCOL CODING WORKSEEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S E SEQ 25 CROSS-REF

& ———— —
M —

Setting: Various

Purpose: Seiling a part-time job as the major benefit
Cycle: Pros__ Rap x Qual _ N&I__ FEBA x Clo__ H-O__ DEP__ F-UP__ M/A__ Oth___
Range: BEG (p.- 56 , para 3 , line 11 ) END (p. 61 , para 8 , line 32 )

11. COMMUNICATION STRATEGIES

BELIEF:] - Sells part-time job, number 1, and change of pace, number 2. Also sells

local adventure and benefits.

2 = Knows what they're nakig;ﬁif they work at McDonald's, so then can compare

Army's much better pay for one weekend. Make as much as working all week at

McD's.

Opportunity to get away for a

3 - Selling 8 quick, easy, fun way to make money.
short time.

4 - Training isn't a biaﬁthigg.

RULE: 1 - First find out if they're working, then offer part-time job and go into

comparison with present job.

2 = When they are interested in money, and he knows their N & I, he thinks about

what areas of training are svailable that will match their N § 1.

3 - Get density lists of;jobs available every wveek.

1f they want something that

isn't available, lean them towards another area.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
i ! ; i
] [] ] ]
1. : i H H
¥ s RS T
' [} [] [}
2. | : ; '
T ¥ v L}
: : : :
> + - :‘ 4
' ] [} |
‘. : : : :
T 1 R 1
] ] ] [}
5. : ! : :
T 1 S i
{ ! | )
6. . i : :
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REPORT TYPE: PCW

1.D.: Coder ¢ S E SEQ_ 29 CRUSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: S = Kids like the thought of being part of a military organization while
they're still in school.
6 - 1f he can get them thinking about money, then he can throw in all the
other things on top of it.
7 = Most people have 2 or 3 areas of interest.
8 - Thinks many reserve recruiters get in trouble by selling specific jobs
that might not be available.
9 - Someone interested in MP's can get their needs met in MI.
10 - Someone interested in infantry wants to get dirty, excitement. They
can get that in combat engineer unit, which has many different jobs
within it.

ULE: 4 - Stays in constant contact dur;ggrthe veek with the Active Station

Technician (AST) who can accept somebody into unit, guarantee a job

available, etc. so he doesn't have to wait for the weekend when the

station commander is there.

5 - I1f a job isn't available, go into a related area and compare.

6 - Once they're sold on the second field, stress the benefits of that

field. Then what they have to do to get there. Then do the inforza:icr

packet.

e e e e e o i e e o e e e mm A e mm = mm mm mm = mm em e- - - o= m- - oo —- —— o e
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111. COMMUNICATION PATTERNS

OVERVIEW: Describes what he actually sells to get Ps into the AR. Orders his priorities
vith part-time work ahead of everything else. Also talks about stayiag

abreast of available jobs with the AST at the reserve station, and how he
eans people in the direction of available jobs related to their interests.
Nice examples of reframing interests and redefining units so they will be

more attractive.

PREDICATE: Vis_x_ Aud_x_ Kin_x Olf-Gus___ Uns_x  Specific___

SYNTAX/
SEMANTIC: I-R x I-Qx 1I-Cx I-Ax I-Ex P-Cx Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON !
PATTERNS: UQ with C/FS, ! Challenges P "only” wanting one thing by changing
RE~D, C-EX E frame size, redefining, counter-examples, etc.
!
C/U with MR { "You don't want infantry, you really want excitezent.”
i “You don't want infantry, you want to get out."”
]
C-LINK { Links desires to specifics of jobs and fields, then how
{ he can get these by joining. Creates a chain of though:s,
i all within the framework of the job area he's presenzing.
{ Actually makes engineering sound as “glamorous” as
! infantry.
g
PATTERN UPERATOR TECHNICAL RESULT OR OUTCOME EXAVELE
UNIQUE
PATTERNS:

- - - -~ — = Y ———— = - -
- - ———————————— — - > - — = - ——
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REPORT TYPE: PCW
1.D.: Coder 2 s E SEQ 25 CROSS-REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON

PATTERNS:  ORDY Acts as a suggestion for first thing to come to the

P's mind as well. Maintains rapport at the same time,
while getting P to go internal.

("The first thing that comes to my mind...")

"Elite” engineering unit -—— elite how? Makes it sound
glamorous.

-~ -~ - - - - - — TR - - - - - -
- - - - - - - - -—— - - - T - P D TS G WP - - - W - - -

A-267




~y

PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.:

Coder 2 s E SEQ 26 CROSS-REF

Purpose: Things to be a successful R
Pros__ Rap__ Qual__ N&I__ TEBA Clo B-0 DEP__ F-UP__ M/A_x Oth___

Cycle:

Setting: N/A

Range:

BEGC (p. 61 , para 10 , line 38 ) END (p. 66 , para_8

11. COMMUNICATION STRATEGIES

BELIEF:] - Important to pay attention to detail in recruiter school.

:

SEQUENCE: CYCLE STATE ENTER

line

Even things that

24

seen unimportant.

2 = Learn regulations, the basic course.

3 - Knov where to look for things when you don't know the answer — learn that

first. Know the 601-210 — {it's the bible for Rs.

4L = School is an ideal situation but it'sf;g}ngﬁto be different in the field.

5 = You want the new Rs to be positive, ready to go, etc.

6 - They need to know product knovledge, be prepared for changes.

SALES DECISION DECISION

PRIMARY PATTERN STATE EXIT

TEST

N IO IS IS IO A

[ PRI [N P IR S
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REPORT TYPE: PCW

1.D.: Coder < S b okQ b CRUSS-REF
BLOCK

DESCRIPTION CONTINUATION

BELIEF: 7 - Don't let an interview personally affect you if it doesn't go good.

8 - There's going to be a certain percentage of failure for each success,

tecoggize it.

9 - Do the best you can to where you feel good, not just minimum

standards.

10 - When you've accomplished what you're supposed to, stop, take a deep

breath and feel relaxed and then go in and make more. After you make

requirements everything seems easier.

11 - Don't let the pettiness bog you down.

12 = Do the best you can. It's more than what's required.

13 - Recruiting's a good field if you keep your self respect and remember

that you're a professional soldier, the cream of the crop or you wouldn't

be out here.

14 - Don't give your respect and your suthority away when you're out in

the field.

But don't get bggged down.

16 - Set your goals, work towards them.

17 - Do it your way, so0 that you're satisfied with yourself.

18 - Some recruiters learn ok in school but get out and start taxing

short cuts, forgetting what they learned, and they get in a jam.

19 - Take the basics and adapt them to your personality.

20 - The most important thing is to do it your own way.

21 - It takes experimenting, and some time to figure out what's good anc

what's bad.

22 = Accomplishing goals is a by-product of setting them.

23 ~ Four major things: 1) trust yourself, your style, 2) set goals to

accomplish, beyond what's required, 3) go for {t, 4) have product

knowledge.

24 -~ Most people get bogged down with pettiness ‘and never determine their

best style. They get into a vicious circle.

R 3
1
]
[}
1
]
[}
'
[}
'
[}
1
]
[}
[}
)
]
[}
]
]
]
]
t
)
]
]
{
]
1
]
t
L]
! 15 - You make decisions. If you make them and you fail, {t's your faulit.
d
|
!
[}
)
I
i
]
1
)
1
\
1
]
)
)
]
{
]
]
)
]
L]
]
t
|
1
[}
]
t
]
}
]
'
)
]
]

A-269




—

PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

Setting: Office, phone

1.D.: Coder 2 S E SEQ 27 CROSS-REF 2E13

Purpose: Handling objectives

Cycle: Pros__ Rap__ Qual__ N&I__ FEBA__ Clo__ H~-O_x DEP__ F-UP__ M/A_ Oth___
Raunge: BEG (p. 66 , para 9 , lipe 25 ) END (p._74 , para_2 _, ligme_J5 )

11. COMMUNICATION STRATEGIES

BELIEF:]1 = An objection means he hasn't cxglnined his program well enough or given thex

optiouns.

2 - Joining the reserves doesn't put you behind in school.

It actually puts you

ahead because of the other benefits and the opportunity to continue in school

and training.

3 - Basic training for females is geared for them.

Has put in small wonmen who

have done fine.

4 = Work up to the standards in basic.

SALES DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN

1;----

- -

DECISION

STATE EXIT

2.

3.

5‘

r._-..p--.a_--.. R LT SR

L s o

6.

IS S

F-_J-_-q--Jr_—J—-._---_
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REPORT TYPE: PCW

1.D.: Coder__ 2 S E SEQ_ 27 CROSS-REF 2E13

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 5 = Many women pay lots of money to get in shape in less adequate
programs, and break those programs — that won't happen in basic. This
one will get you in the best shape you've ever been in.
6 - If you flatter the women, it will help them believe they can handle
basic. Same with men.
7 - The things you learn in basic are valuable, and especially wvorthwhile
because you get paid to learn them.
8 - Believes there should be no objections, you're stupid 4f you don't
see how this will help you.
9 = The Aruy is no different than lots of other major organizations in
the sense of having homosexuality as a problem (see SEQ #113).

OVERVIEW: as earlier (SEQ #13). Uses an incredible number of presuppositions, as

e e @- e Bme Bm W@ Emer e MW W me e e M e me @ wm mer T Eme e e ST mE tmes W mE e e G e e -

well as complex equivalences and MRs, to make negatives into positives,

to lead to good feelings, to link ideas, etc.
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111. COMMUNICATION PATTERNS

OVERVIEW: Length assage on objections. Talks about objections including bein
behind in school, the difficulty of basic training, and how good Ps will feel
vhen they finish it, as well as the other values in it. Believes there are

no valid ob:ec:&ons -— the program i{s too good and everyone should want it.
Actual y s a vision of the P comin 3 ookin reat and feeling great
after basic. Sees the end result and describes it gor the P. Reiterates

W
objection about women in the Army not reallz being women. Comzents the sace

PREDICATR: Vis x  Aud_x_ Kin x_ Olf-Gus__ Uns x  Specific___

SYNTAX/
SDMANTIC: I-Rx I-Qx I-Cx I-Ax I-Ex P-Cx Oth YB-CON

PATTERN OPERATOR TECENICAL RESULT OR OUTCOME
COMMON :
PATTERNS: C-POST { Sets up ability to change frame size and focus of the
{ objection.
[]
]
NEG-COM i Softens reality of problems.
]
|
¢ C-LINK | Connects problems to solutions.
]
[]
SD | Leaves out how applicant will find solutions, answers.
]
|
ORD¢ i Lists the order of events in chain in which process wil.
| 8o from objection to success in basic.
1
t
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
] UNKIQUE
f PATTERNS:

- - - ——— - " D -~ ———— -
-~ o ——————————— e ————
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REPORT TYPE: PCW

1.D.: Coder 2 ) E

SEQ 27 CROSS=REF 2E13

PATTERN OPERATOR

COMMON
PATTERNS: P with MR, CEQ

MF with M/W, C-EX

C/FS with CU, CD

R/S

CHAINS

YB-CON

- - — - o - - - - - - - S - - S - - G T WD W ML e TN WD WA W S On G DGR P Sh on .

TECHNICAL RESULT OR OUTCOME

Many uses. Presupposes future success based on past.
Presupposes maturity, which leads to success.

Softens objection by pointing out impossibility of
avoiding problen.

People's problems have nothing to do with Army -~
separates Army from probdblems.

Presupposes importance of goals being higher than
objections.

Presupposes desires of kids, to look different, etc.
Presupposes other kids doing sothing, joining the Army
more worthwhile than that, gets you ahead.

Presupposes kid can do {t, since he guarantees it.
Presupposes basic is valuable since it is hard.

Basic sounds like torture, presupposes it isn'c.
Presupposes qualify means quality.

Presupposes you want excitement, etc. if you want infantry
— sets up FEBA in available job areas.

Presupposes it's valuable to be forced in basic, since you
couldn't do 1t otherwise — turns negative into positive.
Presupposes if people see you differently, you must be
better.

Presupposes you can only get these benefits in Army.
Presupposes you'll join by talking about what will happen
vhen you come back. As if frame.

Many more.
All used to make Ps believe basic will be ok.

Used to show you can't get away from problems.
Also to show women that they aren't in competition with
men in bdasic training.

Basic 1s to help you, not break you.
("These elements...”) used to describe undesirables, tends
to distance people with problems from Arumy.

Used throughout to point out that the problems aren't
with the Army, but with society. Basic geared toward
females. You won't be behind in school. Points out

fallacy of objections.

Moves kid toward good feelings consistently, step by
step. Often redefines, points out reality, creates
relief, shows benefits, future paces.

Accepts existence of problems but sets up to negate
their relative {mportance.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.:  Coder 2 s E SEQ 28 CROSS=-REF

Purpose: How to present to different groups, CAT levels, etc.

Cycle: Pros__ Rap__ Qual x N&I__ FEBA x Clo__ H-0__ DEP F-UP__ M/A__ Oth___

Setting: Phone, office

Range: BEG (p. 75 , para 3 , line 9 ) END (p. 78 , para 5 , line 17 )

I1. COMMUNICATION STRATEGIES

BELIEF:1 = You don't want to mention programs 1f you know people are not qualified for
them.

2 = Lower CAT levels are easier hecause if you find a Job they're qualified for

they'll take it. Higher levels are more finicky. Lower categories already sold,

begging to get in.

3 - Recrﬁi:igg for reserves means short time gains. Motivations of recruits are

different, e.g. excitement for a short time. Don't want to spend a long tize

awvay from home.

RULE: 1 - Avoid lower category levels. Recruit for quality, let the rest walk in the

door.

2 - Still sells everyone on a part-time job.

3 = The styles the same for selling, but different programs for different levels.

4 - Know what kind of group you're up against and prepare what you think will be

interesting and beneficial.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT 13

(3]

2.

3'

‘o

e i el NIyt NyNgugl
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REPORT TYPE: PCW

1.D.: Coder 2 - SEQ__ 28 CROSS=-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 4 - Males will make a decision on the spot more often. Women want to mill

e e e e e @mEs G S W@ @ e e S e e e e mer e e s e @ emEh M @A WA @ s WEs aar B e e e o

it over — they need more reinforcement.

5 = Middle age group, 26 and up, start to feel they need to make a

decision for the future.

More readily make a decision.

Probably have

already sold themselves. But they don't have a sense of urgency.
6 - For the younger group, it's the first big decision they have ever

made.
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PROTOCOL LOG
Coder: 2 Subject: ¥
P4 | REF | CYCLE TOPIC
1 11(1) !Rap,Nél, |Dealing with kid and parents together
! !FEBA,Clo |
2 13(5) ({Pre-Q, {Ways of competing with other services
! | FEBA,Clo |

3 la(8) FERA,M/A |Motivation in selling, persistence
4 __15(3) {Pros,Nsl,!Recontacting people, buying motives, picking up signals

| {FEBA |
s _16(12) {80 |Handling fear of basic
6 17(6) |Pros, {Persistence
! {FEBA,Clo !
7 !8(3) IPros ITeking time and being direct with kids when you need to
8 19(5) !Rap {Ways of estadblishing rapport
9 113(3) !Rap,DEP, !Maintaining rapport with kids, including DEPs, kids in
! {F-Up ‘basic
10 113(11)IM/A {Personal motivators
11  115(10)IM/A iBeliefs and strategies for self-motivation
12 118(1) IM/A {Making lists of goals to stay motivated
13 120(11)!FERA {FEBA, even in tough areas — high income
14 121(12)!Pros, {Variety of techniques and goals for Pre-Q, N§1 and FEBA
: iPre-Q, 1|
) IN1,FEBA |
15 124(9) \DEP DEP management
16 125(1) iPre-Q, {Pushing kids to get in, noticing differences in kids
| iN§1,Cl0 |
17 128(1) iRap, {Distrusting people, finding their interests
| {Pre-Q,N61!
18 129(2) |Rap,DEP {DEP managesent
19 130(S) iM/A {Bules for self-motivation

20 131(23)!B=0 _|Bandling objections to basic training
21 {33(8) {Pros {Ares canvassing strategies

22 13s5(1) {80 {§-0, mostly fear

23  137(3) IFEBA,H=0 !Presentation ekills in H-O primarily
24 138(9) IClo {Knoving when/hov to close

25 140(1) iM/A {Bandling burnout

26 1462(8) IM/A {The need for self-motivation

. : . o o




PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

1.D.: Coder_ 2 S F SEQ__ 1 CROSS-REF

Purpose: Desling with kid and parents together

Cycle: Pros__ Rap x Qual__ RN&I x FEBA x Clo x E-O__ DEP__ P-UP__ M/A__ Oth___
Setting: Home visit :

Range: BEG (f. 1 »Para 1 , line 1 ) END (p. 3 , para_3 , lime__15 )

11. COMMUNICATION STRATEGIES

BELIEF:]1 ~ Sometimes you have to talk to the parents and ignore the kid, even vhen
you're all together. If you convinmce the parents the kid wiil often go along.

2 = What they ask sbout most is what they're most interested in.

RWLE: 1 - 1f you think there is 8 problem with the parents, go talk to them.
2 = Whatever they ask the most questions about is what you sell.
3 - If they lean forward they're interested, backward they're bored.
4 = 1f you say it's time to leave, and they ask you to stay, it's s good sign.
SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
:
]
10 :
]
\
2. !
]
1
3. :
[}
: : '
4. L i h 1 '
1 ! T e )
[] ] 1 [} '
5. H H 1 H :
. 3 v LI L) )
] ] [} (] i
6. 1 H h ] '
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I11. COMMUNICATION PATTERNS

OVERVIEW: Describes kid he had problems with because the kid thought his parents
would object to service. Went to the home and talked with the parents,
ignoring the kid for an hour and & half. Convinced the parents, and the
kid went along. Convinced the parents by selling college fund, found out
that the father had been in favor all along and that the mother was the only
problex. Once she was sold on the college mone that was it. At one point

bhe said it was time to leave, the mother asked him to stay and have coffee—
PREDICATE: Vis Aud Kin Olf-Gus___ Uns___  Specific___

SYNTAX/
SDMUNTIC: I-R 1Q 1-C 1-A 1-E P~C oth
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMON ! -
PATTERES: !

[}

|

]

1

{

]

]

]

]

]

]

]

1

[]

[]

[}

]

[}

]

{

]

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

TUNIQUE I
PATTERNS:

2278




REPORT TYPE: PCW .

1.D.: Coder 2 s F SEQ 1 CROSS-REF
BLOCK

DESCRIPTION CONTINUATION

OVERVIEW: that vas an {mportant indicator to him.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

Setting: Office, phone

1.D.: Coder 2 s F SEQ 2 CROSS=-REF

Purpose: Ways of competing with other services

Cycle: Pros__ Rap__ Qual x N&l__ FEBA x Clox B-O__ DEP__ F-UP__ M/A_ Oth___
Range: BEG (p. 3 ,para 5 , lipe 18 ) END (p. & , para 2 , line 20 )

Il. COMMUNICATION STRATEGIES

EKLIEZP:] = It's best to be honest with someone, especially if you think the other

services sre prouising something they can't deliver.

2 - Sometimes someone's grades can suffer from outside reasons, but they can

still be intelligent.

RULE

1 - Don't promise anything to someone before you know they're qualified for it.

2 = Tell thezx to go ahead and check the other services.

3 - Stay in contact, even after they say no.

SALES DECISION

SEQUENCE : CYCLE STATE ENTER PRIMARY PATTERN

1-

DECISION
STATE EXIT

3.

‘.

5-

S
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111. COMMUNICATION PATTERNS

OVERVIEW:

v—-——

\a

Describes a college woman who was looking at all the services, how the

others weren't honest with her. Finally got her by following up and

showing caring and honesty.

PREDICATE: Vis___ Aud___ Kin___ O0lf-Gus__ Uns___ Specific

SYNTAX/
SEMANTIC:

COMMON
PATTERNS :

URIQUE
PATTERNS:

I-R__ I-q__ 1I-C I-A__ 1-E__ P-C___ Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

A-281

EXAPLE



PROTOCOL CODING WORKSHEERT

1. BACKGROUND INFORMATION

1.D.3 Coder 2 S _F SEQ 3 CROSS-REF

Purpose: Motivation in selling, persistence

Cycle: Pros__ Rap__ Qual__ N&I__ FEBA x Clo__ E-O__

Setting:

DEP__ F-UP__

M/A x Oth___

Range: BEG (p. & , para B8 , line 36 ) END (p.

)

, pars_1

11. COMMUNICATION STRATEGIES

s 1lne 4 )

BELIEF:]1 = Loves to help out people who meed a mission, get extra points, and beat out

the other services.

2 = You can outsell the other services because of the svailable programs.

3 = Feels any kid he talks to s his until he can't work it anymore and the kid

is definitely turned off.

4 = Would rather lose a few who are turned off to get the many who aren't.

:

1 - Constantly resell what you have so they don't go to one of the other services.

SALES DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN

1.

DECISION

STATE EXIT

TEST

2.

3.

‘o

5.

6.

e = = e o
L.--..k.--.-

—--J-——dr

e = e s e
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 - 8§ F SEQ__ 4 CROSS-REF

Purpose: Recontacting people, getting buying motives, picking up signals
' Cycle: Pros_x Rap__ Qual__ N&I x FEBA x Clo__ B-O__ DEP__ F-UP M/A Oth

Setting:
Range: BEG (p. 5 , para 3 , lipe 7 ) END (p. 6 , parsa 6 , line 19 )

I1. COMMUNICATION STRATEGIES

EELIEF:]1 - The more people you talk to the better.
2 = A lot of recruiters go off the deep end and don't catch the ultimate buying

motive.

3 - You can tell a lot from body motions, facial expressions, a little smi.e, if

he leans forward, etc.

4 - Ooce you get your point across, & lot of questions become unimportant.

Sometimes they're just to get a response from you.

ROULE: 1 - Talk to as many people as possible.

2 = Always recontact.

3 - Once you catch the ultimate buying motive, you should always work that the

Badl

most. Reiterate that time and again.

L 4 - Pay attention to bodv cues, etc.
) 3 = What they ask about most is what they're interested in. It always tells you

vhat the buying motive is, and their fears.

SALES DECISION DECISION
i SEQUENCE : CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

ol o an

3.

ho

-

5.

b == o o
B T Y
_-1_-—

6.
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4 REPORT TYPE: PCW
\ 1.D.: Coder 2 S F SEQ 4 CROSS-REF
BLOCK
DESCRIPTION CONTINUATION
RULE: 6 -~ Don't let them ask questions just to get you to respond, don't give

then the response — offensive or defensive.

284




PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION
1.D.: Coder 2 s F SEQ 3 CROSS~REF

Purpose: Handling fear of basic

Cycle: Pros__ Rap__ Qual__ N&I__ FEBA__ Clo__ H-0_x DEP__ F-UP__ M/A__ Oth
Setting: Field

Range: BEG (p. 6 , para 12 , 1line 32 ) END (p. 6 , pars 12 , line 43 )

1. COMMUNICATION STRATEGIES
BRELIEP:] - 1f a question ds important, he'll keep asking {t.

2 = A lot of guys ask about basic training because of fear.

ROLE: 1 - Overcome some of the fear of basic by ignoring it to s point. If they come
back to it, say it isn't all that difficult.
2 = When you're on someone else's turf, don't give them the advantage. You take
it.

SALES DECISION DECISION
SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT

]
-

" -~ v~ -

1.

2.

3.

4.

s.

—-——1———-1—
i

-

T

6.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.2 Coder 2 s P SEQ 6 CROSS~REF

Purpose: Persistence
Cycle: Pros_x Rap__ Qual__ Nel__ FEBA x Clo x B-O__ DEP__ F-UP__ M/A_ Oth

Setting:
Range: BEG (p._ 7 , para_6 , line 10 ) IEND (p. 7 , para 10 , line 29 )

I11. COMMUNICATION STRATEGIES

BELIRF:]l - A kid wouldn't have sgreed to an appointment in the first place if he wasn't

interested.
2 - 1f a kid gets a full scholarship you might as well hang 4t up. Unless the
kid really wants to go, or if you can convince the parents — then the kid will

ultimatelzigo.

ROLEZ: 1 -~ Keep persisting.

2 = Shov hir what the program will do. 1f 4t doesn't, be the first to sdzit {it.

3 - The only time to give up is when the kid gets 8 ccholarchig to college.

SALES DECISION DECISION
SEQUENCE : CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

1

3.

‘.

5.

e IS S

.
SUNGINE Sy

6.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I1.D.: Coder 2 s F SEQ__ 7 CROSS-REF

Purpose: Taking time and being direct with kids when you need to

Cycle: Pros x Rap__ Qual _ N&I__ TEBA__ Clo__ B-0__ DEP__ F-UP__ M/A__ Oth___
Setting: Office, phone
Range: BEG (p. 8 , para 3 , line S ) END (p._9 , para_3 , line_ 12 )
I1. COMMUNICATION STRATEGIES
BELIKF:l - Time heals all wounds. A long time means years and years.
2 = You may need to be downright rude and vulgar in some circumstances.
RULE: 1 - Be firm when you have to. ,
2 - Set the kid up for a change if that’s what he needs.
3 - When he makes the change, sccept it, be friendly.
SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
' :
1. '
]
]
2. :-
]
3- :
{
4. L i
H i
5. ! '
H i
6. H A :
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111. COMMUNICATION PATTERNS

OVERVIEW:

Describes case of a young man who was living on his parents welfare checks.
Be vas asked to intervene by s social worker. He called the kid and chewed
Biz out, told him he was no good, and he didn't want to have anything to do
vith him — but call hinm when he grows up. So the kid did, came in and
Joined the Army.

PREDICATE: Vis_x Aud x Kin x Olf-Gus___ Uns_x Specific__

SYNTAX/
SEMANTIC:

COMMON
PATTERNS :

URIQUE
PATTERNS:

1-R__ 1-Qx_ I-C I-Ax  I-E__ P-C_x_ Oth_AIF
PATTERN OPERATOR TECENICAL RESULT OR OUTCOME

CEQ with AIF, Defined the kid as lazy, and oot worth his time, to set

[]
!
RE-D, C/U | up the presupposition below. Other motivations to get

1 his act together as well — such ss telling him he didn't
! vant him i{n the Army. Set up a polarity response.

:

]

]

]

]

¢

]

[]

t

]

]

]

]

]

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
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REPORT TYPE:

1.D.:

COMMON
PATTERNS :

PCW

Coder 2 s F

SEQ 7 CROSS~REF

PATTERN OPERATOR

P with MF

TECHNICAL RESULT OR OUTCOME

Used to future pace the kid calling later on — and at
the sane time insure that the kid would really be ready
someday, and that would be when he called. Stated as an
afterthought, the last thing he mentioned — also the
most important.

("One other thing, vhen you're ready to grow up, call me.”)

Followed up vhen the kid came in, setting new frame in which
to deal easily.

("1 guess you're ready.”)

A-289




FROTOCOL CODINC WORKSHEEY

I. BACKGROUND INPORMATION

1.D.2 Coder 2 s T SEQ 8 CROSS-REF

Purpose: Ways of establishing rapport

Cycle: Pros__ Rap x Qual__ N&I__ TFEBA__ Clo__ B-0__ DEP__ F-UP_ M/A__ Oth
Setting: Office

Range: 3EC (p. 9 ,para_S , ldoe 17 ) WD (p._12 , para 3 , line 9
11. COMMUNICATION STRATEGIES

BFLIEF:]1 -~ He can communicate, brin‘ thin‘c dovn to their level.

2 = Speaking to kids as you would to troops won't work.

3 « They have to find out you're a buman being.

4 - To be effective at communication you have to have good rapport.

S - Kids come ip pretty tight, but you can see thex loosen up.
- You have to get them to talk to you or you can't help them.

1f you have them pretend you are someone else, it may help thex loosen up.

é
7
8 - 1f you get them to understand why they have to talk to you, they will.

RULE: 1 - You have to bring things down to the level of the kids you're talking with.

2 = Talk to them about problems, girl friends, etc. Make thex see you as a

human being.

3 - You have to be quick — when you get & commitment, get them up there as

soon as possible, before they change their mind.

4 - 1f kid 4sn't poipg to college, needs money, push money.

3 = Crack & few {okes to get kids to loosen up,;;nin rapport.

6 - When they get more talkative, rapport is increased.

SALES DECISION DECISION
SEQUENCE: CICLE STATE ENTER PRIMARY PATTERR STATE EXIT TEST

1.

2.

3.

‘.

5. !

I .
_---—-ab

6‘ .
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REPORT TYPE: PCW .

1.D.: Coder S TF SEQ__ 8 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

RULE: 7 = Comment on situation if need be, to get kid to loosen up.

" m MW e I GG GrEd @A Er WA S @A W e M e W A ST @ e S G W e e W W B G W e WE e e

8 - Ask hov others get him to open up, suggest he think of recruiter as

someone kid is close to.
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111. COMMUNICATION PATTERNS

OVERVIZW: Describes wvays of getting and maintaining rapport. Joking with kids, talking
on _their level, watching for them to loosen up, listening for them to get
more talkative. Describes ineffective recruiter who would talk to kids like

they were troops, not personable enough. Mentions difficult kid to get
taiking — meta-commented to open the kid up.

PREDICATE: Vis x  Aud x_ Kin x_ 01f-Gus___ Uns_x_ Specific__

SYNTAX/
SBMANTIC: I-Rx IQx 1-C__ I-Ax 1I-E P-C x Oth AlF¥

PATTERN OPERATOR TECHENICAL RESULT OR OUTCOME
COMMON
PATTERRS: P Alvays presunmes he and kid are s team. Iu that frame
the quickness seexms less pushy.
("Let's deal with this...get your physical, put you in
the Army.”)
?
]
]
]
]
1
]
]
[]
]
]
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UNIQUE
PATTERES:

A-292




REPORT TYPE:

I.D.:

COMMOR
PATTERNS :

PCW

Coder 2 S F

SEQ 8 CROSS-REF

PATTERN OPERATOR

MO0 vith P

C-EX with P,
AIF

CcD

TECHNICAL RESULT OR OUTCOME

Meta-comment. Explained to kid that he had to talk or
they wouldn't get anywhere.

("You're not very talkative, are you?")

Tag question to elicit a quick susver. Says (presumes) —
("You're not like this at home, are you?")

Asks kid hov his mom gets him out of his shell ~— wants to
knov vhat to do. Gets immediate ansver and explanation.

Suggests kid pretend recruiter is his older dbrother.

Explained a program could be set up especially for that
kid = personalizes the process.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 s F SEQ 9 CROSS-REF

Purpose: Maintaining rapport with kids, including DEPS, kids in basic

Cycle: Pros__ Rap_x Qual__ N&I__ FEBA__ Clo__ B-0__ DEP x F-UP_x M/A__ Oth___
Setting:

Range: BEG (p. 13 , para 3 , line 6 ) END (p. 13 , para_7 , lipe 34 )
1. COMMUNICATION STRATEGIES

L BELIXKF:] - A kid wants you to like him, care about him. Everybody wants to be liked.

‘ 2 = Once you shov 8 kid that you do like him and care about him, he'll do more
things for you.

3 - A lot of parents don't spend as much time with their kids as they should —

get others to do it. Recruiter can do it.

ROLE: 1 - Spend time with kids.

2 = Treat thez like anybody else.

| 3 - Get kids to write when they're in basic. Can call drill sergeant if they

¢ don't.

i 4 - Contact parents while kid's in basic.

% SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

Y Eplpies T
e B T Yy

QI TR
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 s F SEQ__ 10 CROSS-REF

Purpose: Personal motivators

Cycle: Pros_ Rap__ Qual__ NsI__ FEBA__ Clo__ HE-O__ DEP__ F-UP__ M/Ax Oth__
Setting:

Range: BEG (p. 13 , para 11 , line 42 ) END (p. 15 , para_2 , lipe_15 )

I1. COMMUNICATION STRATEGIES

BELIEF:]1 — Not satisfied with just one thing.
2 - Doesn't want to be there but still wants to to the best job he can. Doesn't

vant to do 8 half-assed job. Will shoot for the highest rank possible.

3 = Achieving recruiter's rank will give him satisfaction that he did the best
he could do.

4 - Making mission {s fust half-assed.

S ~ Likes to hear someone tell him he did a damn good fob. Likes awards, he's

greedy. Wants everything he can get.

ROLE: 1 - Don't do a half-assed job.
2 - Making mission is just half-assed.
3 ~ Over produce at least ome or two guys a month.
4 - Challenge other recruiters.
SALES DECISION DECISION
SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
E
i
_1- :
' \
20 |l
|
3. :
[}
‘o E
i i i
5. I ! :
1 T H
1 | t
6. l i ; :
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REPORT TYPE: PCW

1.D.: Coder 2 S F SEQ 10 CROSS~-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 6 -~ Likes to challenge other recruiters. 1f he gets beat out for

Cw w B GE Mmen Gewh W Gl WMEr e GEW M e Y Ghem e A M M e @mEm e W eE e G W WG o W @@ D BE DG =

recruiter of the month or quarter, he gets pissed.

7 = Rnows he's done a good jod wvhen parente come in and thank him for

putting their sons in the Army.

8 - Knows he's done & good job if he over produces one or two guys a

month.

Goal is 11 or 12 people in s month.
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\ PROTOCOL COWING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 s F SEQ 11 CROSS-REF

Purpose: Beliefs and strategies for self motivation
Cycle: Pros__ Rap__ Qual__ N&I_ FEBA Clo__ ' B-O DEP__ F-UP_ M/A x Oth___

{ Setting:
Range: BEG (p. 15 , para 10 , line 33 ) END (p. 17 , pars_3 , line_ 26 )

11. COMMUNICATION STRATEGIES

BELIEF:1 - Wants something in his life. Needs excitement constantly. Likes the

challenge, likes to win.

2 - Gamesmanship and strategy lead to satisfaction.

3 = Knovs he could get out of the Army and make 15 times as much money, but he
likes the Army, so he'll do the best he can, even in a job he doesn't like.

4 - Likes the idea of retirement after 20 years, a check to fall back on no

matter what.

5 = Nobody's perfect, evervone makes mistakes.

RULE: 1 - Satisfaction comes when you've won or at least made a tying effort.
2 - 1f you do nothing and don't care to, you'll be s loser.
L 3 - Don't be afraid to admit mistakes.
{ 4 - Don't let the job get to you. If you need to go home, go home.
y
;
<
} SALES DECISION DECISION
SEQUEBCE; CYCLE STATE ENTER PRIMARY PATTERN  STATE EXIT TEST
! E
]
10 :
]
|
2. '
'
3- 1 :
1) [}
[} [}
4. ! '
1 N i
5. H : |
) L 1
1 ] ] }
6. - : : :
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REPORT TYTE: PCW

1.D.: Coder 2 § F SEQ 11 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 6 - People who strive for perfection all the time just aren't happy.

- Eme e Eme WS e WA mEn @Y G G SSem e Siar S ar M WA M e A A A M e i ME P B P Ses e GeEd PO men o od
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Y 111. . COMMUNICATION PATTERNS

OVERVIEW: Long list of personal motivators. Also a brief mention of getting referrals

in a restaurant.

Lots of comments about money, values, etc.

1 PREDICATE: Vis_ x_  Aud x  Kin x Olf-Gus___ Uns x_ Specific___

¥ SYNTAX/
’ SEMANTIC: I-R___ I-Q___ I-C__ I-A__ I-E___ P-C_x_ Oth DBF, S-CON
1
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON H
PATTERNS: DBF with S-CON, | Gives double bind to restsurant owner — says if he
R/S, IN ! doesn't want him to recruit his employees, he'll have
! to pay them more. Gets restaurant manager to work with
! him, give him referrals.
1
1 i
! ]
i
]
i
i
]
]
]
]
]
f PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
¢ UNIQUE i |
! PAITERNS: H '
s s
> ! '
; | :
| : :
t i i
[] ]
{ ! '
| i
; H
]
]
| 1
. ]
' :
.‘ !
~ : :
‘ ' 1
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PROTOCOL CODINGC WORKSHEET

1. BACKGROUND INFORMATION
1.D.: Coder 2 s r SEQ 12 CROSS=-REF

Purpose: Making lists of goals to stay motivated

Cycle: Pros__ Rap__ Qual__ N&I__ TFERA Clo__ B-O__ DEP__ F-UP__

Setting:

M/A x Oth___

Range: REG (p. 18 , para 1l , lipe 1 3 IEND (p. 1

11. COMMUNICATION STRATEGIES

., para 1

, lige 10

BRELIEF:1 ~ Getting one out of five kids you talk to would be real hard.

)

2 - After achieving rank 4in recruiting, there {s mothing else for him to do

since he doesn't want to take over the station.

ROLE: 1 - Make 8 1ist of things you want to accomplish, and

don't detract froz {t.

2 = Keep updating your goals.

SALES DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN

1.

DECISION

STATE EXIT

S

2.

3.

‘l

5.

6.

L——--L-

L]
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S F SEQ 13 CROSS~-REF

Purpose: FEBA, even in tough areas — high income

Cycle: Pros__ Rap__ Qual NeI__ FEBA x Clo__ H-O__ DEP F-UP

s 1ine 20 )

Range: BEG (p. 20 , para 11 , line 38 ) END (p. 21 , para_ 6

1I. COMMUNICATION STRATEGIES

BELIEF:1 - 1f people in America have money, they don't think their kids need to go

into the service.

2 = A high income area, averaging over a hundred thousand a year, is really

tough to recruit im.
3 - 1f he had money, his son would go in the service first, to see what it was

like.

4 - 1t is still possible to sell a kid from a family with money.

5 = You have to find out what works by trial and error.

RULE: 1 - If a kid has money, sell him by comparing him to his dad and what he went

through.

2 ~ Don't be afraid to try anything as long as it's not illegal.

SALES DECISION DECISION
CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
}
[} !
: : :
a-3e1
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I11. COMMUNICATION PATTERNS

OVERVIEW: Talks about recruiting in high income areas, recruiting high income family

’ SYNTAX/
SEMANTIC:

s

{ COMMON
PATTERNS :
!
UNIQUE
PATTERNS:

FPREDICATE: Vis____ Aud__

kids.

I-R I-Q 1-C

Kin x_ Olf-Gus___ Uns x Specific___

I-Ax I-Ex P-Cx Oth

PATTERN OPERATOR

NEG-Q

HOC with AS

CONS

OR

PATTERN OPERATOR

TECENICAL RESULT OR OUTCOME

Forces kid to think of what he's presenting

Gets kid to think about how his dad was helped by

service, so he should follow along.

Convinces kid that he may know how to have money but

pot keep it — gervice will teach him skills.

Gives kid illusion of choice — either join the Army,

or get in trouble.

TECENICAL RESULT OR OUTCOME

A302

EXAMPLE




PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

1.D.: Coder 2 s F SEQ 14 CROSS~REF

Purpose: Variety of techniques and goals for Pre—Q, N&I and FEBA

Cycle: Pros x Rap__ Qual x Ns1 x FEBA X Clo__ B-O__ DEP__ F-UP__ M/A__ Oth
Setting: Various

Range: BEG (p. 21 , para 12 , line 38 ) END (p. 23 , para_35 _, line 17 )

I1. COMMUNICATION STRATEGIES

BELIEF:1 - The SMAATTRESS technique is successful. Boriag but successful.
2 - You can deviate from it a little but pot too much. _
3 - Spending time on the phone is ineffective. Get the appointment and get face
to face if you want to be effective.
4 - Spending ten minutes on an unqualified person isn't a waste if you have

back-up people to see, good time management.
3 = Anybody who won't talk to somebody who might mot be qualified is stupid —

spend time with the kid and find out for sure.

1 - Don’t spend more than about 4 minutes on the phone. Get the appointment.

RULE:
2 = Get people from the same grea and make 3 or & appointments to Banage your
tige well.
3 - Couldn't care less over the phone about Pre=Q.
& - Your objective {in the appointment is to sell the Army. The money, the
programs, the college fund.
SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
E—— R — D ————— L ‘
{
]
10 :
]
2. i
i
3. !
i
4. '
]
i
5. |
: : !
60 |1 ] :
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REPORT TYPE: PCW

1.D.: Coder 2 S F SEQ 14 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 6 - The phone is boring, spend as little time on it as possible.

7 = Without the money, programs, college fund, the Army would have s

tough time recruiting.

8 - In this ares, sell college money. It is such a poor ares, most

people never had five thousand dollars before.

9 - Sell the kid vhat interests him — once he's in he's going to like

it anyway. 1It's s means to bis goals.
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION
I.D.: Coder 2 S F SEQ 15 CROSS-REF

Purpose: DEP management
Cycle: Pros__ Rap__ Qual__ N&1__ FEBA__ Clo__ B-O__ DEP x F-UP_ M/A__ Oth___

Setting:
Range: BEG (p. 24 , para 9 , line 38 ) END (p._ 24 , para_9 , line 47 )

I1. COMMUNICATION STRATEGIES

BELIEY:1 - 1f a_guy doesn't talk to his DEPs all the time he's going to have losses.
2 = Bvery recruiter has them, those that deny it lie.

3 -1f you do what you are supposed to, following u , functions once a quarter,

take them to dinner, hold your own functions, give a shit, etc. — you'll do ok.

:

SALES DECISION DECISION
SRQUEBCE.: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

W
.

P S
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 s F SEQ__ 16 CROSS~-REF

Purpose: Pushing kids to get in, noticing differences, etc.
Cycle: Pros__ Rap__ Qunl_x_'N&I_E FEBA__ Clo x B-O__ DEP__ F-UP M/A Oth

Setting:
Range: BEEG (p. 25 , pars_1l , line_1 ) I (p._27 _, pare 4 , line 16 )

I1. COMMUNICATION STRATEGIES

BELIEF:1 ~ World experience is different between high school kids and college kids.

Materislism less for college.

2 - DEPers can tell you which kids sre smart, and they will.

3 - Some schools can't put out a 3A, others are good.

4 - Doesn't like to make judgments on sppearance because a kid may never have

been tsught. Army can teach him. Can judge partly on a kid who parts his hair

dovn the middle. Just because he's sloppy doesn't mean he don't care.

5 - Everyone has something good im him.

RULE: 1 - Get kids in as soon as possible — it works. Tell them the job might not
be there if they wait too long.
2 - Alvays be truthful with kids.
3 - Go through SMAATTRESS with a kid with a high QT who knows what he wants.
4 - Spends more time with higher level kids dbecause he'd rather recruit thez.
S  Use ASVAB and DEPers to pre~screen kids for you.
6 - Treat all kids as human beings. Treat 3A's a little different because there
is more available to them.
SALES DECISION DECISION
SEQUERCE: CYCLE STATE ENTER ~ PRIMARY PATTERN STATE EXIT TEST
i R O
] |
]
1. '
|
2, !
)
3. i
E
4. i { '
1 1 I i 1
5. ! | 1 ? !
} '. o :
6. i 1 H |
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REPORT TYPE:

DESCRIPTION

PCW _
2 S F SEQ 16 CROSS=-REF
CONTINUATION
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7 - Don't judge on sppearance.

8 - Look at the Army's overall perspective — what you can use as a

leader.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 S F SEQ_ 17 CROSS-REF

Purpose: Distrusting people, finding their interests

Cycle: Pros__ Rap X Qual x K&I x FEBA__ Clo__ B-O__ DEP__ F-UP__ H/A__ Ooth___
Setting: Office

Range: EEG (p. 28 , pars_ 1 » 1dne 1 ) END (p. 28 , para_? s 1ine 37 )

11. COMMUNICATION STRATEGIES

BELIRF:1 -~ If you interrogate s kid, he'll think you think he's lying, and you won't
get anywhere.

2 - Recruiters make the mistake of thinking they have the buying motive, but

they sell the wrong thing. They need to ask more questions.

3 - You can find out what the kid wants by asking enmough questions. Sometimes

by being direct.

RULE: 1 - Distrusting everyone until they prove they're trustworthy and questioning

everything they say like it was an interrogation won't work. You can do it to

a degree but don't let the kid think you're doing {t.

2 - Ask lots of questions, go to other things, make sure you have the dominant

buying motive. Cover it three times in the same area, then go to somethinp else.

3 - If a kid comes into the station wanting the Army, you should get him. But

he needs that certain click. Find {t.

4 - Be direct if you have to — tell the kid to tell you what he wants.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

\
[}

1. !
[}

2. i
]
]
[}

3. '
)

4. -4 3

] [} 1
5. ! ! '
1 i i

]

6. i, 1 1 : :
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REPORT TYPE: PCW (j

1.D.: Coder 2 S G SEQ 21 CROSS~REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 3 = He was able to use street linmpo in his former post — but he would
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clean it up when he went into the schools, counselors offices, etc.

6 - In his present one, he has to be much more careful and articulate

wvith his speech.

7 = There is a great deal of prejudice in his current area. He realized

he needed to be "wise and professional” nov.

8 - Bad no question that he would be successful.

9 - He's American first — 4f you can't do it here you can't do it any

place. He's providing a service.

10 ~ If you have the ability to communicate with someone else and show

them that you're really trying to help, they'll accept.

11 - Being courteous will get you respect.
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PROTOCOL CODIRG WORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 s G SEQ 22 CROSS-REF

Purpose: Establishing rapport by beigg;professional snd courteous

Cycle: Pros__ Rap x Qual__ R&l_ FEBA Clo B-0 DEP F-UP M/A

Oth

Setting: Applicant's house

Range: BEG (p. &2 , para_3 s 1ine 5 ) END (p. 43 , pars 7 s line 22 )

11. COMMUNICATION STRATEGIES

BELIEF:1 = Be very polite to parents.

2 ~ It's something to have a family like that invite you to stay for dinner.

3 « It's best to avoid the issue of race in certain of these situations.

4 - In previous srea, he could have thrown his tie and hat in the middle

of the

street, and no one would have cared. Here it's different.

S « In the South and Southeast, in rural areas, many of the older people

served

in the Armed Forces, perhaps in Korea. They'll notice right away if you'

re out

of uniform. It's different in the city.

RULE: 1 -~ Avoid talking about race if it's a touchy issue in the area.

SALES DECISION _ DECISION
i SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT

TEST

w
- e e

w

.
S S
S S .
SR SN .

b =
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REPORT TYPE: PCW

1.D.: Coder 2 S G SEQ 22 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 6 - Had more trouble establishing himself among his own race, blacks,
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than whites.
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111. COMMUNICATION PATTERNS

OVERVIEW: Describes a visit to the home of a kid and hov he vas very polite and careful
with the kid's parents. Very polite to parents, involved ther right svay.

Never brought up racial mixture of the Army ~— avoided the issue altogether.
Compares that to other area he worked in in which things were much looser.

PREDICATE: Vis_ x Aud___ Kin___  O0lf-Gus___ Uns_x_ Specific__

SYNTAX/
SEMANTIC: I-R___ I-Qx I-C__ I-Ax_ 1I-E__ P~C_x_Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON
PATITERNS: P with MF Look forward to working with parents to satisfy son's
needs — presupposes they are all vorking for the same
goals, sets up his presentation, sets frame.
CEQ Aroy = g development company.
[}
]
]
]
[}
]
1
1
]
[}
]
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UNIQUE
PATTERNS:

312
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PROTOCOL CODINGC BKSHFFPT

1. BACKGROUND INFORMATION

I.D.:2 Coder 2 $ C SEQ 23 CRISS~-KEF

Purpose: Telephone techniques .

Cycle: Pros_ x Rap x Qual x Wel__ FEBA__ Cio  B-0__ DEP__ F-UP__ M/A__ Oth__
Setting: Phone

Range: BEG (p. 43 ,para 9 , line 27 ) END (p. 48 , para & , line 29 )

11. COMMUNICATION STRATEGIES

BELIEF:1 - Everyone hates the telephone — incimitieg Bbim.

2 = But the phone will make or break you.
3 = He'd rather be speaking to a group — ldikes the visual contact.

4 - You can go miles om the phone guicklz, whereas to sctually drive around is

slower. Also saves time on Pre-Q.

S5 = 1f you're cordial, you won't offend smyone.

6 - It's a confidence builder for new s to vealize they have as much control

over the phone as the P they're talking 23. ¥ost Rs are afraid to use it.

:

1 - Pre-Q on phone. Height, weight, lss wivlations.

2 - Accept all objections and redefine. Be cordial.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER ' PRIMAXY PATTERN STATE EXIT TEST

W
.
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111. COMMUNICATION PATTERNS

OVERVIEW: Role play of a typical phone prospecting call. Good rapport skills. Lots
of redefinitions and presuppositions to enhance rapport. Lots of MOs and
other things to create curiosity. Persistence as well. See below.

PREDICATE: Vis_x  Aud_ x Kin x Olf-Gus___ Uns_x_  Specific___

SYNTAX/
SEMANTIC: I-Rx 1-Qx I-C__  I-Ax 1I-E__ P-C_x_ Oth YB-CON,PF,

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON
PATTERNS: P with MR, MO, Handles objection before it is brought up -~
AVARE, YB-CON allovws him to ask questions within the frame
of understanding they're intrusiveness. All
softening techniques.
)
(“Probably sounds rude...”)
ﬁ PF Accepts ansvers, tells about personal experiences
that are similar, asks questions to expand on
y similarities. Restates many answvers.
!
]
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
{ UNIQUE
PATTERNS :

A314
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REPORT TYPE: PCW

I.D.: Coder 2 S 6

SEQ 23 CROSS-REF

PATTERN OPERATOR

COMMON
PATTERRS: FP-CON

Cu

CEQ with A-OUT,
IN

C/FS with CD

SD with N, MO,
w

P with RE-D

TECHNICAL RESULT OR OUTCOME

Relates agreements and benefits to what they'll
talk about later, and other benefits.

Tskes raising crops and expands up to importance
of farming, then to playing & role in the future of
the country.

Takes playing a role in the future into another way
to do it — by joining the Army.

Mentions joining the Army as a "short period of time”
after which, he can come right back and continue. As
if it 4s hardly asn interruption. Short compared to
vhat?

Lots of ways of being vague to create curiosity and
kid to agree to an intervievw to get the ansvers.

Lots of presuppositions to keep rapport, show that

they are looking for the same things. 7Two choice
close for appointment.
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REPORT TYPE:

2

coder

1.D.:

BLOCK

CONTINUATION

DESCRIPTION

FP-CON
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OTHER:
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. PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION
1.D.: Coder 2 s G SEQ 24 CROSS~REF

Purpose: Quick techniques for getting N & 1
Cycle: Pros__ Rap__ Qual__ NI x FEBA__ Clo__ B-O__ DEP__ F-UP__ M/A__ Oth___
Setting:

‘nge: BEG (p._48 , para 6 , ldne 32 ) END (p. 51 , para 3 , line B )

11. COMMUNICATION STRATEGIES

BELIEF:] - Giving a kid a hypothetical situation of anything he could have, he'll tell

you what interests him.
2 = A lot of times kids will throw out false leads.
3 - Army can meet just about any needs, provided that the kid will share thesx.

4 - You need to continually probe.

3 = People buy for different reasons, but 1if you get the contract, you hit the

right one.

:

1] = Continually probe for N & 1.

2 - If you get the contract, you pet the need.

SALES DECISION DECISION
SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

W
.

T
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111. COMMUNICATION PATTERNS

OVERVIEW: Another role play of techniques for gathering N § I. Lots of language

TR T T T T T e w g

patterns demonstrated and commented on. Beliefs about getting information

discussed also.

PREDICAYE: Vis_x_ Aud x_ Kin x Olf-Gus__ Uns_x  Specific___

SYNTAX/
SDUNTIC: I-R__ I-Qx_ I-C___  I-Ax_ 1-E x P-C_x Oth _S-CON, AIF,

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON
PATTERNS: M-4 with AIF AIF suggesting kid could have anything he wanted.
Allows kid to let his fmagination run and gives
interests freely. Also uses the word "harvest”
in describing how the kid can get everything he
wants — related to farming, what the kid does.
Sets up the close.
]
sD | Challenges deletions in kid's goals to get him to be
5 more specific.
[}
C-POST | Sets up fantasy of jumping out of plane.
!
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UN1IQUE ——
PATTERNS:

A-318




—p—

REPOKRT IYPE:

1.D.:

COMMON
PATTERRS:

PCW

Coder 2 S ¢

SEQ 24 CROSS-REF

PATTERN OPERATOR

FP-CON

5-CON

SCO-AM

TECHNICAL RESULT OR OUTCOME

Fantasy of jumping from plane — highly kinesthetic.
Comments on experiencing and not just seeing —
interesting. Forces kid to be associsted in images.
Conditional close.

Create possibility, curiosity, motivation.

Anbiguity between literal meaning and just realize,
i.e. agree.

("...realize your mind...")
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1.D.:

BLOCK

CONTINUATION

DESCRIPTION

FP-CON
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OTHER:
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION
I.D.: Coder 2 $§ 6 SEQ 25 CROSS-REF

Purpose: Handling objections, including ones that come up after you have agreement
Cycle: Pros__ Rap__ Qusl__ N&I__ TFEBA__ Clo__ B-0 x DEP__ F-UP__ M/A__ Oth
Setting: Office, phone, etc.

Range: BEG (p. 51 , para 5 , line 10 ) END (p. 53 , pera_1 , lipe 40 )

11. COMMUNICATION STRATEGIES

BELIEF:1 -~ You're not the only recruiter here. When he walks out the door, he's got

8 vhole lot of people trying to recruit him back where he was. You can prepsre

hin before he leaves.

2 = An objection means the kid needs more information.

3 -~ You're going to have objections in some form during an interview.
4 -~ A hard one to handle would be, "I am not;jpiniqg,..don't call me no more...
5 - Handle objections with parents, peers, as systematically as with the kids.

:

1~ 1f a guy gets cold, or refuses to commit, then you have to go back and

reprobe for the dominant buying motive.

2 - You must emphasize and 1nstill {n a guy the importance of joining the

United States Army.

3 - Prepare a kid, before he leaves your office, for the peer pressure he's

going to get not to join.
4 -~ Talk to the people who are giving the kid s hard time if necessary.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT "TEST

W
.
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111. COMMUNICATION PATTERNS

OVERVIEW:

Describes handling competition from peer pressure, reprobing for dominant

buzing motive, handling objections. Tells kid how to handle friends when

they pressure the kid not to join. Long description of s woman who didn't

want her son to join, and his systematic reframes, redefinitions, pre-

suppositions, and other language patterns to knock out each of her points.

PREDICATE: Vis_x_Aud x  Kin_x O0lf-Gus__ Uns_x_ Specific___

SYNTAX/
SEMANTIC:

COMMON
PATTERNS :

UNIQUE
PATTERNS:

I-R__ I-Q 1-C___  I-Ax_ 1I-E P-C x_Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

AWARE Continually tells kid he “knows™ what he should do,
how important it is to his future, service to country,
etc.

IN with RE~D Tells kid he's a "little more man” than his friends
— motivates him to handle their criticism.

]
b 4 { Lots of presuppositions about kid and friends/peers,
1 all designed to get him into a framework where he can
{ handle the pressure.
!
]
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
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REPORT TYPE:

1.D.: Coder 2 S G

PCW

SEQ 25 CROSS-REF

PATTERN OPERATOR

COMMON
PATTERNS :

CU with CONS

IN vith R/S, AS,
C/FS, RE-D

N with UV

R/S

TECHN1CAL RESULT OR OUTCOME

Handling mother on phone, points out that if all
mothers (CU) felt that way, she wouldn't be experiencing
her freedom mow (CONS).

Says vhat men in the Army are doing is allowing her son

to finish high school. Tremendous guilt trip to motivate
her to think of the wider issues. Alsc suggests her son
give that same opportunity to others. Also his intentions
are only to shov him some of the programs available.

("...1i8 he too good to allovw somebody that opportunity?”)
Lots of vague language to allow her to £f1i1ll 4n her own
pictures to feel guilty about. Also to sound more
philosophical.

Redefines killing as peace keeping. No duress, free will.

Gives several possidble new outcomes that sound & lot
better, more palatadble, than her objectionms.

Two choice close for interview — I could come out there
or you could bring him here.

Reminds her that they haven't been involved in & major

conflict since 1972 — sghe can take that label and burmn
it.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION
1.D.: Coder 2 S & SEQ_ 26 CROSS-REF

Purpose: Hov to close

Cycle: Pros__ Rap__ Qual N&1 FEBA__ Clo_x B-O__ DEP__ F-UP__

Setting: Anyvhere

M/A

Oth

Range: BEG (p. 53 , para 5 » ldne 46 ) END (p. 54

1l. COMMUNICATION STRATEGIES

BELIKF:]1 - Two-choice close 1|‘;pod.

, pars_1

.11

ne 2

)

2 = Also telling him what you want him to do.

SALES DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN

DECISION
STATE EXIT

TSt

PP

- - - - - - -
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I11. COMMUNICATION PATTERNS

OVERVIEW: Describes two-choice close.

PREDICATE: Vis___ Aud__ Kinx Olf-Gus___ Uns_x_ Specific___

SYNTAX/
SEMANTIC: I-R___ 1-Q I-C__ I-Ax_ 1I-E P-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON

PATTERNS: P Each of these closes presupposes the kid agrees.
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

UNIQUE

PATTERNS ;
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.:

Coder 2 s ¢ SEQ 27 CROSS-REF

Purpose: Handling DEPS, making sure mot to lose then

Cycle:

Pros__ Rap__ Qual__ N&1__ FEBA Clo__ EB-O__ DEP x F-UP__ H/A__ Oth

Setting: Everyvhere

Range
COMMUNICATION STRATEGIES

11.

BEG (p. 54 , para 3 , lipe ) END (p. 57 ,para 5 , line 15

)

s—

BELIEF:1 = Only medical reasons should be gllowved as & DEP loss. You have to be

ROLE:

forceful with these kids. They work for you.

2 - DEPS are very important. Believes he's s master at giving talks to people

to make then feel important. Many recruiters fail to do that.

3 ~ Very important for DEPs to stay in touch, come in, talk with him, etc.

4 - DEP's job 1s to get referrals.

3 - Prefers dealing with the group to one on one. Get a feel for weapons, drill

together, march, etc. Could tell he had a_good program when they got motivated.

1 - Instill 4o them that you are the sergeant and they're the privates.

2 = lnstill their {mportance into then.

3 - Make them come in, stay in touch. When he had his own, they had to call

every Monday. I1f they didn't he called on Tuesday.

4 - Make them get referrals.

5 - Get the kids a feel for weapons, drill together, march, etc. Also, help

going over high school 1ists, getting referrals. “Privates are to be used.”

6 - Give things away at DEP functions for referrals, achievements, etc.

SALES DECISION DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

3.

4.

5.

6-

- - ——— ——t— o —

A-326




o N

REPORT TYPE:

PCW

1.D.: Coder

S G SEQ__ 27 TROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 6 - Doing these activities helps when they get to basic.

RULE: 7 - Don't let them get on a first name basis, they call you Sergeant,

" GME GE e B @ B e G W G @ W @ G G WO M @S M e G M @G M G B GG GE W Bw e Ge oo eeee

you call them Private.

No matter vhat you do, let them know you're

the boss.
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111. COMMUNICATION PATTERNS

OVERVIEW: Describes handling DEPs, being forceful, letting them know who's boss, etc.

PREDICATE: Vis_x _ Aud x Kin x_ O0lf-Gus__ Uns_x  Specific___

SYNTAX/
SEMARTIC: I-R___ I-Q x 1I-C X I-Ax I1-E__ PCx Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON
PATTERRS: CE with P, MO Ordering them to stay, the only way they leave {s if
he fires them, and he isn't going to. Gives orders to
kids in the framevork of vhat he must know about them,
and how they will let him know.
CEQ with CONS Giving responsibility and defining 4t for the kids.
]
MF with R/S ! Reminds them that without thexz there wouldn't be an
Arzny. Gives a sense of greater importance.
]
]
]
PATTERN OPERATOR TECENICAL RESULT OR OUTCOME EXAMFLE
UN1QUE
PATTERRS :

- - - - - - -
- - - - -
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.:

Coder 2 5§ G SEQ_ 28 CROSS-REF

Bt Jhintehe o

Purpose: Working with guidance counselors, schools, getting referrals

Cycle:

Pros_ x Rsp x Qual _ N&I__ FEBA__ Clo__ H-O__ DEP__ F-UP M/A Oth

Setting: Schools

Range:

BEG (p. 57 , para 9 , 1ine 20 ) END (p. 60 , para 1 , lioe 1

11. COMMUNICATION STRATEGIES

BELIEF:]1 = There's not aglgidnnce counselor out there that cannot be communicsted with

)

4f it's done properly.

2 - Most recruiters do things, directly, that guidance counselors don't like.

3 - Counselors have a very deep sense that they are in control of the schools

— education, the future, is in their hands.

4 - One of the b;ggest mistakes a recruiter can do is go_into a school with

poor personal hygiene. Another is make innuendoes, or get overly friendly with

the school girls.

1 - Treat school counselors very delicately.

2 - Don't be too friendly or make finnuendoes to the girls.

3 - Don't conduct appointments in school. Just get name, adcress, phone, and

contact later.

4 - You have 1200 miles a month on your vehicle, and a nice credit caréd —

use 1it.

S ~ Give a gift at the bepinning and the end of the school yesr to the counselor.

BALES DECISION DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

3.

4.
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REPORT TYPE: PCW _

1.D.: Coder 2 S G SEQ 28 CROSS=REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 5 = Recruiting in schools is s waste of time, you shouldn't conduct
sppointments in schools. School is for one purpose: to learn. Just
mske the contsct, get the nape, address, snd phone, and contact the kid
later. Nine times out of ten, the teacher's going to be pissed 1if you
take a kid out of class.
6 - Wants to be on his own turf wvhen conducting sn interviev.
7 = 1f you include the counselor in the total process, she vill help
you. It will get you more respect.

RULE: 6 - A new recruiter should be {ntroduced to the guidance counselor by

S e G W W A rEh M W GEN B W e e S S m W W@ W M W @E WE W GE W@ GW GBS DE o G GG Bo oo

the old one, and bring a gift.

7 = Alvays check with the counselors before you go running around the

school

8 - Let thex know about appointments.

Sape with processing for enlist-

'ent L]

Alvays include the counselor in the total process.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.:2 Coder 2 § G SEQ_ 29 CROSS~REF

Purpose: Preparing kid for MEPS

Cycle: Pros__ Rap__ Qual__ NiéI x FEBA__ Clo x B-0__ DEP__ F-UP__ M/A__ Oth___
Setting: Office _

Range: BEG (p._60 , para 11 , 1line 18 ) END (p. 61 , para 3 , lipe 18 )

11. COMMUNICATION STRATEGIES

BELIEF:1 - You earn respect at MEPS by doing your job scrupulously.
2 = The MEPS counselors are there to help kidc get in the Army, not keep them

out.

3 - Kid should only go if he gets what he wants.

EULE: 1 - Don't send an applicant to MEPS in the frame of mind that he can conceal

anything. Let him know the counselors there are there to help him get in the

Arny, not keep him out.

! 2 - Tell the kid not to go if they don't have what he wants, and to call him.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

3.

4.

- - - - - - — . " —- -

| --

6.
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I111. COMMUNICATION PATTERNS

OVERVIEW:

Describes the state of mind he wants to send kids to MEPS in. Also
demonstrates what he tells the kid before he sende him. Good thorog;h

T T T g

description to future pace and prepare him for the experience. He lets
the kid know that the Counselor at MEPS is there to help him.

PREDICATE: Vis x 4Aud x Kin x 0Ol1f-Gus Uns x Specific_

SYNTAX/
SEMANTIC:

COMMON
PATTERRS :

TNIQUE
PATTERRS:

I-R__ 1Qx 1-C__  I-Ax 1-E___ P-C__ Oth _FP=CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

P with FP-CON Tells kid sbout MEPS GC's good intentions, and what
will go on there. MEPS GC is ("cordial, laid back™)
= the presupposition being that he is safe and open
to vhat you want. Sets up his suggestion mot to let

the GC force anything on him that he doesn't want.

CEQ MEPS GC = Your 1link between c¢ivilianship and the Arcy.
PATTERN OPERATOR TECENICAL RESULT OR OUTCOME EXAMPLE
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 s G SEQ 30 CROSS-REF

Purpose: Cetting kids to send letters back, and stay in touch after enlistment

Cycle: Pros__ Rap__ Qual__ N&1__ FEBA__ Clo__ H-0__ DEP__ PF-UP x M/A__ Oth___
Setting:

Range: BEG (p. 61 , para 7 s 14ne 26 ) END (p. 63 , para_6 » 1ine 16 )

11. COMMUNICATION STRATEGIES

BELIEF:1 - It's important to get kids to stay in contact after they enlist.

2 - Believes the rapport comes from caring and sharing.

3 - May be the same kind of power over people that the Pope, or a minister

would have.

4 - Feels no guilt about putting people into jobs in the Army because he didn't

twist their arms. Gets a lot of thanks for his help.

SALES DECISION DECISION
SEQUINCE : CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

3.

‘o 3

5.

60
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REPORT TYPE: PCW

1.D.: Coder 2 S G SEQ 30 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 5 = Would be very disappointed if they didn't contact him later.

e R Ge EE® GD CE BB EE BE CE P B BE Mm " @ @ @mE Bmm e Mm =R EmE em e Ge S e W BE B GE G EE o=

Doesn't like to contact kids while they're in basic 41f he hasn't heard

from them because he feels they're having s hard enough time.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 § 6 SEQ 31 CROSS-REF

Purpose: To fill kid in on what basic training will be 1ike before he goes
Cycle: Pros__ Rap__ Qual__ N&I__ FEBA_ Clo x B-0__ DEP__ F-UP
Setting:

M/A__

Oth

Range: BEG (p. 63 , para 10 , line 24 ) END (p. 64 , para 1

11. COMMUNICATION STRATEGIES

BELIEF:1 -~ Basic 1is tough.

, line 7

)

2 = It 18 only important to do the best you can.

3 - Bxpects to hear from/about kids while they're in basic.

4 - You have to pive them direction and guidance.

ROLE: 1 - Prepare the kids to leave for basic.

2 - Gives the little talk and poem at the last DEP function.
SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
!
)
1. H
)
]
2. !
]
]
30 :
)
[}
4. !
]
]
5- [ :
1 H !
6. H H !
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111. COMMUNICATION PATTERNS

OVERVIEW:

Describes preparing kids for basic training. Recites the poem/metaphor

he gives them as an added pep talk.

PREDICATE: Vis_x_ Aud x Kin x 0lf-Gus___ Uns x_ Specific___

SYNTAX/
SEMANTIC:

COMMON
PATTERNS:

UNIQUE
PATTERNS:

1-R I-Qx I-C 1-A X _ I-E_ P-C X Oth YB-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

Sets framevork that 4t will be di{fficult, but the
kid can do i1t.

MF with YB-CON

]
[]
]
]
[}
)
1
P with MO i Tells kid vhat he expects from him, what he can do,
{ 811 4n a positive framework. Knows they (“are doing
! their best.”)
]
]
M-4 1 Give nice poem about doing their best - good
! motivator
:
]
1]
1
[}
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

- o - - -
- - - - -
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 s G SEQ_ 32 CROSS-REF

Purpose: Beliefs about DEPs and follov-up, getting referrals from enlisted personnel

Cycle: Pros__ Rsp__ Qual__ N&I__ FEBA Clo__ B-O__ DEP x F-UP_x M/A__ Oth___

Setting:

Range: BEG (p. 64 , para S » 1dne 15 ) END (p. 65 , para & » line 26 )

11. COMMUNICATION STRATEGIES

BELIEF:1 = If he doesn't get a letter once or twice & week from a kid he's enlisted,

he doesn't think he's doing his job. Not enough rapport.

2 = Rapport leads to lower DEP loss.

3 - When that guy comes back he's going to be a benefit to me.

4 - IRA = Individual Recruiting Account —— guys bringing in other guys.

:

Teach kids responsibility now, before they get to basic.

Belp kids with their dependents, getting 1D cards, etc.

Treat the recruiting cycle as & long cycle.

BALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

3.

6-

---ﬂ_--J---
---T---d-
---.‘L’-T-

A-337

- - - — -



PROTOCOL CODING WORRSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S 6 SEQ 33 CROSS-REF

Purpose: Time management

Cycle: Pros__ Rap__ Qual _ N&I__ FERA__ Clo__ B0__ IEP_ F-UP__ M/A_x Oth__
{ Setting: Bverywhere

Range: BEGC (p. 65 , para 6 , line 28 ) ©END (p. 66 , para_1 s 1ine 30 )

s I1. COMMUNICATION STRATEGIES

4 BELIRF:] - Time management is one of the most important things.

2 - 1f you stick with your planning guide, and do what you have scheduled,

you'll save yourself time tomorrow.

3 - Station commander ie like a band director, trying to help you make sweet

music.

4 -~ 1f you don't plan time for your family, someone is poing to suffer.

5 ~ It doesn't take 16 hours 8 day to be an effective recruiter. Quality

not quantity.

ROLE: 1 -~ Prepare long term and short term goals.

2 = Keep planning guide up to date. Start at the bepinoing of the day and stick
with 4t.
3 - Call people one day, and one hour ahead of appointments, to svoid vasting

tripe

4 - Plan time for your daily interface with the station commander.

S - Plan time for your family.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

3.

4.

5.

- - - -

SN L
e T ST

6.
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PROTOCOL CODING WORRSHEET

I. BACKGROUND INFORMATION

1.D.: Coder 2 S G SEQ 3 CROSS-REF

Purpose: Time management in prospecting
Cycle: Pros x Rap__ Qual _ N&I__ FEBA__ Clo__ H-O__ DEP__ F-UP__ M/Ax Oth___

Setting: Everywhere
Range: BEG (p._ 66 , para_ 5 , line 37 ) END (p. 67 , para 1 , line 47 )

II. COMMUNICATION STRATEGIES

BELIEF:] - Time wanagement takes planning.

RULE: 1 - When you g0 out to an area, try to arrange something so you pick up more

than one appointment., Knock on doors of people you don't have phone numbers for

as_long as you're out there.

2 = Alvays keep a certain amount of RPI's 80 you can post the area while you're

out there. Keep the racks neat.

3 - Go in a few stores, do a little politicking, put up a few posters,

SALES DECISION DECISION
SEQUENCE: cycLe STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

ST PRI S P,

4.

5.

’-‘-J-—--Jooo-i--“ e cades aw as
e e -_{ = cafen

---+-

6.
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REPORT TYPE: PCW _

I1.D.: Coder 2 $§ G SEQ 3 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

RULE: 4 - Before you leave an area call your station commander and let hinm

CP Pw Ge G GE BN GS EE M @B EE Cw ®E EE me e Sm Em B @E e %E GE ew e SO we B BE mm W e S e S

knov where you are and where you're going. There might be some call-ins

you can pick up on the wvay.

S ~ Don't schedule appointments too close together. Use the time in

betwveen to canvas, knock on doors, etc.

6 - Monthly, program time to visit your HSs, keep them abreast of

current changes.

7 - Llong range, schedule ASVABs, people to contact, etc.

8 - Make sure your planning guide is legible so if you're out someone

can £ill in for you and know wvhat you're supposed to be doing.
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PROTOCOL LOG
Coder: 2 Subject: H
Pt | REF | CYCLE TOPIC
1 11(6) IM/A iPersonal smotivation
2 13(8) imM/A iMaintaining satisfaction in recruits through F-Up
3 }5(3) !DEP iDEP management
& 15(5) iRap, {Bis attitude, especially toward Pre-Q and its importance
} IPre-Q,M/A}
5 18(3) |Rsp,DEP |DEP management, mutual respect
6 11)1(S) iIRsl {What kids are interested in, combat arms
? 112(7) {Pros,DEP |Prospecting with DEPs
8 _115(3) IPros,DEP |DEPs, prospecting — helping out at fairs, etc.
g 120(2) {Rap tHow to -ain rapport with strangere
.o 121(2) iM/A iMaintaining M/A despite circumstances
11 124(8) iRap,DEP, |Keeping DEPs motivated, prepared
: IM/A :
12 125(4) iPros 1Using publicity — the Golden Knights
13 126(5) iPros,.Rap, Competing with Air Force recruiter
i IN1,FEBA !
14 127(9) iPros,Rep,iDealing with girls and the different approaches
] {DEP,M/A |
15 130(3) icClo iUnusual methods of closing
16 133(6) iClo,H-0 |H~O, mosting procrastination
17 137(3) {®+1,FERA {Selling the Army, benefits
18 140(1) iPros.Rap,i{Goes through the recruiting cycle
! {N61,FERA |
19 141(7) {Rap iEstablishing rapport

20 143(3) INSI,FEBA {Using Join, SMAATIRESS, finding interests, etc.
21 146(5) iClo,B~0 ({Specific closing techniques, especially around procras-

! ! {tination

22 51(2) icio {Preparing kid for MEPS

23 158(9) ipEP {Bandling DEPs, getting referrals frou them

26 163(13)iRap ,FEBA {Rap and FEBA vwith people, or relatives of P vith prior
! ! {service

25 165(4) IM/A {Characteristics necessary to maintain a_good attitude

26 170(9) {Pros.Rap,iRapport and approach to finding interests
! INGI H
27 173(1) !Rap,M/A !Rapport, positivity
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PROTOCOL LOG
Coder: 2 Subject: H
Py ! REF ! CYCLE TOPIC
28 174(6) !Pros, iSchool prospecting
: {Pre-Q !
29 176(1) iPros M/A iMaintaining attitude, prospecting
30 {80(S) {Pros {Giving speeches for prospecting
31 181(6) !Pre-Q {Pre~Q on the phone
32 182(4) IM/A {Time managenent, handling demands of job, M/A
33 {85(3) |Pros,Rap, !Field prospecting, rapport, attitude, characteristics for
H 1M/A !success
34 188(3) Im/A {More characteristics for success
35 191¢4) IM/A iRolling with the punches
36 192(5) {Rap - iEstablishing rapport
37 194(1) IFEBA,M/A {Doing homework for presentations, FEBA
38 197(2) IM/A iDifferent approaches in different towns
39 198(11)!Pros, {More Pre~Q and Pros techniques, phone
H {Pre~Q
40 1102(10!B-0 Handling objections
41 1105(S)!Pros ,DEP, F~Up, service after the sale
: \F-Up
42__1108(7)iPros,Rap iProspecting with school counselors
43 1109(S)IFEBA,Clo iClosing. selling to different categories

---------;...;)..--.----—---
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PROTOCOL CODING WORKSHEFT

1. BACKGROUND INFORMATION
1.D.: Coder 2 § _H SEQ 1 CROSS~REF

Purpose: Personal motivators

Cycle: Pros__ Rap _ Qual__ NReI__ FEBA Clo__ B-0O__

- teing?

DEP__ F-UP__

M/Ax Oth_

Range: BEG (p. 1 , pars 6 , line ) xR0 (p.

11. COMMUNICATION STRATEGIES

BELIXKF:] - Getting promoted is rewvarding.

-~

» pars__3

s line

2 - Bvery day things are also satisfying.

3 - Not satisfied when he goes home and hasn't accomplished something.

4 - Getting questioned by "head shed" adout a bad day makes it worse.

S = Can kick himself "in the butt” to get going when he has to — due to his

"gelf-pride."”

6 - Feels he needs constant training to learn new things.

SALES DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN

DECISION
STATE EXIT

1.

TEST

2.

el ow o

3.

4.

5.

DL FONNE Fipiul s NSy Sy

e N

e e mfre sfon s v on - ac
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 § H SEQ__ 2 CROSS-REF

Purpose: Maintaining satisfaction in recruits through F-Up.

Cycle: [Pros__ BRap__ Qual__ NsI__ FEBA__ Clo_ B-O__ DEP__ F-UPx M/Ax Oth___
Setting: Various

Range: BEG (p. 3 , para 8 , line ) END(p. 5 .para_1 , line )

I1. COMMUNICATION STRATEGIES

BELIKF:] - Bervice after the sale.
2 = Only contact while kid is in basic is through parents.

3 - To be asked to be in someone's wedding is & real sign of appreciation.

4 - Satisfaction comes from knowing he's done a good job without saying join,

join, join,

RULE: 1 - Call moxm and dad about two weeks after kid leaves for basic.
2 - 1f you are involved in a wedding or some important event for one of your
recruits, get publicity, newspaper, etc.
SALES DECISION DECISION
EEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

{ : ] T — ] - 1
[] [ ] ) [
1 | ! ! :
1. H '
1 |
] ]
2. : :
1 1
[} \
3. ! :
1 '
4, ' ' ! '
1 ! ‘. !
5 % : :
’ ! !
6. i % : : :
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111. COMMUNICATION PATTERNS

OVERVIEW:

PREDICATE: Vis___ 4Aud x_ Kin___

SYNTAX/

SDUNTIC: I-R__ I-Q__ I-C___

PATTERN OPERATOR

PATIERNS: P

CONS

—— - . - - -

PATTERN OPERATOR

URIQUE
PATTERNS:

- G- D A P AR e T R o A A - - ——

Olf~Gus___ Uns___ Specific _x

1-Ax I-E__ P-Cx Oth

TECHNICAL RESULT OR OUTCOME

Tvo-choice ~- strong suggestion for kid to sppreciate

enlistment to avoid conflict.

("thank me or punch me in the face")

To girl friend to get her to leave kid along'while in
basic =- refocuses her attention from her own feelings

to welfare of boy friend.

("You're going to get him in trouble...")

TECHNICAL RESULT OR OUTCOME

A-345
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PROTOCOL CODING WORKSHEERT

1. BACKGROUND INFORMATION

I.D.: Coder 2 § B S5EQ__ 3 CROSS-REF

Purpose: DEP management

Cycle: Pros__ Rap__ Qual__ NI__ PFEBA__ Clo__ H-O__ DEP x F-UP_ M/A__ Oth
Setting: Various

Range: MG (p. 5 , para 3 , line ) D (p. S , para_3 , line )

I1. COMMUNICATION STRATEGIES

RELIXF:] - Bave to look out for DEPs, help them whenever they need it, even two in the

sorning if they're too drunk to drive.

2 - These things come back in the form of good will and referrals.

3 - You can walk out in the compunity and do & survey asking people about hinm

or the Marine recruiter and find out which one is better,

RULE: 1 - Give al]l DEPs home phone, have them call collect vhenever they need to, if

they're too drunk to drive, or whatever,

SALES DECISION DECISION

SZQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
‘ t [] ] :
; ! ! E |
1. \ :
‘ :
2. | :
- ]
[} ]
3. \ l
i :
‘ [ ] : :
] |
5. H ‘ ' :
] T T '
] ] ] '
6. : : : ) :
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder_ 2 $ §° BEQ 4 CROSS-REF

Purpose: His attitude, especially toward Pre-Q and its importance

Cycle: Pros__ Rap x Qual x Ne1__ FERBA__ Clo__ B-O__ DEP__ F-UP_ M/A x Oth___
Setting: Office

Range: BEG (p. 5 , para S , line ) END (p. 8 , para_1 , line )

11. COMMUNICATION STRATEGIES

BELIXKF:l - What's in recruiting for him is faster promotion and the adility to build

an Aruy the way he sees it.

2 - We got enough “dirt bags" in the Army — crimimals, lov mentality, mon-HS

grads, etc. Look st Xids closely before you get them to join.

3 - You may have to work with people you enlist, so make sure you would want to.

4 - 1f you catch a kid in a lie, he may be lying about other things as well,
5 = When they threaten the kid with a $10,000 fine at the MEPS they may pet

information frow his you didn't. It's a good thing.

Don't put everyone in the Army, just those who are worthwhile.

RULE: ] -
2 - Don't put in anyone you wouldn't want to work with.
3 - Tell kids you won't lie to them and they won't lie to you,
4 - 1f a kid lies he's a dirt dag. He may lie again. You have to be careful.
S - Don't waste time on kids who lie to you.
€ - Know the people you put in, be on a first name basis — thouph the kids
won't use it, out of respect.
SALES DECISION DECISION
SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EX1T TEST
! ' { { ‘
| ! ! ! '
1. H ! ! :
R i i '
2. : 1 !
i b '
3. ! ! |
b, H ' :
L] 3 1
[} ] ]
5. : ! ' '
T T k| ]
1] ] [] ]
6. H \ \ | '
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KT TYPE: PCW
Jot Coder 2 § H SEQ 4 CROSS-REF
BLOCK
DESCRIPTION CONTINUATION
BELIEF: 6 - 1f you tell kids to hold back information when they get to MEPS

S me em A e S e es ec Se e Ss se e So Ss es e@ ST DS S SS SS es vs e ve ee e= e ee = e e ao oo

it's poing to catch up with you.
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111, COMMUNICATION PATTERNS

OVERVIEW: Describes his ways of petting kids o open mp and be truthful, as well as

M T ———

his strong opinions on bonesty.

PREDICATE: Vis___ 4ud x Kin___  Olf-Gus__ W®ms___ Specific___
SYNTAX/
SDMANTIC: I-R___ I-Q 1-C x I-A -2 2T Oth

PATTERN OPERATOR TECHNITAL WESTLT OR OUTCOME

COMMON
PATTERNS: C-LINK Implies/suggesss kid will be truthful helping out with

Pre-Q. Also “bxwaks ice™ — rapport.

("I won't lie, amd yoz woa’2...")

S B m - - S — v w- - G- S ww W S

PATTERN OPERATOR TECENICAL EESULT OR OUTCOME EXANPLE

UNIQUE
PATTERNS:

Bt B G PR s B B B i E o e - - -
W G- R YR e A A Gy e SR e e e e . -

A-349




Al

PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

I.D,:

Coder 2 § B SEQ 5 CROSS~REF

Purpose: DEP management, mutual respect

Cycle:

Pros__ Rap x Qual__ NI _ FEBA Clo__ H-0__ DEP x F-UP__ M/A__ Oth

Setting: Various

Bange:

B2G (p. 8 , para 3 , line ) END (p. 11 , pera_ 3 , line

11. COMMUNICATION STRATEGIES

BELIEF:1 - It's ok for DEPs to use your first name though they never do.

2 - You have to earn respect, it starts with rapport on the first phone call.

3 - Ten years ago a recruiter was the biggest liar in the world. But the Army

has turned that around with the guarantees, college fund, etc. New respect

for recruiters is enhanced by vord of mouth.

4 - Giving kids tasks helps them feel a part of the Army. Like they have to do

their jobs.

S - If they bring their friends in, it means you're doing your job.

RULE: ] - Treat people with respect from the first contact.
2 - Call DEPs by last name, as they would be called by drill sergeants. March
ther and drill them the same as drill sergeants.
3 - Have the help out in the office, clean up, etc., after parties.
SALES DECISION DECISION
BEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT ST
. . | s . aks: '
[} ] ] [] ]
i ' i i l
1. !
t
]
2. !
)
(]
3. ' |
v |
] ]
4. ! '
—T i
S. H \ '
— T :
] ' 1
6. : ! ' : !
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REPORT TYPE: PCW

1.D.: Coder 2 S H SEQ 5 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 6 - He'll never have a DEP loss because of apathy.

" ew @ mem e e G @ Ber B @ @ mE e e M e eme e @ @m e R e e A ma w e e W@ G e e e -
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PROTOCOL CODING WORRSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 U SEQ__ 6 CROSS-REF

Purpose: What kids are interested in, cosbat arsms

Cycle: Pros__ Rap__ Qual__ N&I x FEBA__ Clo__ BH-O DEP F-UP ¥/A Oth
Setting:

Range: 326G (p. 11 , para 5 , line ) END (p. 12 , pars_ S , line

II. COMMUNICATION STRATEGIES

BELIEF:]l - Main sttraction of cosbat arms is bonus and college fund, either-or,

2 = College kids coming in sometimes vant & two-year break, belp with loans,

other educational benefits.

3 - Be (and others) coula do anything for a short period, even if he didn't like

it, for the benefits.

4 - Two kinds of kids in his area: 3A's or they're dunber than dirt — very

little in between.

RULE:
SALES DECISION DECISION

SEQUERCE:  CYCLE STATE ENTER ! PRIMARY PATTERN STATE EXIT TEST
: ' ! '
' ! ! | |
1. : ' !
] i :
2. | i :
i | '
3. ! ! ! : |
' i : o ‘
4. H ' :
b -\ \
] ! []
5. ' : d !
— Y -\ 1
] ] 3 |
6. A d ; : !
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

1.D.: Coder 2 § §H SEQ 7 CROSS-REF

Purpose: Prospecting with DEPs

Cycle: Pros x Rap_ Qual__ NK&I__ FEBA__ Clo__ B-O__ DEP x F-UP__ M/A__ Oth_
Setting: Various

Range: BEG (p. 12 , para 7 , line ) END (p. 15 , para_1l , line )
11. COMMUNICATION STRATEGIES

BELIEF:] - DEP activities are very important.

2 - It's good to teach kids stuff in relaxed atmosphere before they actually

ship out, They learn better.

like.

Gets them ahead of others in basic.

Helps then get a sense of the Army and vhat it's

3 - Feels his DEPs are about 2 weeks ahead of others in basic.

4 - Getting his kids ahead helps his career as well.

1 - Call up DEPs and get them together to play ball or other things.

2 - Teach kids whatever is available from handling wespons to filing, posting

regulations, marching, etc.

Have thenr practice in front of a mirror if

appropriate, Teach them to use the computer.
r
4
u SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
! ! ! ! !
! ! ! ! '
1. ! f
‘ !
2. ! '
K :
3. | '
’ !
4. !
i '
S. !
]
6. H : ! ' !
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REPORT TYPE: PCW _
1.D.: Coder 2 S | SEQ 7 CROSS~REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 5 - Sometimes letting his DEPs work the JOIN for their friends is more

Bee Bem me mEm @er WE e MG GE e S @G @ W e e S e G Sar B @G ME e G e e e G AP wes @ @ @ ;e )

effective than him doing it — then he can just follow up with thenm

later, Other kids can check the RPI racks, etc.

6 - You can help & kid out by giving him a letter to take to basic
training to have his sergeant add to his file. A letter from a sergeant,

vhen you're 8 private, means something —- can build toward a promotion.

A~354




11I. COMMUNICATION PATTERNS

OVERVIEW: Description of how he teaches DEPs to do certain things and gets them
ahead of others in basic training. He teaches them office procedures,
how to use the cosputer, marching, weapons, and gives them tasks such as
handling the RPI racks, distributing information at school, etc.

PREDICATE: Vis___ Aud___ Kin___ Olf-Gus___ Uns_x Specific___
SYNTAX/
SIMANTIC: I-R x I-Q I I-Ax 1I-Z P-C Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON
PATTERNS: SD with UV, MF Vague statements open up vhatever the recruiter wants
to suggest, setting large frame for him to teach kids

in. Now do this task.

("Someday you're going to learn something...")

P Keeps it light so they can learn in a relaxed way.
("Play wvith the computer...")
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXANMPLE
UNIQUE sXARTLE
PATTERNS:

- S e A > D M P WD N e S e G e . - -
G h WD S D WOt A W P -
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

IOD. :

Coder 2 s & SEQ__ 8 CROSS~REF

!urpblc: DEPs, prospecting - bhelping out at fairs, etc.

Cycle:

Pros x Rap__ Qual__ Rs1__ FEBA__ Clo__ B-O__ DEP x F-UP__ M/A__ Oth

Setting: Various

Range:
COMMUNICATION STRATEGIES

11.

B3EG (p. 15 , para 3 , line ) B0 (p. 19 , para 7 , line

BELIEF:] - It's good to use DEPs to help out when you can't do everything yourself --

RULE: 1 - Get DEPs to help out at PR functions. Man dbooths, run JOIN machine, work
in shifts, etc.
2 - When you go out at night, it can help to wear dress uniform, leave cards,
2tc. in restaurants. Leave notes on back of cards to get interest.
3 - Anything to get exposure, Walk around town, go in shops on a nice day, etc.
Go to parks, bring a change of clothes to play ball, etc.
4 - Do something new every week.
SALES DECISION DECISION
SEQUENCE : CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
| ! { ' '
1 ! ! ) '
1. } 1
v '
2. : !
¥ [}
] ]
3. : :
¥ ]
] [}
4. ; : :
1 T 1
[} ] |
S. \ H
t ]
] []
6. : = % : :

like at fairs for PR. Manning booths in shifts.

2 - It's important to get as much exposure as possible.

3 - little notes on cards can help with restsurant people to get interest,

waiters, vaitresses, etc., If it only works one out of 500 times it's worth it.

4 - He's basically & country boy so he can deal with farmers real well.




111. COMMUNICATION PATTERNS

OVERVIEV: Describes DEPs helping out at annual fair, using Golden Knights as publicity

for community, other community involvement. Got him about three months

worth of referrals. Also has used Arpy band, MP teams, heavy construction

equipment, etc., for PR,

PREDICATE: Vis___  Aud Kin__ Olf-Gus___ Uns_x Specific__

SYNTAX/

SDUNTIC: I-R___ I-Q___ I-C__ I-A__ I-E__ P-C_x_ Oth_§~CON
PATTERN OPERATOR TECENICAL RFSULT OR_OUTCOME

COMMON

On bdback of cards left notes for waitresses/waiters in
restaurants. Peaks interest.

PATIERNS: S-CON with SD, P

("If you want an $8000 bonus, call me.")

s - - - G - G B . - -

RE-D Redirects waitress to think about Aramy vhen she asks
if she can help him. Makes a light introduction,
prevents tension.

("... you can help by joining the Army.")
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
ONIQUE -
PATTERNS:

S . S B P P B B W T W S WY o o -
- D E s G EEE P AT W G - - -
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PROTOCOL CODING WORKSHEET

. BACKGROUND INFORMATION

1.D.: Coder 2 § H S8EQ 8 CROSS-REF

Purpose: Bov to gain rapport with strangers

Cycle: Pros__ Rap x Qual__ N&I__ FEBA__ Clo__ B-O__ DEP__ F-UP__ M/A__ Oth___
Setting: Out in field

Range: BZG (p. 20 , para 2 , line ) END (p. 20 , pars 6 , line )

11. COMMUNICATION STRATEGIES

BELIEF:1 - Just striking up & conversstion with farmers about what they're doing,

gplanting, plowing, milking, or whatever, gains rapport. Talking about the

veather is relevant to then,

2 - Thinks it's easy to deal with farmers because he was one.

3 - 1f he were transferred to some place like New York, it would be hard to

communicate at first, but in about a month he could do it. Knows he can adapt.

RULE: 1 - Talk about things relevant to the people you talk with,
2 - Adapt to the different kinds of people you meet,
SALES DECISION DECISION
SEQUENCX: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
! ' ' ! '
! ! ' ! '
1. ! | ! '
H ' ‘ H
2. 1 !
i H
3. H ]
4 :
4. : '
| ]
[} ]
5. ' : : ! !
. H i HE '
6. ] \ 1 H '
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 § B SEQ_ 10 CROSS-REF

Purpose: Maintain M/A despite circumstances
Cycle: Pros__ Rap__ Qual__ N&I__ FEBA Clo B-0 DEP F-UP__ M/Ax Oth

Setting:
Range: BXG (p. 21 , para 2 , line ) END (p. 23 , para_3 , line )

11. COMMUNICATION STRATEGIES

BELIEF:] - Timing of your activities is important. A lot of phone first, set up lots

of appointsents one week, then do them, then get guys to the MEPS, etc.
2 - Best thing USAREC could do is give him & station way off of mission -~ he

could only go up.
3 - People come first. Points will come later by themselves. Doesn't really

care about the ring and gold badge. They're nice, but not that important,

4 - Is working to see the Army be the way he wants it, develop the Army of to-

morrov. Commission wouldn't mean anything either.

SALES DECISION DECISION
SEQUINCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

~
L]

w
3
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REPORT TYPE: PCW

1.D.: Coder 2 -] B 8EQ 10 CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 5 - Better to miss an award than jeopardize integrity.

@ B R Bm Ee @ BE G B B B M e S e M me @W W B Se we @@ M me G e M BV @E GE @ Ge @e  me
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 § ® SEQ 11 CROSS-REF

Purpose: Keeping DEPs motivated, prepared

Cycle: Pros__ Rap x Qual__ NsI__ FEBA__ Clo__ B-0__ DEP x F-UP__ M/Ax Oth__

Setting: Various

Range: BEG (p. 24 , parsa 8 , line ) END (p.__ 25 , para_2

I1. COMMUNICATION STRATEGIES

. line )

BELIEF:]1 - Looks for education, dedicated, motivated, positive kids with integrity.

ROLE: ] - When kids are about to go to basic, give them the message, "Don't let the

bastards get you down."

2 - Keep in contact with DEPs all the time,

3 - Takes them out to dinner before they leave for basic — clears up last

minute questions.

SALES DECISION
SEQUENCE : CYCLE STATE ENTER PRIMARY PATTERN

DECISION
STATE EXIT

1.

2.

4.

5.

- el e - --l o -
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II1I. COMMUNICATION PATTERNS

OVERVIEW:

Describes general ideas about

including case of a kid

——

reparing DEPs right before they leave,

who he thought would fail but graduated at the top

of his class.

PREDICATE: Vis__ Aud___ RKin___

SYNTAX/
SEMANTIC:

COMMON
PATTERNS:

UNIQUE
PATTERES:

1-k__ I-q__ I1-C___

PATTERN OPERATOR

b 2

PATTERN OPERATOR

- - e e W . e - T m ar  was

- e B G s W T G (B W W e A M e

01fCus___ Uns x Specific___

Y-ox I1-E__ PC__ Owm

TECHNICAL RESULT OR OUTCOME

Challenge to the kid to straighten up, presupposes
he isn't capable.

("You're going to be back on the street...")

TECHNICAL RESULT OR OUTCOME

A-362
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PROTOCOL CODING WORKSHEET

1. BACRGROUND INFORMATION

1.D.: Coder_ 2 § § SIQ_ 12 CROSS-REF

Purpose: Using publicity —— the Golden Knights

Cycle: Pros x Rap__ Qual__ N&I__ FEBA__ Clo__ H-0__ DEP__ F-UP__ M/A__ Oth
Setting: Annual fair

Range: BEG (p. 25 , para_ 4 , line ) END (p. 26 , para_3 , line )

I1. COMMUNICATION STRATEGIES

BELIXF:) - This kind of publicity will bring the Army into & community like nothing

else.

2 - The Arpy isn't & bunch of baby killers, gunfighters., You have to let people

know that.
RULE:
BALES DECISION DECISION
EEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
! ! ! '
| | } ! t
1. '
!
2. } H
"l ]
3. |
'
4, ! { H
- i !
s. ' !
T |
' ]
6. 1 ' ! H !
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111. COMMUNICATION PATTERNS

OVERVIEV: Describes going sbout organizing for Golden Knights, and the response he

got. People got & different view of the Army as a result of this kind

of pudblicity.

PREDICATE: Vis___  Aud Kin___ Olf-Gus___ Uns x Specific___

SYNTAX/

SDWUNTIC: I-R__ I-Qx 1I-C__ I-A__ I-Z__ P-Cx_Oth
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON

"PATTERNS: CEQ with C/D Equates job of Golden Knights with his job as a
recruiter — i.e. sends & message that everyone's job
is important and focuses on recruiting. Everyone

in the Army has a job — some interesting. This breaks

the stereotypes.

D L L I VR R A AP

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

UNIQUE
PATTIERNS:

- W - - . P M E D W T WS G e - —— -
- G D G- DL DS P PR WA e " - - - -
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PROTOCOL CODING WORKSHEET
I. BACKGROUND INFORMATION
I.D.: Coder 2 s B 8EQ 13 CRDSS-REF
Purpose: Competing with Air Force recruiter
Cycle: Pros x Rap x Qual__ N&I x FEBAx Clo__ B-O__ DEP__ F-UP__ M/A__ Oth___
Setting: Applicant's house
Range: BEG (p. 26 , para_S5 , line ) END (p. 27 , para_1l , line )
I1. COMMUNICATION STRATEGIES
BELIRF:) - Showing people the contract gives an edge over the other services.
2 - Twvo year enlistment is another advantage.
ROLE: 1 - Don't give up just because someone says they are not interested.
SALES DECISION DECISION
SEQUENCK : CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
! ! ! ' !
! ' ! ' |
1. '
|
2. :
‘
3. | ! '
H i i
4. i
!
5. : :
) ]
1 {
6. ' : : | '
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t 111. COMMUNICATION PATTERNS

I OVERVIEW: Story of the first person he recruited. A girl who wasn't interested, but

he drove by her house and saw the Air Force recruiter there 8o he pursued

her. Won over the Air Force because he was able to show her the contract.

; PREDICATE: Vis___ Aud___ Kin___ Olf-Gus__ Uns__ Specific___

, SYNTAX/
. SDMARTIC: I-R___ I-Q___ I~C__  I-A__ I-E__ P-C___ Oth
)
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON !
PATTERNS: '

'

H

'

!

H

1

]

\

3

)

§

i

'

'

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

{ DNIQUE
! PATTERNS:

—
P - . e G G G D b W e e A e - -
G S s G B M D . D = . e = . - ——
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.¢ Coder 2 s H S8EQ__ 14 CROSS-REF

Purpose: Dealing with girls and the different approaches

Cycle: Pros x Rap x Qual__ W&I__ FEBA__ Clo__ B-O__ DEP x F-UP__ M/Ax Oth__
Betting: Various .
Range: BEGC (p. 27 , para_ 9 , line ) END (p. 28 , para_1 , lipe )

I1. COMMUNICATION STRATEGIES

"BELIRF:] - Have to refocus & lot of your words vhen talking to & girl — can't say

some of the things you'd say to a guy.

2 - It can help to take a DEP along on interviewvs.

3 - Recruiter's wife can help out in office, and other ways.

RULX: 1 = Get to know family of DEP real well,
SALES DECISION DECISION

ZEQUENCX: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
' ! | ! |
' ! | | H
1. H !
il '
2. '
4
3. '
'
4. H H
1 ]
‘ ‘
s. = :
13 1
[} ]
6. H ! H H '
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PROTOCOL CODING WORRSHEET
1. BACKGROUND INFORMATION
I1.D.: Coder 2 S H SEQ_ 15 CROSS-EEF
Purpose: Unusual methods of closing
Cycle: Pros__ Rap__ Qual __ N&I__ TFEBA__ Clo x 8~0__ DEP__ F-UP__ M/A__ Oth___
Setting: Office, kid's home, several telephone techniques also
Range: BEG (p. 30 , para_ 3 , line ) END (p. 32 , para_ 5 , line )

1I. COMMUNICATION STRATEGIES

BELIXF:]l - Sometimes you have to do something outrageous to get the close.

2 - Bometimes it is good to push kids through quickly.

3 -~ You can feel if & kid is ready, or needs to be pushed.

RULE: 1 -~ Make the kid feel special if you want to push the close o little. If you
can get him to join on the spot it can be worth it.
2 - ABC ~- always be closing.
SALES DECISION DECISION
KEQUENCK: cycLe STATE ENTER PRIMARY PATTERN STATE EXIT TEST

| ! ! ! ]

! { | ! :

1. H | ' :

i ! i ‘

2. | |

B ]

] ]

3. : : !

T A ]

4. H |

) [}

1 {

s. H '

T []

' ]

6. % % | : :
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111. COMMUNICATION PATTERNS

OVERVIEW: Describes outrageous behavior designed to get close. Calling station

- -

commander at 1:00 a.m. to check on availability of openings, to look like

he's taking special measures for the kid. Other examples of giving kid
a "last chance opportuhity, etc.

PREDICATE: Vis___  Aud Kin__ Olf-Gus___ Uns x  Specific___

SYNTAX/

SDMANTIC: I-R___ I-Q__ I-C___ I-A__ 1I-E_ P-C___ Oth_S-CON
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON

PATIERNS: S-CON Sets up close — conditional close.

("1f I could ... would you?")

'
:
]
[]
[]
'
4 { Two-choice closes.
]
[
i ("When you gonna join?")
'
|
]
]
[)
'
]
[]
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UNIQUE
PATTERNS:

O L M W G W P B B e = - B - -
- G B G B B B B B e P - S o -

A-369



PROTOCOL CODING WORKSHPET

1. BACKGROUND INFORMATION

I.D.: Coder 2 § B© SEQ_ 16 CROSS-REF

Purpose: H-0, mostly procrastination

Cycle: Pros__ Rap__ Qual__ NeI__ FEBA_ Clox H~Ox DEP_ F-UP_ M/A__ Oth
Setting: Various, office mostly

Range: BEG (p. 33 , para 6 , line ) END (p. 37 ,para_ 1 , line )

11. COMMUNICATION STRATEGIES

BELIEF:] - 1f kids are BS graduates their DEP usually lasts 30-60 days, not a whole
year. It would de tough to keep them in DEP longer than that if they have

already graduated.

2 - Have to get kids to move on things or they may not have the sane

opportunities later.,

3 - Kids may need some time to think about their decision, they're young, don't

know what they want to do.

:

1 - Push the kid a dbit if he is just procrastinating.

2 - Never pound on the desk, order an applicant to join, etc.

3 - Answer objections as directly as possidble,

b - 1f a kid finishes the interview and has no objections but wants to think

about it for a couple of weeks, it's ok. Call after about three days just to

check in, but don't ask him to join yes (not on everyone do you do thisg), With

a_tough sale, do it and set up another appointment to talk about new things if

possible.,

SALES DECISION DECISION
EXQUINCK: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

-l

3.

L.

e

3.

- on e ne

6.
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REPORT TYPE:

I.D.: Coder

BLOCK
DESCRIPTION
—

PCW
2 5§ H SEQ 16 CROSS-REF
CONTINUATION

BELIEr:

RULE:

S B MG me e B B PO @M BE GE G G me ®m me he W B mEe EmE eE e B0 ae Sw So e o G ee EE e e e o

4 - 1f you ask & 17-year-old why they're going to college they usually

don't know the ansver,

S - A lot of recruiters don't ask "why" when a kid says he's going to

college.

6 - College isn't more worthvhile to life than the Army.

S = Ask a 17-year-o01d why they're going to college ~— they usually don't

know the ansver.,

6 - Reep contacting kids_even after they say no. Every couple of weeks,

every month.

7 - Do your homework. If you don't know all the facts, check them and

then call back and make your presentation to the kid.

—hal3Zl



I11. COMMUNICATION PATTERNS

OVERVIEW: Lengthy discussion of objections. Handling procrastination with directness
and changing of frame sizes. lots of W's.

PREDICATE: Vis___ Auwd Kin___ 0lf-Gus__ Uns x Specific___

SYWTAX/
‘l SDUNTIC: I-R___ I-Q__ I-C__ 3-A__ I-Ex_ P-C_x_ Oth_S-CON
p
| PATTERN OPERATOR TECENICAL RESULT OR OUTCOME
COMMON

PATTERNS: CU with RS Inplies Army if emaller version of life — i.e. if you
procrastinate on this you'll continue on things for
"the vest of your life."” Direct challenge to do something

nOW.

Shovs “windows" of opportunity for enlistment, giving
kid idea that he should make choices within smaller time
frames to get vhat he wants. Also disputes need for
college by saying it is only necessary in '"certain ways
of life."

ﬁ C/D with RS

- m - - - e G S .- B -

PATTERN OPERATOR TECENICAL RESULT OR OUTCOME EXAYPLE

UN1QUE
] PATTERES:

P B e B s AR G G- e G - T - S -
- . G, - A D T T Gh R G e e e e e . - ——
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REPORT TYPE:

IQD. :

COMMON
PATIERNS :

PCW

- v Ty
T e T

Coder 2 S B

SEQ_ 16 CROSS~REF

PATTERN OPERATOR

MF with RS

C-POST with
$-CON, P, C/FS

T DD I S @O IS TR D et D EMD IR GRS WL hun A P D R LD P S W - U . G P G ST Ml VR A M M e R Geas S W oSS SEP G P D AR (MR B Sral R PP G Sew

TECHNICAL RESULT OR OUTCOME

Sane as adbove, setting frame sizes to suit situation.
Also points out constraints of Army system.

Conditional closes to handle objection/procrastination.
Forces kid to re-evaluate time frames.

("tat's the difference between 60 days and 30 days ...
or even 151")

Lots of UV's to keep things general enough for flexibility
prodbably. Also sounds more official much of the time.
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PROTOCOL CODING WORKSHERT

1. BACKGROUND INFORMATION

1.D.:¢ Coder 2 § H SEQ_ 17 CROSS-REF

Purpose: Selling the Army, benefits

Cycle: Pros__ Rap__ Qual__ NéI x FEBAX Clo__ E-O__ DEP__ F-UP_ M/A_ Oth___
Setting: Various

Range: 3XG (p. 37 , para 3 , line ) END (p. 39 , para_ 1 , line

Il. COMMUNICATION STRATEGIES

BEILIXF:] - It's important to sell the whole Army, not just a job.

2 - When kids make the appointment, it means they have thought about the service

at one time or another, serving his country.

3 - If you pin & kid dovn with only two choices, he'll either stop you with an

objection, or agree to go.

RULE: 1 - Sell the Army, not just a job.

2 - Don't sell a length of time, just describe them, then respond to the kid

. from there.

3 - Tell kids about the educational benefits, opportunities, recreation, right

dowvn to the libraries.

4 -~ Ask first if they've thought about serving their country. Probe what it

means to them.

S - Talk to kid all the way down to MEPS to prevent QNE.

BALES DECISION DECISION
SEQUEBCE: CYCLE STATE ENTER PRIMARY PATTERN SIATE EXIT TEST

1.

2.

3. |

4.

S.

SRt S

e emd

6.

- ap— e G S e G ah e . -
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I11. COMMUNICATION PATTERNS

OVERVIEW: Discussion about FEBA and refrning kid's desires, redefining service to

country, why to join the Army, etc.

PREDICATE: Vis___  Aud Kin___ Olf-Gus___ Uns_x_ Specific___

SYNTAX/
SDMRTIC: I-Rx IQx I-C__ I-Ax 1I-E__ P-C_x_ Oth_S=CON
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON !
PATTERRS: §~CON, with MO, | Shows kid how he "must" have already thought about
RE-D, C-EX i service to country, whether he thought of it that way
! or pot.
1
[]
P with C/D i Presupposes the kid wants to join and for specific
| reasons. Also, two-choice closes.
1
[}
i ("Why don't you join the Army for what you want to join
{ it for?")
]
[}
N vith SD { Finds out what "service" means to kid,
[]
[}
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UNIQUE I
PATTERNS:

D e @S AT D WD D P P WY . G e e S dmen W
R - G G B W YD D W B S . . e D e -

A-375



Y

‘*v-—— >y

PROTOCOL CODING WORRSHEET

1. BACKGROUND INFORMATION

I.D.: Coder_ 2 § ® SEQ__ 18 CROSS-REF

Purpose: Goes through the recruiting cycle

Cycle: Pros x Rap x Qual__ N6l x FEEA X Clo__ HB-O__ DEP__ F-UP__ M/A__ Oth
Setting: Various

Range: REG (p. 40 , para_1 , line ) END (p. 41 , para 3 , line )

JI. COMMUNICATION STRATEGIES

BELIXF:1 - Don't have to identify yourself specifically as an Army recruiter when

calling college kids — they already knowv that.

2 - If you present the college fund the way you're tsught in the school, it will
take all day.
3 - Believes he's real good on the phone.

RULE: 1 - Treat every kid different depending on needs.
2 - Start vith a few yes-no guestions.
3 - Don't introduce the college fund the way they tell you in the school. Be
short, sweet, and to the point. Then two-choice close for appointment.
3 - Alvays save a fev things to discuss in the sppointment - don't tell thenm
everything on the phone,
SALES DECISION DECISION
SEQUEECE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
} ! ! | ]
! ! ! ! '
1. | '
1 '
2, | H !
i i H
3. ] | '
4, !
]
S. H H ! ' '
‘ i ) H |
6. | A : : H
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PROTOCOL CODING WORKSHEET

I, BACKGROUND INFORMATION

I.D.:  Coder 2 s § sEQ 19 CROSS-REF

Purpose: Rstadblishing rapport

Cycle: Pros__ Rep x Qual__ NRsI__ FEBA__ Clo__ H-O__ DEP__ F-UP__ M/A_ Oth__
Setting: Various

Range: BEG (p. 41 , para 7 , line ) END (p. 43 , para_1 , line

1I. COMMUNICATION STRATEGIES

BELIEF:]1 -~ Thinks he gets rapport on the phone before they even come in.

2 - 1f a kid ansvers your questions real quick, is real responsive, you have

good rapport. Voice pitches are a clue. Asking others to be quiet so he can

hear on the phone, turns off the radio behind him, etc. Talking & little louder

is also a clue that rapport is established.

RULE: ] - Never gets up wvhen someone comes in until he makes sure they are in the
right place., Then get right up and shake his hand.
2 - If a kid answers your questions real Quick, is real responsive, you have
good rapport.
3 - Skips around in the interview to try out the kid, maintain rapport.
SALES DECISION DECISION
SEQURNCE: CYCLE STATE ENTER PRIMARY PATTERN BTATE EXIT TEST
} ! !
! } ] } H
1. :,
2. { E
B ]
3. {
|
4 : !
i :
5. ! '
| i
6. { ! H ! '
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PROTOCOL CODING WORKSEEET

1. BACKGROUND INFORMATION

IQD. :

Coder 2 § B S8EQ 20 CROSS-REF

I i e A e e e S —

Purpose: Using JOIN, SMAATTRESS, finding interests, inc.

Cycle:

Pros__ Rap_ Qual__ NI x FEBA X Clo__ B-O__ DEP__ F-UP M/A oth

Setting: Office

Range:
COMMUNICATION STRATEGIES

11.

B2G (p. 43 , para 3 , line ) END (p. 46 , para_3 , line

BELIRF:1 ~ JOIN is a good tool. Also SMAATTRESS.

RULE:

SEQUINCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXI1T S

2 ~ Arpy can always be favoradly compared to business, other areas of life,

1 - Use SMAATTRESS to find top three interests, prioritize them, probe a little

bit, take notes, sometinmes show the video on each one.

2 - Alvays shov the college fund video if education is important.

'3 « Never shows the service to country video =- explains that himself.

4 -~ Personalize presentations, use vhatever visuals you need.

S - Asks kids what SMAATTRESS points mean to the kid to tailor presentation.

SALES DECISION DECISION

-

|
! {
1.

2.

3.

4.

3.

B A

FRENGS .

v

o e
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I1I. COMMUNICATION PATTERNS

OVERVIEW: Gives several good examples of how he tailors his presentation of benefits
to kids., Talks about which videos be uses, using SMAATTRESS, etc.

PREDICATE: Vis___  Aud Rin__ Olf-Gus___ Uns x_ Specific__

SYNTAX/

SDUNTIC: I1-Rx I-Q__ I-C__ I-A__ I-E__ P-Cx_ Oth
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON

PATIZRNS: C/D Chunks down to wmost important meeds and interests.

N with SD Finds out what “service,” "money,"” "job satisfaction,"

CU with M-4,

R e e e e kY

R/S business. Also says the president didn't start out that
wvay, he started as an actor. Same pattern bud adds a
little hunor to soften. Uses the clock as a visual aid
in explaining rank structure.
PATTERN OPERATOR TECENICAL RESULT OR OUTCOME EXAMPLE
UNIQUE -
PATTERNS:

S T G W WD G G S GED > - g - A -—
T T R G G R S B G W - e o - - - ——.

A-379

Compares Army rank structure to advancement in any other

etc. means to kid, Allows him to tailor his presentation.

G ————



REPORT TYPE:

PCW

I.D.: Coder 2 s

SEQ__ 20 CROSS-REF

PATTERN OPERATOR

COMMON
PATTERNS: C-POST

C-POST with MF,
M4

R/S with C/D

P M @ M G D M WA M NS TS GGG A Fen M SV e G P S - - — - - A N S S @ e S G AE D M LD EAD g W S ¢ g S

TECHNICAL RESULT OR OUTICOME

Sets up polarity response so he can find out what job
satisfaction means to kid.

("...is that what it means to you?")

Sets frame of both of them being intelligent people,
vhich allows hiz to demand, and elicit, intelligent
ansvers. Bays kid would be able to answer these
Questions in HS, so he should nmov. Challenges
intelligence.

Believes in “partying and soldiering" but “you can't

do both." Gives kid a sense of priorities and
responsibilities. Sets up discussion of recreation that
is available in Army.

A-380
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PROTOCOL CODING WORKSHEET

1. BACRGROUND INFORMATION

1.D.: Coder 2 8 _§ SEQ_ 21 CROSS-REF

Purpose: Spucific closing techniques, especially sround procrastination

Cycle: Pros__ BRap__ Qual  NI__ FEMA__ Clox 80 x DEP__ F-UP__ M/A_ Oth__
Setting: Various

Range: 3EG (p. 46 , para S5 , lime ) = (p. 50 , para_9 , line )

11. COMMUNICATION STRATEGIES

BELIEF:]1 -~ Doesn't like to pressure — prefers gently stated two-choice close.

2 - It's good to get the kid to join right after the test, set up as part of
the close.

3 - Kids will have better chance of getting the job they want if they don't wait

too long to join.

RULE: 1 - Use the test for a "kill"” to close, if appropriate.

2 - Don't just give the test. Get the close first.

3 - Before the kid leaves, get something from him, the close if possible. Get

birth certificate, s.s. card, school i.d., etc.
4 - Keep talking Army all the way to the MEPS.

SALES DECISION DECISION
SEQUENCE:  CYCLE STATE ERTER , PRIMARY PATTERN STATE EXIY TEST
| | i
! ! ! ! '
1. 1 :
U '
2, ! i :
B l :
3. L i :
1 T '
4. : ' '
i A :
5. : ! '
‘ 1 !
6. : i i ! :
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J11. COMMUNICATION PATTERNS

- ww gy ve—————— -

OVERVIXU: Describes using test as 8 closing device., Alvays gets something from the

— e = g

kid vhen he closes,

a s.s. card, dirth certificate, or something.

It forces

the kid to come back 80 he can follow up on the close,

especially if the kid

has_second thoughts.

Several demonstrations of handling procrastination.

PREDICATE: Vis___ Aud___ Kin___

SYNIAX/
SDAUNTIC: I-R___ I-Q 1-C

PATTERN OPERATOR

COMMOR
PATIERES: P

C/D with R/S

PATTERN OPERATOR

UNIQUE-
PATTERES:

x  I-Ax_ 1-2__ P-Cx_ Oth

Olf-Gus___ Uns_x_ Specific___

TECHNICAL RESULT OR OUTCOME

Tvo-choice closes.

Costs the taxpayers, my tax money, to give test --
prevents kid from just taking test to see hov he does,
gives hirm a sense of its importance. Chunks down time

seguence as well,

Leverage for a quick decision.

("The longer you wait, the less the jobs are.")

TECHNICAL RESULT OR OUTCOME

A-382
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REPORT TYPE: PCW

1.D.: Coder 2 S B

SEQ 2} CROSS-REF

PATTERN OPERATOR

CorMon
PATTERNS: A-OUT

G D G W T S G L VD G CMED MPED EPEE G D SEEP KD (e e R A T TBUR GPEs G AR U SR e G B YR GhEP LS AL L S D AR G TEUD R OD N GFED Gral S LD S EEAh EIAS GhAD PR Gy e GEP

TECHNICAL RESULT OR OUTCOME

Points out that if they wait to join after they
graduate, they will be in & different category, not
as flexibdle.

A-383
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PROTOCOL CODING WORRSHEET

I. BACKGROUND INFORMATION

1.D.: Coder 2 § §H 8EQ_ 22 CROSS-REF

Purpose: Preparing kid for MEPS

Cycle: TPros__ Rap_ Qual__ MeI_ FERA__ Clox B-O_ DEP_ F-UP_ M/A_ Oth__
Setting: Office

Range: 332G (p. 51 , para 2 , line ) END (p. S8 , para 6 , line )

11. COMMUNICATION STRATEGIES

BELIRF:]1 ~ Kids need to have physical forms/probleas carefully explained to them.

2 - The best way to get through the physical is to keep your mouth shut, Doctor's

job at MEPS is to find something wrong to disqualify kid,

3 - If you brief the kid you can prevent him from getting a "brain cramp" when

he gets to the floor, and disqualifying hizself needlessly.

4 = A kid can do vhatever he wants at MEPS, read all the contracts, have

pictureg taken, etc,

—_— e — g

BULE: ] - Have kid fill out pre-screen first -~ pointing out any questions that he

might have to answer yes to (physical).

2 - 1f physical prodblems aren't verified by doctor, they aren't important/real.

l.e. just because mom said so doesn’'t make it real — only doctor can verify

problens.

3 - Brief kid on way down to MEPS on anything special he has to be avare of —

makes notes ahead of time on each kid,

SALES DECISION DECISION

SEQUENCE:  CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
' } ] | '
| ! ! i '
1. | ! '
o 1 :
2. } '
] :
3. ! ! ! :
o 1 1 !
4. d ! :
L 1 |
[] ] [}
5. : : :
3 T [}
¢ ] ¢
6. ; : : ! :
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REPORT TYPE: PCW

1.D.: Coder 2 § H 8EQ 22 CROSS~-REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: S - Guidance counselors at MEPS are good guys, but they are under a lot
of pressure, especially time. S0 you should warn the kids about that
before they go down.

RULE: 4 - Use any tricks you need to get kid to be thorough with his informa-

G B B GE @ G G B G Mo I G G e e G me e e @ @E BE W @e S SE @G @S G Bw e e @ G e oo

tion. Including using another recruiter to help brief hin separately.

Scare tactics if necessary.
S - Give detailed description of MEPS procedures before they go down.
Tell them to get in the front of the line when possible so the process

von't take quite so long.
6 - Tell kids not to join if they don't get what they want,




r__._._. v —— v T T T

111. COMMUNICATION PATTERNS

OVERVIEW: Llengthy description of hov he prepares kids for going to MEPS. Makes sure

they have no physically disqualifying problems. Uses little tricks to get

then to confess to things, or make sure they have nothxq& to hide. Often

bas another recruiter brief kid as well., Fills them in on the procedures

at MEPS.
! PREDICATE: Vie___ Aud x Kin___ Olf-Gus___ Uns_x_ Bpecific
SYNIAX/
SDUNTIC: I-B__ I-Q__ 1-Cx 1-A__ I-Zx PCx_ Oth_5-CON
I
PATTERN OPERATOR TECHRICAL RESULT OR OUTCOME
COMMON !
PATIRENS: MEG~Q with C-EX | Gets Xkid to be honest and think through anything that
{ could disqualify him at MEPS. Suggests someone else
! told recruiter something differant than kid, to get kid
! to de sure to be honest.
[]
1]
{ ("Sure you're not lying...1")
[]
1
CE with MR { Tells kid what to think abont, and what to forget,
{ before going to MEPS.
]
;
=
PATTERN OPERATOR TECENICAL RESULT OR OUTCOME EXANFLE
ONIQUE I
L PATIERRS:
i
.

P
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REPORT TYPE: PCW

e T .

1.D.: Coder 2 3 ]

SEQ_ 22 CROSS~REF

PATTERN OPERATOR

COMMON
' UATIERNS: §-CON

W T W
- S - B G @ e W WP MR IR ENAR IR AR S EDED TLED D Grh ES e de AP GEOR MR L Eh Ghdm AR AN P G TS MG M T G Sl e SR Ghan B G D AR R DD P GOUD GEaD SRR R AR B S

TECHNICAL RESULT OR OUTCOME

Tells kid if he's disqualified for something he didn't
tell about before going to MEPS, he'll have to walk howe
-= a real motivator. Also to get the kid to tell the
guidance counselor what he wants in & job.

("...if you don't tell hin what you want, he'll tell you
vhat you want.")

A-387




PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 § 8 SEQ 23 CROSS-REF

TR T T T T T e

T W T~ gy

Purpose: Handling DEPs, getting referrals from then

Cycle: Pros__ BRap_ _ Qual _ NeI__ FEBA__ Clo__ B-O__

Setting: Various

DEP x F-UP__

M/A__

Oth

Range: REG (p. S8 , para_9 , line ) END (p. 62 , para_?

11. COMMUNICATION STRATEGIES

BZLIEF:] - Have to continually encourage DEPs.

» line

2 - Have to continually motivate DEPs, get them to bring referrals, etc,

3 - You can use peer pressure competition, to get kids to bring referrals.

Prefers working with DEPs in & group for this reason.

ROLE: ] - On the way back from MEPS keep encouraging them.

Make sure they're happy

with the decision,

2 - Advise then on preparing for basic, getting in shape, etc.

3 -~ DEPs have to bring in referrals.

‘4 -~ DEPs have to stay in touch, even if they are away for the summer.,

S = Use peer pressure, other motivators, to get DEPs to bring in referrals.

BALES DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN

DECISION
STATE EXIT

1.

vy
-

2.

e

3.

4.

5.

o = S

- -T o P

e e acfan cwfen ccfen cafen ca ee

JIOSEN Y

- - . - —
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I11. COMMUNICATION PATTERNS

OVERVIEW: Describes the kids entry into DEP program, hov he prepares him. Shows a

video on basic, gives advice to get in shape, get playing out of his system,

etc. Sends them letters in military jargon welcoming them to the DEP

rogram, telling them when to report for parties, etc. Discusses differen-

tutin; kids who get referrals from those who don't.

PREDICATE: Vis___  Aud Kin__ Olf-Gus___ Uns x_ Specific___

SYNTIAX/

SEMANTIC: I-R___ I-Q___ I-C___ 1-Ax 1I-E=x P-C__ Oth_ §-CON
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON

PATIERNS: C-POST Used to prevent buyer's remorse.

("Are you sure you're happy?")

i
]
1
]
1
]
!
i
P | Makes sure the kid will be ready when it is time.
{ Also illusion of choice. Llots of other presuppositions.
1
]
E ("...get all the playing out of you.")
[}
{ ("I don't care how many referrals you bring in.")
]
i
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
UNIQUE SR
PATTERES:

A-389




e
REPORT TYPE: PCW
1.0.: Coder__ 2 § =B SEQ 23 CROSS~REF

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

PATIERNS: S-CON Tells hia consequences of bringing in referrals —

promotion., Also the conseguences of mot bringing thez
in.
Used to motivate DEP to bring in others.

("You are 'directed’ to bring at least one referral...")

A-390
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PROTOCOL CODING WOREKSHEET

d. BACKGROUND INFORMATION

I.D.: Coder 2 § B® SEQ 24 CROSS-REF

e

————

Purpose: RAP and FEBA with people, or relatives of P with prior service

Cycle: Pros__ BRap x Qual__ K&I__ FEBA x Clo__ B-O__ DEP__

Setting: Office

F-UP__ M/A__ Oth

s Pora_ 2

line

Range: 3BEG (p. .63 » para 13 , line ) END (p. 65

II. COMMUNICATION STRATEGIES

BELIXF:] - Female prospect wvith a brother wvho's prior Army, have to check out brother's

attitude. Girl will undoubtedly check what recruiter says with brother, May

have to sell both of them. Sell the lirl through the brother.

2 - Sometimes prospects will feel uncomfortable with extra people in the room.

:

1 = If you sense discomfort because there are too many people around, back off

for a vhile and reschedule a more private appointment.

SALES DECISION
SEQUENCE:  CYCLE STATE ENTER PRIMARY PATTERN
]
! {
{ ! \

1.

DECISION
STATE EXIT

2.

3.

3.

6.

A=-391




111. COMMUNICATION PATTERNS

- —— o -

T T T T e ——py

OVERVIEW: Begins description of 8 girl whose brother was prior Aroy, and how he backed

off because there were too many people around,

PREDICATE: Vis___ Auwd Kin__ Olf-Gus___ Uns___ Specific___

SYNTAX/ :
SDUNTIC: I-R___ I-Q__ I1-C__  1-A__ 1-E__ P-C__ Oth
PATTERN OPERATOR TECENICAL RESULT OR OUTCOME
COMMON H
PATTERNS; !
]
:
]
[]
[}
:
:
[]
[]
'
'
]
'
:
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
UNIQUE
PATTERNS:

A-392
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 § ®© SEQ 25 CROSS-REF

Purpose: Characteristics necessary to maintain 8 good attitude

Cycle:  Pros__ Rap__ Qual__ NRsI__ FEBA__ Clo__ BE-O DEP__ F-UP__

Setting:

M/A_x Oth___

Range: XEG (p. 65 , para &4 , line ) END (p. 67 , para_2

11. COMMUNICATION STRATEGIES

BILIEF:] - You must believe in yourself, have confidence.

o line

2 - You must use your own style.

3 - Feels he could teach someone else to be & damn good recruiter,

4 - Used to be more formal, like a robot —— now has loosened up and imitates

kids more. More jokes, personal style. Doesn't have to talk to as many people.

5 =~ Bis wife helped him with his phone approach by listening and giving him

o ———

feedback.

RULE: 1 - Don't do everything by the book. Adapt your own style to the job.

2 - Act like recruits, walk like them, talk like them, etc.

SALES DECISION DECISICON

SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT

1.

2.

3.

-

4.

5.

-

o . o
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PROTOCOL CODING WORKRSHEERT

T. BACKGROUND INFORMATION

I.D.:  Coder 2 s H SEQ 26 CROSS~-REF

Purpose: Rapport and spproach to finding interests

Cycle: Pros x Rap x Qual__ NéI x FEBA__ Clo__ B-O__ DEP__ F-UP_ M/A_ Oth___
Setting: Phone mostly

Range: BEZG (p.__70 , para_$% _, line ) END (p. 72 , para_2 , line )

1l. COMMUNICATION STRATEGIES

BELIEF:] - Recruiters shouldn't beat around the bush with a tough question, they should
just ansver it straight, even over the phone in the initial contact.
2 - 80X of the Army is in Europe, so the chances are a recruit will go there st

some point in his career., WMost people go on their first turm.

RULE: 1 - Ansver questions directly.

2 - 1f a kid asks if he'll be going to Europe, tell him prodably so, even over

the phone,
3 -~ Don't just uh~huh the kid to death, dig into what he says. Care about the

guy enough to establish rapport and find out something about him.

4 ~ Ask kids vhy they are going to college, do they know that they can go for

an ROTC scholarship while they're in the Army.

SALES DECISION DECISION
EEQUENRCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT

[

1.

2.

3.

4.

S.

----_-T----J-_-d..-—(.—-—

R s o

6.

A-394




PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION
I.D.: Coder__ 2 S B SEQ_ 27 CROSS-REF

Purpose: Rapport, positivity

Cycle: Pros__ Rap x Qual__ N&1__ FEBA Clo B-0__

Setting: Phone, office

DEP__ F-UP__ M/Ax Oth___

Range: B2G (p. 73 , para_1 , line ) END (p.

I1. COMMUNICATION STRATEGIES

13

, para__10 , line

BELIEF:] - You can hear if someone is positive or nepgative about their job so it is

)

important to sound positive to be a good recruiter.

2 - I1f a recruiter is removed, they should get him out right avay.

3 - Kids can tell if you're in & hurry.

RULE: 1 - Sound positive on the phone.

2 - Don't oversimplify things to get done quickly, take time.

SALES DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN

DECISION
STATE EXIT

1.

2.

g

3.

L.

g .

5.

6. : !

e -~
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder_ 2 5 B SEQ 28 CROSS-REF

Purpose: $chool prospecting

Cycle: Pros x Rap__ Qual x WeI__ FEBA__ Clo__ B-O__ DEP__ F-UP__ M/A__ Oth
Setting: School

Bange: 3BEG (p._74 , para_6 , line ) B (p. 75 , para__1 . line
I11. COMMUNICATION STRATEGIES

BELIXF:]l - Don't have quite enough time to do & good interviev in school.

)

2 - You should get two appointments out of the one in the school.

3 - School isn't good place to recruit because others are watching - peer

pressure can cauvse problems.

4 - Prefers appointments at kid's house, access to mom and dad, privacy, etc.

ROLE: ] - Spend a little time with the kid in school, bot schednle another appointment

to cover more stuff.

2 = In school just APPLEMEND them, Pre-Q, and SMAATTRESS, build interest.

SALES DECISION IECISION
ZEQUENCEK : CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
!
!

1.

2.

3.

- -

S.

IR R N A A S
A
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) 111. COMMUNICATION PATTERNS

OVERVIEN:

PREDICATE: Vis___ Aud___ Kin___ Olf-Gus___ Uns___ Specific__

SYNTAX/ ,

SDWANTIC: I-R__ 1-Qq__ I-C__  I-A__ I-E__ P-C__ Om
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

CaROION

PATIERNS: RE-D Gets kid to agree to another appointment out of

“common gourtesy."

- - —— - e S e Gber e Saem

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

TNIQUE
PATIERRS:

. e
T B e P B B B e B E P - T S e e o -
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.:

Coder 2 S B SZQ 29 CROSS-REF

Purpose: Maintaining attitude, prospecting
Pros x Rap__ Qual _ RKéI__ TFERA Clo B~0 DEP__ F-UP_ M/A_x Oth___

Cycle:

Setting: Various

Range
COMMUNICATION STRATEGIES

11,

3EC (p. 76 , para_1 , line ) =D (p. 78 , para__1 _, line

BELIXF:1 - Would have to listen to a recruiter on two different occasions, a couple

months apart to decide if he was good, sticking to bad habits, etc.

2 -~ A lot of guys don't pay attention to advice.

3 - You got to be smarter than the guy on the other end of the line.

4 = A bad recruiter will make lots of appointments but people won't keep them.

A good recruiter will make 25 sppointments and conduct 24 of them. He can feel

if the kid is going to show up or not. Bad recruiters spend about s minute on

the phone setting up the appointment,

1 - Identify yourself, establish rapport, ask fact finding questions, deliver

s sales message (but not the vay they teach it in the school), confirm appoint-

ment, Doesn't ask for a referral unless the kid doesn't agree to an appointment

— but have to feel out the kid anyway.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER , PRIMARY PATTERN STATE EXIT TEST
! | |
! ! } H
1. H
H
2. !
i
3. ! !
1 H
4, !
4
s. ! B H
] T 0
¥ ] ]
6. ! H 1 !
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111. COMMUNICATION PATTERNS

OVERVIEW:

PREDICATR: Vis__ Auwd__ Kin__ Olf-Gus___ Uns x  Specific__
SYNTAX/
SDUNTIC: I-R__ I-Qx I-C__ I1-Ax I-E__ P-C__ Oth

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

PATIERKS: P with MO Motivation for a referral.

("You gotta knov someone who is interested...")

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

UNIQUE
PATTERES:

W G S s S e Gvn B - S . gy 4w s
- S G D B M D B - G W - . G - > -
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PROTOCOL CODING WORKSHEET

3. BACKGROUND INFORMATION

I.D.: Coder 2 § R SEQ 30 CROSS~REF

- v—‘—‘ T ——

T T~y

Purpose: Giving speeches for prospecting

Cycle: Pros x Rap__ Qual__ N&I__ FEBA__ Clo__ B-O__ DEP__ F-UP__ M/A__ Oth___
Setting: Schools, youth organizations, etc.
Range: 122G (p. 80 , para_ S5 , line ) =D (p. 80 , para_S , line )

I1. COMMUNICATION STRATEGIES

BELIEF:

ROLE: 1 -~ For basic information speech he doesn't need much preparation.

For a bigger,

more unusual setting (DAR) need to practice about & month.

2 -~ looks up vords he doesn't know, practices at home, etc.

SALES DECISION DECISION
SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT

1.

TEST

afe o s van
mfow on e

2.

3.

&4,

5.

- wde orfaw cofen o-dow oot oo e

——efem onfam

-

e e v adew cdees ae
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 § H SEQ 31 CROSS-REF

L ama ou o adme e g

Purpose: Pre-Q on the phone

Cycle: Pros__ Rap__ Qual x N&I__ FEBA__ Clo B-0 DEP__ F-UP__ M/A_ Oth

Setting: Phone

Range: B2G (p. 81 , para 6 , line ) END (p. 82 , para_2

» line

I1. COMMUNICATION STRATEGIES

BELYIFF:]1 - Pre-Q's on 95 on the phone.

2 - Knows most of the kids in the high school anyway.

3 - OR to skip around in Pre-Q, different order of things with different kids.

RULE: 1 - Pre-Q on height, weight, date of birth, place of birth, medical, lav

violations.

2 - Will see someone far away or 20 pounds avervei;ht.

3 - Ask major medical questions: asthma, rheunatic fever, allergies, broken

bones, hepatitis, glasses, braces, etc.

SALES DECISION DECISION

SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT

1.

o

walee ww -
cfan oe ae

2,

3.

S.

6. i

- .- P - -
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PROTOCOL CODING WORKSHEERT

1. BACKGROUND INFORMATION

1.D.: Coder 2 § H SEQ__ )2 CROSS-REF

Purpose: Time management, bandling demands of job, M/A

Cycle: Pros__ Rap__ Qual__ Neé1__ FEBA Clo B-0
Setting: Various

DEP__ F-UP__

M/Ax Oth___

Range: BEG (p. 82 , para &4 , line ) END (p. 85 , pare_1

J1. COMMUNICATION STRATEGIES

BELIEF:1 - Recruiters need to roll with the punches, it's s demanding job.

» line

)

2 - Recruiters should look back on wvhat their recruiter told them vhen they

joined.,

3 - Need self-confidence, and their own style, belief in the product — Army

is the best thing around.

RULE: ] - Recruit:r is the Army in his town =- has to keep good appearance.
2 - Recruiter may have to work every day =- wvhatever schedule is necessary.
3 - Roll vith the punches. Don't let the bastards get you down,
4 - Don't sandbag, hold guys over, tomorrow Bay never come.
BALES DECISION DECISION
SEQUENCR: cYCle® STATE ENTER PRIMARY PATTERN STATE EXIT TEST
! ' ! ! ]
! ! | { '
1. } H '
| . :
2. ! ! '
i : 1 ]
3. { '
i '
4. ! l
S ‘
S. H \ !
h] T ]
[ ] \
6. ' H ! : '
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REPORT TYPE: PCW

1.D.: Coder 2 S B§H SEQ 32 CROSS~REF

BLOCK

DESCRIPTION CONTINUATION

BELIEF: 4 - Recruiting is not like the regular Army, you work every day. You

may have to vork after dinner on Sunday, or whatever. Have to have a

lot of support from wife and family. A shaky marriage will be divorced

in & year. Can get so dovn in the dumps, you don't think nothing

could pull you out.

5 = In some ways it is & more relaxed 3cd than the others, but if you

don't make mission, or do something ysw're supposed to, you'll still

get called lots of names.

6 - Sometimes you go into panic mode mt the end of the month if you

still need guys, even if you already made mission.

7 - Don't sandbag because kids will change their mind while you hold then

over. Don't hesitate.

- WM GE Gw G GG @ GE @ G R e S @mm @ BE G M B B @EG e BE ME G PO G0 @D @E W e G S o @ e
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PROTOCOL CODING WORKSHEET

1. BACRGROUND INFORMATION

I.D.: Coder 2 §_B® SEQ__ 33 CROSS-REF

Purpose: Field prospecting, rapport, attitude, characteristics for success

Cycle: Pros x Rap x Qual__ NéI__ FEBA__ Clo__ B-O__ DEP__ F-UP__ M/Ax Oth___
Setting: Various

Range: 32C (p. 85 , para 3 , line ) D (p. 86 , psrsa__15 , line )

II. COMMUNICATION STRATEGIES

BELIEF:] - You need to be able to go to places, businesses etc., introduce yourself,

get_to knowv people, establish rapport, then ask to put up your RPI zrack. Not

Just right off the bat. They may help you later.

2 - People might not be interested when you talk to them about joining, but they

can change their minds, If a senior came to you to sell you something you

probadly wouldn't buy right off the bat either.
3 -~ If you help the kids they'l]l help you with referrals. That will make

both of you successful.

T ~ g —y

RULE: 1 -~ Establish rapport in the community with store owners (teen clubs, hobby
shops, etc,) and others.
2 - Be caring and understanding with people ~— their needs, wants, dislikes.
Put yourself in their shoes. Get personally involved.
SALES DECISION DECISION
SEQUEBCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
! ! | ]
} ! } ! '
1. ! !
I '
2. !
’ '
3. } | ]
o H H
4, ! ;
| 1
4 1
s. | H
H ‘
6. | \ H ' H
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 s B SEQ 34 CROSS-REF

Purpose: More characteristics for success
Cycle: Pros__ Rap  Qual__ N&I__ FEBA Clo B-0 DEP__ F-UP__ M/A x Oth___

Setting: Various
Range: BXC (p. 88 , para 3 , line ) END (p. 90 , para_10 , line )

Il. COMMUNICATION STRATEGIES

BELIEF:] - Bad recruiter just looks at the bottom line —— doesn't care what he has to
do to get the sale, doesn’t care about the kid,
2 - Confidence is being able to ask & 17 year old or a 32 year old to join the
Arny and not be afraid when they say mo -- ask him again.

3 - You get confidence by adapting your own style, seeing vhat works, trial

and error —- catching the response of the applicant. You're not born with it.

4 - You have to treat everyone different.

5 = You have to be & person, not a robot.

:

SALES DECISION DECISION
SEQUENCE: CICLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
E—— P — ’ N —— R———

|
.
ol o oo -

Pos

-

&~
.

- e - m—- G- - - —- - - -

e -
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.2 Coder 2 § H SEQ_ 35 CROSS-REF

Purpose: Rolling with the punches

Cycle: Pros__ Rap__ Qual__ NSI__ FERBA__ Clo__ B-O__ DEP__ F-UP_ M/Ax Oth__
Setting:

Range: BEG (p. 91 , para &4 , line ) I (p. 92 , para_1 , line )

11. COMMUNICATION STRATEGIES

BELIRF:1 - You knov you should stick with something vhen it works more than hit and

Biss.
2 - You have to work college students differently because they come from all

valks of life. They're alwvays hit and miss.

3 - Headguarters will come up with some weird requirements. You have to expect

then (roll with the punches),

ROULE: 1 - You know you should stick with something when it works more than hit and
miss. Your measure is how sany people join,.
2 - Takes everything that comes from higher headquarters with a grain of salt.
Expect the unexpected., Take it and let it bounce off.
3 - Don't take the job home with you (emotionally). Don't hold it in.
SALES DECISION DECISION
SXQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
’ _— ] - \
| ! | | !
1. !
i
2. !
'
3. !
i
4. ! !
‘ i
5. = : :
— R 1
] [} ]
6. \ 1 | ! !
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. PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.:  Coder 2 5 BH SEQ 36 CROSS-REF

Purpose: Establishing rapport

Cycle: Pros__ Rap x Qual__ N&I__ FEBA__ Clo__ B-O__ DEP_ F-UP__ M/A__ Oth__

Setting: Various

Range: REG (p. 92 , para S5 , line ) END (p. 93 , para_ 6 line )

I1. COMMUNICATION STRATEGIES

BILIRP:1 - You need to feel people out to establish rapport.

2 - Rapport is with strangers, not as deep as caring and understanding, e.g.

with someone you already know, a DEP,

3 ~ If you're both relaxed in the interview, there is a good chance the kid

will join the Army.

If you are both bored, you'll get nowhere.

RULE: ] - Establish rapport with everybody.

2 - Try to get & little background information on someone before you call thenm,

use it to establish rapport.

3 - Get both of you relaxed in the inte~.iew,

SALES
creLe

DECISION

SEQUENCE: STATE ENTER

PRIMARY PATTERN

DECISION

STATE EXIT

TEST

2.

3.

4.

5.

PR e Py
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 S H SEQ 37 CROSS-REF

Purpose: Doing homevork for presentations, FEBA

Cycle: Pros__ Rap__ Qual__ N&I__ FEBA X Clo__ B-O__ DEP__ F-UP_ M/Ax Oth__
Setting: Various

Bange: 332G (p. 9 , para 1 , line ) END (p. 95 , para_S _, line )

11. COMMUNICATION STRATEGIES

BELIEF:] - A guy's got to do his homevork, read in othe- places than the regs,
pazphlets, magazines, Army Times, Soldier’'s Magazine, etc.
2 - One piece of information you find might be the difference that gets the kid

to join.

3 - Bonuses, programs, change every dq.

4 = A lot of recruiters are selling stuff that is out of date.

5 = Not many recruiters can explain all the different ridbons, as well as rank

structure =- he can.

RULE: 1 - A recruiter needs to read everything that comes out about new programs, etc.
Do your homework, know what you're talking about.
2 - Stay motivated.
SALES DEC1ISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
| i T
! { ! ] '
1. '
]
2. :
'
3. \ ! '
v 1 i
4. H
:
5. : :
] '
6. ! H ! i '
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REPORT TYPE: PCW

1.D.: Coder 2 8§ H S§EQ 37 CROSS~REF

BLOCK

DESCRIPTION CONTINUATION

BRELIEF: 6 - You have to stay motivated —— & one-man station has & split

personality.

7 = Command could help by calling up and telling a guy he's doing a good

Job.

R~309



PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.2 Coder_ 2 § ® SzQ 38 CROSS-REF

Purpose: Different approaches in different tovns

Cycle: Pros__ Rap__ Qual__ MsI__ FEBA__ Clo_ B-O__ DEP__ F-UP_ M/Ax Oth__
Setting: Different stations

Range: BZG (p. 97 , para_2 , line ) END (p. 98 , pars_S__, line )

I1. COMMURICATION STRATEGIES
BIZLIEF:]l - You can do different things in different towns, some are more 1aid back
than others. Trial and error,

2 - Jacket and tie make some people unconfortable, others better.
} 3 - Some areas are really anti-militsry. You have to go after the few kids

# that aren't in an area like that.

RULE: 1 - You have to adapt to the area you're working in, community standards, etc.

SALES DECISION DECISION
SRQUENCK: CYCLE STATE ENTIR PRIMARY PATTERN STATE EXIT TEST

1.

2.

3.

-

5.

- A . e s W B e G W e e -

L
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PROTOCOL CODING WORKSHEET

I. BACKGROURD INFORMATION

I.D.: Coder 2 s § SEQ_ 3 CROSS-REF

Purpose: More Pre-Q and Prospecting techniques, phone

Cycle: Pros x Rap__ Qual _x MN&I__ FEBA__ Clo__ B-O__ DEP__ F-UP__ M/A__ Oth___
Setting: Phone

Range: 122G (p. 98 , para 11 , line ) END (p. 102 , para_8 , lime__ )

I1. COMMUNICATION STRATEGIES

BKLIRF:1 - Most confident prospecting on phone.
2 - Can sense rapport by voice tone.
3 - It may help to joke & bit to get Pre-Q information, as well as assume
problems the kid can deny. Maybe ask the kid to place his health on a 10 point
scale for a quick check.
4 - Asking for a referral is too much when you've already made the appointment —

better to wait until he comes in,

RULE: 1 - Don't stop with & no on anything, ask why.

2 - Usual order: get interest, agree to sppointment, Pre-Q. Depends on kid.

3 ~ If kids play sports, they're usually in pretty good physical shape.
4 - Confirm appointment, maybe repeat it back wrong so kid can correct it to

be sure he knows.
S « Usually doesn't ask for a referral after -akin‘ appointment ~— wait until

he gets to office.
6 - Catch the dig etuff in Pre-Q, don't vorry about the minor stuff.

SALES DECISION DICISION

SEQUENCE:  CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
! ! ! !
| ! ! |

1.

2.

3. l

b, H

s.
6. i i {

om cfew addew
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REPORT TYPE: PCW

BLOCK

DESCRIPTION CONTINUATION

RULE: 7 - 1f you've never been trested for a disorder by a doctor, you don't

.-.----—...-..-—...---—_-—---------—-—------“““.-.-.-.—.o—“-J

have it.
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I11. COMMUNICATION PATTERNS

OVERVIEW: Descridbes phone prospecting and Pre-Q. He prefers phone to any other asrea.

Keeps list of thingse to cover on his desk — uses it. Introduces himself

as from the Army high graduate program, or Army opportunities. Pre-Q's with

P's, jokes, etc.

PREDICATE: Vis____ 4Aud___ Kin___ Olf-Gus__ Uns_x_ Specific__
SYNTAX/
SDUANTIC: I-R___ I-q__ I-C___ 1-Ax_ I-Ex_ P-C__ Oth

PATTERN OPERATOR TECENICAL RESULT OR OUTCOME

COMMON
PATTERNS: C-POST Used to introduce new concepts, get kid to think about

then at the same time,

Presupposes opportunities kid would want to find out
about, e.g. pay for school. Gets kid puzzled/curious to
know pore. Also during Pre~Q, precupposes overweight,
glasses, etc. to get the kid to give him quick
information, and a little humor to keep it light.

NEG-Q Goes for agreement, Kid will say "of course.”

- e G W S W an N s G W B v

("Don't you agree 30 minutes is valuable time?")

A PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE
p UNIQUE -
: PATTERNS:

G G N DD D EOE D D AP I, T R T R B S S .-
S e N G SD D P NS RS ENAS WA Mk an SNUD S R s S
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PROTOCOL CODING WORRSHEET

1. BACKGROUND INFORMATION

I.D.:

Coder_ 2 § B 52Q 40 CROSS-REF

Purpose: Bandling objections

11.

RULE: 1 - Work out any problems (family) the might affect your job or the kid.
Service after the sale.
b
r
# SALES DECISION DECISION
SEQUENCK: cYCL: STATE ENTER PRIMARY PATTERN STATE EXIT TEST
! | | '
| | ! | '
1. { !
1 i
2. ) !
1 '
3. 1 | } !
i i 1 H
4. 1 | '
f 1 i H
s. ! H
H H
6. } | ! H H

Cycle:
Setting: Various

’ Range:
COMMUNICATION STRATEGIES

Pros Rap__ Qual__ NeI__ FEBA Clo__ H-Ox DEP__ F-UP__ M/A__ Oth

32G (p. 102 , para__10 , line ) =D (p. 105 , para_3 , lime

BELIXF:]l - Objection = resisting & commitment,

2 = A kid joining the Army is & fanmily 8ecision.

3 - Salesnanship begins when the customer says no.

4 -~ Believes everyone he has sold the Army to has gotten the best deal possidble,
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II1. COMMUNICATION PATTERNS

OVERVIEW: Describes case of 8 kid who planned to go in for two years but changed his

®ind at the MEPS and went for four. His mother becanme angry at the recruiter

vho had to work to get her ok, Got the family together to talk about it

mainly.

PREDICATR: Vis____  Aud Rin__ Olf-Gus___ Uns x_ Specific__

SYNTAX/

SIMANTIC: I-R__ I-Q___ I-C__ I-A__ I-E__ P<Cx Oth
PATIERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON - -

PATIXRNS: R/S with M/W Used to redirect a mother's anger at her son's
‘ enlistment for more time than she wanted. Recruiter

redirected her anger somevhat.

("Is he bappy?")

- - S - G G S R S B - S e

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

UN1QUE
PATTERNS:

D D D I D Erdn GIIP EITR GRen W e S @A W B S ES o -
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 s H SEQ 4} CROSS-REF

- Y_"—W ——————

Purpose: F-Up, service after the sale

Cycle: Pros_x Rap__ Qual__ N&l__ FEBA__ Clo__ H-O__ DEP x F-UPx M/A__ Oth__

Gcttﬁ;: Various

Range: 322G (p. 105 , para_5 , line ) END (p. 108 , para_5 , lime

I1. COMMUNICATION STRATEGIES

BELIEFP:] - P-Up is service after the sale — isportant.

2 - A lot of his kids worry sabout his after they leave for basic.

3 - Ask the parents for referrals, they can't say no.

RULE: 1 - During DEP, call kids up, take them out, send them letters, etc.

2 -~ Uses dead time, e.g. Saturday mornings to call parents, make contacts with
fanilies of kids in basic.
3 ~ Feedback from kids and families tells him he's doing a good job.
4 -~ Get referrals from parents just like you would froz anyone else.
SALES DECISION DECISION
SRQUENCE : CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
| | ! { H
! ! { ] '
1. | ! ]
l P '
2. : | ]
i H '
3. } ! '
1 L '
4. ! ! !
Bl | t
] ] '
L \ H ! H H
3 H 1 i !
6. { ! : \ !
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111, COMMUNICATION PATTERNS

OVERVIEW: Discusses follow-up

procedures with kids and families. Gets good feedback

vhich tells him he's doing a good job.

Describes getting referrals fronm

parents.

PREDICATE: Vis___ Aud Kin x  Olf<Gus___ Uns _x  Specific___

SYNTAX/

SDUNTIC: I-R__ I-Q__ I-C__

PATTERN OPERATOR

COMMON
PATTERNS: AWARE

G W e @ T M e A G W D W

PATTERN OPERATOR

URIQUE
PATIERNS:

I-Ax_ I-E__ P~C___ Oth

TECENICAL RESULT OR OUTCOME

Gets thea to write by saying —

("I know you won't write me back...")

TECHNICAL RESULT OR OUTCOME

A-417
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Setting: Various

- o o o "f ——— —— ————=—
PROTOCOL CODING WORRSHEET
1. BACKGROUND INFORMATION
I.D.: Coder 2 §_H BEQ__ 42 CROSS~REF
Purpose: Prospecting with school counselors
Cycle: Pros x Rap x Qual__ N&I__ FEBA__ Clo__ H-O__ DEP__ F-UP__ NM/A__ Oth___
)

Range: BEG (p. 108 , patsa 7 , line ) END (p. 109 , para 3 , line

11. COMMUNICATION STRATEGIES

BELIEY:]l - 1f you treat counselors really well, they will help you.

2 = Without counselors he's "nothing".

RULE: ] - Entertain counselors from schools =- lunches, functions, tours, etc.

2 - Give certificates, or letters, signed by officers to counselors for helping

out,

3 - Give then gifts, pointers, cups, pencils.

SALES DECISION DECISION

SEQUERCE: CYCLE STATE ENTER PRIMARY PATTERN BTATE EXIT TEST

1.

2.

3. !

4. H

-
S
o .

5.

6. H :

e - — -
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 § 8§ S8EQ 43 CROSS-~REF

Purpose: Closing, selling to different categories

Cycle: Pros__ Rap__ Qual__ N&I__ FEBA x Clox B-O__ DEP__ F-UP

Setting: Various

M/A__ Oth

Range: BEG (p. 109 , para 5 , line ) END (p. 113 , para_1 , line

II. COMMUNICATION STRATEGIES

BELIEF:] -~ Takes more time before close for a woman. Can close on & man the first shot.

2 - Women in his location go for travel, Europe. Men go for Rambo type stuff,

pumber ] — service to country, number 2 — college fund.

3 - Sell Cat levels differently. Cat & has limired choices, tell him straight.

Cat 1, 2 went high tech, Cat 3, college. Also varies by location. Vary
approach as needed.
RULE: 1 - Don't close on a woman the first time, make another appointment.
2 -~ Sell vomen the cushion jobs. Stress travel.
3 - Sell a Cat 1, tell a Cat 4.
SALES DECISION DECISION
SEQUENCE: cycLre STATE ENTER PRIMARY PATTERN STATE EXIT TEST
{ | ! | ]
! ! { ! :
1. '
:
2. | '
1 '
3. 1 \
i i
4. | ! !
1 i \
s. ! ! H '
i i H '
6. ! ! ! ! !
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PROTOCOL LOG
Coder: 2 Subject: 1
Pd | REF | CYCLE TOPIC
1 11(2) |Pros,DEP |Importance of referral system to success
2 §1(10) (F-Up {F-Up and working the community
3 5(3) {Rapport with different kids, Cat levels, etc.
! {FERA }
4 16(9) INS1,FERA,!Examples of finding N&1, selling skills
1 lB-0 ! '
S {9(3) (-0 {Lengthy discussion of objections with lots of examples
6 119(10)!Pros,Ns1, {Prospecting, referrals, N&I/FEBA in first sppointment
{ {FEBA !
7 121(8) iPre—Q {Basic Pre=Q
122(3) |DEP,F-Up |Handling, preparing DEPs

9 124(10)!iClo F~Up

iClosing and preparing kids for MEPS

10 129(7)

!Pros,DEP

\DEP referrals

11 130(9)

IM/A

{Personal criterion for the job, M/A

12 139(16)1M/A

{Rules for treating people

13 141(6) iClo

{To phrase closing properly

14  1463(11)1M/A

{Tize management

15 {45(10)!Pros

{Prospecting in the community — older people especially

16 146(7) iPros,FEBA Prospecting, FEBA, in general

17 169(3) !Rap,M/A_|Maintaining rapport, good attitude

18 150(3) !Rap ,FEBA {Rapport, what things to stress in the interview
19 151(7) !Pros,M/A {Where to prospect, M/A

20 {54(6) {M/A {M/A, more incentives

2]  155(15)iPre-Q,

1Pre-Q, FEBA, different Cat levels

3

{FEBA

22 {60(3) {DEP

|Keeping on top of DEPs

23 160(7)

{PEBA,B=0

{FEBA techniques and B-O

2 162(7) {pep

{Teaching DEPs about the Army

25 165(2) {Ns1,FEBA {Ns1, FEBA, major life poals, working with families

!

W N IO N I I
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 5§ 1 $2Q_ 1 CROSS-REF

Purpose: Isportance of referral systes to success

Cycle: Pros_x Rap__ Qual__ Wel__ FERA__ Clo__ H-O_ DEPx F-UP__ M/A__ Oth___
Setting:
Range: X2G (p. 1 , para 2 , line ) D(p. 1 ,para_8 , line )

1I. COMMUNICATION STRATEGIES

BELIXF:] ~ The bi to success of ltctioﬁ {s referral systes, handling DEPers.

2 =~ When you give someone something that's going to benefit him the rest of his
life, he'll bring his friends.

est ke

3 - Kids come back and tell their friends how they're enjoying the Arzy after

basic, as vell,

ROULE: ] - DEPs can come into station whenever they want.

SALEZS DECISION DECISION
SEQUENCE: CYCLR STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

oafme me o

I -

3.

el

4.

3.

- afeo ocfes cafos
- ——— A - . - amn i o —-—

6.
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PROTOCOL CODING WORRSEEET
3. BACKGROUND INFORMATION

I.D.: Coder_ 2 §_ 1 SEQ 2 CROSS~-REF

Purpose: F-up and vorking the comzunity

Cycle: Pros__ BRap_ Qual__ Ns1__ FEBA__ Clo__ B-O_ DEP__ F-UPx M/A__ Oth___
Setting:
Range: BEG (p. 1 , para 10 , line ) 0 (p. 3 , pars_6 , line )

I1. COMMUNICATION STRATEGIES

BZLIX?:]l = A lot of people lose contact with kids after they go to basic. Isportant
pot to, big thing is to stay in touch,

2 - Many people think recruiters are big lisrs, We help people, we don't burt
then,

3 - Belps image of recruiter in interviews to have kids around who have been

through enlistment.

4 - For many kids, dasic is hard for them because they don't have parents to

lean on. Recruiter can help if they call him,

RULE: ] - When a kid leaves for basic, give hin about five self-addressed stazpel

envelopes to write back with,

2 - When kid poes to basic, stay in touch vith parents.

3 - Vhen kid comes back, have hiz come into station, valk around comsunity with

gecruiter — good pubdlicity.

SALES DZCIS10N DECISION
EEQUENCR: CYCLE . STATE ENTER | PRDMARY PATTERN STATE EXI1T TEST

! ) H ' '

} ! ! { !

1. ! 1 !

H 1§ ‘

2. ! | ! } '

| H ! 1 '

3. ! ! '

H 1 !

4, { ! !

' 4 !

s. ! H !

} T '

€. ! ! \ 1 i
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J11. COMMUNICATION PATTERNS

OVERVIEW: Describes giving envelopes to kids to write back from basic training. Says
it helps to have kids around vho have
around community, and in interviews. Descridbes helping kids after they

Bave gone and are having probless during basic being avay fron home, handling

the pressures, etc.

PREDICATE: Vis___ Aud___ Rin__ Olf-Gus__ Uns x  Specific___

SYNTeX/

SDUNTIC: I-R___ I-Q__ I-C__ I~-A__ I-Z___ P-Cx_ Oth
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

COMMON -

PATTERNS: RE-D Competitive = 3/4 as such as for other girls. Way
of easing the pressure on a girl who is a little clder

in basic training.

- W e B S e S o Sead S s

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPLE

UN1IQUE
PATTERNS

S W @ U R T B B GER B i D T e A G e e
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PROTOCOL CODING WORRSHEET
. BACKGROUND INFORMATION

1.D.: Coder 2 $ 1 SEQ 3 CROSS-REF

Purpose: Rapport with different kids, Cat levels, etc.

Cycle: Pros__ Bap x Qual__ NI x FEBA x Clo__ B-O__ DEP__ P-UP__ M/A__ Oth___

Setting: Various, office mostly

Range: X2G (p. S ,para_ 3 , line ) END(p. 6 , para_1l , line )

11. COMMURICATION STRATEGIES

BILIEF:]l = Bov you talk with people is important. You can‘t talk the sane way vith a

person in the higher test categories that you would with someone in the lowver

2 = You have to progran yourself to come down to certain people's level.

3 -~ Cat 1's looking for college, love the senior enlistment prograc.

4 = Full tise school, followed by full time work to pay for it is touch.

Better to use the Army to give you part time school, training, and lots of

soney.

1 - Progra= yourself to come down to certain people's level.

2 - Point out bow entering the Army can help people be better students by

relieving the financial and tize pressures.

SALES DECISION

SXQUENCE: cycLr STATE ENTER PRIMARY PATTERN

DECISION
STATE EXIT

TEST
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

I.D.: Coder_ 2 § 1 SEQ__ 4 CROSS-REF

Purpose: Examples of finding K & 1, selling skills

Cycle: Pros__ Rap__ Qual__ Wil x FEBA X Clo_ B-Ox DEP__ F-UP__ M/A_

uttini: Office

Oth

BRange: X226 (p. 6 , para_9 , line ) T (p. 8 , para__1l1l , line

11. COMMUNICATION STRATEGIES

BELIXF:]l - Going to school full time while in the Army is too much.

2 - If you £ind another ares you're

interested in, besides

our chosen school

major, you can get training in that in the Army, that way zou'll have a career

to fall back on in case you need it lus the $17,000 to continue

work,

our school

3 - You can see if you've made the sale by looking in the kid's eyes — you

can just see it.

4 - An objection can be defined as & cop out. Also 8 kid looking for more infc.

A-425

RULE: 1 - If & person is sitting back, then leans forward toward you, they're
interested.
2 - Close wvhen you've met the N & 1 of the kid.
SALES DECISION DECISION
SEQUENCE: cYcLe STATE ENTER PRIMARY PATTERN STATE RXI1T TEST
) { | ! '
} ! { '
1. H '
i :
2. { '
H \
3. { | } | '
i { 1 ¢ :
'R ! ! '
{ H ]
S. H : H ]
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REPORT TYPE: PCW _

1.D.: Coder 2 $§ 1 SEQ & CROSS~-REF

BLOCK

DESCRIPTION CONTINUATION

3ELIEF: 3 ~ The purpose of objection is to make lﬁre there's no doudt,
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111,

OVERVIEW:

COMMUNICATION PATTERNS

T T T T T

PREDICATE: Vis___ Aud___ Kin___ Olf~Gus___ Uns x_ Specific___
SYNTAX/
SDUNTIC: I-R___ I1-Q__ I-C__ I-A__ I1-E__ P-C__ Oth_ 8-CON
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
SUMOION !
PATTRRES: S-CON ! Conditional close.
1
i
'
:
:
:
:
]
]
:
1
[ ]
]
]
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAVPLE
UNIQUE
PATTERES:

P B G G P el D D G D M P W AR T M W -
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PROTOCOL CODING WORKSHEPT

I. BACKGROUND INFORMATION

1.”. :

Coder 2 5§ 1 SEQ S CROSS-REF

Purpose: Lengthy discussion of objections with lots of exasples

Cycle: Pros__ Rap__ Qual__ NsI__ FEBA__ Clo__ 8-0x DEP__ F-UP__ M/A__ Oth___
Setting:

Bange: BEG (p. 9 , para_ 3 , line ) END (p. 19 , para_8 , line )
I1. COMMUNICATION STRATEGIES

BXLIEY:] - You need to cover objections sarly to prevent DEP loss later.

:

2 = One of the toughest objections is from a person who comes from a Navy,

Marine, or Air Force family.

3 - You might find it is easier for an Army recruiter if there is an Army base

around = faziliarity helps. You can't give a tour of the base if there isn't

one close by.

4 - In case of religious conflicts, it may help to get an Army minister to talk

to the fazily.

1 - Cover all objections early to prevent DEP loss later,
2 - Keep after kids, including those who can't pet parental consent, dbut don't
harass.,

3 - Call every month on s kid waiting to turn 18 to sign.

4 - Call back in three months to a kid vho said no decause he had a job — he

may no longer have it,

3 = When you get an objection, imagine hov you would vant to be told, ané do

that,

SALES DECISION DECISION
SRQUERCR: CYCL2 STATE ENTER PRIMARY PATTERN STATE EX1T TEST

! ' ! '

' ' ! '

1. 8- {Fear {Pacing {Difficulty H
‘ 0 i o

2. _B=0 {Difficuley Tenp. shift (past) IRelief ]
d CEQ (grad = { S

3. B0 |Relief accomplish) {Accomplishment |
j 1

4, E-0 {Accosplishaent !Temp. shift (FP) |Pride i
H ' i

5. ®-0 'Pride Temp. shift (past) |Camaraderie \
—} )

6. B-0 !Canaraderie {CE (makes you) iFeel pood E
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REPORT TYPE:

I.D.: Coder

BLOCK
DESCRIPTION

2 § 1 S§EQ S CROSS-REF

CONTINUATION

RELIEF:

RULE:

SEQUENCE:

DVERVIEW:

- - - - - - - - - - -— - - o - - - - - - - - - - - - e - - - - - - - - - - - -~ - .J

S - It is important to stay after a kid until he says yes, including if

be has_to wait to turn 18 to eign because parents won't consent,
€ - Doesn't believe handling objections is something that can be taught,

there are too many kinds, all individual,

7 = Basic training is & matter of initiative and motivation.

8 - Biggest objection is color green. Probably for Navy it would be

6 months on a ship.

9 ~ Video on JOIN on basic is very good.
eople who have participated in sports

10 - Basic is & little sasier for

in school,

6 -~ You can't tell people that just becsuse they look like they're in

pretty good shape, basic training is going to be easy. It's not.

7 - 1f kids have unreal expectations about basic, use the JOIN video,

8 - Conmpare basic to sports in school.

9 - Sees (disassocisted) image of drill sergeant standing over kid in

basic -~ imagines otandigg there vatching and listening — then describes
it to the kid.

7. _H-0 / Feel good / C-LINK with N / Strenpth (willpover,

gives fine exazple of chaining to handle objections to basic on p. 19,

para. 8 (use as example if possible),
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111. COMMUNICATION PATTERNS

OVERVIEW: Gives exanples of different objections, color green, uniforms, competition
fron other eservices, prodlems from other family mesbers, religious conflicts,
etc. Describes case of gir]l who comzitted, then was talked out of it by
brother in the Marines. Also the csse of s kid whose parents wouldn't
consent decause of religious grounds. Tried to get the RT, who 15 elso
8 minister, to talk to them, but that didn't help either, Gives hypothetical
ansver to how he would handle objections if he were & Navy recruiter. ‘Then

PREDICATE: Vis x  Aud x  Kinx Olf<Cus___ Uns_x_ Specific_x_

SYNTAX/
SDURTIC: I-Bx IQx I-Cx I-Ax I-Z__ P-C_x_ Oth_CHAIN

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME
COMMON }
PATTERRS: C-EX with R/S, { B-0 color green. Humorous reframe on & truly
MF i ridiculous objection. Air Force wears green utility
i uniforms also, besides color doesn't make the persor.
t
]
1 ("Green is my favorite, George Washington, Abrahaz
E Lincoln, dollar bills ...")
1
C-EX with R/S i In general used to reframe objections to uniforms, hai:
! cuts, etc, They have the same things in the business
{ world,
i
:
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXAMPL
TNIQUZ - )
PATTERNS

- n R M W S W B P - e @ - - = - = =
S Y G e B B B - e E . e e e tm— -
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REPORT TYPE: PCW

I.D.¢ Coder 2 s

SEQ__ 5 CROSS~REF

PATTERN OPERATOR
COMMOR .
PATTERRS: M-
R/S with FP

C/D with FP

CHAIN with RE-D

N P W G oD W WA S PR T DD NP U WS DA s AP G P P e P e R T P P G AR WP NS R AL AR gan A b SRR A0 B A o oW U GRAD WP P EPED apan (P UD Wil SR AD GLOD Gam GPan

TECHNICAL RESULT OR OUTCOME

Compares two different cars, both the same price, but

one fully loaded (Army) and the other not (Marines).
Also, basic training takes motivation, just like 12 years
of school, therefore, you can do it. Compares physical
conditioning with sports to esse temsion.

("Everybody is stressing physical fitness...that's vhat
the Arsy consists of.”)

Basic is 652 classroom. Takes focus off physical training
a bit.

("...if you make it you are such a happy person.")

Exanple of handling hypothetical objection to € months on
a ship in the Navy, Used all the individual benefits of

different ports, travel, meeting people, and how good it

would feel to get back with those mev experiences.

See adove, use of chain to take kid froz fear of basic to
sense of accomplishment, camarsderie, strength, Especially
good use of temporal predicates, shifte in rep systess,
pacing., Takes kid from K- to K¢, K¢, K+, Describes drill
sergeant, chains fros V-~/A- to K¢ also. Redefines kid with
poor physical conditioning as the one wvho gets the attention
of the sergeant,

(“They've become very attached...")
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PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

1.D.: Coder 2 - ¢ SEQ__ 6 CROSS-REF

Purpose: Prospecting. referrals, N & 1/FEBA in first sppointments

Cycle: Pros x BRap _ Qual__ N&I x FEBA x Clo__ B-O__ DEP__ F-UP M/A Oth
Setting: Phone, office

Range: 326 (p. 19 , pars 10 , line ) 2END (p. 21 , para_6 , line )

11. CODMUNICATION STRATEGIES

BYLIXY:) - Gets referrals from lead refinesent 1list, DZPs.

2 = You're eventually going to have to talk to s senior at the home, so you

might as well start there, catch the parents at the sane time,

3 - Sales book is pretty, has nice pictures, but it can be pretty boring if you

don't utilige it properly.

4 - When you set up ten point scsle, kid will tell you everything you need to dc

to make it a ten.

RULEZ: ) - Call froc lead refinement list every day,

2 - Try to make initial sppointment with high school senior at their hoze.

3 - Start by "checking kids temperature’” -—— ask on a scale of one to ten, hov

do you stand on joining the Army.

4 - Stress the dbz, then the other tangibles,

SALZS DECISION DECISION
EEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.,

rs e

3.

4.

5.

e efn = ofen ncfew cofen et o w-

e e sfem afaw ccfen acfon cw o=

P

6.
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REPORT TYPE: PCW

1.D.: Coder 2 S 1 SEQ 6 CROSS-REF

BLOCK

DESCRIPTION CORTINUATION

BELIEF: S = Primary job of a recruiter is to find the dbz. Then go over the

B Pm sa EE Ge G B Bwm Gw AE G mE me ®P Eme B ®er me @Em e Em Bwm Be Gw mE SN e M EEm W B B G W G e

tangibles that go along with the Army,
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J11. COMMUNICATION PATTERNS

OVERVIEVW:

PREDICATE: Vis__ Aud

SYNTIAX/
SDMANTIC:

COMMOR
PATTERRS:

TRIQUE
PATTERRS:

Brief seguence on getting dbm and selling it.

I-R__ I-q__ I-C__

PATTERN OPERATOR

?

PATTERN OPERATOR

Rinxz

Olf-Gus___ Uns_x_ Specific___

I-A % I-!___ P=C Oth

TECHENICAL RESULT OR OUTCOME

Ten point scale.

("Where do you stand on joining...1")

TECHNICAL RESULT OR OUTCOME

A-434
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("What would 1 have to do for you to make that a
ten?")

EXAMPLE



PROTOCOL CODING WORKSHEET

I. BACKGROUND INFORMATION

1.D.2 Coder 2 s 1 §8EQ 7 CROSS-REF

Purpose: Basic Pre~Q

Cycle: Pros__ Rap__ Qual x Nsl__ TFERA__ Clo__ B-0O__ DEP__ F-UP__ M/A__ Oth
Setting: Office

Range: 326G (p. 21 , para 8 , line ) ED (p. 22 ,para_1 , line )

11. COMMUNICATION STRATEGIES

BELIEF:]l - Primary job is to make sure kid is mentally, morally and

qualified. Counselor puts the finishing touches on.

2 ~ Kid may pick & particular job and not be morally or physically qualified.

RULE: ] - Check out speeding tickets, law violations, medical problems = then schedule

hiz for the physical.

2 - Let the kid knowv vhat the physical is going to consist of.

SALES DECISION DECISION

SIQUENCR: cYCcLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
] | ! '
{ } ! ! ]
1. | H '
{ ! '
2. H } H
i : '
3. { ! '
: } ]
4. { ! ]
| v :
5. ' ' H ! '
1 H H T !
6. ' H ! ! !
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PROTOCOL CODING WORKSHEET

3. BACKGROUND 1INFORMATION

I.D.¢ Coder 2 s 1 SEQ 8 CROSS~REF

Purpose: Handling, preparing DEPs

Cycle: Pros__ Rap_ - Qual__ Nel__ TFEBA__ Clo__ E-O__ DEP x F-UP x M/A__ Oth__
Setting: Office, etc.

Range: 332G (p. 22 , para 3 , line ) =D (p. 23 , para_1 , linme )

——

I1. COMUNICATION STRATEGIES

BZLIEF:] - Uhen kids come back from enlistment into DEP, you have to resell.

2 = Pind out vhat's going on in basic from kids who come back, It's not the
sape anyzmore. JIt's the only way to keep current info.

RULEZ: ) - Vhen kids come back froo enlistment into DEP, you have to resell., Make sure

he's satisfied, Llet him know what's required. Congratulate him.

2 ~ When kid is ready to go, have hiz cose in, give hin his envelopes, pet a

picture for the board,

3 - Keep up with him during basic.

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
! '
'

1.

2.

3.

efoe

4.

3.

NUNDI RO SN S RSN AU
SUN U USRI IR FUNIE SR,

SR
e o]

6.
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 5§ 1 SEQ__ 9 CROSS-REF

Purpose: Closing and preparing kids for MEPS

Cycle: Pros__ Rap_ Qual__ MAI__ FEMA__ Clox B-0_ DEP__ F-UPx M/A_ Oth__
Setting: Office

Range: XEG (p. 24 , para_10 , line ) END (p. 29 , pare__1 , line )

11. COMMUNICATION STRATEGIES

BELIXF:] - Counselor's job is to sell jobs if kid isn't qualified for vhat

be wanted.

2 =~ There may be things the kid could do that he doesn't know about, eo he
should keep an open mind,

RD1Z: ) -~ Once you find the dbm, trial (conditional) close., When he says "I don't
y know," then start covering the tangibles that go along with it.
p 2 - Resell vhen the kid comes back from MEPS. Especially if he took a job that
f wasn't his first choice,
L 3 ~ Before kid ships out, give him & briefing on everything that will happen.
SALZS DECISION ' DECISION
f SEQUENRCE: CYCLE STATE ENTER . PRIMARY PATTERN ' STATE EXIT TEST
[] {
[ ] [} ]
] ' ' ! '
1. H } H
] o '
2. | {
i '
3. | } ] '
‘ 1 ] :
4. : '. :
1) ] 1
] ' t
] 1 ! 1 :
6. : H ! v ;
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111. COMMUNICATION PATTERNS

OVERVIEW: Discussion and exasples of preparing kid for MEPS counseling.

PREDICATE: Vis___ Aud___ Rin___ Olf-Gus___ Uns x  Specific___

SYNTAX/

SDMANTIC: I-R__ I-Qx 1-C__ 1-A__ 1-X__ P-C_x_ Oth_S-CON
PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

TOMMON

PATTERES: §-~CON Conditional close

Q. Even though the kid didn't get the job he planned
on, he got one just as good. Also, guidance
counselor is basically like a school counselor.

Call or write even if it's to “"curse me out” — "let

se knov how things are going." Gets kid to keep contact
regardless of how hard a time he's having. Also,
counselors aren’t there to screvw you, but to help you out.

RE-D with IN, P

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME EXANTLE
UNIQUE
PATTERNS:

. e W P T B B e rm e e e e o
- M B - B S T . B - - e - anan
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REPORT TYPE: PCW

I1.0.: Coder 2 } 1

£Q 9 CROSS-REF

PATTERN OPERATOR

COMMON
PATIERNS: (Rl

c/o

C/U with MF

G ED B M S @ By D S GPah DD s D T G WD DD W . - S W e T W M B B R R B W e e e BEL s D AR P MNP SPES ghan G GEES @G aetp EPEP AP Geap A @ ab

TECHNICAL RESULT OR OUTCOME

Belps give kid perspective on roles.
("...counselor wvas once recruited himself.")

Envelope is addressed, stanped, etc. Also encourages
kid to write, vegardless of time pressures.

("All you have to do is write...")

Keep an open mind at MEPS becsuse there may be something
that interests you more than what you've chosen mov.
Makes it easier {f kid doesn’'t get what he planned on.
Also, points out that job can belp hin beyond Army ~—
future employsment, etc.
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Purpose: DEP referrals

Setting: Office mostly

- M g e >y

PROTOCOL CODING WORKSEEFT
J. BACKGROUND INFORMATION
1.D.: Coder 2 § 1 SEQ 10 CROSS-REF
Cycle: Pros x Rap__ Qual__ NeI__ TFEBA__ Clo__ E-O__ DEP x F-UP__ M/A_ Oth___
Range: 332G (p. 29 , pars_ 7 , line ) EIND (p. 30 , para 7 , line )
11. COMYUNICATION STRATEGIEZS »
BELIEF:] - Most of their appointments come from referrals from people who have joined.

2 = A lot of kids consider their recruiting station & hang-out.

Kids think

they're crazy, enjoy coming over, They get interest that way.

ROLE: ] - DEPs can come in whenever they want.

2 = Take the JOIN over to the mall nov and then and show the videos.

SALES DECISION DECISION

SEQUENCE:  CYCLE SIATE ENTER PRIMARY PATTERN SIATE EXIT TEST

' } { !

! ! ! ]

1. H : | H

i ) { 1

2. ' | !

i ] i

3. H ! i

A { H

4. | ! !

L T ¥

] ] ]

5. : ! ' !

; i : T

6. : ! ! :
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PROTOCOL CODING WORRSHEET

1. BACRGROUND INFORMATION

1.D.2 Coder 2 5 1 $IQ_ 11 CROSS=REF

Purpose: Personal criteria for the job, M/A

Cycle: Pros__ Rap__ Qual__ NW&I__ FERA__ Clo__ B-O__ DEP__ F-UP__ M/Ax Oth___
Setting:

ﬁ Range: REG (p. 30 , para 9 , line ) IEND (p. 36 , para_S5 , line )

L 11, COMMUNICATION STRATEGIES

] BELIEF:] - "Make mission, go fishing ... work your own hours. That's bull." They'll

1 still come dovn on you if you slip & month.

2 - More freedom, more money would help.

3 - "Until a company ... or battalion makes their mission, you're going to be

vorking all the time."

4 = You have to veigh the possibility of a faster promotion in recruiting vs. a
’ job you may like better.

ROLE: 1 - Measure success on a4 sonthly basis, mission.

2 - 1f people treat you well in the community, you're doing well. If mot, you

aren't.,

SALES DECISION DECISION
SEQUENCE : cyCcL: STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

e

2.

3.

S.

B Euma e

i ot
St L2

|-
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REPORT TYPE: PCW

1.D.: Coder 2 S 1 8EQ 11 CROSS=-REF

3L0CK

DESCRIPTION CONTINUATION

BELIEF: S ~ People who produce 110% or 1151 deserve some time off. It takes

—----------.--------—-—--—-———-‘-~--—---—------”--““-----———l

7 e e ot . . oo re et —oerrss o

initiative to keep going.

6 - Comdination of soney and security are the most important factors

for hinm.

7 = Might be & good idea to let & recruiter recruit in his home town,
regardless of the possible prodlems,

8 - The ides of retiring at 37 is appealing because of all the benefits

and the chance to start 8 second career.

9 - Measure success on & monthly basis, mission. Llarge percentage of

community is joining in the srea. He can go vherever he wants and get

vhatever he wants because of his reputation. Everybody knows who he is.

10 ~ The thanks you get from people makes the extrs hours worth it.

Without those the job would get very depressing.

11 - Bis previous job, postsl adzinistration may have gpotten hin a

better job when he gets out than s sales job.

12 - You have to dbe flexidle., Each person is different ~ that's the

fun part, the challenge.

13 - Security is more important than challenge.
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PROTOCOL CODING WORKSHEET

1. BACRGROUND INFORMATION

1.D.: Coder 2 § 1 SEQ_ )2 CROSS-REF

Purpose: Rules for treating people

Cycle: Pros__ Rap__ Qual__ NReI__ FEBA__ Clo__ B-0_ DEP__ F-UP__ M/Ax Oth__
ﬁ Setting:

Range: XEC (p. 39 , para 16 , line ) END (p._ 40 , para_5 , line )

11. COMMUNICATION STRATEGIES

4 BELIEF:] - You're going to be depending on the people you put in for your protection,
80 they peed to be top caliber people.

2 - It's important to make yourself available to kids when they need you, rather

than on a convenient schedule by the numbers.

3 - Some people think because a kid is 17 or 18 he doesn't know anything. That's

‘ not true. Kids are smart, they pick up if you're being phony.

RULE: 1 - You don't treat people as a number in the Army,
2 - Treat people as though you're proud to have thes in the Army.
r
3 - Try not to be a hard ass with people, Treat them with respect,
[ 4 = Don't be phony, be yourr:lf.
b
SALES DECISION DECISION
SRQUENCE: CYCLE STATE ENTIR PRIMARY PATTERN STATE EXIT TEST
! : | ! i
' ] ' ' '
1. | ! '
1 i :
2. H ! H '
| { i H
3. H ! H '
i i ‘ i
{ b. | | H '
i H 1 !
s. ! H H !
1 ¥ ] ]
' ) i H
6. ' H H ' !
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 s 1 SEQ_ 13 CROSS-REF

Purpose: To phrase closing properly

Cycle: Pros__ Rap__ Qual__ N&I__ FEBA__ Clo x H-~O__ DEP__ F-UP__ M/A_ Oth
Setting: Office

Bange: 3G (p. 4] , para 6 , line ) END (p. &) , para_6 , line )

11. CODUNICATION STRATEGIES

BELIEF:1 = Used to be afraid to ask .for the close.
2 - Used to ask kids to "think about" joining — & bad way to close. Rids will

think about it for yvears. Better to ask them “if I can... would you?"

RULY: ) - Be direct.

2 - Don't ask a kid to consider, ask hizr to join,

SALES DECISION DECISION
SEQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

1.

2.

-

.

P RS O

3.

-l oo ocles oo oo ao e

EERE S e N

PPN S

6.
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PROTOCOL CODING WORRSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 s 1 SEQ_ 14 CROSS-REF

Purpose: Tise management

Cycle: Pros_ Rap_ Qual_ Wel__ FPEMA_ Clo_ B-0__ DEP_ F-UP_ MWiAx Oth__
Setting:
Range: REG (p._43 , pars__11 , line ) D (p. &5, para_& . line )

YI. COMMUNICATION STRATEGIES

BXLIXY:] - Most important thing is to stick to it.

2 - Your schedule can change in the dlink of an eye.

3 - Work plan is your responsibility. Have to stick to it, but be flexible.

4 - 1f you rerruit someone and he doesn't dring any referrals, you're doin
4 ng

sopething vrong. BEe might think he got screved.

RULE: ] - Make a good work plan and stick to it.

2 - Ratio of people you have to talk to to put someone in tells if you're doing

s good job., 1 out of 17 means you might be doing something wrong, 1 out of 3

is decent.

3 - If you recruit someone and he doesn't bring any referrals, you're doing

sopething wrong.
SALES DECISION DECISION
&EQUENCE: CYCLE . STATE ENTER ' PRIMARY PATTERN STATE EXIT TEST

i | | H
! ! | ! i
1. ! ! ! '
. i U |
2. | | '
' | '
3. | | '
1 1 1
&4, | !
H '
5 : !
H i
6. ' ' : : i
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PROTOCUL CODING WORKSHEYT

1. BACKGROUND INFORMATION

I1.D.:  Coder 2 s 1 5zQ 15 CROSS-EEF

Purpose: Prospecting in the compunity —— older people especially

— —

Cycle: Pros_ x BRap_ Qual__ I __ PEBA_ Clo__ ®0__ DEP__ F-UP__ M/A Oth

Setting: Community

Range: REG (p. 45 , para_ 10 , line ) ERD (p. &€ , parsa_1 , line

11. COMMUNICATION STRATEGIES

BOIXF:] ~ If a recruiter is out t.hefe singling with people, people know his, take

iz well, he's doing something right,

)

2 ~ Older people will bring you lots of referrals — they can be key.

Especially

if they vere in the Arny,

3 «- 01der people in & comzunity are influential.

RULE: 1 - Don't forget older people in the comcunity.

SALES DECISION DEC1SION
SRQUENCE: CYCLE STATE ENRIZR PRIMARY PATTERN STATE EXIT
!
!

2
-3

e efrw cofom s ccf oo el - e
e wfow efow ccfew ncloe s oo
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PROTOCOL CODING WORKSHEET

J. BACKGROUND INFORMATION

1.D.: Coder 2 81 SEQ 16 CROSS-REF

Purpose: Prospecting. FEBA, in general

Cycle: Pros x Rap  Qual__ WeI__ TFEBAX Clo__ B-O__ DEP__ F-UP__ M/A__ Oth
Setting:
Bange: XEG (p. 46 , para 7 , line ) IEND (p. 48 , para_7 , lime )

1I. COMMUNICATION STRATEGIES

BEZLIZY:]l - 5old on his referral program 1003,

2 - In his area, ezployment opportunities are pretty bad., Point that out to
kids.

3 = Telephone power is important, but referrals work a lot better,

4 = When you do & good job, people work for you rather than you working for thez.

RDLE: ] - Treat people like people, let them come in vhenever they want. Talk with

thep, talk with their friends =- comunity involvesent.

2 = Point out difficulties in epployment in the area, to compare to Army.

3 - When prospecting it is important to think of the kid, not as a nuumber

tovard mission, but someone you can help toward a better life,

SALES DECISION DECISION
STQUENCE:  CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST
1 H — !
i i % i |
1. I :
] :
2. { :
i ;
3. ! :
R :
4. ! : :
H ! |
] 1 [
5. ; : : :
i i : :
6. : : : : :
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PROTOCOL CODING WORKSHEET

3. BACKGROUND INFORMATION

1.D.2 Coder 2 § 1 SEQ 17 CROSS-REF

Purpose: Hnintciqiggitgyporglg‘gpd attitude

Cycle: Pros__ Rap x Qual__ NeI__ FERA_ Clo_ B-O__ DEP__ F-UP_ M/Ax Oth__
Setting:

Range: BEG (p. 49 , para 3} , line ) XD (p. S50 , pera_1 , line )

11. COMMUNICATION STRATEGIES

BILIKF:] - Going by the book doesn't always pay off, you may have to stray.

2 - 1f a kid comes in expecting & sales pitch, and you flop a book down in
front of him, that's poing to be pretty boring. You do better if you just pull

up & couple of chairs and start talking.

3 - Doeen't think he has a style, just his own personality.

RULE: 1 - Break the ice by just talking about whatever comes up.

SALES DECISION DECISION

REQUENCE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT ST
[} I ’ 1
] t
i ' ! ! :
1. ! : I
1 i '
2. { | '
i i :
3. l !
13 !
‘. !
s. ! : : i
| 4 - 1 t
‘ ] { [
6. L i ' ' :
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PROTOLOL CODING WORKSHEET

I. BACKGROUND INFORMATION

I.D.: Coder 2 § 1 SEQ 18 CROSS-REF

Purpose: Rapport, what things to stress in the interview

Cycle: Pros__ BRap x Qual__ N&I__ FEBA X Clo__ B-O__ DEP__ F-~UP_ M/A__ Oth
Setting: Office

Range: BEGC (p. SO , para 3 , line ) D (p. 51 , para_ 3 , line )

II. COMMUNICATION STRATEGIES

BILIXF:] - Bis community is college oriented, others may be different so you would

have to adjust your style.

2 - Be doesn't use the gales book, though he can, because he's more confortable

without it,

RULE: ] = Put out ten flyers on each benefit in the RPI racks. When you go back, see

which ones have been taken the most. That will give you an idea of wvhat people

are interested in.

2 - T.esn't use the sales book because he thinks kids don't buy it. Too sales

oriented, they'll think he thinks they are just nusmbders.

SALES DECISION DECISION
SEQUEICE: CYCLE STATE ENTER PRIMARY PATTERN STATE EXIT TEST

I U NI P A .
-]
S S S S A I

S NP P

B plgepes S
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PROTOCOL CODIRC WORKSHEET

I. BACKGROUND INFORMATION

1.D.t  Coder 2 s 1 SEQ__ 19 CROSS-REF

Purpose: Where to prospect, M/A

Cycle: Pros x Rap _ Qual__ N&I__ ¥EBA__ Clo__ H-O__ DEP__ F-UP_ M/Ax Oth___
Setting:

Bange: XREG (p. S1 , para 7 , linme ) EXD (p. S4& , para S, line )

11. COMMUNICATION STRATEGIES

BXLIXF:! - If you don't knowv vhat's going on in the comounity, you can end wp looking

like a fool.

2 =~ Starting in & new ares, the phone is the best way.

3 = School is the most dangerous place to do an interview because of the peer

pressure. Feels better on his ewn turf.

4 - Gets along well with school counselors.

Feels competition froz Air Force —-

they spend more money on tours, ete.

1 - You pust kmow vhat's happening in your comsunity (i.ncludi.ng ezployment

opportunities).

2 - Participate in the comzunity, PTIA, church, coach dall, etc,

3 - Make arrangements before going out to school.

4 = Don't do interviews in school.

SALES DECISION DECISION
SEQUENCE: cYcLre STATE ENTER PRIMARY PATTERN STATE BXIT TEST
! ] )T T !
H ! l !
1. !
'
2. ! |
| i
3. ! } ! !
1 | i H
b, H { H !
i " H '
s. ! ! ' !
H i o H
6. ! H H }
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PROTOCOL CODING WORKSHEET

1. BACKGROUND INFORMATION

1.D.: Coder 2 § 1 SEQ__ 20 CROSS~REF

Purpose: M/A, more incentives

Cycle: Pros__ Rap__ Qual__ WeI__ FEBA__ Clo__ B-O__ DEP__ F-UP_ MAx Oth___
Setting:
Basge: BET (p. 54 , para 6 , line ) END (p. 55 , para_7 , line )

11. COMMUNICATION STRATREGIES

RELIX¥:] = Any tise you are told to do something, you are less receptive., 1It's better

if you have your own plan.

2 - Revards, competition, is what keeps him going.
3 - Some recruiters have nothing to work for once they have gotten the highest

svard, Wouldn't work for him, he'd have to go back to his old job.

EULE: 1 - Someone telling you what to do makes you want to rebel. Alvays.

SALES DECISION DECISION

SRQUENCK: cycLr | STATE ENTER , PRIMARY PATTERN STATE EXI1T TEST
| ! '
{ ! } : '
1. ! ! '
B 1 :
2. ! | '
K ] ]
3. ] '
] :
b, ! ! \ | :
| i 3 3 ]
5. { H '
1 1 \
[} ) 1
6. : A \ H g
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PROTOCOL CODING WORRSHEET

1. BACKGROUND INFORMATION

I.D.: Coder 2 § 1 SEQ_ 2] CROSS-REF

Purpose: Pre-Q, FEBA, different Cat levels

Cycle: Pros__ Rap__ Qual x N&I__ FEEAXx Clo__ B-O__ DEP__ F-UP M/A Ooth

Setting: Various, office mostly
Range: 326 (p._ S5 , para_ 15 . line ) ZEND (p._60 , para_1 _, line
II. COMMUNICATION STRATEGIES

BELIEF:] ~ Different dealing with 8ifferent Cat levels.

2 - Rasier to sell Cat 1 because of more options.

3 - You can often tell levels, graduate or not, etc. vhen a person walks in

the door == instinct.

4 - Dress, conversation, etc. can help determine Pre-Q. Vo-tech students often

don't do wvell on test,

5 - Race, sex, age don't matter,

BULE: ] - Don't call lower Cat levels dum=ies, let higher levels know they have more

opportunities.

2 =~ lover Cat levels don't take baths, have long hair, eosetimes ask if this

is_the recruiting office (with sign right in front of them, sometimes won't

say 8 vord), Bair and dress are important keys. Schools have dress codes —

8¢ 8 kid who doesn't meet thez couldn't be in school.

}. 3 - Can also tell through conversation. Ask questions about courses, alpebra,

etc.

SALES DECISION DECISION
SEQUENCE: cyCLe STATE ERTER PRIMARY PATTERN STATE EXIT

[
(= ]

2.

3.

o maloo ccfecs e e

ﬁ .

-aflew

S.

= = >l nw oofes colles el ne oe

PRSON T e Fosges Tl
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REPORT TYPE: PCw

1.D.: Coder 2 ) § 8EQ 2] CROSS-REF

3LOCK

DESCRIPTION CONTINUATION

BELIEF: € - Once you let feosles know that they can't take combat related jobs,

- e me em e mw mw e S o mm em A me me Ee en me e mm m— e et aw me o e e ae em ew e e ee o=

it eases thinps.

7 - Lots of kide in his area interested in sirdborne.

8 - People vith diplomas are more likely to stay in the Army than those

without.

R -



PROTOCOL CODING WORRSHPFT

3. BACKGROUND INRFORMATION
I.D.: Coder 2 5 1 SEQ 22 CROSS-REF

Purpose: Keeping on top of DEPs

Cycle: Pros__ Rap _ Qual__ Nel__ FEBA__ Clo__ B-0O__

Setting:

DEP x F-UP__ M/A__

Oth

Bange: 322G (p. 60 , para_ ) , line ) B (p.
I1. COMMUNICATION STRATEGIES

60

. para_S , line

BELIXP:] - You can have a lot of input with DEPs, but you can't really control thec.

RUL®: ] - Keep in touch with school counselors of DEPs to make sure they are doing ok,

2 - Have to stress to kids that not gradusting is breaking their contract, thev

lose everything,

3 - let fecales knov they can't get pregnant.

SALES DRCISION
SEQUEBCE: CYCLR STIATE ENTER

PRIMARY PATTERN

DECISION
STATE EXIT

+ 41—

-1----.-‘4““--..“
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S
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PROTOCOL CODING WORRSHEET

1. BACKGROUND INFORMATION

1.D.2 Coder 2

§ 1 5IQ

23 CROSS-REF

Purpose: FEBA techniques and B-0

Cycle:  Pros__ Rap

Qual__ MeI__

Setting: Various, office mostly

Range: 3EG (p. 60 , para ?

FEBA x Clo__ E-Ox DEP_ F-UP__ M/A__ Oth___

I1. COMMUNICATION STRATEGIES
AXLIRP:] = Girl friends will stand by kid's decisions if they really care sbout thesn.

2 - Arsy is a great stepping stone to & career.

. line ) XD (p. 62 , pars_S

s line

3 - Aroy compares favorably to business as far as opportunities.

RULY: 1 - Convince girl friends to support decisions of guys who want to join. Play
on sincerity if necessary.
2 - Sell kids on the Army first, job eecond.
SALYS DECISION DECISION
XEQUENCK: CYcLr STATE ENTER PRIMARY PATTERN STATE EXIT TEST

| ! ' ! '
' ! ! ! '

1. 1 H '
i i '

2. | | i !
i { i '

3. ¢ } H '
H o i H

4, : H '
T T !
] ] i

L ! \ '
i) 1 {
] ] ]

6. H ! H ‘ '
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111. COMMUNICATION PATTERNS

OVERVIEW: Good examples of handling girl friend vho objects. Several ways of

comparing jobs, selling features.

PREDICATR: Vis___ 4Aud x  Kin x Olf<Cus___ Uns_x_ Specific___

SYNIAX/
SDURTIC: I-R__ 1-Qx I-C__ 1I-A 1-2 P-C_x_ Oth_S-CON

PATTERN OPERATOR TECHNICAL RESULT OR OUTCOME

coMon
PATTERRS: M-4 Compares Army enlistment to big corporation job
offer to convince kid's girl friend that Army i
8 good idea.

CEQ with S-CON love = not stopping kid's decision. Forces gir
friend to focus on what's best for kid, mot jus
berself, Not willing to wait = marriage wouldn
vork anyhow.

("“1f your goal...and you don't have the money..
then the Army can help.")

PATTERN DPERATOR TECENICAL RESULT OR OUTCOME

TNIQUE
PATTERES:

P B D SR L W D S P S - - - - -
Y S D D Al S NS W S P B e RV e G - A -

A-45¢
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KEPORT TYPE:

PCW

1.D.:2 Coder 2 s

SEQ 23 CROS5-REF

PATTERN OPERATOR

COMON
PATIRENS: RE-D

¢/p

M S @ A W M B RS T P TR A e WD B A SR W W B B T W s e SR o B W h e T Em T W S e W R e S S P e LD Aeat GO T e e eh

TECHNICAL REZSULT OR OUTCOME

Purpose of Army ian't to get 20-year people only,
but to open doors for kids.

Describes aspects of jodbs similar to what kid wants
to do, even if the job itself is in another field.
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PROTOCOL CODING WORRSHFET

I. BACKGROUND INFORMATION

Setting:

1.p.: Coder 2 S ¢ S$EQ 24 CROSS=-REF

Purpose: Teaching DEPs about the Army

Cycle: Pros__ Rap__ Qual__ R4I__ FERA__ Clo__ B-O__ DEP x F-UP__ M/A__ Oth__
Range: XZG (p. 62 , parea 7 , line ) END (p. 64 , pars_B8 , line )

11. COMMUNICATION STRATEGIES

BIZLIEY:]1 - 1t helps get kids ahead 5 little to give then some training and information

while in DEP., Kids give good feedback later,

2 - Prefers group functions because he has 5 high schools, kids get together,

it can help them if they go to basic together (it helped him).

ROLE: 1 - Teach kids about changes in Army, some drill, exercise, rank structure,

other standard DEP stuff.

2 - let nevspapers know when a kid joins, job, where he's going, how to contact

hiz, etc.
SALES DECISION DRCISION
SEQUERCE: CYCLE \ STATE ENTER PRIMARY PATTERN STATE RXIT ST

H | | ' :
| ' ! ! '

1. | } H :
{ H 4 H

2. ! ! | | '
i i i i '

3. ! ! i '
1 1 i |

b, : ! } '
i H - H

5. i H ! ' '
1 H H i ;
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PROTOCOL CODING WORKSHEET

3. BACKGROUND INFORMATION

I1.D.: Coder 2 § 1 SEQ__ 25 CROSS-REF

. vvv‘"v—v-—,v- —————— .

Porpose: R & I, FEBA, major life goals, working with families

Cycle: Pros__ Rep__ Qual__ NsI x FEBA X Clo__ B-0__ DEF__ F-UP_ NM/A__ Owh

Setting:

Range: 322G (p. 65 , para 2 , line ) =D (p. 67 , para_ 3

1I. COMMUNICATION STRATEGIES

o line

BELIXY:]l - Working with the family K getting them behind you, is very bhelpful,

2 - It helps to denponstrate the value of education combined with job experience,

for later civilian employment.

3 - FEBA is basically feeding back vhat the kid gave you in N & 1.

4 - A lot of parents put the idea of college in kid's heads, but the kid might

not really want that, You have to listen effectively to pick it up. He didn't

used to pick that up, but does nov.

5 - If you listen, kid will tell you exactly vhat to do to close the sale.

RULE: ] - Have and use 8 prograc that shows how jobs in the Army will help in

civilian employment.

2 - When you have K § I, just feed it back to the kid in terms of your prograzs

and wait for him to shake his head ves,

SALES DECISION DECISION
SEQUENCE: cycLe STATE ENTER PRIMARY PATTERN SIATE BXIT TEST

] } | H '
| } } | '

1. ! ! !
1 k| '

2. H H
1 '

3. } ! | !
H H i \

4. ] ! ! H
[ T | 1
] [] [ t

S. | ! ! ! !
L B T 1 ]
[ 1 1 (] []

6. H } 1 H \
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APPENDIX B
PRIMARY COMMUNICATION SKILL REPORTS
1. COMMUNICATION SKILL
A. BACKGROUND INFORMATION

1.D.: Coder 2 S(s) A,C,D,E,G,H SEQ CROSS-REF PCSR (2, 3, 4, 5, 6)
OUTCOME: Find prospects and make appointments. -

CYCLE:  PROS x BAP__ QUAL__ N&I__ FEBA__ CLO__ EB-O__ DEP__ F-UP__ M/A__ OTM__
LOCATION: STA x H.S.

CLG_x HOM x FOOD x STRT x MAL x CIV_x MEPS x BAS x OTH x

CONTACT: FACE x TELE x LTR x SPCH x RPI x OTH x
PLAYER: PROS x PRNT x DEP x NLST x CIV-LDR x HSCG_x MPGC_x FRND x REF x OTH x
B. OVERVIEW

RECRUITER

ADVANTAGE: ] - R will be able to build and control a referral system along with cold

calls and advertising.
2 - R will have several ways of introducing himself and quickly establishing

rapport in person and on the phone while meeting new prospects.
3 - R will have ways of introducing the concept of the Army to prospects in

initial contacts, creating interest and curiosity, while gently setting up

his sales presentation.

SALES SKILL
DESCRIPTION: 1 - Getting referrals depends on maintaining rapport with referral sources

and motivating them to supply names and/or introductions of prospects.

2 - The R introduces himself by name, in a friendly informal way. If he

has some information on P, such as test scores, impending graduation, etc.

he congratulates P on this and asks about his future plans. He accepts all

information, comments, and paces to establish rapport.

I1. COMMUNICATION PATTERN

A. PATTERN
DESCRIPTION: 1 ~ R builds a referral systes using cold calling, area canvas-

sing, publicity, and other ways of finding prospects.
2 -~ R makes initial contact with P, gently introducing himself, using
wvhatever information he has available about P, and begins to establish

rapport.




REPORT TYPE: PCSR
1.D.: Coder 2 S(s) A,C,D,E,G,LH SEQ 1 CROSS-REF PCSR (2, 3, 4, 5, 6)
BLOCK
DESCRIPTION CONTINUATION
L]
]
RECRUITER '
ADVANTAGE: 4 - R will know how to use closing techniques to get good appointments,

along with briefly pre-qualifying when appropriate.
5 = Rwill be able to handle objections to the concept of the military
and overcome these to either get the appointment, or at least establish

and maintsin rapport for future contacts.

6 - R will learn to follow-up to remind P of sappointment, and maintain

rapport and enthusiasm,

SALES SKILL
DESCRIPTION:

3 - R takes whatever information P has given and relates it to possible

Arny opportunities., HBe may ask if P has thought about service, or

certain benefits of service. Creates curiosity by dropping hints about

some benefits, without giving details. This sets up later sales presen-

tation and gives opportunity to close, just as in the rest of the

sales cycle.

4 - R uses standard closing techniques to ask for appointment.

5 = R uses standard B-O techniques to handle initial objections, turn

then around, or maintain rapport.

6 - R follow-up to remind P of appointment and maintain rapport and

enthusiasm.

PATTERN
DESCRIPTION:

3 - R next gathers more information about P by asking brief questions.

The ansvers R gets to his questions, move him into a small version of

the entire sales cycle in which he gothers N&1, relates these to Army

opportunities as in FEBA vhile ‘cneratigg curiolitz and setting up

later presentations. R then closes for the appointment, handles any

objections and gets confirmation. R later follows up to insure that the

P will actually come in.

B-2
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B, BLUEPRINT

ST P.O.
i OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR ¢

1 BE
] ]

1 {To get referrals from |Maintaining rapport with referral sources is
{as many sources as {done through constant contact and real interest
ipossible. 1in the referral source as a person. All the

ipatterns of rapport are used (see also PCSR 2).

{Motivation is done in a variety of ways depend-

ling on the source, including techniques of

iclosing {see PCSR 5). R invariably uses pre-

{supposition to assume that the referral source

Eknows other prospects and will provide them.

!

P e e

a) 1f the source is a DEP he has sany more |P,FP-CON,

imotivating techniques ranging from incentives  |S-CON,

isuch as promotion, to using the DEP's sense of |C-POST,SD

icamaraderie with his friends, to directly order-|
1ing him or her to help out. These cover the
irange from softeners such as C-POST and SD, to
imore direct methods such as S-CON and MO
|(necessity), to painting pictures using FP-CON
and many of the techniques of FEBA (see PCSR 4).

b) With adults such as parents or school 1P,A-OUT, IN
|counselors, the R will generally take more of & |AWARE
Ipeer role, stressing that they all have the '

isame goal of bettering the lives of the kids. |

{He will use softeners such as AWARE, A-OUT, INT |

ito stress the outcome of the referral, BHe will |
{also use humor and cite mutual experiences to
iconvince the referral source of the value of
ithe military,

———— ——-———

c) 1f the source is a prospect who turns out |MO,MR,

{to be unqualified, for example in the initial |C-POST,YB-
iphone call, the R uses already established rap- |CON,C/FS,P
iport to expand the idea of the Army, and vhat
{it offers, to include the person's friends who,
1it is presupposed, may be interested and quali-
ified. R will use softeners and YB-CON and C/FS
ito change the subject of discussion from the
iunqualified P to his or her qualified friends.
iThis process is generally limited to unqualified

EP' who show real interest in the Army.

- -

é) With nev recruits and enlisted personnel, |C-POST,C/FS,
ithe R will use & wide variety of patterns to {Uv,P,CEQ,MO,
|motivate for referrals, depending on the person !NEG-COM,
iand his relationship with them. These include |C-LINK,

imost of the patterns of FEBA and CLO (see 1S-CON,R/S,
!PCSR 4 and PCSR S5). 'C/FS, HOC,IN,

| SCO-AM, APV
1
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REPORT TYPE:

PCSR

1.D.: Coder 2 S(s) A,C,D,E,GLH SEQ 1 CROSS-REF PCSR (2, 3, 4, 5, 6)

B. BLUEPRINT (continued)

ST
g GJITCOME

P.O.
PROCEDURE (What to Do, When to Stop) TYPE OR ¢

)
2 {Introduce himself and
{estadlich rapport.

e R S e e A A e n c e an rm G A r- cm e Se S nw -

- -d
- o

a) If R is calling oo phone, he introduces |P,MR,PF
thimself by name, not as an Army recruiter. He |(see. also
{may say he's vith the Army, or representing {PCSR 2)
i"Arzy opportunities™ or some other suphemism.
11f he has some information about P he will men-
ition this and comment on it in some positive
ivay, usually presupposing accomplishment, pride,
ietc. He will then ask a general guestion or
{two about P to get a sense of which direction to!
180 and a sense of how much to do over the phone.!
EHe will pace each ansver in some vay.
:'

- e . - -

b) If R is out canvassing, he may simply
iapproach every person he sees, greet them, and
1ask them to join the Army. More likely, he
iwill use some personal criteria to pick likely
iPs to approach. BHe will simply greet them and
icomment about whatever is happening in the
isituation, or vhatever he feels may give hin an
iopportunity to lead into talking about the Army.
{He vill pace, using whatever the P or Ps pro-
{vide hin,

]

3 i1lntroduce the concept
tof the Army and its
ipossible benefits for
]

‘P.

- BB B G Be e CEm ne B GE G e B e = e -

]

! &) R takes whatever information P has given MR, F, C-
iwvhile establishing rapport and relates it to {POST, AWARE,
ipossible Army opportunities. Be may ask if P |RE-D,SD,N,
ihas thought about service, or certain benefits .MO,UV,C/D,
10of service, or even presuppose that be already !C/U,C/FS
tbas. He will use P, C-POST, BB, ANARE to
isoftly slide into talking abont how the Army
irelates to whatever they just talked about,
iMay C/U to talk about service to country or C/D
ito talk sbost specific benefits. May also C/D
ior C/FS to gather more specific information
{about interests (“What kind of car are you
{looking for?") to set uwp FERA.

}

]

{ b) R may directly challenge P, even before
igreeting, introduction, or estadblishing rapport,
ito startle P into thinking about Army. Me may
iuse presupposition or C-POST such as: "is

ithis vhat you want to do for the rest of your
1life?” This is usually used with & kid working
1in a fast food place or a car wash.

e o B - S S - - " S W w- G- e - -
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REPORT TYPE:

——r— A JEEna e encieecan et il A

PCSR

1.D.: Coder 2 S(s) A,C,D,E,G,BH SEQ_1 CROSS-REF PCSR (2, 3, &, 5, 6)

ST
[

BLUEPRINT (continued)

OUTCOME

P.O.
PROCEDURE (What to Do, When to Stop) TYPE OR #

l

1

¢) R will generally try to create curiosity
1about the Army by dropping hints about some
{benefits, without giving details. Be may take
{something that was mentioned and use presupposi-
ition or RE-D, or §-CON to turn it into something
thaving to do with an Army benefit, but then
ionly ask if P vas aware of this opportunity,
{without explaining. He may further use a nux-
iber of vague statements including SD's, N's,
{UV's, and MO's (possibility). This sets up

{his later sales presentation and, if P seens
lintrigued, gives R the opportunity to close

afOt the appointsent.

]

Close for asppointment,

e S - —a S B S GE S . S G S B B me a- -

iStandard closing methods of conditional, trial,

{or two-choice closes (see also PCSR 5).

P,RE-D,S-
CON, NEG=Q

- - S e S mmem T G et e e e

5 |Handle objections to (R uses all the standard techniques for handling |P,AS,C/FS,
{Army, service in iobjections. He will use softeners to maintain |UV,A-OUT,YB-
\general, or appoint- |rapport while gathering more information. He'll}CON,MR,MO,
iment., juse RE-D's and other reframes to change meaning |AWARE,C/U,
H iof objection and turn it around, while pacing |CEQ,IN,C/D,
H ito maintain rapport. He may use YB-CONs, FP-  |RE-D,TAG,

: {CONs, and other means to accept objections and |others
' ithen negate them with either comparisons, or ipossible.
! {information the P doesn't have that could change

: ihis mind. Be will also, sometimes, anticipate

: iobjections as a way of pacing. If all else

H {fails he will use A-OUT and FP-CON to allow for

: ilater changes of mind and/or plans so that P

H jcan be contacted later, or come in himself if he

H {vants. Rapport is maintained as well as

! ipossible at all times (see PCSR 6 for fuller

H idescriptions).

1 {

] ]

6 (Follow-up on appoint- !R calls P before appointment to resmind him of P,MO,various

iment., {it and maintain rapport. I1f he has doudts others.
* ]
[}
1

el R LY T iy

i

about whether P really intends to keep the
iappointment, he may challenge his directly with
{MO and other patterns to instill guilt or re-
{sponsibility. Be may also have P repeat back
{the time and address of the meeting to test
thizn. BHe may even mention incorrect time or
{place to P to see if P corrects him with proper
linformation.

]

{

e - - " e W e S G P - B dan e e e e -
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PRIMARY COMMUNICATION SKILL REPORT
1. COMMUNICATION SKILL
A. BACKGROUND INFORMATION

1.D.: Coder_ 2 S(s) D,E,F,G SEQ 2  CROSS-REF _PCSR (1,6)

OUTCOME: Establish rapport with P, as well as others, maintain or re-establish rapport
CYCLE: PROS__ BRAP_x QUAL__ NsI__ FEBA__ ClLO__ B-O__ DEP__ F-UP__ M/A__ OTH__
LOCATION: STA_x H.S. x CLG x BOM x PFOOD x STRT x MAL x CIV x MEPS x BAS x OTE x
CORTACT: FACE RPI x OTH x

x x
PLAYER: PROS x PRNT DEP x NLST x CIV-LDR x BSCG_x MPGC x FRND x REF x OTZ x

3. OVERVIEW

RECRUITER
ADVANTAGE: ] - R will be able to establish rapport on first contact, prospecting, etc.

2 - R vill be able to establish and maintain rapport with P during initial

appointment.
3 - Rwill be able to gain and maintain rapport with others in community

besides P's, such as referral sources, family members, etc.
4 - R will be able to avoid prodlems which may hurt rapport, as well as

maintain or re-establish rapport in the face of objections, challenges or

other conflicts.

SALES SKILL
DESCRIPTION: ] - R will determine ways to approach people in a non-threatening way, &t

well as compunicate with them in & way that establishes rapport. He may
join in sctivities, such as sports, that P's may be involved in.
2 - R recognizes signals from spplicant, verbally and non-verbally and
responds based on these. He uses PF accordingly.
3 - R recognizes the needs of people other than P and responds on whatever
level of communication people need to feel at ease and want to comounicate

and help.

11. COMMUNICATION PATTERN

A. PATIERN _

DESCRIPTION: 1 - R uses softening techniques to gently establish rapport with P, and
get P to feel comfortable and to talk freely, on first contact and again
during the initial sppointment. R uses verbal and non-verbal signals
from P to judge how, and howv quickly to proceed. R individualiges this
process for each P based on these signals.

o




REPORT TYPE: PCSR

1.D.: Coder_ 2 S(s) D,E,F,G SEQ 2 CROSS-REF PCSR (1,6)

BLOCK

DESCRIPTION CONTINUATION

OUTCOME: when necessary.

SALES SKILL

DESCRIPTION: 4 - R handles objections and challenges, using normal H-O methods that
soften, reframe, or diminish problems and maintain or re-establish
rapport as necessary.

PATTERN

DESCRIPTION: 2 - R will use these same techniques, also individualiged, in working

with others he has contact with such as comnunity leaders, school

officials, family members of prospects, and other referral sources.

3 - R will also use these techniques to re-establish rapport if it has

been damaged or threatened in some way.




8. BLUEPRINT

ST . P.0O.
U OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR ¢
¥ o
] )
1 (Establish rapport on |Uses "soft" introductions and other prospecting (see PCSR 1)
1first contact, | techniques (see PCSR 1). He may join in

i {involved in,
1

1
]
|
[}
:
iprospecting. tactivities, such as sports, that P's may be :
]
{
t
i
[}

2 |Recognize signals
igiven by P both ver-
ibally and non-verbally
tand respond appropri-~

a) See Rules and Beliefs for signals R pays (See Rules

attention to. land Beliefs

b) Uses & variety of softening techniques, |{C-POST,P,MO,

[]

]

]

]

1

4

1

(]

:
lately to establish ipaces content, and uses presuppositions, to | AARE, YB-
land maintain rapport. !set P at ease and get him to trust and open up |CON,C-EX,S- |
H ito R, {CONMF (meta|
: \ !coment), |
i i |RE-D,TAG, IN |
: : l=-All wvithin|
: ' {PF-CON, i
: ' ' |
H ! ¢) R may change setting of interview, or 'PMF '
' ihave others present (or mot present), if he H g
H |feels it is necessary to make P comfortadle. ! '
] ) [] 1
[ [] ) ]
: ! @4) R uses various techniques of chunking to |C/D,C/U,P |
H tindividualize presentation, personally compli- }S-CON '
] iments P, and does whatever is necessary to let | '
i !P know he is thinking of him as a person, not | !
: |just another prospect, { '
] 1 [} ]
] ] ] |

3 |Establish rapport IR recognizes goals of others: welfare of kids, (P,MF,IN,CEQ
iwith others besides igood of the community, etc. Uses pacing '
‘P ipatterns to express these to people in soft,
) inon-threatening ways. !
)
]

i

1

[}

. e
4 jHandle challenges and (All the techniques of B-0, within pacing frame- |MF(peta- ;
1

]

]

t

1

]

iobjections while still|work. Reframes, softeners, yes-buts, etc. icomzent) M,

imaintaining/enhancing VIN,P,AS,
tor re-establighing 1C/FS,SD,N,
|zapport. Mo, UV

s o B S e A P WA R WA B e -
e = - —————————— -
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PRIMARY COMMUNICATION SKILL REPORT

1. COMMUNICATION SKILL

A. BACKGROUND INFORMATION

1.D.: Coder 2 S(s) G, B SEQ 3 CROSS-REF
OUTCOME: Get accurate and complete information for both Pre-Q and N & 1.

CYCLE:  PROS__ AP__ QUAL x N&I x FEBA__ CLO__ H-O__ DEP__ F-UP_ M/A__ OTH_
LOCATION: STA x H.S.__ CLG__ HOM__ FOOD__ STRT__ MAL__ CIV__ MEPS_ BAS__ OTH__
CONIACT: FACE x TELE x LTR__ SPCH__ RPI__ OTH__

PLAYER: PROS x PRNT__ DEP__ NLST__ CIV-LDR__ HSCG__ MPGC__ FRND__ REF__ OTd__

B. OVERVIEW

RECRUITER
ADVANTAGE: 1 - Recruiter will be able to obtain accurate and complete information from

P by setting a framework conducive to truthfulness and thoroughness. He

will do this in a way that sets up his FEBA presentation.

2 - R will be able to motivate P to give further information when necessary.

SALES SKILL
DESCRIPTION: ] - Once rapport is establighed, R will set the frame and control the

nature of information sought regarding level of specificity to get infor-

mation that is as accurate as possible and as complete as necessary §o
that he can accurately Pre-Q P and gather his N&I, including P's DBM.

He does so in a way that will help set up his sales presentation.

2 - Rwill get P to cooperate once the frame is set.

II. COMMUNICATION PATTERN
A. PATTERN

DESCRIPTION: ] - R will set frame and control the nature of information sought regarding
level of specificity. He will generally begin by seeking very general
information to get P to talk freely about his past (Pre-Q) and his intended
future (N61). He will move toward more specific information in each case.
This will set up FEBA for R and lead him right into which benefits most

satisfy his N&I, within his level of qualification.
B-9
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REPORT TYPE: PCSR

1.D.: Coder 2 S(s) G, H SEQ 3  CROSS-REF

BLOCK

DESCRIPTION CONTINUATION

PATTERN

DESCRIPTION: 2 - R will use lots of motivational patterns to get P to cooperate.

These range from wild speculation in N&él to actual coercion in Pre-Q,

depending on R's personal style and the seriousness of the situation.

—— w- @= me mi me mm wmEm me mw W me we Ge Gw eme me emw B em mw @ mw am S= ee ew @ wwm B e Sw @mm e e -
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ST
{

BLUEPRINT

OUTCOME

PROCEDURE (What to Do, When to Stop)

1

{R will set the frame
iand control the nature
{of information sought,
{especially regarding
{level of specificity,
{to get information
ithat is as accurate
las possible and as
lcomplete as necessary.

1
]
i a) Rwill begin by going for complete and

| truthful information in Pre-Q, using UQ to get
{thorough information, e.g., "I want to know
{everything you've ever done in your life." BHe
{may use C-LINK or other CE patterns and pre-
{supposition to suggest or even virtually order
{P to be truthful, e.g., "I won't lie and you
{won't lie."

'

!

! b) R will next try to get more specific
{information by chunking down and using soft
itransitions that maintain & high level of
irapport such as CEQ to make it seem natural
|that P would have to be very specific about his
iqualifications. For example, in the case where
!P may be interested in intelligence or
{security work, R say use CEQ, "You may be in

{a job where you'll need qualifications like

¢) To get general N&l information, R will
{often first get P talking about himself using
{C/U and PF, He'll then set up hypothetical
isituations which allows P to let his mind
!wander freely using M-4, AIF, MO and other
ipatterns, e.g., "If you could have anything
lyou wanted, what might it be?"

[]

i
isuch as the DBM, by C/D, P, C-POST and S-CON
{for softly sliding into the possibilities,
le.g., "You can join for what you want..." or
1"Is that what this means to you," or "Which
lof these is most important?" or “If you could
thave all of these, which would you wvant sost?"
)
]
! e) When R feels he has enough informatioem,
ihe will begin to relate interests to some
iaspect of Army service using a variety of
lpatterns including vague statemsnts using N
land SD, reframes and contingency patterns to
{relate one thing to another, e.g., "If you've
! though about that, then you've already thought
labout 'service to your country.'"

d) R will then get more specific information,

-

¢/D,CEQ,P,
C/Fs

C/U,PF M-4,
ALF MO

c/D,P,
C-POST,S-CON

- - -
. O s - - Emm . m . G G M- e - P e S e AR e SRR GRER R AE e ST VEED P D Ghem W m o

!N, SD,S-CON,
MO, RE-D,
{C-EX

B e e e e
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REPORT TYPE: PCSR

1.D.: Coder 2 s(s) G, B SEQ 3 CROSS~REF

B. RLUEPRINT (continued)

$T P.0.

i OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR {
T T Rl
(B [ [}

2 {To get P to cooperate | a) In cases where R is mot sure he is getting!P,S-CON,
{once the frame is taccurate or complete information, be may try {C=POST

»
]
(o4
.

{to trick or startle P into giving something
ihe vas holding back by direct threats of
{imprisonment if P is caught lying (within
{regulations) using S-CON or other patterns.
{This wvorks especially where P wants some
{specialized job in which security, and there-
{fore complete background inforsation, is
{important. More gently, he may presuppose
isome problem to get P talking qQuickly and
{freely, e.g., "What about the glasses your
isister told me about?" or "1 heard your friend
{say he sav you smoking dope last night."

b) If R doesn't believe P is trying very

]

t

4 C-POST M=%
thard to give him good N&l information, he may

|

i

]

MF,P
gently ridicule P to motivate hinp by slightly
changing the frame using C-POST, M-4, MF,
le.g., "We are both intelligent people ... you
{should be able to think of something that
linterests you," or "My small child could
ianswer these questions," or "There must be
isomething you're interested in."

s D B B B B P B GD D GG BT B B e B R P e S G B B S RS G B M ke G R B e e e S E® G E P e Be ew P
e . - A P oy ap S M E D s e Eh e e o e = s T e = - o Ay T i T e e e W W W G W et e e S
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PRIMARY COMMUNICATION SKILL REPORT

1. COMMUNICATION SKILL

' A. BACKGROUND INPORMATION

I.D.: Coder 2 s(s) A,C,D,F,G,H SEQ 4 CROSS-REF PCSR (1, 2, 3, 5, 6)
OUTCOME: Present information to P in & vay that will make him or her want to join the

CYCLE:  PROS__ BRAP__ QUAL__ N&I__ eBAx CLO__ H-O_ DEP__ F-UP__ M/A__ OM

LOCATION: STA_x B.S._ CLG_ ROM_ FOOD_ STRT_ MAL__ CIV__ MEPS__ BAS_ OTH__

CONTACT: FACE x TELE__ LTR__ SPCH__ RPI__ OTH__

PLAYER: PROS x PRNT x DEP__ NLST__ CIV-LDR__ BSCG__ MPGC__ FRND x BEF__ OTH__
B. OVERVIEW

EECROITER

ADVANTAGE: 1 ~ R will be able to easily determine vhat category of P falls into as a

buyer of the Army, on several levels.
2 - R will be able to decide which products to concentrate on with P to

enhance P's interest in Army and motivation to buy.

3 - R will be able to present information to P in a way that P will understand

and respond to favorably.

SALES SKILL
DESCRIPTION: ] - R determines situational categories P falls into, as well as attitude/

interest categories based on already determined NSI. He also decides if

the conditions of the intervieving session need to be altered to enhance

his presentation.

2 - Based on N&1 and on category determination, R decides which products

to concentrate on.

I1. COMMURICATION PATTERN

A. PATTERR
DESCRIPTION: 1 -~ R determines, if he has not already in previous steps, how P falls

into each of the following categories: Cat level (‘enercl intelligence),

income level (family), education, current work/school status, family/
sarital status (including financial responsibilities, needs), service

status (attitude family involvement, etc.). He also

decides if the conditions of the interviewing session are conducive to
B-13

his presentation to P.
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REPORT TYPE: PCSR

1.D.: Coder__ 2 _ S(s) A,C,D,F,G,B_ SEQ_4  CROSS-REF_PCSR (1, 2, 3, 5, 6)

BLOCK

DESCRIPTION CONTINUATION

—T

OUTCOME: Aroy and set up the close

SALES SKILL

DESCRIPTION: 3 - R uses decisions from 1 and 2, coupled with sales presentation skills,
to design and present information to P, that is most personally relevant
to P, and in s vay that will relste to P's N&I, enhance his interest,
motivate him to want to buy, and set up the close.

PATTERN

DESCRIPTION: | 2 - R then decides, based on all previous information gathered, which

'
]
]
]
1
!
]
'
)
]
]
]
]
]
]
]
¢
]
1
]
§
1
‘
[}
]
]
[
t
t
[}
t
]
i
]
:
'
'
1
1]
1
'
1
]
t
]
1
}
1
[}
1
]
]
1
]
[}
1
]
{
1
]
]
L]
)
1
]
]
]
L]
[}
!
]

products, in addition to the Army as & vhole, he should concentrate

on selling to P: service, stability, education (incl. money), training,

job, adventure, life experience (including travel).

3 - R then goes through FEBA, step by step: 1) Introducing facts:
2) showing evidence; 3) giving benefits (a) related to N&I, (b) providing

experience/painting pictures, etc., (c) convincing P of personal value/

relevance); 4) getting verbal agreement/feedback based on R's

presentation.

B-14
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B, BLUEPRINT
ST P.O.
fl OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR ¢
T T H
] ] ]
1 |Determine how P falls !1) R rates P on each of the following {No specific

iinto certain cate-
igories and adjust
{the conditions of the
linterviewing session .
{if necessary.

e o e - - P oo > D W o TR W S B e = S . S B G - e G e e e e e S as eE mmr. e S e e m- hw ES m- S - -

icategories:
a) Cat level (low, high, very high)

b) Income level (low, high, very high,
noderate)

t

]

[]

]

]

[ 4

[]

1

]

[]

‘ .
! ¢) Education level (HS grad, non-HS grad,
itech training, college or college grad)
[]

E

1

'

{

(]

1

]

:

]

]

]

)

d4) Current work status {(in school, in
training, vorking -=- at less than a desirable
job, doing nothing)

e) Family status (single, engaged or boy/
girl friend, married, dependent family)

f) Service status (interest level [already
!sold on Army, sold on service - but not sure
lwhich], attitude of relatives or others

lexerting pressure, prior service, other factors)

]

12) R also decides if the conditions of the
linterview are conducive to his presentation.
{There are geveral possible conditions R may
{find himself in with P(s):

a) P alone with R
b) Multiple applicants with R

:
'
'
]
'
! ¢) Parents/farily present, influencing P,

]

]

IR must decide hov to proceed based on P's
lability to make & decision. In some cases R
{can simply present to P with no problem. In
{others this may not be wise.

!

{1f there is more than one P, for example if
ltwo friends come in together, R will have

{to deternine two things: a) Will the two
{applicants help or hinder one another through
| their influence; b) Are their R61's close
{enough together to allow R to efficiently
ipresent to both.

[]

-

Ipatterns
{identified.

et e o M " T T = R T N M e - s e e e S e S Ee B e @ S e ST s - —
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REPORT TYPE: PCSR
1.D.: Coder__z__ s(s) A,C,D,F,G,H SEQ & CROSS-REF PCSR (1, 2, 3, 5, 6)
B. BLUEPRINT (contioued)
ST P.O.
{ OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR ¢

If R feels he can use their relationship to his
iadvantage, for example setting up a friendly
{competition between them so that they work
{tovard joining, then it may be helpful to keep
|then together. If R feels that they are
ipressuring each other too much to be able to
|make good decisions, or use good judgement
{based on their own needs, bhe should separate
|then,

1

-

If they have similar N&I, R can save time =-d
1use their relationship to enhance his
ipresentation. If their N&I are very different,
| they should be separated and each talk to a
idifferent recruiter if possidble, or as a
isecond choice, make separate appointments.

[}

]

{Another major decision R will have to make is
ivhether P can make his own decision about

| joining the Army. He may not be able to
{determine this until an objection comes up
{later, but if he can do so st this point he
{may be better off because he can change the
iconditions of the interview to include, or
yexclude, other significant people in P's life
iwvho could affect his decision to join, or not
1join, the Army. These include parents,
18idlings (especislly those in the service or
{with prior service experience), girl friend
tor boy friend, fiance, etc. It is wise to
tinclude any of these people in some portion
{of the sales presentation if they could help
{or hinder the sale. It is also wise to save
{some significant other person, specifically
jrelevant to that person's needs or interests,
{since the recruiter is better equipped to do
iso than the applicant.

e B o min . R G e - T G S A R B e e T e e M s i G B m A G e A e i B e e i B B e B B e S e
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REPORT TYPE: PCSR

1.D.: Coder 2 S(s)_A,C,D,F,G,H SEQ &4 CROSS-REF PCSR (1, 2, 3, 5, 6)

T e g

B. BLUEPRIET (continued)

ST P.O.
i OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR {
1 ¥ 1
] ] ]
2 {Based on N&1 and on  |R has gathered N&l already, as well ac deter- |No specific
icategory determina- |mining how P falls into each of the above lpatterns

ition, R decides which {categories. R nov must decide which product(s) |identified.
{products to concen- {to sell specifically. He has the following
!trate on. .igeneral products:

1) Aruy as a vhole

2) Service to country

3) Stable future/help for family

4) College/education (after Army —— money for
later)

5) College/training/education (during service)

6) Job (work, income)

7) Adventure

8) Life experience (including travel)

e = . PO s e . -

iR sells Army as & whole to everyone, regardless
{of other products, but in a personalized vay.
iThe same goes for service to country, though
ithis is Nighly etylistic among recruiters., 1f
ihe has established a DBM that seems logical
land possible to meet to him, then that is what
the ghould sell. Beyond that there are no firm
irules for who he ghould sell which products to.
{1f he is not sure, there are some generaliza-
(tions that can be made — relatively safely.
{The following relationships between category
deternination and products are meant to be used
ionly as guidelines, or a place to start, not
irules. Each may be entirely inapplicable for
{a particular P, R must determine through

{ feedback, verbal and non~verbal, from P, if he

.

is on the right track.

Cat levels: Llow
Job
Train/ed.
Stable fut.

Bigh
Coll/ed.
any

Very High
Adventure
Life exp.

s o e - G W - R g T o it - R A n T ap s T s e e e my o e G BT e e eam PR meem TS e e thun

.
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CROSS-REF PCSR (1, 2, 3, 5, 6)
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PCSR
S(s)_A,C,D,F,G,B SEQ_4

2

Coder

REPORT TYPE:

1.D.

y

BLUEPRINT (continued)

3.

P.O.

PROCEDURE (What to Do, When to Stop) TYPE OR {

OUTCOME
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REPORT TYPE: PCSR
1.D.: Coder 2 $(s) A,C,D,F,G,B SEQ & CROSS-REF PCSR (1, 2, 3, S, 6)
B. BLUEPRINT (continued)
ST P.o.
4 . OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR ¢
H i i
' |Fanmily Single ]
E istatus: Any i
] ]
[} ] 1
] ] Engage./g or b !
' : Job :
{ ' Stable fut. i
g ) Coll/ed., !
1 1
1 ] ]
! ] Married/dep. fanm. !
: ' Stable fut. |
H ' Job '
: ' Train/ed. !
1 [] ]
4 t ]
' |Service status: This relates more to how to '
' {sell P than what, or vhich products, to sell. |
] ] L]
] 1l ¥
3 IR uses decisions {Here R actually goes through the sales presen- |
ifrom 1 and 2, coupled |tation to P based on FEBA: Facts - Evidence ~ |
iwith sales presenta- |Benefits - Agreement. H
ttion skills, to ' !
'design and present ! a) Facts: Basically, R introduces products |C-POST,
P P

linformation to P, that|P has shown & need for or an interest in, based !AWARE, other

iis most personally
irelevant to P, and in
{a way that will relate
ito P's N&1, enhance
this interest, motivate
ihin to want to buy,
land set up the close.

e et S A B B B s B Gn B B O M - e -

jon steps 1 and 2 above, This is similar to
|the sections of prospecting in which he gives
ibasic information, in a way that will create
rcuriosity and motivation to want to learn more,
'R will use softeners such as C-POST and AWARE
!to introduce the product or fact: "Have you
tever thought about ...?" Be may use CEQ or
lother patterns to create cmriosity or
{familiarity: "Jumping out of a plane ...
lunusual, not something everyone can do."

]

]

! b)) Evidence: R may nsed to present evidence
1to legitimate his facts, or the existence of
ithe products he has introduced o P. He can
luse the actual contract P wonld sign, the sales
{book with its pictures, or Join. R may alsc
luse his personal experiences in the Aray as

{a M=4: "Let me tell you how I 4id it." Most
lof this is a matter of recruiter style and the
lindividual needs of P.

| - ——

lsofteners,

2]
o

T
»
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B-19




Rar o

REPORT TYPE: PCSR
1.D.: Coder 2 s(s) A,C,D,F.G,H SEQ 4 CROSS-REF PCSR (1, 2, 3, 5, 6)
B. BLUEPRINT (continued)
ST P.0O.
# OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR ¢
1) 1 t
] [} ]
{ ¢c) Benefits: R will relate products to H |
IN6I in a way personal to P, EHe will create H H
{the experience of the benefits P will gain h |
{from the products. There are three overall H !
isteps in this process: i ;
]
[}
1) Relate products directly to W&I. {uv,P, MR ,HOC,
{YB~CON,MO,
R may use UV, P and MR to vaguely connect 1A=OUT IF

e e G A S ar O B B er B P B e e B B S e e B M B mE S NS M G S S S E S e G- C- P Cw® GE R G S G S B e e

e e i . e h W m e P R - T M . R e - i e M S W e R . E- e -- P wm e Sw S m-

specifics to P's desires: "...letters of
comnendation ... something an employer will
look at ..." or, "I'm sure you're the type
vho wants to excel ..."

R may also use BOC and YB-CON to match the
priorities in which P wants to accomplish
his goals, qualifying what he says using

MO, as a softener, or a way out, in case
his suggestion isn't well received:

"...you want something that's more of a
challenge ... unless 1'm misreading you,
continuing education is important, but not
at this point ... eventually ..." Similarly
he'll use A-OUT: "“You've accomplished this,
now we'll put you through ..." to offer a
unique opportunity different than what P

has experienced before,

R may further use presuppositions and MF to
both introduce possibilities and maintain
rapport with the use of "we" or "us':

"Well let's take a look at it ... let's
think about what you want to accomplish.”
This enhances rapport, introduces the
product, and gets P thinking about what the
product will do in terms of his goals.

2) Provide the experience — alter P's
perception of time/place through:
fantasy/painting pictures; chains/metaphors/
strategies; role play/role reversal; other
patterns.

o - - o - = m . T e A M e R T wnn e eme WO e A e

{FP-CON,M=4,
}STRAT,CHAIN,
1C~-POST, UV,
{MR,P,SUB-T,
:n'DoQQ-
{AMARE , MO, NBG |
INEG~Q, YB~CON |
{CE,MF,C/U, |
'TENSE, S-CON !
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There are mawy patterns R can use to enhance
his presentstiom in terss of creating an
experience of the denefits for P. These
techniques imclude overall principles such
as strategies, chains, FP-CON, and M-4's.
These are gensrally designed to take P, or
sone other player smch as a parent or friend
into the futmwe wvhere they can imagine the
accomplishments and successes that go along
with enlistment. Because of this it is
often importamr for R to know how to begin
and end one »f these, as vell as using what
comes in the middle.

Beginning:

R will usually begin by introducing an
image to P im the wsual soft introduction
methods such as C-POST and, quite often,
UV: "Have you ever thought about jumping
out of an airplane?”

R may also begin by creating unpleasant
feelings —— if he is sure he can repair then
to his benefit later by using FP-CON, MR,
and P: "You're going to hate me ..."

If R has especially good rapport with P,

and senses that P admires or would like to
enulate him, he may set up a role reverssl,
using SUB-T in the M-4, to begin: "...
think about six yesars from now you aight be
behind this desk talking to a young man just
like I'sm talking to you."

For a particularly unpleasant feature, to P,
R may begin by reframing it to set up a more
pleasant image (in this case of basic
training) using RE-D, CEQ, AWARE, and MO:
... true adventure ... Have you ever been
canping before? ... look at it as a camping
trip ..." This not only reframes the sub-
ject, but also anticipates the odbjection.
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Usiag/enhancing the immge:

Once the frameworx iz me:, and the image
R mants P to Sawe has besa introduced or
craated, R npeeds to carry it through to

give ? as %ull sm expacieace as possibdle.

R may nov put P wmwes #lly into the picture
by nsing WBG and Specific modifiers:

"eee you're ia thaz jet black truck with
these chrone aheels -c.- ar "ooo after two

vesks fraining, sksy. pEtting on & parachute,

Now you're flying alemg ... You're looking
out and everything ex ghe ground is about
two inches tall ...™ &, 2o accomplish
the sage thing he mew mse REG-Q: “Why
don't you feel ...”

Ending:

B will mant to exi The experience in a way
that makes P feel goof amd motivate, or
baving feelings «f acoemplishment about the
experience. Ome powerixl method is to take
P quickly fron somefiizg wupleasant to
sopething revardizg sming MR and RE-D to
enhance the feelimgs Kk wants him to have:
"Isu say to yourself, ek man, what did I
do sov? ... firs: ssxgumat starts reading
your orders of poamtisa to sergeant E5."

R say in the same smmme bt less abruptly
wvividly descride all the denefits that
follov something ¥ belisves is uupleasant
such as basic traiming, using YB-CON, CE,
MF, C/U, presuppesitisn, and more: ‘''Sure
it will be bard, & ... develop yourself
and your endurance £o & level ... that you
prohably thought swwer existec."

-
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Overall design:

R's overall organizing framewvork can take
several forms, but usually it will begin
with either neutral or unpleasant experi-
ences and move P tovard positive ones with
good feelings attached.

R may use & combination of STRAT and

Specific as above, but in the order of &
visual image, followed by unpleasant feeling
to create a bit of tension, finishing with

s pleasant feeling or unspecified experi-
ence to relieve the tenmsion: "“You're looking
around ... your stomach was tighter than a
knot ... now it's just sitting there ..."
This also includes TENSE changes and SUB-T.

R may also use Chains, R/S, S-CON, and MF
to take P, or even some other player,
through a sequence that sets up a later
comparison, solidifying the experience:
"...later on in life ... comes out ... gets
his degree ... goes to work ... position
open and he's competing ... they've got
identical credentials but he's got prior
service ... employer's going to look at
that ..." or "If he made it through three
years ... he's going to continue whatever
his goals are."

- - ————————— - - ——— gm - s GeAe TS Mur W Gows O e Mmn SR Y e

3) Convince P of benefits through: |FP-CON, STRAT

comparisons; motivators/challenges. {CHAIN,C/D,
{ INT MO, YB-

R needs to solidify or tie together the {CON,P,A-OUT, |
experience he has created. He may follow {$-CON, NEG~Q, |
it with a comparison with the competition {BOC,AS,OR,
(school, job, other service, etc.) or with | CONS,C/U,
some challenge or other motivator that gets |M-4,R/S,C-
P to carry the excitement forvard with him, |POST
or a comdination of these. This can be the
saxe as the FP-CON, STRAT, and Chains
described above, or it can take other
forms.
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Comparisons:

Comparisons take several forms. R can
compare future possibilities using FP-CON
and C/D: "...employer knmows you can work
with other people because of service {but
doesn't know about other people competing
vith P) ,.." or just a direct comparison:
"...spent the sane amount of time working
and in school that this other person just
spent in school ..."

R may slso compare other services to show
that Army competes favorably using INT,
MO, YB-CON and other patterns: *...like
their uniforms better, I can't fight that
eee but ... if it's because they can offer
more skilled training ... guarantee you a
station ... somebody's jerking your

chain ..."

Motivation/challenges:

R may also use motivation and direct chal-
lenges at the end of his images using P,

A~OUT, S-CON and other patterns: ".,..you're

going to be proud ... wearing the uniforsm
eee” Or "...going to be challenges ... and
the old attitude of 'I can't do it,' you'll
find out that will change."”

To someone who comes from a high income home,
R say use REG-Q, HOC, AS, OR, CONS and other

direct challenges: "...dad vent through
these sxperiences ... you want to sponge
off him ... are you going to kmow how to
keep it [money] ...1"

Combining comparisons with challenges/
sotivators:

To compare Army rank structure to structure
of any business, R can use & dit of humor,
Cu, M=4, R/S: ... president didn't
start out there ... actor first ..."

—-— - s w—— - - —— - . -
e = - e B e . G TS . S - - - T . S T e . - - - - - -

B-24




REPORT TYPE:

T T e ———— _
T

PCSR

1.D.: Coder 2

B.

ST
¢

S(s)__A,C,D,F,G,H SEQ & CROSS~-REF PCSR (1, 2, 3, 5, 6)

BLUEPRINT (continued)

OUTCOME

P.o.
PROCEDURE (What to Do, When to Stop) TYPE OR {

e e > e S P W B e D G B R S M W G em R e M e R AR e A eu e P e e e R A e WA Ga s et A mdAn G e SRR (4R S heh D o W o]

. may also wish to set up P ansvwering mo

to some obvious question about & competing
possibility that will lead him right back
into wanting the Army using C-POST: [in
response to seeing some people who obviously
really hate their work] "...guys sre

having & lot of fun at their jobs ... is
that what you 'job satisfaction' means to
you?" R may use a very subtle ending for an
inage that is actually a suggestion to join
using SCO-AM, for example at the end of an
image of landing after a parachute jump:
"...and you say to yourself, 'let's do it
again.'" The only actual way for P to do

it again is to join the Army. This sugges-
tion is a strong but subtle motivator.

—— . . - - n G W W G aP GRS gman TS m e G e

d) Agreement: R gets P to respond to the P,5-CON,C/FS
{experience he has presented by verbal agree-
iment. This sets up the close.

t
)

IR essentially uses the skills of closing to
{determine the effectiveness of his presentation.
{R will use presupposition in the form of two-
ichoice closes: "...which would you choose...?"
ior §-CON in the form of a conditional close:
1"1f I could take care of that, would that take
{care of it for you?"

]

]

IR will also use direct suggestion or commands
tincluding S~CON: ",.,.if you qualify — if you
idon't you'll have to take something elsge."

R may also use P and C/FS to presume acceptance
by P: "We're going to ask you to do this for
++." ®making the process more personal as

well.,

Y T . s PO . B - - o
om e AP o TP nms P ow e Y an SO am i e e OB ER m s e Aman T o S - VR . = gm . TS e e n WA fmEn AP M A s N e N S e W e Mo e O e
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PRIMARY COMMUNICATION SKILL REPORT

COMMUNICATION SKILL
BACKGROUND INFORMATION

Coder 2 s(s) A,D,8,1 SEQ S CROSS-REF PCSR (1, 4, 6)
Close the sale, prepare P for enlistment.

PROS__ RAP__ QUAL__ NsI__ FEBA__ CLo x B-0O__ DEP__ F-UP__ M/A__ OM

CONIACT: FACE x TELE__ LTR__ SPCH__ RPI__ OTH__

PLAYER: PROS x PRNT__ DEP__ NLST_ CIV-LDR__ HSCG__ MPGC__ FRND__ REF__ OTH_
B. OVERVIEW

BECRUITER

ADVARTAGE: 1 - R will know when P is ready for close and how to test for it.

2 - R will be adble to motivate P and control the pace of the closing.

3 - R will have several ways of asking for the close.

4 - R will be able to adequately prepare P for enlistment to prevent buvers

remorse or QNE.

SALES SKILL
DESCRIPTION: 1 -~ R tests for close and determines P's readiness to agree.

11.

A.

2 - R controls the pace of closing.

3 - R asks for the close by one of the following: 1) direct question,

statement, or presumed close, 2) two-choice close, 3) conditional close.

4 -~ R prepares P for MEPS site, and continued contact through basic

train ing,

COMMUNICATION PATTERN

PATTERN

DESCRIPTION: 1 - R will test P in several ways to find out if he is ready to agree,

primarily getting his to agree to something emall first, and gradually
building up to agreeing to join.

2 - R uses & number of motivators to speed P through the decision making
process if feasible, If necessary, R may slow the process down to give P
time to think about his decision, or to give R time to give more information

or teach P about decision saking.
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BLOCK

DESCRIPTION CONTINUATION

PATTERN

DESCRIPTION: 3 - R uses one of several methods of asking for the close: 1) direct

question or statement, or presumed close, 2) two-choice close, 3) con-

ditional close.

4 - R prepares P for going to MEPS by describing the processing cycle

thoroughly, in a way that relaxes and assures P. He also prepares him

for the possibility of not getting exactly what he vants, Finally, he

prepares hin for staying in contact after he leaves for basic training.

e mer e e mer Gear e e we A @ G e @ e e e e mer mem me e e wme @ e @ et @ e s s mer am S e
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R v
] [}

1l |To test for close and |R can use either indirect or direct methods P,UV,TENSE,
ideternine P's ito test for the readiness of P to join. C-POST, NEG-
ireadiness to agree. | Q,FP-CON

{Indirect:

)

[}

! 1) R may simply use & lot of "we” statements,
{assuming P is already part of the Army.

{This presupposing of agreement will elicit

(some response from P of either greater comfort,

{relaxation, and increased rapport if he is
{ready, or less of these if he is not. R
isimply needs to read the obvious verbal and
inon-verbal signs.

2) One way of testing is for R to describe
| the processing and enlistment cycle to find
jout how P responds. He will FP-CON taking P
tinto future benefits just as in FEBA, using
1UV's, NEG-Q and C-POST to make it easy for P
ito respond with a yes, but difficult to say
{no: [if we can do all that] ".,.wouldn't
{think of & reason not to join?"

|

1]

iDirect:

3) If R is still not sure, he can skip to
istep 3 and trial close. He'll either get a
iyes or P will give him more signals about what
ito do. (see Step No, 3)

]
1
1
]

- —— -
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2 (R controls the pace 'R essentially has & choice of several forms
iof closing. 1of motivators to choose from to either get P

’ ito decide fairly quickly, or to take more
{time. These include a) pointing out the
|limits of opportunities, b) directly telling P
|mot to wait, supported by realistic factors,
{c) helping P with the actual decision making
iprocess itself. R may also alter P's percep-
{tion of time frames. He will speed things up
{if he feels this will help. He may also slowv
{things down if P is the kind of person who
{needs time for decisions, or if he responds
|negatively to being rushed.
]

o ot O B G - - B - s S B - & -
e P - —— . T - . - - - —

- - - -
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|
]
il) Motivators:

\ &) R will often point out to P, in one of
iseveral ways, that his current opportunities
imay not last long, and if he waits he could
imiss his chance to get what he wants. Using
{C/D, MF and RS: "...windows of opportunity ...
1got to remember with our constraints ...
{somebody might have just canceled ..."” or using
ICE (implied): "...longer you wait, the less
{the jobs are ..."

{
]
! b) This ties in closely with simply telling
|P the realities of the situation he is in, and
thow he ghould proceed. For example, a P will
ioften want to test before making a commitment,
1to see how he does and relieve himself of some
lof the responsibility for making up his mind,
IR can counter this using C/D and R/S:
1"...costs the tax payers about & hundred
idollars just to give you the test ... a
{hundred dollars of my taxes."

iR can also use other direct methods with R/S,
iM=4, C/U: "...don't you think mom and dad are
{going to break your plate eventually ..,?"
lor "...are you going [to procrastinate] for
{the rest of your life?"

]

]

'R may, in the same sense, point out specifics
labout waiting using CONS: "The day you
igraduate high school ..., go into a totally
idifferent category for us ..."

[]

]

|He can slso relate directly back to benefits,
las in FEBA, still using hard reality (R/S):
E"... we're talking dinero here buddy ..."

]

! ¢) R can also help by pointing out the
|decision process itself, and its importance
lusing C-POST, presupposition, and R/S: “Are
|you the type ... make & decision and stick with
1it?" or "You've put thought into this ...
{Arny puts a lot of money into this ..."

]

l

o = P . g Y g S e S e T e S e e . - T g— e e e fmar e e A e h T An W GEED VRO ns BT M e e b -

(2]

/D ,MF,R/S,

8

¢/v,C/U,R/S,
M=4,CONS

-POST, P,

w0
.-
w
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' |
! 2) R can control P's sense of time frame :
iby a) defining the time frame for him, '
{b) speeding it up, or c¢) slowing it down. '
] [
] ]
! a) R can tell P, directly, that the time to {MO (possi-
1join is mow, using presupposition and MO {bility, ne-
1(necessity): "You've had enough time ..." or |lcessity),
{"We have to do it mow, you gotta go mow ..." 18-CON,C-POST

{Less directly he can also use presupposition
tand MO (possibility) with S-CON in the form
1of a C-POST: "If I give you a week to think
1it over will you join?" This creates the
1illusion of choice,

b) R can speed things up using C-POST, 1S-CON,
1S~CON, presupposition, SUB-T, and C/FS: "“What's,C-POST,F,
ithe difference between 60 days and 30 days ... |C/FS,SUS-T
{Are you ready to go on the 16th of April if
{that comes up? Well, okay, John, what if it
icame up for the 16th of June?" or "Why don't

{ve take the test Wednesday, and join Friday."
ior “When you go down there then after you
igraduate, you'll be leaving within a couple days
ior & couple weeks or a couple months.”

1
]
{ ¢) R may also decide to slow things down

18 bit to allovw P to make & careful decision, if
ihe thinks that is called for using C/D: "I
ican see you're an individual ... don't expect
iyou to jump on the bandwagon ..." This give

IP a little relief and shows respect for his
Edecinion making ability, enhancing rapport.

]

iR may also give the illusion of slowing down,
{while actually leading P further through the
|process, if he thinks it will help, using
|presupposition, PF, and SUB-I: While you think
{about it, let's take the mext step."

PF,P,SUB-T
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R asks Zor, and gets,
the close.

e e m e e e e . N - - - - —— - —— - - — A S e B G o o ]

1) R directly asks P to join, makes a stateme:.t
telling him to, or makes a statement presuming
he already has. In the latter case he is using
ipresupposition and can do so in several ways:
{"I'11 have your paperwork ready ..." or "...
|that's good enough for me ,,.."

¥
]
]
]
|
]
]
1

or "'welcome
{aboard.”" or "Here's what we're going to do."

|

12) A two-choice close also rests on presupposi-
ltion. 1t creates the illusion of choice where,
lin fact, there is none about whether to join,
ionly about when: "...when would you like to
itake the test, today or tomorrow?"” A variation
lis available in simply removing the specificity
{of time: "When you gonna join?"

] .
t
13) A conditional close is one in which some

ipre-conditions are set up that, if met, will

is0lidify the close. It is sometimes referred
ito as "If I could ... would you ...?" It is a
isimple S-CON statement such as: "...if we can
ido all this for you, would you join?" R would
lobviously use this to close only if he knew
the could meet the conditions. As a variation,
!it can be stated in the negative as NEG-Q/
1C-POST: "Can you think of a reasan why you
lwouldn't ... [if we could] ..."

- - T e e S EL Ghen S G W e = o

1S-CON,XEG—Q,

e ]

o

C-POST

1To prepare P for MEPS
lsite, and continued
{contact through basic
ltraining.

- a - an m- - - - - - - n- e --

1) R uses FP-CON and the other techniques of
FEBA to prepare P for MEPS. Bis main goals
are: a) to make sure P understands the pro-
cessing cycle, b) to insure that P will be
conforable and open with the MEPS counselor,
c) to get P to be open minded about job
availability, but not to accept anything he
lwon't be satisfied with. R constantly rein-
|forces P's good decision and relates it back
1to his goals using all the techniques of
{creating full and complete images he used in
|FEBA. (see PCSR 4 - FEBA).

See PCSR &
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B. BLUEPRINT (continued)
ST P.O.
{ OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR {
i 1
] ]
12) R goes back to Pre-Q techniques of qualifyingiSee PCSR 3
{P to make sure he hasn't forgotten anything b
{that might jeopardize his chances of getting !
{what he wants in & job, or of his enlistment. |
i {(See PCSR 3 — N&I, Pre-Q) i
} !
b 13) R uses FP-CON and other motivating tech- {\FP-CON

iniques to get P to want to stay in contact
lafter he enlists. He may give him self-
taddressed stamped envelopes to write R back
iwith, or some other incentive.
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PRIMARY COMMUNICATION SKILL REPORT

1. COMMUNICATION SKILL

4. DMACRGROUND INFORMATION

1.D.: Coder_2 _ S(s) A,D,E,F,G,I SEQ_6 _ CROSS-REF_PCSR (1, 2, 3, &4, )
OUTCOME: Be able to handle objections to maintain rapport with P and get him to want to
CYCLE:  PROS__ RAP__ QUAL__ N&I__ FEBA__ CLO__ B-O x DEP__ F-UP__ M/a.__ OTH_
LOCATION: STA x H.S.__ CLG__ HOM x FOOD__ STRT __ MAL__ CIV__ MEPS__ BAS__ OTH__
CONTACT: FACE TELE LTR__ SPCH__ RPI__ OTH__

PLAYRR: PROS x PRNT x DEP__ NLST__ CIV-LDR__ HSCG__ MPGC__ FRND x REF__ OTH x

B. OVERVIXVW

RECRUITER
ADVANTAGE: )} - R will be sble to understand and classify P's objections(s) into one or

more of seven cutg;priel.
2 - R will be able to decide which of nine basic approaches will best handle

P's objection(s).
3 - R will be able to use any of the nine basic approaches to handle P's

objection(s).
4 - R will be able to test P to determine how well the objection(s) were

handled,

SALES SKILL
DESCRIPTION: 1 - R clarifies the objection and decides which category it falls into.

2 - R decides, based on the category the objection falls into, and how P
has been responding to R, which approach to take.
3 - R delivers the chosen approach effectively, so that the objection is

either diminished or eliminated entirely,
4 - R tests P to determine if the objection was effectively handled.

1I. COMMUNICATION PATTERN

A. PATTERN
DESCRIPTION: 1 - R clarifies P's objection as much as necessary, also giving himself

time to think if he needs it. He then classifies the objection into s

suitable category that will help him know how important this is to P and

how best to approach him.
2 = R then decides vhich approach to take based on his rapport with P and

how strong and what kind of an objection P has.

=33
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REPORT TYPE: PCSRA_ .
1.D.: Coder 2 S(s) A,D,E,F,G,I SEQ 6 CROSS-REF PCSR (1, 2, 3, &4, 5)
BLOCK
DESCRIPTION CONTINUATION
OUTCOME: join the Army.
PATTERN
DESCRIPTION: 3 - R then uses one or more of the approaches, ‘ettingfns such feedback

a5 possible from P, until bhe thinks the objection(s) has been handled

enough to satisfy P so that R can again try to close. This may involve

‘oing all the way back to the rapport step in the sales czcle and be-
ginning again from that point, going again through N&I, FEBA, and back

to closing.

4L - R goes back to closing as a test to make sure the objection was

handled adequately. He either gets the close, or he gets another

objection and begins the cycle again,

e mm e me mw G wwm me mm wEm e @m e e mer me e e mm me e @me me e e S ee S Ge *e = e ;= e = o
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B. BLUEPRINT

ST P.O.

{ OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR {
] 1 1]
) ] 4

1 {To understand the {First R must understand, and if necessary {No specific
{objection and decide |clarify the meaning of, the objection. Some~ |patterns
iwhich category it {times taking a few moments to do this will give |identified.

1falls into.

v @0 S o . A G s T P WA (RO A D e Gk va e Endm e G o PP T B S R P G SO B G e S Gt ae e e B e e G BB Gedh G D Gndn SR Gren

{the recruiter time to think of which category
{the objcction falls into, and which approach
{to take in handling it.

]

]

{Objections take a number of forms, but they can
{be broken down into useful categories. R
{determines which category, or categories, of
|the following, P's objection falls into:

]

]

} 8) FEAR: It can be assumed that ALL P's
{have some of this, and that it may have to be
{handled by R at some point. R should be ready
{to handle fear at all times, and look for it,
1if it is not apparent.

- -

b) Competing goals and needs: P may bde
iplanning on going straight to college. He may
{have special family needs, a wife, dependents,

ietc. These are legitimate and must be respected

tand addressed,

]
[}
{ ¢) Direct competition: This can come from
| jobs, other branches of service, or elsevhere.
iThis is where a recruiter needs to be a highly
{ekilled sales professional,

]

;

d4) Objections of other significant people:
{P's parents, girl friend, fiance, brothers or
{sisters, friends or anyone else close to P can
ibe real and formidable obstacles to enlistment.
{They may even be direct competition, e.g.
{members of another branch of service. It must
{be assumed that R is & better salesman than P,
{so it will often be R's job to handle these
{other people's objections with the same skill
{as he would P's objections. Be should always
{offer to talk directly with these other people,
|and respect P's wishes in this regard. P may
{ask hin for advice, help, or to let P handle it.

e S e T S cnon T g WA - en Gnun PP Gmun TR D T G S an B Gp i e S m PR e e YR TR Y B man TS e S5 TS Gnah GhEh Ed W e
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B. BLUEPRINT (comntinmed)

ST P.O.

¢ OUTCOME PROCEDURE (What to Do, Whea to S2op) TYPE OR

1

[]

! @) Threatened rapport or trmst: & may have
1forgotten or bean mnclear about scmething.,
{Perhaps P has directly challenge R's honesty
lor integrity. P may have heard something
{negative about R, the Army, or some aspect of
{the service. These, again, are legitimate
{objections that deserve to be respacted and
{handled with care and honesty. Ragport must
{be preserved at all tinmes.

'

! £) Special or emotional cbjectirms: P, or

| those close to him, may have special personal,
iemotional, or even religious groamds for ob-
ljection to service. P, or these others, may
ihave direct knowledge about specific problems
{in the Army, e.g. drugs, hososexmaliry, or
labuses of sone sort. These can de Qifficult to
{deal with and require care an{ & higk level of
|rapport.

]
]
i g) Utterly ridiculous objectismr: P may
thave some silly objection to serwice, such as
{the haircut, color of the uniform, etc. These
iusually mask some other underlyimg sbijection
{that is more serious. The ridicalsms objection
{can be taken lightly, but the underlying one
icannot. R should try to find ou:r what it is
{and handle it appropriately.

i

e e m e - e e - d e fE e - e e f e - e Ee E® —" e - e . e e "= -
—— ————— ———————— - - - aap 0L e A e D M S dn e S e e

2 {To decide, based on {Most recruiters, and indeed most salesnmen, {No specific
ithe category the {agree that objections msually mean that the ipatterns
iobjection falls into, !prospect simply needs more information. This |identified,
ihov P has been respon—|is a good way for grecruiters, and all salesman,
iding to R, which {to frame their thinking in that it lessens
{approach to take. {their own fears and anxisties abomt rejection,

i
'
i
{it allws them to be persistent, it helps then |
|stay focused on mesting the prespsct's needs H
{and interests, and it keeps them werking for '
{the close. The problem with this idea, however,!
tis that it is sometimes simply upt true, Even |
{the FEBA step in the sales cycle is & great !
{deal more than just presenting imformation. H
{When handling cbjections, many techmiques are |
{often needed to get the prospect thinking !
{differently about bis position in regard to ]
ibuying. When this is the case, more information]

B-36



REPORT TYPE: PCSR

1.D.: Coder_ 2  S(s)_A,D,E,F,G,1 SEQ_6 CROSS-REF_PCSR (1, 2, 3, 4, 5)

B. BLUEPRINT (continued)

ST P.0O.

f OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR ¢
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i

icertainly needs to be given, but a great deal
ielse may be needed as well. EKnowing which
{information, and how to give it, is just as
{important as knowing that more is needed. R
|may need to back up sll the way to the rapport
istep of the sales cycle and being from that
ipoint again, gathering more information on
{N&I, going through FEBA, and into the close,
{depending on P's responses. This will quite
loften take the form of a chain in which R
islovly moves P through a series of better and
ibetter feelings about the Army until he is
iready for the close. This overall view should
ibe kept in mind while learning the individual
| approaches discussed below.

1

]

'R can use any of the following individual
iapproaches, or any logical combination, to
'bandle objections (each of these is thoroughly
{discussed in Step #3 below). Once he has
lcompleted Step #1, he needs to decide which
{of these to use:

a) Handle objections by simply giving more
information that will either nullify them or
explain why they aren't applicable.

b) Relieve tension, make P more comfortable,
and reduce the strength of the objections(s)
vhile maintaining rapport.

¢) Handle the objection(s) by moving P into
the future.
objection(s).

e) Overcome the objection(s) by challenging
then directly.

£f) Maintain rapport and clarify the inten-
tions of all concerned in the face of the
objection(s).

g) Redirect or change the mesning of the
objection(s).

e o o P e G G W om i WD Uh o SR A Un BB G T i S am O g m A gm i P i am WE S @ R e e e am GhAR geea S m e e ae O man YR Goam S Smem e e --J

1
]
[]
]
[]
]
[]
1
1
]
1
[}
[]
]
]
(]
[]
]
]
[}
[}
)
]
! 4) Motivete P in order to overcome the
1
]
|
(]
[]
!
]
[}
1
[ ]
|
]
]
]
]
[]
[
]
1
(]
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REPORT TYPE: PCSR
1.D.: Coder 2 S(s) A,D,E,F,G,I SEQ 6 CROSS-REF PCSR (1, 2, 3, 4, 5)
B. BLUEPRINT (continued)
ST P.O.
] OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR {
Bl 1
[] ]
: { h) Negate the truth or the value of the
: {objection(s),
: !
4
' ! i) Raise the level of analysis of the
: idiscussion so that the objection(s) no longer
; {seens important.
. '
[]
3 {To deliver the chosen (R will use one, or some combination of the
{approach effectively, |approaches below.
{so that the objection |
{is either diminished | 1., To handle an objection by simply giving Various

lor eliminated
lentirely.

e e B B B P B S @ s G W S e G W G T A e S e G B e B e Be S - - -

Imore information that will either nullify it
jor explain why it isn't applicabdle.
1

[]

iR can counter objections by giving more infor-
imation, just as in FEBA, with C-EX and R/S
istrategies wvhen R feels something has not bdeen
1adequately covered, or if P really only needs
istraight, or more complete, specific informa-
ition. Essentially this involves R going back
{to the FEBA step of the sales cycle and all of
{the patterns appropriate at that level apply
there as well (see PCSR 4). 1It often helps to
tuse the techniques of 2 and 6 below to bridge
ibackward to FEEA,

]
]
! 2. To relieve tension, make P more comfor-
itable, and reduce the strength of an objection
avhile maintaining rapport.

'

iR will use softeners. These will, in general,
imake P more comfortable, or more comfortable
iabout whatever he has objected to. They take
itwo basic forms: a) R can use one of several
| forms of comparison; b) R can be artfully
{vague, i.e. less than definitive to keep op-
{tions open and force P to fill in his own
{details, useful when presenting broad possi-
ibilities. (See also 7 belovw on redirecting,
{as those patterns are generally softeners as
’“11-) ‘

e S e G - mn A . R G R T e T G- G g m e R . T T dn i P S R Ghan S e ST e W Gpes T s o

patterns of
FEBA.
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3. BLUEPRINT (continued)

ST P.O.
# OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR ¢
L 4
[]
a) There are four differeut means of {CEQ, M=%,
setting up comparisons: RE-D,CRI

(1) R can use CEQ, which is a direct
comparison form, ¢.g. "The Army has very
large education centers with education
coungelors much like your high school
counselors, okay, wvho will help you in
setting up a progras ... "

(2) R can use RE-D, to redefine one
thing as like or the same as another,
e.g. "Basic is to help you, not break
you," or "We aren't looking only for
people who want to go in for & period of
tventy years ... not our purpose ... Qur
purpose it to try to open doors ..."

(3) R can use M=4 in a variety of ways.
For example he can set up comparing the
Army to a major corporation and compare
prodblems and benefits, He can do the
sane by comparing the Aray to college or
any other major institution that may have
sizilar benefits or problems. The
comparison itself gets P to think of the
Army in more familiar terms, thus soften-
ing its immediate impact.

R can use M-4 to handle direct competi-
tion from other services by setting up
another comparison that leads to the
decision R wants: “...vell let's say E$
Chevrolet had a Trans-Am, they vant six-
teen thousand dollars for it. It had no
options on it vhatsoever. At G§, another
car lot, had the same Trans~An that wvas
completely loaded and etill wanted only
sixteen thousand dollars for it, which
particular car would you buy?"

R can also use M-4 to set up a comparison
so that someone else close to P who ob-
jects to P joining, in this example P's
fiance, can have an objection addressed:

et s G D B P B P o B ot T T P mem S am s T e S G G W e P L e " e T e S T e S B G e S e S e S o
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B. BLUEPRINT (continued)

ST P.O.
¢ OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR {

".eo8 job down in Texas where s corpora-
tion in Texas calls him and tells him

they have a job for him for & period of
one year where be can make about §75,000
& year. Are you going to stop him from
going, or are you going to let him go?"

(4) R can also use CRI to make direct
comparisons, for example in a case in
vhich a friend of P has had prodblems in
the Army: "Are you the same as Johnny?"

b) There are five major ways of being MO,APV,UV,
artfully vague: N, SD,NEG-
cox

(1) R can use MO of possibility to
suggest a possible objection that P has
not yet stated, in a gentle and non-
threatening way., This is especially use-
ful in the many instances in which R
thinks ¥ might be afraid, dut hasn't said
~s0: "Maybe a little afraid ..."

R can also use MO of necessity to point
out real needs of P in some situations,
especially if P thinks he can avoid some
things if he doesn't join the Aray:
"...courses you'll have to take anyway,
you can take while you're in ,,."

(2) R can use APV to switch from
active to passive, less specific voice
to show P that he bas a role in what
happens, that he is not just the recipi-
ent of other people's actions (using a
bit of humor to help): "You have to pass
s test, you have to pass the physical,
You'll sit down with a career counselor,
okay ... dressed just like myself, same
type of uniform, same type badge,
probably not quite as good looking as
I an, but [APV shift] he's going to ask
you exactly wvhat you want to do, how long
you want to do it for.

e e e e e — o = = = = - = ——— = m % e m  —— —— ————— — = ——— - ————— ]
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B. BLUEPRINT (continued)

ST P.0.

) OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR {
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R can also se passive voice to lessen
the apparent strength of an objection:
“Unless you come from a very rich faumily
or you do have a lot of scholarships
available, okay, you could end up behind
your peers because you're having to get
student loans ..."

(3) R can use UV and/or N along vith
being generally vague to leave out
specifics and let P fill in his own de-
tails: “Army right now is very pro-
education ... afford you every oppor-
tunity ... given a blank check on that.
You can take as much college or as little
a5 you want while you're in ... you've
gotten education while you were in,
you've kept up with your peers at little
or no cost ..."

(4) R can use SD to leave out certain
things P may find objectionable. Also
to allow P to £ill in his or her own
solutions to problems they have objected
to: "But, are you grown up enough, or
are you intelligent enough to recognize
it when you see it out there? And if
you see it, avoid it."

(5) R can also use negatives, as in
NEG-COM to soften the apparent reality
of the odjection: "I don't want tc say
it is not that way,” or "I can't tell
you it's mot there ... but we're like
anybody else, wve do the best we can once

we find out ... S0, mo, it is not a major

problea you have to worry about."

3. To handle objections by moving P into the

future,
R can use Future pacing just as in FEBA. R
can take P;: a) to future accomplishments and

good feelings, therefore getting him to want
to join; b) to a negative future that would be
the result of not joining, therefore getting

e - an TR SEAR i R en DR W Gn et o SR - = Gp i T o T i = e B e e e W @ MR M R e S m e S SRR A D MO GLES m D b SO e e S o
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B. BLUEPRINT (copntinued)

ST P.0.
i OUTCOME PROCEDURE (What to Do, When to Stop) TYPE OR ¢

1

]

ihin to be frightened of not joining: or ¢) to a
{possible objection that P may have, but has
inot yet stated, allowing R to both anticipate
land handle it before it becomes a problem.

- - —— - e

a) R can take P to a positive future, {FP-CON,
within an FP-CON frame, in s number of ways [A-OUI,P,MR,
including these five: |AS,SPECIFIC,

| STRAT,ORD-#,
(1) R can use A-OUT to accept the icd

objection and show how it isn't & prodlesn,|

for example in showing P how his girl
friend doesn't have to be an obstacle to
enlxs:nent' "...that's fine partner,
because we're going to help you, okay,
to take care of her later on ..."

R can use A-OUT along with P and MR for
a8 powerful effect on P, for example
taking him to the time when he graduates
fromn basic and his parents are looking
on: "...they're going to be touched as
you stand there in that room ... you can
be proud that you made the right
decision..."”

(2) R can use AS, for exanmple to set
up & "what if" scenario, with a little
bumor to make it even more effective:
“Hey, that's fine partner. You know,
there's a lot of vhat ifs that could fall
into that., Okay, let me ask you this,
vhat if you did join the program and
sonething else better did come up and
vhat if I let you out of the program.
And would you join then?"

(3) R can use SPECIFIC and STRAT to
add realism to his future pacing in a
limitless number of ways: "you can look
forvard to meeting many more ..."

(4) B can use simple presupposition
to set up more elaborate future pacing:
"When you go down to enlist ..."
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(5) R can use ORD-# and C/D to specif-
ically describe future events or proce-
dures to P: "...number one I can test
and make sure that you're qualified for
the prograns, I can tell you about ... I
can get your application paperwork ready,
and I can schedule you to go down and
process for enlistment." This can also
be used to strengthen R's description of
vhat P should do: "“First step in the
right direction ..."

b) To take P to a negative future, R can
use a combination of presupposition, S-CON,
R/S, CEQ, and CONS, making P feel that he
should join to avoid certain consequences:
"...hey, if you're not prepared to do that,
you're not ready for the service ... you've
got to try the best that you can. If you
don't try, then for the rest of your life
you're going to regret it. You're going to
say, why did I give up?"

c) R can use presupposition, within FP-
CON, to prepare P for future problems that
could arise: "...there's a lot of guys out
there that's ptobably goxng to be up and
down your back for joiming ..."

4. Motivate P in order to overcome objec-

tions.

|R may motivate, or direct P in some circum-
{stances, such as procrastination as in closing
{(see PCSR 5, Closing). R can do this in a
Inumber of ways, and comabining a number of
lpatterns. For example, using a combination of
{AS, M=4, A-OUT: "... partner, you know pro-
{crastination is human nature. Everybody does
{it and we alvays put it off ... I'll go wash
|my truck next week ... next week never gets
there." Or, using a comsbination of MO and ERE-D:

.».what you renlly need to do is sit down and

.nake a decision."

———— A - v T - —— - ———

|FP-CON, P,
!S-CON,R/S,
!CEQ,CONS

FP-CON,P

.AS ,M-‘O
1A=-0UT, MO,
{RE-D
{(others:
!{see PCSR 5)
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5. Overconme objections by challenging then

directly.

R can use direct challenges to overcome objec-
tions, in one of two vays: 4) a hard and
direct manner; or b) in a soft and more subtle
way, Either can be used with P or with someone
else close to P who presents R with an objec~
tion,

a) R can use strong, hard challenges in

one of several ways.

(1) R can use CRI to get P to make a
decision: “...are you going to let her
make the decision? If so, then we need
to talk to her, we don't need to talk
to you right nov."

(2) R can use presupposition, for
example to express disbelief at the
objection: "Now you're really not ...
serious about this. You're not jerking
py chain are you?" R can also use this
to directly challenge P's abilities and

readiness for military service: "...well

good luck to you. When you grow up a
little bit more, come in and see me."

Eithe- can be used to set up future facts

or benefits R may wvant to present,.

(3) R can use & comdbination of pre-
supposition and S-CON to challenge P's
abilities, motivating him to take the
challenge and want to join: ",..listen
guy, 1 got girls that can go through
basic training and they made it."

b) R can use more subtle challenges in

one of several vays,

CRI,«,CEQ,
S-CON

:CEQ,S‘CON.
IM=4,
|softeners
1
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(1) R can use a combination of C.Q
and S-CON to overcome the objection of
P's girl friend to. P leaving: ".,.if
you're not willing to wait ... marriage
wouldn't have worked anyhow. Also with
P: "if your goal ... and you don't have
the money ... then the Arsy can help.”

(2) R can alvays set up a M-4, with
vhich the above can also be combined with
softeners, as in 2, above, in handling
the objection of P's girl friend: "...a
job down in Texas where a corporation in
Texas calls him and tells him they have
a8 job for him for a period of one year
vhere he can make about §75,000 a year.
Are you going to stop him from going, or
are you going to let him go?...1f you
are not willing to wait ... marriage
couldn’t have worked out in the first
place."

6. Maintain rapport and clarify the inten-
ions of all concerned in the face of objec-
ions vhenever necessary.

” v

R can stop the direction of the discussion, and
back up to some prior point., This can be:

a) a re-setting of the entire frame of the dis-
icussion, vhenever necessary, to saintain or
|strengthen rapport; b) & clarification of the
|intentions of P; ¢) & clarification or explana-
{tion of the intentions of R; or &) & clarifice-~
{tion of the intentions or purpose of some
{aspect of the Army itself.

- G S G B mah W Eus TR LS D S e GG G e e G s D W S g D e S G G G w o

a) To maintain or re-estadlish rapport,
R can use presupposition and MR, within the
pace frame: "What is there to think about,
partner ... is there something that I didn't
ansver?” or "... well hey partmer, look,
evidently there's something else, okay, that
we haven't hit on yet. What is it?"

e e cr e oo sn e e e e e-

PF,P, MR
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Sonetimes it may be to R's advantage to
stop, apologize, back up, and recapitulate
wvhat has been discussed to re-establish
rapport in response to P poinmting out some
need R has missed; "Oh, yeah, didn't 1
mention that? 1'as sorry, we got carried
avay, we were talking about your training,
we vere talking about your travel, you knmow,
and you being adble to support your family,
okay. Well yes, we 8o have the Army college
fund ..I"

b) To clarify P's intent, when R hears an
objection, R can use IN, MO and presupposi-
tion: “...are you planning on maybe getting
sarried to this girl later on, okay?" or
“What is it that you're looking for the
Army to do?"

hearing an objection from P, he can use a
combination of IN and CEQ: "1'd rather be
honest with you and have you walk out of
here, okay, than lie to you and have you
come in. R could also use a combination of
presupposition and RE-D: “Some pecple say
an Army recruiter is the biggest liar in the
world ... only here to help you ... I can't
put you in the Army. 1 can help you get in
the Arny." These, obviously, are especially
useful vhen R's intentions, or integrity,
have been directly challenged.

d) Sometimes it is useful for R to explain
the purpose or intention of some aspect of
the Aray, in response to an objection using
RE-D and IN: "Basic training is meant to
belp you ... not break you."
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! 7. To redirect or change the me :ning of
{an objection.
{R can redirect or change the meaning of the
lodjection. R can change the meaning of P's
iobjection so that it really means something
]

]
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IN,MO,P

IN,CEQ.P,

3
o

IN,RE-D
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1

Imore in line with joining the Army than pre-
{venting it. The three prisary methods for
!doing this are: a)reversals; b) redefinitions;
!and ¢) slternative outcomes. These can also be
jeffectively used in combination (d). (See
IPCSR 4 for more uses of these patterns.
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8) R can set up reversals in seversl ways.|C-LINK,P,

He can use s combination of C~LINK, LP, and
presupposition: "It's a good thing, though,
to be & little hesitant like that. Because
you're going to make sure that you get
everything that you're looking for."

R can also use s reversal, for example, in
handling an objection of mot wanting to
leave home, to show that parents' love can

be the reason to join, rather than the reason

not to. R may use a combination of MR, 1IN,
and presupposition: ".,.truly your mother
and father love you ,.. you love them ...
protecting your parents by serving your
country.”

®) R can use RE-D in an almost limitless
aundber of ways: “I's not manipulating you,
I's just giving you choices," or “You're
not leaving home so much as doing something
vitally important for your country,” or
"You're not leaving your parents, you're
protecting them by serving your country.”

¢) R can set up alternative outcomes in &
variety of ways using A-OUT and presupposi-
tion, for example: "Nov when would you like
to make your parents proud, would tomorrovw
de too early?"

4) Best of all, R can use all of the
above in cosdinstion, adding in more pat-
terns. u.m us. A-OUT. C"POST. GQ.
RE-D, MO, and presupposition: "...you want
to call that manipulation going into the
Army? Fine. You get sanipulated every day
of your life. How? Well, teacher manipu-
lates you ... parents sanipulate you ..., If

{LP,MR,IN

A-OUT,P

a
!
o

%l/s 'A-OUT'
{c-POST,CEQ.,
{xE-D MO, P,
IMR, IN,AWARE,
luv,aPV,C-
{LINK,UQ,LP,

| NEG-COM

!
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you go down to the store and you want to buy
something and talk to the salesman, he's
going to sanipulate you ... 80 is it really
sanipulating or is it more or less giving
you information and letting you make up your
aind,” '

R can also set up a M-4, comparing P to
hiaself, using MR, IN, ANARE, and presup-
position: ".,.truly your sother and father
love you ... you love then ... couldn’'t have
made it vhere I am right nov if my parents
wouldn't have cared ... they are very happy
people ... [yours] are very happy people,
too ... going to be doing something vitally
igsportant ... protecting your parents by
serving your country ... they knov that
you're doing something vitally important...”

]
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'
R can also use UV, APV, UQ, C-LINK, LP, NEG- |
coM, C-POST, and presupposition to redirect |
an objection using all of the adbove in com- |
bination: "Are you a little scared? 1f :
you are, hey, that's normal, partner. Every-|
body's a little bit scared dbut it's good, g
too, because it's going to make you a little |
cautious, make sure that you get everything |
that the Army has to offer you, available to |
you in writing before you enlist. 80 don't |
be afraid to adait that you are scared." ]
[]
',
=
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'
!
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8. To negate the truth or the value of
an objection.
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|R can directly nmegate either the truth or the
{value of the odbjection P has offered by one

{of two methods: &) YB=CON, C-EX, or & combina-
{tion of the two to directly msgate or over-
{vhels the objection; or b) DBF to block P into
{a tight framevork of thought, forcing him to
|zealize that he has no real choice about the
Eobjcctim. at least in the way he has presented
1ie,
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out the time .., If not, oksy, you pick up
another friend ..."

R can also combine FP-CON, DBF, YB-CON,
TENSE, APV, and C-LINK in an interesting
vay: "8o, you missed & semester of deing
on casmpus, but you've gained a semester of
college credits and wvhen you enroll, you're
nov & first semester freshman...”

9. Raise the level of analysis of the

REPORT TYPE: PCSR
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1] T
] - [}
! a) R can use both C-EX and YB-CON, in a {C-EX,YB-CON,
| direct challenge: "We got drug problems, {MF,SD,N,
! but I'll bet you, I'll take you up to the 1SCO-AM, P
| college campus and I'll show you more drug |
| problems than I will in the military,” or :
! "...if you're working with any major cor- '
{ poration, right, now they follow certain !
| dress codes. You know, if you're working |
! with IBM or Xerox, you're not going to go to |
! work with earrings in your ears and hair all |
{ down your back, you know." !
] ]
] ]
{ R can also combine YB-CON, MF, SD, N, S$CO-AM |
| and presupposition to negate the objection !
] from the start, suggesting through presup- H
| position that P actually wants R to do so: |
! "I realize you don't want to leave home, but |
i 1 want to tell you about something that's '
! really going to help you out." i
] ]
] ]
: b) R can set up doudble binds using a com- |FP-CON,
! bination of FP-CON, §-CON, DBF and presup- |S-CON,DBF,P,
| position to create a safer environment for |YB-CON,
{ P to think about what is being offered: |TENSE APV,
i "...you'll maintain your friendship through- |C-LINK
]
:
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discussion so that an objection no longer seems
important.
R can raise the level of analysis of the dis-

|cussion to & higher level using C/U or HOC:

la)

to make the objection seem unimportant when

|compared with higher or wider issues (see also

12,

above, Comparisons); or b) to show that the

Eobjcction applies as esqually throughout a

R e e e e e T
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|wider range of people, or even society as s

jwhole, s it does to the Army — again diminish-

ling its importance.
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8) R can use P's HOC slong with R/S and
C/¥S very directly: "...isn't a little bit
of your wanity, okay, worth the $§25,000
you're going to get for your education?”

R can use & combination of HOC, C/U and CONS
to handle the objection of a mother to her
son's enlistaent: ",..if all mothers felt
the way you do, you wouldn't De experiencing
your freedon nov ..."

To further overcome the objections of this
sane mother, R can comdine other patterns
vith the above, and point out that people

vho enlist allov the opportunities for others

to go to school, pursue their goals, etc.
using IN, R/S, AS, C/FS, RE-D, C-POST, and
presupposition: "...if all ... felt that
vay, you wouldn't be experiencing your free-
don ... vhat they're doing is ... allov your
son the opportunity to at least get his high
school diploma ... vhat you should think
sbout is alloving the mext person cosming
along to get their education, or is he too
good to allov somebody that opportunity? ...
your country runs on the backbone of sons
just like yours.”

b) R can point out that P's odbjection
applies equally to others using C-~POST,
AWARE, R/S, C/2S, PP, TENSE, SUB-T and
presupposition: "Do you knov all the
people that will be there?! ... There's o
1ot of people going to be in the same situs-
tion out there, okay. Guess what, they'se
all going to be & little scared, too.
You've already got something in comon.”
This is part of a wider method of esetting uwp
fantasies effectively (see PCSR 4).

1
|
!
|
}
{soc,R/S,
le/es,c/u,
{CONS ,IN,AS,
{®2-D,C~POST,
P

{C=POST,
{ANARR,R/S,
je/zs,or,
| TENSE, SW3-T,
{?,c/0,6/D,
:lﬂ.'l'!.m
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R can also use C/U C/D, C/Fs, MF, T-LINK,
and presupposition to point out that the
other major institutions have the sane or
sisilor problems as the Army: "1 don't care
if it's fize department, police department,
Arsy Reserve, some people sneak in and get
through and then they becose known once they
are out ... There are these slements in the
Army, in the Navy, Air Yorce, Msrine, at
IBM, at the school you go to. It's
everywhere.”

R can also use this same method on a smaller
scale using C/FS, C/U, C/D, R/S, for example
in relisving the fears of a woman about her
ability to complete basic training: "the
progranm is geared for the females. You are
not in competition with the males in basic
training ..."
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To test P to determine
if the objection was
effectively handled.
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iR simply moves back into closing o g2t &
iresponse itom P. He will either get agreemernt,
lor another objection.
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|Various

lpatterns of

!Closing

{(see PCSR 5)
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