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Kerry O’Shea Gorgone:  Welcome to Marketing Smarts, a podcast brought to you by MarketingProfs. I’m your 
host Kerry O’Shea Gorgone. Thanks for listening.  

 
As always, if you have thoughts about the podcast we would love to hear them. Please leave us 
a comment on our website, write us a review over on iTunes, or reach out to me directly on 
Twitter @KerryGorgone. 

 Today on Marketing Smarts I’ll talk with Adam Bluemner, author of the case study 63,256 Calls 
Boiled Down to the Most Effective Web Lead Follow-Up Strategies. It’s a really surprising study 
that will change the way that you handle B-to-B web-to-phone qualifications. Basically, how 
quickly do you call people back once they contact you through your website, how often should 
you try, and are there better days for reaching out, by which I mean can you get better results 
by calling on a Thursday versus a Monday.  

 Adam is a software recommendation expert, an internet marketer, and a business technology 
writer with Find Accounting Software. I’m glad to have him with us today. 

 Adam, thanks for talking with me today. 

Adam Bluemner:  Sure. I’m happy to be here. 

Kerry: Tell me about this study involving 63,256 calls. That’s a lot of calls. Did you decide to analyze 
them before call one or did you suddenly decide you had a lot of calls you could analyze?  

Adam: A little bit more of the latter. We did make a change to our processes that allowed us to kind of 
A/B test between different data sets to come up with some of our results, so that was really 
important.  

 Like you said, there is a ton of data. What we were looking to do was just figure out what is the 
best thing that you can do to follow up with web contacts when they come in from the internet, 
when it’s somebody who is letting you know that they’re interested in finding out more about 
service, how to get more efficient with that. That was really the nucleus of the idea. 

Kerry: The study was focused on B-to-B. Do you think that your findings would apply for B-to-C as well?  

Adam: Yes, I think so. Based on the volume of calls that we analyzed we felt very confident in the data 
that we were able to gather. I think the lessons that we took away from it are so simple and 
basic that they would transfer over. I don’t know what the exact proportions or percentages 
would be, but I’m confident that the best practices themselves would remain the same. 

Kerry: Can I tell you a secret?  

Adam: Yes, sure.  

Kerry: I’m never going to answer, I don’t care if you call me 15 times. If I put my phone number in it’s 
probably just because I wanted to download something and I’m probably never going to answer. 
I think I’m that person, I’m the outlier I guess. 

http://www.marketingprofs.com/podcasts/
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Adam: I don’t even know that you’re the outlier anymore. I think that’s pretty common. If you look at 
the data we’re dealing with a set of people that have preselected to say, “Yes, I am interested, 
here’s my phone number, go ahead and give me a call,” and still out of that preselected set half 
of those people will not continue to move forward with the process. That’s the reality. And 
that’s the reality that salespeople and marketers have to deal with. The question becomes then 
given that is the reality how do you connect, is this still profitable, and how can you be efficient. 
Those are the types of questions we’re looking to answer here. 

Kerry: That’s true. Let’s talk about cold calling and just lay some groundwork, then we’ll get into the 
report itself. Your findings are really surprising.  

 I don’t like getting calls very much. My first reaction when my phone rings is, “Ugh. Why 
couldn’t they email or text me?” I’m annoyed. Is that commonplace, do you expect that will 
effect calling as part of the sales process?  

Adam: It’s interesting. Despite the fact that we made these 63,000+ outbound calls, I guess I’d have to 
say that I’m not really an expert on cold calling because none of what we’re doing here is really 
a cold call per se, because the people have requested some assistance. In our case what they’re 
looking to do is get some software recommendations.  

Kerry: So they’re warm calls? 

Adam: They are warm calls, for sure. That was one of the interesting things that I wanted to 
demonstrate with the study. When you actually compare that, I think there is a huge difference 
between the results that you would get making cold calls versus warm calls.  

 Most businesses are dealing with some sort of set of warm calls of people, whether it’s some 
sort of service and an up sell opportunity, whether it’s a brand new contact, and they want to 
figure out how to maximize their time and reach the most people possible.  

 Certainly for us when we’re working with thousands of people every year with the need to scale, 
the ability to get a little bit more efficient is a huge influence on our business success.  

Kerry: But it shouldn’t get warmer than my mom or my sister calling, and I still have that visceral 
reaction of “ugh.” But I see what you’re saying. 

Adam: Absolutely, I’m right there with you. 

Kerry: In the business context I recognize that if I need something for my business to help it run better 
then I suppose I would be more inclined. 

 One of the things that you found out in looking at the data is that you have a much better 
chance at qualifying lead or succeeding with the call if you make it right away, basically as soon 
as you possibly can.  

Adam: Yes, that is true. What happens is the clock starts immediately.  
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 In our case I can cite a little bit of our data here. When we called right away we spoke with over 
half of the people, so over half would pick up the phone. If we waited and called the next day 
that number drops way down to below one-third. Just a lot more people are not going to 
answer the phone if you’re waiting a day to follow up. 

 It makes sense if you call somebody right away after they’ve made a request, they’re essentially 
available and they’re thinking about it, they haven’t had time to maybe change their mind. 
That’s something that we expected to see, but there is a pretty substantial drop off going to that 
next day. 

Kerry: So it’s not like dating where you’re supposed to wait two or three days. 

Adam: We wondered that exact same thing. We wondered if you call right away does it freak people 
out. Is it going to take them so off guard that their phone is ringing right away that maybe yes 
you’ll get in touch with them but you would have a reaction that is negative where they say 
they’re not interested in moving forward with it.  

 That was kind of the second part. The second way we tested is we looked at our qualification 
rates. That was where we saw what I think is the most surprising information. On those 
qualification rates the difference between calling within the first minute and waiting an hour 
would double the qualification rate. When we waited an hour literally half the people will say, 
“Yes, I want to move forward with this.” So we saw the opposite effect, the longer you wait the 
more likely they are to say no.  

Kerry: An hour makes a difference.  

Adam: Just an hour, yes. I guess this part is a little bit speculative, but we were trying to think through 
why this is. I think it’s because the expectations for information right now are so instantaneous. 
You have so many options. If you are at your computer you’re doing some research and you’re 
doing the type of activity that would lead to submitting a request to the company, you’re 
probably going to put in more than one request, or you might consider more than one solution. 
Maybe purchasing a product is just one way you could go, another thing could be a change of 
strategy for a business, or deciding to spend on something else as a consumer.  

 But, it turns out that people do change their minds and they change them quite fast.  

Kerry: Tell me about the flashing red siren. 

Adam: One of the things that we thought about the process and the strategy of getting in touch with 
people right away is that this is “eat your vegetables” type of advice for salespeople and 
marketers, this is not something that they haven’t heard before, this is something that sales 
managers say time and time again. Yet the data that we saw said that salespeople tend to wait 
to follow up. We wondered what we could do about that. 

 In our case what we did is we put a giant red siren on the monitor of our internal team when a 
new opportunity came in to call. There’s just that in your face literal visibility for it, you have 
that alert there.  
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 Now, we kind of went overboard with it, but I think the mechanism is there. You can use any 
sort of alert system. If you have a regular alert system to use, I think that you’re going to be a lot 
more diligent in actually following with that good intention. 

Kerry: It’s visual, so you can’t just put aside like an email that you don’t read. 

 But, the industry average is 46 hours to contact online inquiries.  

Adam: Yes. The other part that’s really crazy that we found was I dug around because I wanted to see 
what other companies out there are doing, 46 hours is exactly right and 1.5 calls is also about 
the average. Salespeople in general are making between one and two calls if you look at it as a 
whole.  

Kerry: Is that like when they hang up, you answer and they hang up, one and a half calls.  

Adam: I’m sure there are some of those in there as well, but that’s just where the average works out to 
be for that. 

Kerry: The findings regarding how many calls to make before you give up actually gave me the chills 
because I thought that’s how many times I’m going to look at my caller ID and think “I don’t 
want to answer this call.” So, 10 calls before you should give up. 

Adam: Yes. It is a lot of calls and I understand the chills completely. There are calls that you get that you 
do not want to get. The way we’re looking at this data is where does it make sense for a 
business, where is it actually profitable to continue to call, and how do you figure that out.  

 If you’re a business you have to look at the expected value of every call that you’re making. You 
can figure out conversion percentage on the different leads you work with is 10%, the average 
sale is $100 or $1,000, whatever it is you can come up with your expected value. What we’re 
actually looking at is mapping that against your likelihood of reaching somebody.  

 It’s interesting, I think the reason that salespeople stop calling is because very quickly it 
becomes difficult to get somebody, especially if you’re looking at a per call average. If you go 
out and you’re looking at something where it’s the fourth or the fifth call, only about one out of 
10 times are people going to pick up that call. If you had just given up at that first one you’re 
going to go from a 70% likelihood of having gotten in touch with that person to about 40% 
likelihood.  

 There’s an investment that you’re making, you have to look at your situation and decide is this 
call worth it. I think when you actually look at the numbers it’s actually worth it to make more 
calls than a salesperson might intuitively think. 

Kerry: Looking at the data it seems as though if they call right away, within that first few minutes even, 
it actually takes fewer calls to qualify the lead than if they wait.  

Adam: Right. There’s another classic sales paradox. The reason that salespeople are not calling in most 
cases is probably because they’re busy, they have a ton of things on their plate. What happens is 
if you actually wait to do that call later it’s going to take more call attempts to get in touch with 
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that person, that’s more effort that you’re expending at that point and you’re putting more on 
your plate. If you can make that call right away, it’s just a more efficient way to operate. 

Kerry: But it’s still worth it to continue to call up to 10 times, right, and then after that you’re not losing 
any money by walking away?  

Adam: I think what we really wanted to do with this was document what our rates of contact would be. 
For some people maybe it’s different, but I think they can use a very similar approach and figure 
out at this point I get so few people to pick up the phone, so few people to say yes they’re 
interested, that it’s no longer worth it.  

 If you just take the time to collect a little bit of that data, whether it’s writing a list for yourself 
or doing this through your CRM system, you can actually make an educated data driven decision 
rather than going by that gut feeling of this is awful and this person is probably not going to 
answer. 

Kerry: Continuing through that tenth call increased your overall contact rate to almost 80%, so 
doubling the contact rate.  

Adam: Yes. It’s one little bit at a time. When you turn around and look back at the individual steps 
you’ve gone quite a distance in terms of upping your contact rate percentage.  

Kerry: Do you have any tips on voicemails? I have to think leaving voicemail for the eighth time you 
have to keep that discouragement out of your voice.  

Adam: That’s probably a good point. I think whenever you’re in a sales position the best advice you can 
ever give somebody about communication is to frame it in terms of the value that they’ll 
receive. It’s all about reminding them of their intention when they set out and letting them 
know that you can help them out with that.  

 In our case it’s saying, “I saw you were looking for some options, we’re happy to speak with you 
and provide you with some.” Try to let them know that it’s going to be an easy, quick process 
and invite them to reach out. I think if you can frame it that way that’s really the best you can 
do. 

Kerry: A lot of times people will look for one or two really quick silver bullet things that they can 
change about what they’re doing to get big results. Sometimes what they glom onto with sales 
calls is the time of day or the day on which they’re making the call. 

 Let’s talk about time of day first. Does it matter? Have you found a correlation between time of 
day and your success on contact or conversion? 

Adam: I love that you framed it that way in terms of the silver bullet. I’m a marketer, I do a lot of 
writing, I write a blog on our site, so I was really hoping to find a headline worthy discovery in 
terms of the time of the day or the day of the week that we should be calling. I did not find that.  

http://findaccountingsoftware.com/blog/
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 What I found was there was some difference. You might increase your contact percentage by 
like one percent or two. It turned out in our case that Thursdays were the best days and Fridays 
were a little bit worse. Mornings seemed to be a touch better than the afternoons.  

 Given what we found about the importance of calling quickly, the importance of continuing to 
make follow up calls, to us it was very clear that those factors trumped the day of the week or 
the time of the day.  

Kerry: What I love about the way that you presented the data is you acknowledged that it could be a 
little bit misleading. If you were just looking at the contact success rate by hour on a business 
day versus the average it looks like the morning clearly wins, but you have to adjust for the fact 
that leads come in overnight.  

Adam: Exactly. That was one of the things that was frustrating to me as I was doing research because I 
went out and found all of these different articles with these headlines and not a lot of 
information about the process of how the data was collected.  

 I think if you’re trying to make good decisions about how you manage your business you need to 
be able to see does this apply to me, where does it apply, how did they gather this, what might 
be different. Being clear that this was B-to-B results that we’re working with, being clear that 
this is a qualification process for people who are interested in finding software, being clear that 
if you’re looking at people who come in and submit a web request afterhours or over the 
weekend and you’re not calling them then that can skew things. I think that’s really important 
for people to do.  

 I think they should take this as a starting point, look at the core best practices, and test it for 
themselves and see how does this work for them.  

Kerry: It’s good news, I think, that you don’t have one clear best day or one clear best time, because 
everybody was trying to call people at 11:00 – 12:00 on Thursday morning nobody would ever 
get through. 

Adam: Right. On the other hand, if there was one best time maybe if you’re trying to avoid those calls 
you could turn off the phone for that day. In your case maybe that’s bad news for you. 

Kerry: I’ve got caller ID, I just don’t answer it.  

Adam: Exactly. 

Kerry: In your experience then, B-to-B salespeople should be calling people back almost right away if 
possible?  

Adam: Immediately. It was super clear that as soon as you can call, call, because from that point on 
your contact rate is going to tip. If you wait even an hour, we found our qualification rate 
literally dropped in half, so twice as many people either didn’t pick up or said no. 
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Kerry: Do you suppose there is anything you could do because you’re going to get calls on off hours 
just by virtue of time zones and stuff like that, is there a way to keep people warm until the 
morning when you can get to them, like to give them a whitepaper download or something?  

Adam: I think that’s a great idea. That’s exactly what we do, we provide people who are looking for 
software with a buyer’s guide type of document that has discussion of relevant topics. I’m sure 
to some degree it does keep people engaged in the process, at least a percentage of them. But, I 
don’t think you can do better than calling people right away.  

 I think that’s going to be the gold standard in terms of the actual activity that you can do. If you 
can afford to have people in the office who can respond, I think that’s probably the best bet. 
You may not have the volume of activity to support that and I think that’s one of those things 
you have to evaluate on an individual basis.  

Kerry: What was the most surprising finding for you from the study?  

Adam: The degree of the data we found. I don’t think any of the data in itself was that surprising. I think 
the fact that how quickly things drop off in terms of those qualification rates was probably really 
the biggest thing, I wasn’t expecting it to be that pronounced. 

Kerry: Are you thinking about refreshing this on an annual basis? I imagine you’re continuing to gather 
the data, because why wouldn’t you.  

Adam: Yes. I think our data would probably become less interesting because we’re doing everything 
that we can to squish down into those one minute or five minute intervals to follow up, we’re 
really trying to change our processes to make sure that we’re getting as many people into that 
initial right away call group there. 

Kerry: I don’t know why I found it so surprising, because other research on the consumer mindset has 
the mirror image of follow up fast is required and they said 60% of buyers said that they would 
begin to question a company’s attentiveness if they don’t hear back within 24 hours of 
submitting an online form. It does make sense. Consumers and buyers have actually said that 
the first company to contact them does have an advantage.  

Adam: Yes, I totally agree. I think the data just really bears it out clearly. If you think through it, I think it 
makes sense. I know for me if I’m sitting at my desk and I’m going to do some investigation of 
whatever it is, a product or service, and I reach out, I know at that time my mind is on that topic, 
I’m available, I’m ready to go on that particular conversation or issue. The next day who knows, I 
might be away from my desk, I might be totally wrapped up in a different project, I might not 
anticipate getting back to that work for another week or two. It’s all about catching people 
when they’re midstride of the activity they’re undertaking. 

Kerry: Where can people learn more about the study and where can they learn more about you?  

Adam: If anybody goes over to FindAccountingSoftware.com we have a blog there. Generally the blog is 
an area where we discuss how software can help companies solve business management 
challenges. In this case, I would say this is not a particularly software centric topic, definitely a 
lot more of a process, so it’s a little bit unusual, but there are these conversations in the book 

http://findaccountingsoftware.com/
http://findaccountingsoftware.com/blog/


MARKETING SMARTS PODCAST | TRANSCRIPT 
The Most Effective Lead Follow-Up Strategies with Adam Bluemner   

 
 

  
 

Copyright © 2016 MarketingProfs LLC 

and we try to do a good job of digging out data and basing things on that. If you take a look 
through you’ll find this report and some other interesting content.  

Kerry: I did find you on LinkedIn, but are you on Twitter too?  

Adam: Yes, @FindMySoftware is the best place to find the information. There again we have a lot of 
conversations about how software is playing the role of a tool or an enabler to solve business 
management challenges, there are these sort of general practice things, it could be business 
administration, sales, marketing, ideas of how to improve your business. I definitely encourage 
people to check that out.  

Kerry: Adam, thanks so much for talking with me.   

Adam: This has been great. Thanks for inviting me to have a conversation.  

Kerry: For more information visit FindAccountingSoftware.com or follow the company on Twitter 
@FindMySoftware. 

 Thanks for listening here to the very end. This has been the Marketing Smarts podcast, brought 
to you by MarketingProfs. I’m your host Kerry O’Shea Gorgone. Talk with you next week. 
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