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Building the Sales Process

Healthcare organizations operate under unique constraints. They're managing patient care, navigating strict
compliance requirements, and balancing tight budgets, all while keeping critical communications systems
running 24/7. This means healthcare decision-makers approach telecom differently than other industries.

Selling managed telecom services to healthcare requires more than a good product. You need to
understand their world, speak their language, and demonstrate that you can reduce risk while improving
reliability. This guide walks you through a proven four-phase sales process designed specifically for
healthcare providers. Whether you're reaching out to a small clinic or a multi-location medical practice,
these principles will help you move deals forward and build lasting relationships with healthcare buyers.

Phase 1: Outreach and Initial Contact

Multi-Channel Approach
Don't rely on cold calls alone. Healthcare decision-makers are busy, and telecom isn't their primary concern.
Use multiple channels:

* LinkedIn outreach: Connect with IT directors and mention a specific article or insight related to
healthcare compliance



* Webinars: Host webinars on healthcare telecom compliance or security. This positions you as an expert
and generates qualified leads.

* Referrals: Ask existing customers for referrals in healthcare. Healthcare buyers trust recommendations.

* Local associations: Join healthcare business associations and chambers of commerce. Sponsoring events
or speaking at member meetings builds credibility.

* Targeted email: Send personalized emails addressing specific challenges mentioned in their LinkedIn
profile or company news.

The Opening Message

Your first contact should demonstrate you understand healthcare:

"Hi [Name], | work with healthcare organizations across the region to make sure their telecom systems
support—not hinder—patient care. | noticed [Organization] has expanded to three locations in the past two
years. Managing telecom across multiple sites can get complex fast. I've seen-organizations cut their telecom
support costs by 30-40% while improving reliability. Would a brief conversation make sense?"

This works because it:

@ Shows you understand healthcare

@ References their specific situation

@ Demonstrates value (cost savings + reliability)

@ Asks for a small commitment (a conversation, not a meeting)

Phase 2: Discovery and Needs Analysis

Discovery Objectives
Your goal in the discovery phase is to understand:
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Discovery Questions for Healthcare

Ask these specific questions:

* "Walk me through your current telecom setup. What systems are in place, and who manages
them day-to-day?"

* "What's the biggest pain point with your current telecom situation? What keeps you up at night?"

* "How do you handle compliance requirements like HIPAA audit trails and call recording
retention?"

* "Tell me about the last time your telecom system had an issue. How was it resolved, and what
was the impact?"

* "Are you planning to expand to new locations or merge with other practices in the next 12-24
months?"

* "What would an ideal telecom support relationship look like for you?"

*  "Who else should be involved in a decision about managed telecom support?"

Listen more than you talk. Take detailed notes.
Prospects appreciate when you truly understand their situation.

Phase 3: Solution Design and Proposal

Building a Custom Solution
Generic managed telecom contracts won't work in healthcare. You need to tailor your offering to their
specific situation.

Key Elements of a Healthcare-Focused Proposal:

1. Compliance Framework: Explicitly address HIPAA, state privacy laws, and any industry-specific
regulations. Show how your service maintains compliance.

2. Service Level Agreements (SLAs): Healthcare needs guarantees. Define response times (e.g., critical
issues within 15 minutes), resolution timeframes, and uptime guarantees. Back these with
penalties if you miss them.

3. Redundancy and Disaster Recovery: Show how you'll prevent and quickly recover from outages.
Detail backup systems, failover procedures, and data backup.

4. Integration with Clinical Systems: If relevant, show how your solution integrates with EHR systems,
nurse call systems, or other clinical infrastructure.

5. Change Management: Healthcare is risk-averse. Detail how you'll migrate from their current
system to your managed service with minimal disruption.

6. Security: Spell out encryption, access controls, audit logging, and how you maintain security
standards.

7. Training and Support: Include user training, IT staff training, and 24/7 support details.



Proposal Structure
Present your proposal in a way that speaks to healthcare:

* Executive Summary: Focus on compliance, reliability, and cost savings

* Current State Analysis: Show you understand their situation

* Proposed Solution: Detail your managed service and how it addresses their challenges
* Implementation Timeline: Give them confidence you can execute

* Cost Analysis: Show total cost of ownership vs. their current situation

* Compliance and Security: Emphasize standards and certifications

* Support and SLAs: Define what they can expect

* Timeline and Next Steps: Move toward a decision

Phase 4: Closing and Implementation
Handling Objections

Healthcare buyers will raise specific objections. Here's how to handle the most common ones:

)
@ "We already have a telecom vendor." )

Response:

"That's common. Most healthcare organizations work with multiple vendors for different pieces—phones,
internet, support. Often they're paying more and getting fragmented support. Would it make sense to
look at consolidating with a vendor who specializes in healthcare and can manage everything?"

A
Q:) "We're concerned about switching providers and disruption.")

Response:

"That's a valid concern, and it's exactly why our migration plan is so detailed. We've done dozens of
healthcare migrations. We plan for zero downtime, test everything in advance, and have a rollback plan
if anything goes wrong. We don't cut over until everyone is comfortable."
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@ “This seems expensive. ]

Response:

"l understand. Let's look at what you're currently spending. [Pull out the cost analysis]. When you add up
all your vendors, emergency calls, and staff time, you're actually spending more than our managed
service. Plus, you get expert support and guaranteed uptime. Can | walk you through the numbers?"

A
@ "We need to think about it / get board approval.” )

Response:
"Absolutely. What additional information would be helpful for your decision? Should we schedule a call
with your CFO to walk through the cost analysis? What's the timeline for a board decision?"

Selling managed telecom to healthcare isn't about the technology, it's about building trust and demonstrating
that you understand the complexity of their business. Healthcare decision-makers are risk-averse,
budget-conscious, and deeply concerned with compliance and patient care continuity. When you align your
sales process to address these priorities, you move deals forward faster and build stronger customer
relationships.

This four-phase approach, from multi-channel outreach through thoughtful discovery, customized solutions,
and confident closing—gives you a repeatable framework for success in the healthcare telecom market. The
key is consistency: always lead with healthcare expertise, back up your claims with specifics, listen more than
you talk, and tailor every conversation to their unique situation.

Healthcare organizations that partner with vendors who truly understand their challenges don't switch. They

become long-term customers and your best source of referrals. By following this playbook, you'll build that
trust from day one.
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