Negotiating Notes for Reducing Internet Bill
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	Reminder Notes:
· Always make sure you are speaking with a retention specialist
· Be friendly, do NOT be rude
· Keep calling until you get a “nice” person who will work with you
· See if you can get the bargained rate permanent vs. for 6-month, 12-months, etc.

	Section #1 - Background / Reason for Calling
· Spoke to representatives earlier, go rate lowered from $65 to $50  -  Still too high after talking to wife, cannot afford
· Wife going part-time, cannot afford higher prices
· Been customer for 7+ years
· Always paid on time
· What more can you do for me?


	Section #2 - Competition
· Really like Comcast service and would like to stay with them.  
· Dish 10GB/month - $40, can you match that, what can you do for me here?


	Section #3 - New Customer Rate
· New customers pay $35 / month for 6-months, can you extend that to me?
· Can I cancel, then re-setup under my name?
· Can I cancel, then re-setup under wife’s name?


	Section #4 - Downgrade to Cheaper Service with Credits Applied
· Comcast - 6Mbps - $50, take off the $15 customer loyalty would be $35/month
· Can we do this?  I really don’t want the slower speed, but if that is my only option it will have to work.


	Final Strategies if Nothing Else is Working, or You Don’t Get a BIG Discount
· Higher authority - Check with spouse, etc.
· Make your problem their problem (hot potato) - Wife part-time
· Have them go over any other current specials/promos
· Reluctantly suggest that you guess you have to cancel then
· Ask to speak to a supervisor to get extended deal


Representatives Contacted
Larry - 5/6/13 - 11:02 mins (accidentally hung up on him!)
Paco - 5/6/13 - 17:00 mins
Brandon - 5/13/13 - Willing to take $20 off vs. $15 = $34.95 Performance Starter (up to 20 Mbps) - 14:00 mins


Agreed Upon Rate
1st deal = $49.95 for 12 months - Performance Package - 20Mbps - 5/6/13
2nd deal = $34.95 for 12 months - Performance Starter- burst up to 20Mbps, normally 6Mbps - 5/13/13
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