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CHAPTER I

INTRODUCTION
The 1968 New Orleans Conference on Research and Instructional
Development sponsored by the Speech Association of America and the United
States Cffice of Education resulted in a number of recommendations for
speech~communication scholars, Two that are of significance read as follows:
The conference participants encourage speech.communication scholars

to design and execute research dealing with the speech.communication
dimensions of current social problems,

¢ e e o P (@ L] e o o o o & o @ & O O & O o o o & & ¢ 9 o o o o o o o @

The conferees oncourage speech.oocmmunication scholars to make every
effort to apply the findings of their reaearfh to the solution of
contemporary individual and sooial probtleus,

The thrust of these two recommendations encourages mcholars to pursue
research outside the academic oonfines of the university or college, It
was decided to implement these recommendations by turning to the area of
field research and, more specifically, to the "natural experiment" for this
study. A natural experiment is defined as

a study in which the researcher speocifies in advance the variatles
he wishes to observe, states hypotheses concerning the relationships

among these variables, and, withogt manipulation, measures their
interaction in a natural setting.

The Hypothesis
In this study the varliables being considered are the methods of

1Robert J. Kibler and Larry L. Barker, eds.,, Conceptual Frontiers in
ommunication: Report of the New Orleans Conference on Research
Instructionaitﬁivoi_gmont (New York: The Speech Association of America,
¢ Pe 25,

2Keith R. Sanders and Thomas J. Pace, "The 'Natural Experiment'! as a
Research Methodology for the Study of Speeoh.Casmmunication,”™ in Proceedings
oi the Speech Association of America Summer Conference V ed. by James
Roever, Minneapolis, Minnesota, (Mimeographed.) p. 80.
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audience adaptation employed by two 1life insurance salesmen. The general

hypothesis of the study is that successful life insurance salesmen demon-

strate a higher degree of adaptation of traditional persuasive technigues

to the listener and occasion than less suocessful life ingurance salesmen.
The study took place in a natural setting but with various controls whioh
will be desecribed,

In addition to the recommendations of the SAA Confersnce, it was
decided that a study of 1life insurance agents would best be done in a field
setting in order to maintain, as much as possible, a natural persuasive
$ituation.

Field of Investigation

The Eusiness of Life Insurance
Life insurance is a multi-billion dollar a year business in the

United States. Figures released by three of the country's largest insurance
firms support this conolua%on. As of December 31, 1968, the John Hancock
Insurance Company had aseets that totalled more than nine billion dollars
and insurance in foroe totaling more than fifty-two billion. The Equitable
Life Assurance Society of the United States had insurance in force in excess
of sixty-five billion dollars on that same date, £oth of these companies
were dwarfed by the largest of all United States insurance companies, the
Prudential, With more than twenty=six billion dollars in assets and $137
billion of insurance in force, the Prudential Insurance Company represents

a major economic factor in the life insurance business and in business in
general ]

The success of these insurance companies and hundreds of emaller ones

3The Insurance Almanac (57th ed.; New York: The Weekly Underwriter,
1969), pp. 747, 695 and respectively.



can probably be attributed to the two factors that generally spell success
in any business venture: (1) a product desired by comsumers, (2) a sales
force capable of selling the product, The product sold by the 1life insur-
ance companies is, in effeot, a plan to guarantee funds for the financial
security of the average man.“ In funotional terms this means, for many
people, guaranteeing funds for death and burial expenses, providing funds
to pay off a mortgage on a house, or guaranteeing the availability of =money
needed for retirement purposes. In order to sell this product to the
consumer, the insurance companies train salesmen in the principles of life

insurance aqs in the principles of persuasion.

The Salesrman's Task: Persuasion
For the purposes of this study, persuasion will »e defined as the

conscious effort of the individual to control symbols in order to manipulate

men's attitudes and motives to achieve preconceived changes in the beliefs,

feelings, or conduct of individuals.”’ This definition assumes that persua-
sion 1s not a haphazard or chance process but that it is a carefully
controlled attempt to mnanipulate individuals, The assumption is also made
that persuasion is accomplished by controlling verbal and non-verbal symbols
in such a way that the bases of a persuadee's behavior become the bases for
change, In other words, the persuadee holds the means the persuader must

use to effect changes in the beliefs, feelings or econduct of men, It is

1"l‘ho Prudential Insurance Company of America, The Miracle of Life
Insurance, The Prudential Training Program (New York: 1960), p. 2.

5This definition is supported in whole or in part by Robert Oliver,

e P ol of Per { (2nd ed,; New York: The David McKay
Cermpany, Inc,, 1968), pp. 7~9; Winston L. bErembeck and William S. Howell,
Persuasion; A Means of Social Control (Englewood Cliffs, N. J.: Prentice.
Hall, Inc., 1952), PP. 10-20; Irwin P. EBettinghaus, Per Communication
(New York: Holt, Rinehart and Winston, Ino., 1968), pp. 13-17; Gery

Cronkhite, Persuasion: S ch and Rehavioral) Chance (New York: The Fobbsw
Merril). Company, Inc., 1929;. pPP. 3=15.




also assumed that the desired change in the persuadee is predetermined by
the persuader at some point before the persuasive act takes place., There-
fore, persuasion is a goal directed activity with the means to that end
residing in the persuadee. It is the persuader's task to discover those
means and to manipulate them to his ends. The persuadee, then, holds the
attitudes and motives that the salesman must utilize in his selling.

Some close parallels are found between the definition offered above
and the definition of persuasior found in the training materials of the
life insurance company used in this study. The Prudential Training Program
defines the salesman's task as one of not mersly selling a product but
selling in terms of how th{} produst will satisfy "one or more basic human
wants," In order to accomplish this objective, the training materials
point out that the agent must show the prospective buyer the relationship
between insurance and "the satisfaction of his (the buyer's) human wants,"
This i1s accomplished, according to the training materials, by the effective
use of words that make the prospect sware "that insurance can satisfy his
human wants.“6
It should be noted that the training materials base their approach on

basic human wants or, as noted in the first definition, men's attitudes and

motives, 'When the agent 1s urged to show the relationship between insurance
and motives he is being urged to manipulate the prospect's motives and
insurance so the two are compatible, The means of that manipulation is the
use of words or symbols.

Based on this analysis of a definition of persuasion and what the

training materials say atout the salesman's job, the conclusion is that the

‘Tho Prudential Insurance Company of America, Motivation and
19

Salesmanship, The Prudential Training Program (New York: i Pv Je



saleaman's task is persuasion. In accomplishing that task the agent must

discover the attitudes arxd motives of his client.

The Factor of Audience Adaptation

while successful persuasion depends on a number of factors, such as
persuader effort, the persuader's command of the symbols useful in manipu-
lating persuadees, and a preconceived persuasive goal, the key factor seens
to be the persuader's ability to disoover and utilize the attitudes and
motives of the persuadee. In other words, the persuader must have the
ability to adapt his persuasive intent to the persuadee's frame of reference.
That is what is meant when the training materials suggested that the agent
show the prospect the relationship between Insurance and human wants,
specifically, the human wants of the prospect.

This last point needs to be stressed. Life insurance agents generally
sell their product to a wide variety of individuals, seldom do they sell to
groups of people. Fach individual prospect, it would seem, would have to be
approached as a person with a particular set of attitudes and motives or
human wants that the agent must utilize in persuadirng the prospect to buy
insurance. iihile most people would probably be intsrested in guaranteeing
their future financial security, each individual probatly has particular,
individual needs that the agent must consider., For example, a man with ten
children may have different needs than a man with two children when it comes
time to help each child finance an education, Or a man familiar with the
high costs of funerals will have a different attitude than a man unfamiliar
with funeral costs when it comes time to decide how much money is necessary
to provide for burial expenses through 1ife insurance. And men probably
differ on the question of how much income a wife should be expected to

provide before they have children and afterwards, It would seem that a



successful life insuranoe agent would demonstrate the ability to adapt to
each of his individual prospects. Conversely, the less successful agent

would show less adaptation to the prospect during the sales presentation.

Review of the Literature

field Researo:

The conclusion reached by the_SAAts 1969 Swmmer Conference on
Research and Action was that there is an immediate need to implemsnt field
research studies in order to arrive at a methodology suitable to speech-
communication research.” In other words, there is a dearth of information

relative to field research of the nature undertaken in this study.

Research in Persuasive Adaptation
Although there has been a good deal of roaonqgh dealing with audience
analysis, there is a dearth of research relative to specific adaptation
techniques in a persuasive situation. Two sources of information that deal

with audience analysis and speaker adaptation are Rollingworth's The
Psychology of the Audience® and Clevinger's Audience Analyg;_.g The former

is a review of experimental ressaroh on audience behavior conducted prior
to 1935. The latter text is devoted to audiences and how knowledge of
audience attributes can be adapted to the persuader's communication.

Of most value to this study was Holtsman's book The Psychology of

"Thomas Pace, "Report of Workshop F—Field Studies" In Procesdings
of the Spesch Association of America Summer Conferenoce V ed. by James E.
Roever, Minneapolis, Minnesota. (Mimeographed.) p. 37.

eﬂarry L. Hollingworth, The Psychology of the Audience (New York:
American Book Co., 1935).

9Thoodoro Clevenger, Jr., Audience Analysis (New York: The Bobbs-
Merrill Co., 1966).



Speakerg' Audiences.l0 Although it does not deal specifically with adapta-
tion in persuasive speaking, the general principles outlined there were
easily applied to the persuasive sales presentations. He provided a concise
and cogent explanation of audience induction and the need for a common

premise between persuader and persuadee.

Persuasion Research in Sales

Speech-cormunication scholars have not produced any wealth of
research relative to the kind of persuasion that takes place in a selling
situation, A review of the speech-communication journals failed to produce
a single article dealing with nersuasion in sales. It was found that two
theses and one dissertation have been written about sales work. The first
thesis reviewed was titled "Some Major Contributions of Speech and Dramatic
Art to Selling."11 This thesis proved to be of little practical valﬁe to
this study. It dealt with cataloging the value of courses in spooch\;nd
dramatic arts to sales personnel. The major conclusion of the study was
that speech courses ranked high in the preferences of salesmen.

The second thesis was "A Critical Incident Study of Communication
Factors Which Make for Success or Failure in Personal Solling,"12 This
thesis dealt with broad communication factors and did not reveal any
relevant information concerning the specific persuasive situations that
would be encountered in this study.

The dissertation was titled "An Analysis of Selected Oral Communiw

10p,4u1 D. Boltzman, The Psychologv of Speakers! Audiences (Glenview,
Illinois: Scott, Foresman and Company, 1970).

11Ronald V. Stone, "Some Major Contributions of Speech and Dramatic
Art to Selling" (unputlished A thesis, Brigham Young University, 1960).

12y/arren A. Wandling, ™A Critical Incident Study of Communication
Factors Which Make for Success or Failure in Personal Selling" (unpublished
MA thesis, University of Kansas, 1960).



cation Attributes of Direot-3elling Representatives as Related to Their
Sales Effeotiveness,"13 This study dealt with sales representatives in
the field and was oonduoted through the use of written questionnaires.
This study concluded, in part, that successful and less successf{ul repre-
sentatives used several of the techniques illustrated in the company's
literature, The implication was that sales techniques can be consoiously
used by the salesman but that their use does not guarantee that the sales
representative will be more successful, Evidently there are other, less
tangible factors involved. One of those factors may be the degree of
adaptation of sales techniques toc the prospective buyer,

A review of the avallable literature indicated that there was no
research directly relatsd to the proposed study., It was determined that
audience analysis and audience adaptation had been the subject of some
research but that specific application of persuasive techniques to a

particular persuadee had not been considered,

The Specific Methodology

Preliminary Steps

Once the decision was made to study the persuasive adaptation of two
life insurance salesmen, the next step was to secure the assistance of an
insurance company. Gecause the writer had had experience with the Pruden-
tial Insurance Company as a policy-holder, he contacted their Midwest
office and received a reply from the local dist;ict manager, The district
manager offered to provide any assistance with the study that was required.
He requested, however, that any materials used in the study be returned to

the Prudential and that the names of the salesmsen would not be revealed.

13Ralph Wayne Pace, "An Analysis of Selected Oral Cormunication
Attributes of Direct-Selling Representatives as Related to Their Sales
Effectiveness" (unpublished Ph,D. dissertation, Purdue University, 1960).



The writer agreed to those requests,

The Prudential was selected as the company to work with because it
has a wide reputation as a responsible insurance firm. In addition, it was
known that the Prudential had a large sales staff in the irmediate vicinity
of the writer. Last of all, it was known that the Prudential had an
extensive training program that each of its salesmen completed, This
would assure that the salesmen selected for the study would have essen-
tially the same training in the principles of 1life insurance and in the
company's sales techniques,

Having received the assistance of the Prudential, the next step in
the study was an analysis of four persuasion texts to determine those
persuasive techniques and devices advocated (and prescribed) by speeoh-
cormmunication writers. The four texts selected for the study were Cliver's

The Psychology of Persuasive Speech, Brembeck and Howell's Persuasion: A

Means of Social Control, Bettinghaus' Persuasive Communication, and

Cronkhite's Persuasion: Speech and HBehavioral Chlngt.ib This analysis

resulted in the determination of eight different persuasive factors that
were felt to be important: (1) the factor of attention, (2) the factor of
suggestion, (3) the factor of identification, (4) the factor of evidenoce,
(5S) the factor of emotion, (6) the factor of language, (7) the factor of
delivery, and (8) the faotor of organisation,

Once these eight persuasive factors were determined a study was made
of the training materials of the Prudential to find the degree of correla-
tion between the persuasive techniques and devices advocated by the
persuasion texts and the Prudential. The aeorrelation was found to be

significant enough to warrant using all eight of the persuasive

1hsee supra, p, 3, n. S.
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factors.15

With the completion of this preliminary study, the next step was to
select the salesmen., It was decided that two salesmen would be used for the
study since this would allow for an in-depth analysis of their sales presen-
tations. While it was recognized that this limited sample would necessarily
restrict the reliability of any conclusions drawn from the study, it was
determined that the sales situation could be more easily oontrolled than if
a larger sample was used. In this way, both men could be studied at
approximately the same time with the same prospective buyer in identical
sales situations.

In consultation with the Prudential's district manager, two successful
salesmen were selected. Success was determined by three criteria, First,
both men had been with the Prudential approximately the same length of
time, one for five years and the other for three. Secondly, both had
exhibjited the ability to sell life insurance. The first was the top
salesman in the district amd the second had been promoted to a staff
manager's position because of his success. Thirdly, the district manager
Judged both agents to be suocessful in their jobs. His expert, subjective
evaluation as manager was used in determining which of the two would be
classed more suoceesful. In his opinion, Salesman A was the more successful
of the two.16 This is the salesman who had been with the company three

years and was the top salesman in the district.

15The results of this study are reported in Richard Shoen, "A Compar-
ative Study of the Persuasive Techniques Found in Four Persuasion Texts and
the Life Insurance Training Materials of the Prudential Insurance Company”
(unpublished independent study, Eastern Illinois University, 1970).

161n compliance with the district manager's request, both salesmen
will be given letter designations to maintain their anorymity. Saleeman A
is designated the more successful of the two. Salesman B was judged by the
district manager to be sucoessful, but to a lesser degree than A,
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Median Steps

Both salesmen were then contacted by the district manager and asked
to contact the writer, who would act as the client. This step was taken
in order to further insure that the client variables would be controlied.

The salesmen called the client and established appointments with him
to present The Prudential Dollar Guide.l? This is a sales presentation
which serves as the tasis for Prudential 1ife insurance sales. It begins
by discussing the insurance needs of most men in terms of various funds.
The first is a last expense fund for bprial expenses. The second is called
a guaranteed monthly income designed to provide the deceased's wife and
children with money to live on. The third is an emergency fund to meet
financial crises resulting from needed home repairs, autemobile repairs,
prolonged illnesses, etc. A mortgage or rent fund is the fourth and is
established to cover the need for a house to live in if the husband and/or
father should die. An education fund is to cover the educational expenses
once children enter college or other training. The sixth fund exists to
provide money for retirement., Then The Dollar Guide closes with a discussion
of the need for disability income in case of prolonged sicimess or injury to
the breadwinner of the family.

Having discussed these needs in general, the agent then disousses the
particular needs of his client. Kaving established these, he then proposes
a plan of insurance that will meet those needs., E£ssentially, that is the

manner in which the agents approach the client using The Prudential Dollar

17The Prudential Insurance Company of America, The Dollar Guide,
The Prudential Training Program (New York: 1966). The reader should note
the distinction between the training material for the Dollar Guide presen-
tation, the Dellar Guide presentation book and the Dollar Guide form of
sales presentation. This note refers to the training material for the
Dollar Guide presentation. The Dollar Guide presentation book contains
visual aid material. The Dollar Guide presentation is a standard format
used by Prudential agents.
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Guide.

Salesman A presented his sales presentation on Monday, February 2,
1970, Salesman B presentsd his sales presentation on Wednesday, February
11, 1970, Permission had been received from the district manager to record
both presentations on a hidden tape recorder. From these recordings,

transcripts were prepared which served as the form for analysis.

Final Step
Each of the transcripts was analyzed to determine whether or not
the salesmen demonstrated each of the eight persuasive factors discovered
in the persuasion texts and in the training materials. Then they were
analyszed again to determine whether or not each of the salesmen sdapted
to the listener and occasion, Frem this last analysis the major conclu.

sions of this study were drawn.

Overview of Study

Chapter II consists of a summary of the eight persuasive factors
as found in the persuasion texts, the 1ife insurance training materials,
and the sales presentations. Chapter III consists of a discussion of
audience adaptation, distinctions to be drawn between one-to-one and
one-~to-many persuasive situations, various methods of audience analysis,
and a detailed description of the persuasive situation including the
agents, the client, and the setting. Chapter IV presents the analysis of
the sales presantations to determine the degree of audience adaptation
demonstrated by each of the agents. Chapter V consists of a summary of
the study, the conclusions arrived at as a result of the study, and

implications for further study.



CHAPTER II

EIGHT PERSUASION FACTCORS

In Chapter I persuasion was considered to be a process of controlling
symbols in order to manipulate a man's attitudes and motives to achieve
some preconceived change. It was further recognized that persuasion takes
place within the persuadee as a result of that manipulation. The means
used by the persuader revolved around the use of the word "symbols." 1In
the context of this study, those symbols are interpreted as the various
techniques and devices available to the persuader. Although it is possible
to list numerous techniques that a persuader might use, it will be more
profitable to consider them in homogeneous groups. Each of these groups
will be referred to as persuasive factors and the eight factors were
enumerated in Chapter I.

In this chapter, each of those persuasive factors will be considered
in more detail and their use in the 1life insurance training materials and
in the sales presentations will be noted. This is not intended to be an
exhaustive analysis of each of the eight factors but, rather, an overview
intended to suggest the extent to which each of the factors is employed by

life insurance agents.

The Factor of Attention

Oliver recognized the factor of attention as it affects persuasion.
Eefore persuasion can take place the audience must attend to the proposi-

tions being communicated by the speaker. And it is "the chief task of the

13
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persuasive speaker to serve as a 'selector' of his audience's attention.”l
Brembeck and Howell emphasized the need for attention when they stated
that without it "persuasion is impossible, for attention is the first step
in the persuasion process."2

This factor of attention was also recognized by the life insurance
training materials, The firat step in the sales interview is to '"set the
stage and take control."3 The prospect expects the insurance agent to
talk about insurance so his attention is already primed. Most emphasis
in the training materials is with respect to eliminating factors which may
inhibit or distract the attention of the client.

Another aspect of attention which the training materials mention is
the attentiveness of the salesman. This is the reverse situation of that
mentioned above and has to do with creating a good impression of the sales-
man in the mind of the client. The important factors here are that the
salegman takes care not to injure the prospsct's ego by failing to listen
and, also, giving the prospect a chance to express himself in order for
the agent to determine what motivates him.* Thus attention on the part
of the agent can aid effective persuasion,

Both agents demonstrated the uee of various techniques to get and
maintain the client's attention during the sales presentations. For
example, both used concrete terms and words to clearly delineate ideas.
When talking about the need to establish a last expense fund, toth salesmen

spelled out exactly what kind of expenses one could expect in case of a

101iver, Persuasive Speech, p. 117.

ZBronbeck and Howell, Persuasion, p., 263.

3The Prudential, The Dollar Guide, p. 11.

uThe Prudential, Motivation and Salesmanship, p. 7.
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death. They mentioned expenses for a casket, the funeral howe and vault
as part of their presentation. They were also prepared with a speoific,
concrete figure that would be needed for last expenses. (A.8, B-b)j

Another technique designed to attract the attention of the client
was the use of the vital, that is, that whioh 1is close to the persuadee.
Each of the agents talked of sucsh vital matters as the client's health and
well-being, his family, his wife, and his plans for a secure financial
future.

At the outset of each sales presentation, the agents used what might
be termed & "book talk." This consisted of a presentation book with text
and pictures that outlined the various insurance needs of most men. The
agents' procedure in using this book was to read the text to the client
while the client followed along or looksd at the pictures. During this
portion of the sales presentation, attention was maintained by the use of
the visual photographs.

The technique of repetition was also used by the salesmen to keep the
client's attention. Consider the following example from Salesman E's
presentation.

Most men want to provide a last expense fund. . . . And most men
like to provide an emergency fund. . . . And most men like to
provide a mortgage or rent fund, . . . Then most men like to pro-
vide an education furd. . . . And most men like to provide a
retirement fund. . . . And most men like to provide a disability
fund. (B-3)

Other attentione.getting techniques employed by the agents were vocal

and visual variety, the use of conflict, and the use of proximity. Visual

5The letter-number combinations following the references to the
sales presentations refer to the transcripts of the sales presentations
found in the Appendix. The letter indicates which salesman it is, the
number represents the section of the transcript in which the reference
will be found.
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variety was a key factor in the "book talk" which was illustrated with
full-color pictures of family scenes. Conflict between future financial
hardship and financial security for the client was evident throughout the
sales representations. Proximity implies the use of matsarial familiar to
the client, During both presentations the agents talied of the client's

experiences, his financial status, and his family.

The Factor of ldentification

The process of identification refers to what has long been called
establishing "common-ground" between persuader énd persuadee. Kenneth

Burke in A Rhetoric of Motives, quoted by Oliver, notes: "You persuade

a man only in so far as you can talk his language by speech, gesture,
tonality, order, image, attitude, idea, identifying your ways with his."6
(Italies Oliver's). Identification consists of finding and making clear
"the commonality, the similarity, the overlapping, the basic union of the
point of view" of the persuader and the porsuudee.? To do this, differences
existing between the persuader and his auditor must be minimized and areas
of agreement emphasized. "Genuine common bonds based sincerely on common
interests, emotions or beliefs, are strong and would appear to be ethical
means of peraulsion.“8

The identification of common interests, emotions, and beliefs would
seem to be the key to the employment of this factor in persuasion, Identi-
fication becomes the art of careful audience analysis coupled with the
ability to incorporate into the persuasive presentation those interests,
emotions, and beliefs which will impress the auditor with the fact that the

persuader is "my kind of man." The life insurance training materials

601iver, Persuasive Speech, pp.167-168.  7Ibid., p. 180,

8Brembeck and Howell, Persuasion, p. 176.
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recognize this factor but do not tell the agent about the principle of
identification., Rather, the training materials imply their recognition
of this principle through various illustrations and examples.

Recall, for instance, the repetitive device used by Salesman B,
Saying that "most men” beslieve in the need for these various funds the
salesman is capable of identifying common interests and beliefs on the
part of his client and other men who have purchased insurance, including
the agent.

Both agents established common interests with the client. Both, for
example, talked about the weather outside. Each was interested in the
client!s original home and made reference to the area. Salesman A talked
about relatives near the client's home, Salesman B talked about a friend
who had moved close to the client's home and of travelling through the
area on a vacation, (A-l, B-l) Salesman A also identified himself as a
graduate of the school attended by the client. (A<2) In eddition,
Salesman A proved to have had experience as a teacher, again identifying
with the client, who was also a teacher, (A-3)

Common emotions were also evidenced throughout the sales presentations.
Love of family was one that appeared constantly, Fear of an uncertain

future and the need to provide security against that fear was another,

The Factor of Suggestion

The process of suggestion is a short-cut to a desired conclusion,
By using suggestion, the persusder circumvents logical analysis and
inhibits critical restraint. Brembeck and Howell quote Leonard Doob
for a definition of suggestion., ". . . Suggestion,”" says Doob, "results
from the manipulation of stimulus-situations in such a way that, through

the consequent arousal of pre-existing, related attitudes there occurs
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within the mental field a new integration which would not have occurred
under different stimulus situations."”d And Oliver, quoting McDougall, adds
another dimension to the meaning of suggestion when he notes it is "a pro-
cess of communication resulting in the acceptance with conviction of the
communiocated proposition independently of the subject's appreciation of any
logically adequate ground for its acceptanoe.”lo Suggestion means accep-
tance without analysis-.-not judgment-.but {mmediate acceptance.

Neither Cronkhite nor Bettinghaus treat the factor of suggestion in
their texts. The life insurance training materials did not discuss
suggestion explicitly but did illustrate various methods of suggestion.

A form of ideometer suggestion illustrated in the training materials

and used by the agents is found in the phrase "The future belongs to those
who prepare for it." (A-5, B=2)11 Psychologically, the acceptance of this
idea prepares the prospective buyer to follow along with the rest of the
presentation, It is the way to get prepared for the future. In fact, this
idea is the basis on which the insurance agent rust sell his product. Life
insurance is future oriented. Life insurance exists in the event something
will happen. To be prepared for death (and other emergencies) becomes
preparing for the future. With this idea firmly planted in the mind of the
client, the agent can proceed to plan his client's future insurance needs.

A eecond form of suggestion, prestige suggestion, was used by

Salesman A when he noted that he (1) represented the largest insurance firm
in the country and (2) was the top salesman in his district the preceding
year., (A<5) Salesman B made no specific attempt to use this form of

suggestion during his sales presentation,

Ibid., p. 166. 1001iver, Persuasive Speech, p. 141,

117he Prudential, The Dollar Guide, p. 12.
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Auto-suggestion is a matter of helping the individual persuadee

direct his own thought and action and is the third type of suggestion
illustrated by the training materials and used by the agents. It is this
form of suggestion that is at the heart of the approach used bty both agents,
The 1ife insurance training materials point out that the agent's approach
must be "designed to help the prospect sell himself, People balk at being
'sold' but readily buy what they have decided they really need and want.”
It is the agent's job to lead "people to admit to insurance needs and wants
and to try to meet them,"12

This form of suggestion pervades the transcripts of the sales presen-
tations of both agents, In each instance the client is asked how much
money he feels he will need to cover such things as last expenses, a
guaranteed monthly income, an emergency fund, etc. The client admits the
need for some or all of these funds and then submits (with the agent's
assistance) a figure he feels will meet the need. On the surface all that
the agent does is determine the sum total of all the funds and then suggest
a solution to the problem in the form of a life insurance plan. In short,
the sales program is msde to appear as a cooperative rather than a
competitive venture,

The persuasion texts emphasized the importance of suggestion in a
persuasive situation, In fact, at one point it was noted that "much, if
not most, persuasion employs forms and methods which operate according to
the laws of suggestion."13 The training materials and the transcripts of
the sales presentations indicate that the insurance company feels this

factor is also important.

12Ib1d.. P. 4. 13Brombook and Howell, Persuasion, p. 165.
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The Factor of Evidence

Broadly speaking, evidence is found in persuasive presentations to
provide a basis for "truth®" or rational justificntion.iu While there are
various ways of defining this term, Oliver's definition will suffice,
Evidence, says Oliver, "may be defined as all facts, that, in the opinion
of the sudierce have relevance in affecting Judgment on the topic under
consideration,"15 The key word in this definition is the term "facots."
Facts, again following Oliver, may be statistics, teatimony, personal
experience and/or negative evidence, the lack of facts.16

The life insurance training materials point cut the value of personal
experience and make extensive use of this technique. The training materials
urge the agent to tell the client a story of what "life insurance can do or
has done for someone else."

The story may be from yar actual experience or from stories based
on some other Agent's experience. . . . The good human«interest
story you tell should tie in as closely as possible with the

prospect's situation.1?

Both Salesman A and Saleasman B made use of personal experience during

their sales presentations., Salesman A, for example, related his experiences
with his wife and children when talking sbout the nsed for an emergency
fund,
Once you get children you have emergencies. . . . I've got
three and I know. They're certain to arise, take my word
for it. (A-6)
A more vivid personal experience was related to the client by

Saleaman B, This involved an incident with a young girl who wanted to buy

1Z‘Dli.var. Persuasive Speech, pp. 202204,

151bid,, p. 208, 161b4d., pp. 209217,

17The Prudential Insurance Company of America, The Sales Process,
The Prudential Training Program (New York: 1966), p.9.
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insurance but the girl's mother was not in favor, The girl and the agent
convinced the mother that insurance would bLe a good idea and they initiated
a contract, The next morning the girl's mother called the agent to tell
him that her daughter had teen killed the previous night in an automobile
accident and would not need the insurance., The agent told the worman that
the contract had been signed and that she would receive the benefits from
the polioy regardless of how long it had been in force. (B-14) This
personal experience was related to the client?s decision to wait a few days
before making a commitment to the insurance program outlined for him by the
agent,

In addition to the use of personal experience, both agents made use
of statistics. This mode of evidence was used to determine the amount of
insurance needed by the client, the cost of the insurance, and the value of
the insurance to the client when he reached age sixty-five. (A-8,9,10,11,21;
bk, 5,13)

The Factor of Emotion

Emotion has always been considered an eszential aspect of persuasion.
Rhetoricians from Aristotle and Cicero to the present have felt the nead to
devote at least part of their efforts to describing, prescribing and pre-
dicting the effects appeals to emotions or affective states will have on
persuasion. Because psychologists have yet to unlock the mysteries of the
way man's mind operates, a definitive diascussion of the role of emotion in
persuasion is not yet availatle, In fact, Cronkhite reports in his text

that 1little attention has been paid ty the researchers to the appeals that

persuaders can rmake in a persuasive presentation.18 This has resulted in

18Cronkhite. Persuasion, p. 185.
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a dearth of information regarding the relative effectiveness of various
emotional appeals,

Defining the term "emotion"™ is no easy task. Various authors see
emotion as various thinzs. Oliver presents this definition of emotioen.

Fmotion is the affective or 'feeling'! response we make to any
situation. Our minds say, 'It means such and such.'! Our
emotions say, 'It means such and such to us.' The operation

of the mind is discriminative, but an esmotional response is
total; it involves the whole body. . . . Emotion may te defined
objectively as a state of bodily tension wcog%nied Lty an
intellectual concept of what the tension means.

Emotion becomes a personal thing with the persuadee. It is his
internal affective state that is of concern to the persuader. And the
easiest way to approach an analysis of emotion is through the nine
different affective states psychologists have identified: freedowm,
helpfulness, new sxperience, power and influence, rmscognition, response,
security, and uorkmanship.2°

The apneal to freedom 18 implicit in the training materials and in
the sales presentations when the client's "freedom™ from future finanecial
worry is provided throvgh insurance. This is espeoially true in the
discussions about retirement income provided through 1life insurance,
Salesman B says, for example, '"We think of retirement as a time to do, If
you are going (to have the fruedom) to travel or do anythiﬁg after you
retire, it will coast you more than what it would (while workinz and
earning)." (E=6)

The appeal to helpfulness depends on the salesman‘'s ability to show
the olient that he is working for the welfare of others. As might be
expected, this appeal is built in to much of the sales talk given by each

of the agents. In fact, in the "book talk" present by each salememen,

19011ver. Persuasive Speech, p. 251, 2°Ib1d.. DPe. 25U=255,
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they said, ", . .The present and future well-leing of (your) family
depends on income dollars" provided by the "man of the family." (A-6, E-3)
It is clear from the outset of the sales presentationa that the welfare of
the client's family is central to the need for life insurance.

Salesman A appsaled to the client's need for new experiences when

he told the client of a "new™ type of insurance policy that had Just
recently been inaugurated by the campany. (A-20)

Trere 1s a strong suggestion of the appesl to the need for response
from others in the agents' attempts to suggest that the client's wife and
future childrer. will think well of him for estatlishing 1life insvrance to
cover their needs should the client die, [ioth salesmen rade frequent
mention of the client’s feelings for his family and that those feelings
would be reciprocsted were his family well-cared for, (A-6, B~2)

The appeal to security is evident in the Insurance sales presentations
when the agents talk of various guesrantees that 1ife insurance provides.
For example, life insurance will 'guarantee them (the client's family) the
necessities of life." (A=f, Ba2) Or the client car provide a guvarantesd
“monthly inoome" for his wife and children through 1ife insurance., (A6,
B-3) 4And life insurance policies guarantee that the olient will receive a
certair amount of money when Le reaches age sixty-five, (L-13)

The life insurance agents made use of the factor of emotion during
their sales presentations. The factors used most often by the agents were

appeals to response from family and security.

The Factor of Language

In the definition of persuasion in Chapter I, the phrase ths oonscious
effort to control symbols pointed to the persuader's task of finding the

means to effect the persuadee's attitudes and beliefs, Perhaps the most
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easily reoognised but most difficult to evaluate in terms of effeotiveness
are the symbols called language. Language itself can be an effective
persuasive device, Oliver, for emample, cited Churchill's use of the words
"blood, toil, tears and sweat" as having a "persuasive effect simply
through the language used."2l The question is, what is it that makes
language persuasive?

Cronkhite, reporting ths research that has been conducted in this area,
suggests that language intensity has something to do with persussion. Lan-
guage intensity is defined as “"the quslity of language which indicates the
degree to which the speaker's attitude toward a concept deviates from
noutrality."zz The studies which have deen conducted to test whether or
not language intensity has an effect on persusdees seem to indicate that
language of low intensity has more powerful persuasive effeoct than language
of high 1ntonsity.23 Perhaps this is analogous to the high pressure (high
intensity) sales talles that uvsed to be popular but have now fallen into
disuse, replaced by the low pressure (low intensity) sales presentations
of today.

Bettinghaus approached the subjsct of language by noting that ''one
of the problems facing the psrsuasive speaimr . . . is the extent to which
he ought to0 use words that may elicit highly affective reasponses from his
audience."2% He contimued by pointing out that the technique used most
frequently to stir intense reaction on the part of the audience was highly
connotative language, Netaphor is the mode he offered as being the most

useful for such pvux'poun.‘?5

21;_\;1_4.. p. 266, 22Cronkhite, Persuasion, p. 208,
2 id., p. 209, ZbBotungbAuo. Persuasive Communication, p. 139.
25Tbid., p. 140,
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Brembeck and Howell took a similar approach to the question of
language but expanded on the modes available to the persuader., They pointed
to slanted words and figures of speech as the sources of connotative,
emotive language. Slanting consiasts of "seleoting descriptive methods
to encourage acceptance or rojootion.”26 Such langusge is usually oharac-
terised by a large number of adjeotives. The figures of speech they suggested
as being effective were personification, simile, hyperbole, and understate-
ment. The persu.der can also evinoce affective responses from persuadees
by using euphemisms which are more "socially acceptable than their
synonymo."27 Using, for example, "pass sway" rather than die,

It is apparent from this discussion of what ths persussion texts say
about language that there is need for more research in this area, Yet it
sesas clear that what is normally called connotative language is agrsed to
be the persuader's mainstay.

An analysis of the life insurance training materials did not reveal
that agents are given instruction in the kind of language to use during a
sales presentation, The only advice given by the training material was a
warning to the agent to avoid being "schoolteacherish."

In terms of knowledge, you are much more informed on insurance
than are your prospects. It's easy to fall into the self-mede
trap of lecturing and educating, or oreating a reaction bty your
prospect that you're a boring inow-it-all who's 'talking down'
t0 him. Instead you should always bend over baociarards to be
straightforvard, to cover all important points as simply as
possible, and avoid giving the appearance of showing off your
superior knowledge. Doing 58 will be a tremendous plus.factor
in your sales presentation.

As far as the emotive content of the sales presentation, the life

insurance training materials gave very little evidence as to exactly

26prenbeck and Hawell, Persuasion, p. 152, 27Ibid., pp. 155-157.

28the Prudential, Motivation and Salesmanship, p. 8.
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what 1s to be said by the agent. Most of the presentation is left up to
him,

Ferhaps the most "intense" language used in the sales presentations
is to ke found in that portion of the interview called the "took talk.”

Both agents used the following:

The present and future well.being of his family depends on
income dollars., . . . But income can be stopped by death,
old age or disability. Money problems should not be added
to a famil rsonal sorrow. . . . One of the greatest
gifts a father can leave his family is an income that will
take care of everyday living expenses. . . . A family always
needs a plaoce they can call home, (A~6, B-3)

While it is very difficult to judge the connotative value of such
words and phrases as are underlined above, a tentative judgment would be
that the client could well be motivated emotionally by such thoughts.
Family well.being, for example, can mean a great many things to different
people but it would be generally agreed that it is a significant factor
in the lives of most men. The phrase that indicates that a father can
leave his family a great gift when he dies has emotional, connotative
value,

Aside from the hook talk, neither agent demonstrated the use of
highly "intense" language. For the most part, the language used by them
would be called of low "intensity." Neither made use of much figurative
language although Saleaman A did say at one point that he didn't want to
paint a "real black picture" of the client's financial future. (A-17)
Salesman B used the metaphor of backing '"the hearse up to the door" to
describe what many people felt life insurance agents tried to do during
sales presentations, (B=7)

Eoth agents also demonstrated the use of euphemisms at various
times during the sales presentations. Generally, they used synonyms for

words like "death” and "burial" when they could., Salesman A talked of
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the wife's responsibility to "put your husband awsy" or of "something"
happening to the client. (A=~8,9)

The use of connotative language seemed to be limited to the beginning
of the sales presentation, After the agents had established the client's
need for insurance they seemed, at least to the writer, to concentrate on
selling the cost of insurance rather than the need for it. The language
used toward the end of the pressntations seemsd straightforward and dealt
with ooncrete things like face values of various policies, premium amounts

and other figures,

The Factor of Delivery

Delivery, as it affeots persuasion, is discussed by three of the
four persuasion texts but none of the authors give very explicit direction
to the persuader,

Brembeok and Howell suggest that the persuader would do well to
consider vocal and bodily elements of delivery, Voecally, the persuader
should aim for intelligibility through precise articulation and vocal
quality pleasing to the listener. The persuader should also try to achieve
vocal flexibility in terms of loudness, pitch, rate and quulity.29 Beyond
this general advice, apparently intended for the public speaker, the
individual persuader is on his own.

Bodily action should be snimated and coordinated but natural, Their
final bit of advice is that "there is no correct pattern for bodily
action.”30 5o again the persuader is left with suggestions which are not
very specific,

Oliver says that the most important thing a persuader can do is to

29Frembeok and Howell, Persuasion, pp. 381.382, 3QIPAQ,. pp. 382.383.
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"reflect a carefully predetermined relationship between himself and the
audience."3! That relationship is to be determined by the persuader. Then
Oliver repeats much of what Prembeck and Howell said with as little practi-
cal advice to the speaker,

Cronkhite suggests that the spsaker is "well-sdvised to bs sincere
or avoid a personal appearance" before the persuadee.32 The available
research which he summarizes seems to indicate that the audience can detect
through facial and vocal cues whether or not the speaker is really being
sincere in his persuasive efforts. So the only advice to the persuader
from this source is to aveld being insincere in any persuasive situation,
That means, perhaps, that sincerity will lead to the kind of delivery one
ought to assume in a persuasive presentation,

The 1ife insurance training materials are a little more specific than
the persuasion texts when it comes to giving advice to the agent, The
agent is instructed to speak pleasantly, to speak loud enough to te heard,
and to be understood without sounding superior or indifferent., Woreover,
the agzent is advised to look the prospeot straight in the eyes to foster a
feeling of friendship and honesty. Last of all, the agent is told that if
he is to be sccepted, he must be ;cceptable.33

During the sales presentations it was observed that both salesmen
seemed to te relaxed and that their bodily movement seemed natural, WNo
distracting gestures on their part were noted. It was determined that both
men sounded conversational and exhibited vocal variety. Finally, the
client concluded at the close of each sales presentation that both salesmen

seemed to be sincere in their efforts to plan an insurance program that

3101iver, Persuasive Speech, p. 374. Xcronkhite, Persuasion, p. 210.

33The Prudential, Motivstion and Salesmanship, pp. 5=9.
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would fit his needs.

The Factor of Organization

Bettinghaus maintains in his text that organization is essential in
a persuasive presentation, The other authors would be in agreement with
tim on this point. But none of the authors are inclined to suggest any
one method of organization or even to suggest the reason for this apparent
need for organization, So the assumption is accepted that persuasive
presentations should be organized,

Bettinghaus proposes one principle on which the persuader might rely
when organizing a persuasive presentation, That principle is familiarity.
As Bettinghaus explains it, "receivers expect sources to use certain
relatively familiar patterns of organisation.“3u He then notes seven
different patterns that he feels most people would recognize, at least
subconsciously., The patterns he mentions are space order, time order,
deductive order, inductive order, psychological order based on Monroe's
Motivated Sequence, problem.solution order, and causal order. Zach of these
patterns is briefly explained and then Bettinghaus concludes with this:
"However, there is no information about the relative effectiveness of one
arrangement over another. In the absence of such data, it must be assumed
that any of these patterns will be familiar enough to an audience so that
expectations will not be disturted,"35

Brembeck and Howell concentrate on outlining six different patterns
for persuasive presentations but conclude by noting that adaptation based
on analysis of the persuadee, the occasion, the topic and the persuader is

the best guide as to the type of organization pattern to uso.36

3“Bettinghaus. Persussive Communication, p. 148. 35Ibi.d.. p. 151.

36 remteck anc Eowell, Persuasion, p, 359.
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Cronkhite does not dwell on specifio patterns for persuasive presen-
tations but rather summarigzes what he has learned from reviewing the
avallable research dealing with the effects of message organitation, His
conclusion is that "most audiences respond most favorably to a message in
which the persuader does not state his purpose in the introduction, but
rather uses that introduction to emphasize areas of agreemsnt between
himself and his audience.-and then uses the conclusion to make an appeal
for specific action.”37 Oliver echoes much this same thing when he writes
that the first principle in organising a persuasive message is to start
where the auditors sre and then lead them to where the persusder wants them
to be,38

One concludes from this that persuasive presentations should be
organized in a pattern familiar to the awdience. Secondly, the persuasive
message should be so organized so as to start where the audience is by
establishing common.ground and then proceeding to the conolusion and the
acceptance of the persuader's proposition.

What do the life insurance training materials suggest? The pattern
recommended by the training materials "begins by discussing the problems,
not of the prospect, but of ‘'most' people. Then it fixes the problem
specifically on the prospect. Next, it demonstrates that insurance is the
best solution for the problem and proceeds to motivate the prospect to
buy,"39

The training materials recognite the need for an organiszational

pattern of same kind., The pattern recommended begins by talking about the

37Cronkh1te. Persuasion, p. 195.

38011 ver, Persuasive Speech, p. 337.
35The Prudential, The Dollar Guide, p. 4.
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needs of most people and working deductively to the individual prospeot.

So ths pattern starts where the textbook authors recommend, with establish-
ing the auditor's position., The deductive pattern, according to Bettinghaus,
is familiar to most people.

Once the problem is established for the client, the prospective buyer
must then be shown how insurance can solve his difficulties. Here a shift
is seen in the type of organisation pattern, from deduective to problem
solution. This is another pattern suggested by Bettinghaus,

Next, the training materials suggest that the agent motivate the
client to buy insurarce., This is the action step or the final step in the
persuasive process as suggested by Cronkhite and Oliver,

It seems fairly clear that the life insurance training materials
demonstrate the prinoilples of organisation described by the persuasion
texts. In fact, at various stages of the sales process, most of the
organizational patterns recommended by the persuasion texts are used sither
in part or in whole,

An analysis of the sales presentations indicates that each of the
agents follows the same pattern as that reoommended by the training materi.
als., Overall, the agents seemed to employ the five step Monroe's Motivated
Sequence: attention, need, satisfaction, visualization, and aotion.“o

Neither salesman had difficulty gaining the client's attention
because of the cne.to~one situation. Then both presented the need step in
which the insurance needs of most men and then of the client were discussed.
The satisfaction step consisted of presenting the client with an insurance

plan that would meet his needs. The visualization step of both agents was

“QAlan H. Monroe, Principles and s of Speech (Sth ed.; Chicago:
Scott, Foresman and Company, 13357. p. 287.
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weak in that neither attempted to "picture” for the client the advantages
of buying a particular insurance plan, Both salesmen did mention that the
insurance would be worth so much at age sixty-five but the benefits of the
program were never clearly spelled out. (A.22, 8-13) In each instance
the action step consisted of an attewpt to get the client to initiate an
insurance policy.

Two conclusions are apparent from the discussions of organization in
the persuasion texts. They are that (1) organization patterns that can be
recognized by the persuadee are necessary and (2) that persuasive presenta-
tions should be organised to lead the persuadee from where he is to where
the persuader would like him to be. The insurance training materials
reflect agreement with these two principles and the agents demonstrated

both principles in the sales presentations.

COnclusion.

This analysis of tﬁo eight persuasive factors indicates that the
persuasion texts and the training materials agree as to what makes for
successful persuasion, It was also determined that those factors not
explicitly discussed by the training materials were illustrated there or
were employed by the two salesmen during their sales presentations.

Having established the fact that the insurance agents used the eight
persuasive factors outlined satove, it is necessary to discuss audience
adaptetion and determine to what extent each of the persuasive factors was

adapted to the client and the persuasive situation.



CHAPTER IIT

AUDIENCE ADAPTATION

Having determined that both agents demonstrated the use of the eight
persuasive factors, it now remains to discover to what extent each adapted
those factors to a particular client and persuasive setting, This chapter
is concerned with defining what is meant by audience adaptation. This will
include a discussion of the distinctions made between an audience of many
listeners, as in most public speaking, and an audience of one listener, as
in the sales presentations. Then the modes of audience analysis available
to the persuader will be discussed followed by a description of the sales
setting, including the agents, the client and the physical setting. Using
the informetion contained in this chapter, Chapter IV presents an analysis

of the adaptation demonstrated by each of the agents.

Audience Adaptation Defined
Audience adaptation is the process of utilicing the persuader's

discoveries of the persuades's expseriences, knowledge and beliefs to
answer the question "How do I induce the listener to alter his perceptions
so that he will understand, feel, believe, and aot as I have become
convinced he should because, thereby, he or we will benefit."l (Italics
in the original).

Audience adaptation first requires that the persuader discover all
he can about the persuadee's experiences, knowledge and beliefs. This can

be accomplished by two primary means. By careful otservation of non.verbal

1Boltzmn. Speakers! Audiences, p. 14,
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messages the persuader can learn about the persuadee. Most obviously, a
great deal can be learned about an auditor by noting what he says, that is,
his verbtal behavior. Both of these modes of analysis will be discussed more
fully later on in this chapter.

Once the persuader has discovered what he can about the persuadee, it
becomes incumbent upon him to make use of those discoveries in the persuasive
communication. And it is in the process of using those discoveries that
audience adaptation finally takes place.

Now consider more fully what is meant by the auditor's experiences,
knowledge and beliefs and how a persuader can edapt to them,2 Experience
refers to the sense impressions recorded by the listener of internsl and
external events in his world. Eaoh individual has had experiences of one
sort or another; they are occurring constantly. The essential factor in
audience adaptation is that the persuader must use those experiences both
he and the persuadee have in cammon to suggest favorable new experiences,
knowledge or beliefs., What is also important to recall is that no two
people draw from the same experiential baskground. The oft cited instance
of five versions of the same accident from five "eye-witnesses" serves to
illustrate the point. Or consider that a participant in a riot will
experience different sense impressions than would someone standing on the
sidewalk watching. Neither of these experiences would matech ths sense
impressions of someone watching a video tape replay of ths same riot from
his living room a thousand miles from the scens of the incident. What is
important to the persueder is that each of these people has experienced

the riot, but in different ways. The information the persuader should

2For a unified approach to these definitions, the discussion
presented by Holtsman, Speakers' Audiences, pp. 83-92 will serve as the

primary source.
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attempt to get is how the individual experienced a given situation,

To relate this more directly to the sales presentations of the life
insurance sgents, one would surmise that the prospective olient who had
experienced the recent loss of a close relative or friend would have
different impressicns of death than someone who had not. Or one who had
been disabled by sickness or injury would have experienced different
financilal orises than one who had not. And men with children are probably
more experienced in lknowing the types of emergencies that children prampt
than is a man who has had little or nothing to do with children. Therefore,
the agent would be expected to adapt his presentation of the need for a
last expense fund, a guarantsed inoocme fund or an emergsency fund to the
olroumstances and experiences of the individual client.

"Knowledge" to use Holtzman's terms, "1s what we learm from experi.
ence, including what we learn from others or, more accurately, what we
learn from our experiences of others’ experiences."” In other words, what
we "know," regardless of the truth of the matter, 1s our bedy of knowledge.
And much of what we learn is the result of othera' learning or experiences.
This learning of others is oommunicated to listeners and becomes the frame.
work for new knowledge.

The process of adapting to listener knowledge is summarized in the
familiar advice of "begin where the hearer is." If a persuader is to make
the attempt to introduce new knowledge to the persuadee, the persuader
must use what is already known as a "springboard" to lead to what is new.
Recall that this was one of the aspects of persuasive organization
discussed in Chapter IXI., The key idea is that listeners want to hear of
new concepts as they relate to what is already understood.

One example of the way this method could be used in the 1life insurance
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sales presentations would be to explain the operation of a term insurance
policy as analogous to car insurance. Perhaps the client drives a car and
has dealt with automobile insurance to cover possible acocidents. He knows
that he pays a premium once every six months and in exchange for that
premiue he gets insurance coverage. He also knows unless he has an aeccident
he will not get a return on his premium payments; they do not accumulate nor
do they draw interest while in the hands of the company., Term insurance
works much the same way. Premiums are paid at regular intervals, 1In
return, the insurance company guarantees that if the client dies, a certain
amount of money will be available. As with the automobile insurance, the
client's premiums do not accumulate and he does not get a return on his
investsent unless he dies, Although this is a rather simplified illustra-
tion, it does show how an insurance agent could adapt new knowledge to the
client's existing knowledge.

Belief is also defined as concepts or inferences held to be true by
the listener, The possessor of a telief is prepared to defend those
concepts as true whether they are or not. In other words, the person is
committed to the "truth" of a particular bit of data, Holtzman perceives
the relationship between experiences, knowledge and beliefs as follows:
"Experiences lead through learning to knowledge or understanding; and, in
turn, knowledge leads, when challenged, to eetablishment of beliefs."

For example, the federal Constitution gives the President the power
of Commander«in<Chief of the foroes of the Mnited States. This knowledge
may lead one to the belief that the President can then order the troops
at his discretion. wWhen a Presidential order is challenged, one is
prompted to defend the knowledge that the Preaident has sole ocoemand of the
armed foroes and the belief Lecomes solidified regardless of the contrary

argueents., The belief may undergo some modification to the extent that the
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President is limited in some ways by other elements of the Constitution,
namely, that Congress has the reserved right to declare war, Then, perhaps,
the knowledge that the United States is governed by a Constitution beoomes
the focus of the belief and if something is found or determined to be
uneconatitutional it ocannot be believed or enforced. It is not always easy
to see the relationship or the ¢lear«cut bourdaries between inowledge and
belief. The firat seems to btlend into the second and the second seems to
be modified in some cases by additional knowledge.

The essential relationship seems to be betwwven the velues held by the
listener and the beliefs that are supported by those values, If the
listener values rule by document (Constitution) rather than rule by force
(perhaps a dictatorship), then he will probably find belief in those things
constitutional easier than otherwise, In other words, the motivational base
for beliefs is probably more important than the knowledge that led to
specific beliefs. Therefore, the basic values held by men of a particular
race, region or religion are those things that the persuader should diacover
because it 1s through those values that the persuadee sifts the persuader's
message to determine whether or not it will be of benefit, Value must be
offered the persuadee in a persuasive transaction or the persuadee will not
change.3

The 1ife insurance agent must determine those basic values which his
client holds and the beliefs that are based on those values, Ferhaps many
men value security for themselves and their femilies. The belief that
money is one way to provide that security (buying a home, food, clothing,
medicine, etc.) might be one of the underlying beliefs that the agent could

use, As shall be seen, the life insurance agents in this study make this

3for further support of this point see Cliver, Persuasive Speech,
p. 264,
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belief a central part of their presentations.

The persuadee's experiences, inowledge and beliefs makes up the core
of discoveries that the persuader must make., One other element of the
persuasive pair should be noted, the necessity for a common premise.

Within the value system of speaker and listener there must bLe
shared desires which both can contribute to the communication
transaction and from whioh listeners may move in accordance
with the intent of the speaker. Any of these values can provide
what may be called a common Eroniao.u (Original italies)

The common premise becomes the etarting point for change. In the
1ife insurance sales presentations the oarmon premise is stated early in
the "book talk®"; "The future belongs to those who prepare for 1t."0 Tt 1s
that initial basis of agresment between persuader and persuadee that allows

for persuasion to take place, if all other faotors work for the persuader.

Agent Training in Audience Adaptation

The life insurance training materials do not explicitly mention
audience adaptation as part of the agent's training program. Through
specific points of advice to the agent, however, audience adaptation is
suggested to be an important aspect of the sales process.

The most significant use of audience adaptation outlined by the
training materials takes place during the sales process at the time that
the agent focuses the client'!s attention on his individual insurance needs.
Prior to that point in the presentation, the agent is advised to conoen-
trate on the insurance needs of "most men.” This step 1s designed to
suggest to the olient that Mother people have the same genreral probtlem
(need for insurance) and are doing something about it. ., . ." With the

client's mind conditioned to recognisze his insurance needs, the agent then

hHoltzmnn. Speakers' Audiences, p. 103.
5The Prudential, The Dollar Guide, p. 12,
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proceeds from that general problem "to a discussion of it as it applies
directly to him (the client)."®

The adaptation that takes place during this portion of the sales
presentation amounts to applying each of ingurance needs of most men to
the individual case of the client. The agent is told ahead of time, in
‘the training materials, to be prepared to modify each of these needs to
suit the individual circumstances of the client.’

Another indication that the training nmaterials urge the agent to
adapt to the sales situation is that much of what the agent says during a
sales interview is left up to him. It is true that the training materials
spell out at some length the steps to bs taken by the agent and the neces-
sity for following the established pattern closely.’ And it is true that
the training materials provide a good many examples of what the agent may
say during the sales process. But a significant pcint 1s that the agent 1is
fres to use his own devices as he proceeds through the presentation. 1In
fact, the training materials suggest that as the agent gains experience
he will probably find his own best method, allowing him to adapt the
persuasgive presentation even more to his own needs and desires.’

The agent is also prompted by the training materials to be cogniszant
of non-verbal cues from the client and to adapt to those cues. This is
mentioned in relation to the necessity for the agent to place himself so
that he can see the client and his wife, if she is present.

It allows you to intercept signals in the form of smiles or
warning frowns, bstween Mr, and Mrs., Prospect. These signals

6The Prudential, The Sales Process, p. 5.

?The Prudential, The Dollar Guide, p. 21. OIbid., p. 12.

?The Prudential, The Sales Process, p. X4.
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are very important to you in determining your sales stratogy.lo

It is evident that the sales training materials suggest that the agent
be prepared to adapt to the client's specific insurance needs during the
sales presentation. The training materials alsc allow the agent enough
freedom within the structured sales procese to promote agent adaptation to
the particular circumstances of a psrticular sales presentation. And
specific mention is made of the importance of noneverbal cues to the agent's
sales strategy. Audience adaptation, then, does eeem to be included in the
life insurance training materials as an integral psrt of the agent's prepa-
ration for sales work.

Audience adaptation is the process of the persuader's discovering
and utilizing the client's experiences, knowledge and beliefs in order to
influence a change. Audience adaptation also necessitates the discovery
of a comuon premise upon which the persuader can build his case using what
he has lesrmned of the persuadee. It seems at this point that one could say
that persuadees expect persuaders to relate whatever they have to say to
the auditor's specific circumatances. People want to lnow how a particular
idea or proposal is going to affect them, not someone else., It seem that

this is most easily accomplished by adapting to the listener.

The Audience

Traditionally, research in speech-communication has dealt with a
speaker/persuader addressing a large group of listeners. Indeed, the
persuasion texts used in the identification of the eight persuasive factors
focused on persuasion before large groups, Holtzmen's text also used the
large group as the basis for discussing audience adaptation. This study,

hovever, deals nct with a large group of listeners but with one listener.

10rhe Prudential, The Dollar Guide, p. 11,
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Rather than a one-to-many persuasive situation, the sales presentations
repregent a one-to-one persuasive gituation. At this point it is necessary
to draw some distinctions tetween the one-to.many and the one-to-one
communication setting.

Past research has indicated that listeners in a large group are
affected not only by the speaker but also by the other listeners. This
research has been sdequately reported and susmariged in other sourcee and
need not be repeated hero.11 What 1s more germane to this study is the
difference between the large audience and the audience of one. Unfortu
nataly, little research has been conduocted to determine what those differ-
ences are. It 1s interesting to note that the writers of the persuasion
texts did not make the distinction between persuasion in a mass audience
and persuasion in a one~to-one situatlon., They frequently interspersed
examples of public speakers with examples of oar salesmen selling one man
on the fine points of an automobile to illustrate their persuasive prinoci-
ples.12 Indeed, 1t was found in Chapter II that the persuasive tachniques
and devices prescribed for use in a public speaking situation were found in
a presentation specifioslly prepared for one or two listeners (providing
the client's wife was present during the sales presentation). This may
indicate that most people, whether in large groups or alone, are susceptitle
to the same persuasive influences. Certainly qualifications have to be made
in some instances of audience adaptation that rely on the proximity of

others or on the attitudes of the group to sway persuadsees but, generally,

it has been gssumed that what works for many may very well work for one,

11506 especially Bollingworth. The Psychology of the Audience and
Arthur R. Cohen, Attitude Change and §ociaf %nffuence (New York: Basic
Books, Inec., 1964),

12544 Oliver, Pnrsunaévn ngeoh. P. 83 and Brembeck and Howell,
Persuasion, po. 85, 5 @ or examples,
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Until further research explores more fully the distinctions between
persuasion in large groups and persuasion in a one-to-one situation, the
best that can be offered are some probable differences, Perhaps the best
way to make these distinctions clear is to use the analogy or comparison
of mass communication with face-to-face communiocation and then extend that
comparison to one-to-one communication.

Westley and Maclean make two distinctions betwreen mass communication
and face-to-face communication. First, they note that face=to.face
cormpunication involves more sense modalities, That is, more of the commu-
nicator's sense operations (hearing, seeing, feeling, smelling, etc.)
function in face-to-face communication than in mass communication, Secondly,
they point out that, because mors sense modalities are used, more immediate
feedback is posaible.13

Now consider an application of these distinctions to one-to-many
persuasive situations and the one-to~one situation. The persuader addressing
a large audience has limited means by which to "read! hie audience. Le can
hear and see only large portions of the group at one time or he can concen-
trate on a few individuals to provide feedback., In the first case he gets
a generalised view of his audience that may obliterate more specific factors,
such as the man sleeping in the tenth row. In the eecond case he gets only
speocific cues from individusls which may not be indicative of the entire
group's reaction to him, Wwhen the speaker spies the sleeping man he may
raise his voice to awaken him but then the audience at large is distracted
by this seemingly uncalled for incresse in volume. In addition, in a one-

to~many situation the speaker is generally not able to get verbal feedback

‘BBruca H. Westley and Malcolm S, MacLean, Jr., "A Gonceptual Model

for Communications Research” in In rsonal Communication Survey and
Studies ed. by Dean Barnlund (New York: Houghton Mifflin Co., 1968), p.4o.
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from the group unless a question and answer period follows his presentation
and by that time it is probably too late to adapt more oarefully to the
audience,

The persuader conversing with only one auditor has a more limited
target for his attention and is able to read more carefully the feedback
provided his nessage. He has only one faoce to concentrate on and ususlly
there is the provision for verbal feedbaok at any time during the presenta-
tion. The persusder's sense modalities can provide more information simply
because of the proximity of the persuader and persuadee.

The speaksr before a large group can generally respond that the group
was receptive or not receptive to his messege. They were either friendly
or not friendly to him. They applaud or they do not applaud. But the
speaker in a private interpersonal intsraotion is bombarded with information
of a more specific, refined variety. Indeed, researchers heve found that
an incredible amount of data i1s generated in just a few aaments of casuel
conversation, The amount of communication that talkes place at the verbal
and non-verbal levels during a one-to-one communication transaction is
diffioult to measure because of all the factors involved. An example of
the complexity of suoh a situation is found in the book The First Five
Minutes which analyses the verbal and non-verbal cues in the opening
moments of a conversation between a therapist and his patient. 1% 1¢ would
seem justifiable to suggest that the same would be true in a sales situa-
tion with a life insurance agent and one client.

Essentially, the one-to~one persuasive situation allows more communi-

cation to tale place as more sense modalities of both persuader and

Ypobert E. Pittinger, Charles F. Hookett and John J. Danehy, The
First Five Minutes: A Sample of Microscopic Interview Analysis (Ithaoca,
New York: Paul Martinesau, 1960).
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persuadee come in to play and, this in turn, provides more feedback to
each. In terms of audience adaptation the persuader has at his disposal,
beocause of improved feedback, more informstion about the persuadee to
utilice during the persuasive situation,

It seems as Af these oonclusions about one<to-one communiocations
in no way negate the use of any one persuasive technique or any one factor
in the analysis of the persuader’s audience, Rather, it indicates that
audience analysis in a one«to-one situaticn is more crucial because of the
narrowness of the persuasive target. One may get by with generalising
about a large audience's age, calling them under thirty, but such a
generalisation might be disastrous in a one-to-one comsunication where
age was a oruolal factor,

Until further research reveals more accurate distinctions between
one-to-many and one-to-one cammunication situations, it seems possible to
support at least two. One=to-one corwunication allows for the use of more
sense modalities on the part of persuader and persuadee and, therefore,
inoreased feedback 1s possible. This inoreased feedbaok facilitates and
necessitates improved audience adaptation in comparison with one-.to-many

communication situations.

Modes of Auditor Analysis
Thus far it has been determined that audience analysis consists of
the persuader's determining the persuadee's expsriences, knowledge and
beliefs, It was also determined that the one.to-one communication situation
allows for improved communication in order to determine more precisely the
persuadee!s circumstances. This section deals with the two modes of
camrunioation available to the persuader by which he can determine the

persuadee’s experiences, knowledge and beliefs: verbal and non.verbal
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comsunication.l5

Verbal communication is generally regarded as the use of language,
words, to communicate information. In eddition to the individual words,
grammar and syntax play a significant role in vertal communication. As was
indicated above, this type of commnication is fostered in the one-to-one
communication situation because the persuadee is allowed to verbally
communicate with the persuader.

Noneverbal communication is a larger, if not more complex mode.
Non-verbal cues are "supplied through vocal characteristioseechanges in
volume, voice quality, inflectional patterns, rate of spescho-as well as
through physical actions-~changes in muscular tonus, gait, gestures, (and)
facial expressions. . . ."16 Other non-verbal factors that facilitate
communication between people are things like the distance speaker and
listener maintain between each other, the clothes they wear, and their
physical positions relative to one another. While verbal codes are suited
to the communication of information, "the non-verbal code appears better
adapted for conveying emotional states and for generating interpersonal
rapport."17

Just as the one~to-one communication fosters increased verbal
communication between persuader and persuadee, so does it tend to improve
non.verbal communication, Because of the close proximity of two people in
conversation, they are more able to deteot non-verbal cues,

The salient verbal and nonevertal elements in the sales presentations

will Le mentioned during the analysis of the presentations in order to

15por an extensive discussion of verbal and noneverbal comsunication
ese the editor's introduction to the seotion on ! Nonverbal Interaction™ in
Interpersonal Cosmunication: Survey and Studies ed. by Dean Barnlund (New
York: Houghton Mifflin Company, 1968), pp. 511.542,

16Ib1d.. Pe ?50 1711:34‘1.. Pe 960
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provide a olear context for their application. The same will be done in

describing the setting for the sasles presentations.

The Persuasive Situation

The context in which the sales presentations were made will te
described beginning with the physioal setting and then deecribing the

client and the client's impressions of each of the agents.

The Physical Setting

The setting for both sales presentations was the client's apartment.
On each occasion care was taken to be certain that identical furnishings
were in the room. 7The apartment was carpeted and the walls were painted
in soft shades of green to blend with the floor. The furniture in the
room consisted of a sofa and matching chair with a round table in close
proximity. There was a bookshelf with a selection of reference works and
fiction,

Care was taken to eliminate any cbvious odors from the apartment and
the temperature was set at a comfortable seventy.two de rees. An ashtray
and pipe were plainly visible on the table in front of the sofa indicating
that the client smoked.

The tape recorder was started before the agents arrived at the
apartment and the microphone and machine hidden from view,

The effects of the room in which the interviews took place are
difficult to measure but if the room could be considered to be pleasant
then one might conclude, on the basis of research conducted by Maslow and

Mintz, that the salesmen would perosive the client to be in a state of
“wollobeing."ie

$8sbraham H. Maalow and llorbort L. Mints, "The Effeats of Esthetic
Sarroundings® in In : . satl :
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The sofa and matching armchair served as seat ng for the agents and
the olient for both sales presentations. Both agents sat on the sofa and
the client sat diagonally from them on the armchair. The distance between
the client and both agents was approximately three to five feet during the
length of toth interviews. According to observations reported by Hall,
that distance would vromote casual conversation conducive to talk ng about
personal matters and conveying non-personal information.19 The round table
was used in toth instances for the agents'! sales raterial, In this seating
arrangement the client and the agents could easily see each other and the
sales material. On the basis of research conducted by Sommer which dealt
with the effect of seating arrangements on conversation ard cooperation
between two people, the seating arrangement during voth interviews could
be said to Le corducive to toth conversation and cooperation between olient
and agent.20

This description of the physical setting for the sales presentations
seems to indicate that it was conducive to interactiorn on the part of agents

and the client and that it reflected tﬁe client's state-of-being.

The Client
Only the client!s personal appearance will be discussed as other
non-vertal factors will be noted during the analyses of the sales presen-
tations in Chapter IV,
Although the research in the area of personal appearance appears to
be inconclusive, Aiken has suggested that "economy of dress" reveals a

pe}son to be "responsitble, conscientious, alert, efficient, precise, and

1% dward T. Hall, The Silent L (Greenwich, Conn.: Faweett
Publications, Inc., 1959), pp. 1C3=-160,

20Robert Sommer, "Further Studies of Small Group Ecology" in Intere
C cation: S Studies ed. by Dean Barnlund (New York:
Houghton Mifflin Company, 1962), pp. 558=568.
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controlled, 2! Unfortunately this research dealt with apparel worn by
women and may not apply to males. Be that as it may, the client was
dressed in slacks, a white shirt, and sweater for both of the sales presen-
tations, His appearance would probably be better labelled '"casual" than
"economical.”" The client also wore glasses during both of the interviews.
Thornton has presented some research evidence indicating that glasses
produce judgments of intelligence and industriousness on the part of

research subjects viewing persons with spectacles.z2

The Agents
The client's initial impression of the agents was favorable. Eoth
men were dressed in dark business suits with white shirts and ties. They
were neatly groomed and wellemannered, waiting for the client to ask them
to be seated. Eoth salesmen arrived at precisely the appointed time and

greeted the client in a friendly manner, introducing themselves Ly name.

Summary

Audience sdaptation has been defined as the persuader's attempts
to relate his persuasive message to the persuadee's experiences, knowledge
and beliefs, The need for a common premise was also noted as essential to
audience adaptation.

Cistinctions were drawn between cosmunication situations involving
one speaker and a large audience and the one-to-one setting. It was
determined that the one-to-one setting allowed for the use of more sense

modalities than did the one~to-many setting, thus providing improved

ZiLewis R. Aiken, "The Relationships of Dress to Selected Measures

of Personality in Undergraduate Women," Journal of Social Psychology, 1963,
pp. 119-i28,

ZZGeorgo Thornton, "The Effect of Wearing Glasses Upon Judgments of
Personality Traits of Persons Seen Briefly,” Journal of Applied Psychology,
1944, pp. 203-207.
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feedback,
Two modes of audience analysis were briefly defined. They were

vertel and non.verbal,

Finally, a brief description of the sales setting was presented
based on varisus non.verbal attributes. The bulk of this information was
reserved, however, for inclusion in the analyses of the salas prasentation

when it could be presented in the persuasive context.



CHAPTER IV

ANALYSIS OF SALFS PRESENTATIONS

Introduction

Each of the sales presentations will be analyzed to determine to
what degree each of the agents adapted particular persuasive factors to
the client's experience, knowledge and beliefs. In order to do this,
examples of each of the factors appearing in the presentation will be
noted and an explanation offered as to how the agent adapted to the client.

“hen deemed necessary, the exact language used by the agent will bte
noted. If the persuasive factor appeared during the presentation of the
book talk, the language contained in the aéont's visual aid will appear in
upper case. This will make the distinction between the "book's" language
and the agent's more easily identifiable.

As has been noted previously, the letter-number indices, (i.e., A-{,
B-1) refer to index markers appearing in the margins of each of the sales
presentation transcripts., These transcripts are included in the Appendix
if the reader wishes to refer to them,

Along with the transcripts, the original audio recordings of the
sales presentations were used in this analysis. Although used primarily
in the discussion of each agent's delivery, their use is noted in the text

when necessary,

A f3 re tion A
Saleaman A began his presentation by establishing common-ground with
the client, The factor of identification was apparent in the agent-client

discussion of (1) the weather, (2) the client's home town, and (3) the

50
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client's school, It was determined thst the agent was familiar with the
region of the country the client was from and that both attended the same
college., (A-1)

Further agent-olient identification took place when the client
learned that the agent had formerly been a school teacher, the same
profession the client had been in for a mmber of years. (A«2)

With the end of this conversation, the sgent began to lead the client
into the sales presentation. The factor of suggestion was employed by the
agent when he told the client he was the top salesman in his distriot the
previous year. The prestige attached to that position indicated to the
client that Salesman A was a capable insurance agent. (A-3) This prestige
was enhanced when the agent explained that his philosophy was to keep the
client'!s interests and needs foremost in his work. In the agent’s words,
"I find out what a guy really wants, what his needs are ard then I try to
£111 his needs with insurance to the best of his income." {(A-j) This
client-centered approach appealed to the client's belief that an insurance
agent should serve as a oounsellor in establishing sn insurance program
rather than as a salesman whose only interest was making a sale,

Agent interest in the client was further demonstrated when the agent
offered to file a form with the Social Security Administration to assist
the client in checking the aocuracy of his account. (A~3)

Then the agent proceeded to introduce a tape recording which he had
on a small portsble machine, He said, "It brings in some third party
influence”" which impressed the client because he was familiar with the
possible influence of prestige authorities in a persuasive situation. That
the agent would use such a device ard call it by what the client thought

was a sophisticated term further enhanced his prestige.
The authority was introduced as Earl Nightingale, a name unfamiliar
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to the client. The agent noted that he was an “orator, . . .leoturer,
e « eand a very good motivator.” (A-3) Becsuse the client was a speech
teacher, the use of thess terms furthered agent-client identification,

Then the salesman started the tape recorder. Initially, the quality
of the recording was very poor and inocomprebensible. Thia prompted the
agent to try to remady the situstion bty adjusting the volume and tone.
However, aa the audio tape of the presentation indicates, that did not
materially affect the understandability of the tape. For the fifteen
minutea that the tape played, the client was unable to undsratand enough
of it to be able to recall after the preeentation wvhat it waa about, let
alone any specific ideas presented in it. The agent made no attespt to
determine whether or not the client could understarnd what Nightingale was
saying. These two factors, the poor quality tape and the agent's failure
to consider the client'a confusion, had an adverse effect on the client,
(A=4)

At the conclusion of the tape, the agent made no atteampt to relate
what he had played to the sales situatien, Instead, he immediately began
to fill out the form to be sent to the Social Seourity Administration for
the olient. In doing so the agent was able to determine the client's age
and the age of his wife, At the same time he asked the client if there
were any children "yet." The olient answered no, reocogniting the implioca-
tion that the agent had suggested that there would be children at some
future time, (A.5)

Having completed the formss for the sooclal soourit# check, the agent
began the salea presentation, First, he did a "little bit of bragging."
(A-~5) FKe referred to the sise of the Prudential Insurance Company and
noted that he represented the largest company in the business. The client

had been aware of the fact that the Prudential was a big company but
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unaware that it was the largest. This served to again enhance the agent's
Prestige as a representative of a prestigious organitation,

Then the agent began what has been termed the "book talk."” This
portion of the sales presentation consisted of the agent reading from the
text of a presentation book. Along with the text were piectures whioh
illustrated the ideas. Essentially, the book talk is a general overview of
the insurance needs of "most men.,” And the photographs serve to emphasize
those needs. When the agent turns to the page outlining the need for a
last expense fund the client'!s eye is directed toward a fullawcolor photo-
graph of a woman paying bills from a checkbook while her two children play
around her, Conspicuously absent, perhaps because of the text whish tslks
of "personal sorrow" at the loss of husband and father, is a male figure,

The text that accompanies the photographs begins by suggesting the
Prudential motto: "THE FUTURE BELONGS TO THOSE WHO PREPARE FOR IT." This
basic premise runs throughout the sales presentation and is central to the
agent's selling. The client agreed with that statement and, therefore, it
became the common premise upon which the agent and the client could focus,
It will be recalled that the establishment of a common premise was a key
factor in Boltzman's explanation of audience adaptation.

What might be termed a working premise, in contrast to the general
nature of the first premise, was pointed out by the agent. He suggested
that "FOR MOST MEN, INSURANCE DOILARS ARE THE MOST SATISFACTORY DOLLARS
AVAILAELE FOR THEIR FAMILIXS!' WELFARE WHEN THEIR EARNING POWER IS CUT OFF
BY DEATH, OLD AGE OR DISAEILITY." (A<S5) He continued by stating the
Prudential's belief that each individual is & better judge of what his
insurance needs are than anyone else. (A=6) Although the Glient had
reservations abtout insurance being the "most' satisfactory way of proe

viding financlal security, he agreed fully with the belief that he was
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more able to decide what his needs were than anyone else, Identification
through common beliefs is evidenced here.

aith the common premise established the agent proceeded to present
the various insurance needs that ''most men" have. The first was a last
expense fund which was explained as a fund for burial expenses "and such,"
(A=6) The client reacted adversely to the language used by the agent
because "and such" seemed to be a catch phrase used to cover a lack of
more precise terms.

The second fund was the guaranteed monthly inoome. At this point
the salesnan left the text of the book and alluded to the previous
discussion between himself and the client about social security, He noted,
"Social security is not enough to get by on when a person is used to a
certain standard of living." (A-6) This repetition of the subject of
social security assisted the agent through the factor of attention,

Next he outlined the need for an emergency fund. He suggested that
the client would not likely have emergencies until children were added to
his family. (A-6) It will be recalled that the agent had previously
established the fact that the olient had no children but expected them in
the future, This appears to be adaptation to the olient's lnowledge and
beliefs,

The agent testified to the fact that ohildren are the subject of
most family emergencies as he had three of his own. (A-6) Because of
his personal experience (factor of evidence) the client accepted his
observation that children and emergencies go together,

The mortgage or rent fund provided money for housing in the event
the breadwinner of the family died. In explaining this fund, the agent
adapted to the fact that the client was living in an apartment by explain-

ing that this fund was calculated on the basis of the monthly rent figure
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paid by the client. (A<6)

The agent's explanation of the fourth fund, the education fund, began
with the statement from the presentation book, "TODAY, A SOUND EDUCATION IS
ESSENTIAL TO SUCCESS." He followed that up by saying, "And I think you are
very aware of this." (A-.7) The agent adapted to the client's position as
8 college graduate, c¢ssuming that the client btelieved in the need for an
education.

Money for retirement was the subjeot of the next insuranee need. The
agent attempted to adapt his explanation of this fund to the client by
noting, *You will have an inoome . . . from, you know, group pensions or,
if you're going to te working for a school, you'll have a state pensions
(si0) + « " (A-7) The adaptation is in line with the client's belief
that the possibility of retiring as a teacher was good. The persuasive
factor used ty the agent was suggestion.

The last fund discussed by the agent was a disability fund in case
of prolonged sickness or injury that would disable the client for an
extended period of time. while the agent explained that this fund was of
primary importance to those who relied mainly on their physical rather than
mental power, he said, ". . . this ecould be important for you, if you . . .
(were) laid up for six months . . . without income.” (A-7) The olient's
previous experience with the lack of money and the knowledge that six
months without an ineome would make for uncomfortable living were appealed
to in the agent's suggestion.

by the end of the "book talk" the agent had made use of the factors
of attention, identification, suggestion, and evidence and had adapted
eaoh of these to the client's experiences, knowledge and beliefs. In
addition, a common premise had Leen established from which the persuader

could continue to build his case.
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As has been explained, the book talk attempts to establish in the
client’s mind the fact that many men are faced with insurance needs. By
the end of the book talk, the olient should be prepared to discuss his
individual insurance needs with the agent. This is the next step in the
sales presentation., The procedure followed by Salesman A was to review
each of the insurance funds and to seoure for/from the client a figure
indicative of his particular needs.

The agent asised the client how much money would be needed to cover
his last expenses. 7The client mede no reply vecause the agent continued
by saying that unless there bad been a recent death in the family the client
would be unaware of what funerals cost. Since this was the client's case
the agent suggested a figure (3$2,500) to cover last expenses, The agent
supported that figure by noting that he had checked with a funeral home to
determine what funerals cost and, secondly, from his personal experience in
hendling a number of recent insurance claims. (A-3)

Here the agent adapted to the client's lack of experience and
lmowledge by directly suggesting a figure, He also made use of the faotor
of evidence in supporting that suggeetion.

buring this same discussion the agent made use of the factor of
identification by referring to higher funeral costs in large cities lile
Chicago and, "up around Minnesota, the Twin Cities." (A.3) LKecause the
client was from Minnesota and near the Twin Cities (as had been established
in the opening conversation bstween the two) the agent made use of a
familiar large city.

The agent adapted his disoussion of the emergency fund by noting
that the client need not be concernmed with this insurance need until he
had children to supporte (A<8)

The agent emphasized preparation for the future (repetition of the
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common premise) during his explanation of the need for an education fund.
Other than that he made no attempt to relate this insurance directly to
the client's ciroumstances. This is explainable bescause of the fact that
the client had no children and the education fund is designed for children,
(A-8)

The agent and the client agreed on a figure of $2,000 per year for
a college education, amounting to $8,000 for a four year terw, This was
in keeping with the client's knowledge of the amount of money needed based
on his personal experience with two different colleges. (A~9,10)

A mortgage or rent fund was the next item covered by the agent. He
assumed that because the client was living in an apartment he did not owm
a home and was renting. Then he suggested that the olient would probably
buy a home once he got settled. This ooineided with the client's belief
that he would, at some future time, bLuy a home, But for the time, the
agent suggested that the client siwmply make allowances for rent. The
client agreed to that suggestion. The agent arrived at a figure of $23,000
for this fund, The agent noted a look of surprise on the face of the client
at the emntion of that figure and responded with "Doesn't that stagger (you)?
You don'!t realige this until you stop and really think what you pay."
(A=10) Thus the agent demonstrated his ability to adapt to non-verbdal cues
from the client,

In addition, the figure for rent was arrived at by computing the
client's present housing oosts for a twenty-year periocd. The agent
adapted to the client's ciroumstanoces to provide statistics (factor of
evidence) supporting the need for a rent furd.

At this point the agent also made an emotional appeal by noting that
if the client should die, $20,000 would provide adequate security to his

wife and children by providing them with a house., (A~10) The client
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believed this provision of 1life insurance to be one of the major assets
of owning a poliey.

The next fund consisted of the guaranteed monthly income for the
client's wife. The agent asked the client how much this monthly figure
should be but the client responded by saying he didn't know. The agent
took the opportunity to suggest a figure of $250., The client felt that
that would probably not be enough and the agent suggested $300. The client
agreed that figure would be better and the agent followed by saying, 'Well,
this is probably more realistio.” (A-il) There seems to be some evidence
that the agent adapted to the client's beliefs regarding this monthly
figure and complimented the client by noting it was a realistic figure.

The agent referred again to the client!s not having any children as
the reason for not increasing this fund even more. But then he added "now,
if you got (sic) one on the way, or scmething, then I go ahead and program
this in." (A<11) The client responded by saying that he and his wife
expected to have a child within the next yeser and that prosmpted the agent
to double the guaranteed monthly inoome.

This brought to a close the second step of the sales presentation,
establishment of the client?!s individusl insurance needs. During this
portion of the presentation the agent relied heavily on the factor of
suggestion in proposing specific amounts for each of the different insurance
funds. In each case the client agreed with the suggsstions of the agent.
There is evidence that this was prompted by the agent's ability to edapt
these suggested sums of money to the client!s ciroumstances, experience,
and knowledge. The client's belief that he was the beat judge of his
insurance needs was met in that the agent continually let the client make
the final decision as to how wuoh money should be relegated to each furd,

Thus there seemed to be an effort on the part of the agent to edapt to the
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client during this phase of the sales preesentation.

With the client's insurance needs deterszined, the next step in the
sales presentation was the determination of the client's assets. This
included information about present life insurance policies, social
security and retirement information, and savings. This information was
supplied by the client. Having determined both needs and assets, the agent
determined that the client would need about $130,000 worth of life insurance
to cover all of the funds. (A-15) The agent then outlined three alterna-
tives that would provide that coverage; permanent insurance, term insurance,
and a combination plan including a base policy of permanent insurance with
a term rider. He explained that permanent insurance would "give you 100
 per cent return on your meney plus a big savings; . ... you would more
than double your money between now and age sixty-five.” .(A-15) Term
insurance was explained to be "most costly overall™ but it "guarantees
your insurability." (A16) This last phrase means that as long as the
client had term insurance in force the company would guarantee him the
right to convert the term into permanent insurance regardless of the
client’s physical condition. But, the program recommended by the agent
to the client, because of his age, was the combination permanent and tern
insurance.

Because of his age, the client would realise a profit on the invest-
ment in the perwanent insurance at sixty.five and the term insurance would
guarantee him the right to convert it to permanent insurance when the need
arose. (A-16) This coincided with the client's belief that the most
economical and practical way to buy insurance in his case, meaning limited
money to spend on insurance, was the combination approach.

The agent correctly assumed that the client's wife worked but added:

e v « With children she may not be able to work. . . . You would
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be the primary breadwinner and you would want to have your wife
and children to lead a normal life, as well as they could with-
out you, (A-17)

The agent's use of the factors of suggestion and emotion in this
instance coincided with the client's belief that he had an obligation to
provide some assistance to his wife if he should die. In addition, the
client believed that his wife should not have to work as long as there
were small children in the house,

Returning to the discussion of the combination insurance plan, the
agent said, "I doubt that you could afford $130,000 of permanent insur
ance.” (A<17) This prompted the client to ask how much the premium was
for that amount of insurance. The agent computed the figures and said it
would run around $1,900 per year. The client's response was that he under-
stood why the agent said that. (A.17) The agent demonstrated the ability
to judge ths financlal condition of tke client, But the question might be
asked, if the agent could judge this why did he bring it up? All he could
hops to accomplish would be to find that the client could afford that much
permanent insurance, But if he trusted his judgment, all he could hope to
do would be to show the olient something beyond his reach, financially.

It may have been better had the agent not brought the matter up but
rather used his judgment to steer the client toward the combination poliey
that he could afford. It seoms that that taotic would have better
demonstrated the agent's abllity to adapt to the financlal means of the
client.

Perhaps the agent sensed that the client was not pleased with the
way the ilnsurance program had besn startsd because he suggested that the
client consider a lower figure for insurance needs. In fact, the agent
said, "to be truthful," most people did not buy insurance to cover their

total needs. (A-18) The client agreed that lowering the figure would be
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a good idea. Therefore, the agent suggested that a more "balanced"
figure for the client would be $80,000 or $90,000 worth of insurance,
This move on the part of the agent increased the olient's confidence in
that he demonstrated Ly being "truthful™ about how much people usually
cover that his concern was for adapting an insurance program to the client
rather than selling the largest policy he oould, In the last analysis,
however, the largest policy is the one the c¢lient can afford and that may
be the reason why most people do not cover all of the insurance needs,
Nevertheless, the agentts move to reduce the amount of insurance
(direot suggestion) resulted in the client's improved satisfaction with
the way the agent was programming his insurance needs. There seeas to
have been some adaptation on the part of the agent to the client'!s
ability to afford a somewhat lower premiumm on a lower amount of insurance.
Thus far in the pressentation the agent's use of the factor of
organization seemed to be leading the client to the desired conolusion,
the establishment of insurance needs and a policy to cover those needs.
Modifications in both needs and in the insurance plan seemed to be made
without losing sight of that goal. At this point, however, the agent
confused the client, Instead of using the agreed upon figure of $80,000,
the agent explained that the client could get a $30,000 permanent policy
with a $100,000 term rider. (A-19) The client could not understand why
the agent returned to that larger figure. To complicate the client's
comfusion, the agent then turned from that large figure to say that
$80, 000 would be a better figure to use. (A«20)
The client had been under the impression that they had agreed to use
the lower figure. The agent's failure to organite his prasentation around
that agreement impressed the client negatively. Failing to adapt to that

sutual agreement caused the client to become confused and, in turm, think



that the agent was confused also,

Having decided to use the $80,000 figure, the agent then suggested
to the client an insurance program consisting of a $50,000 permanent
policy with a $30,000 term rider. The agent's primary selling point for
the large permanent policy was that it accumulated a cash value at a fast
rate. This he attempted to illustrate by referring to the client's experi-
ence with a previously purchased $10,000 policy. The smaller policy had
been in force for about five years, The agent explained that the large
policy would provide about the seme cash value at the end of one year as
the small one had accumulated in five, {(A<21)

The factor of evidence, consisting of statisties and personal
experience, was adapted to the client's knowledge of his previous policy.
This seems to be a good example of the process of proceeding from the
persuadee’!s fund of knowledge to present new information. As was pointed
out in the previous chapter, that is the essence of audience adaptation to
listener knowledge.

Additional support for the policy was suggested by the agent in the
form of statistics, At the client's present age, he would pay premiums
amounting to about $30,000 for the policy. At sixty-five the policy would
pay the client about $6%,000, "In effect,” the agent said, "you could
double your money."” (A-22) This appealed to the client's belief that
doubling one's investment was always appreciated.

Then the agent cited the cost of the $50,000 as amounting to $745
per year. This prompted the client to say that, with his present insurance,
he would be paying "almost a thousand dollars a year" for insurance., The
client then told the agent that his position paid a salary of $8,500 per
year. He concluded by noting, "To me, that seems like a lot of money to

pay for life insurance." (A<22,23)
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Here is a clear indication to the agent that the client had reserva-
tions about spsnding that much money for insurance. The agent countered
this belief of the client's by noting three advantages if the client would
buy this policy at the present time. First, the client was young enough to
enjoy lower premium rates. Secondly, the client was in good health (strictly
an assumption on the part of the agent because the client's health had never
been discussed--all the agent knew was what he could observe) and that
guaranteed him insurability. The implication was that the client might not
be in good health later on. Thirdly, the agent suggested that the client
wouldn't be spending the premium payments. Rather, he would be paying
himself. As the agent stated it, '"Because it's yours. Whenever you die
you're going to benefit from it." (A<23)

The client agreed that these were advantages to buying the insurance
but did not negate the belief that one-eighth of his salary was too much to
spend for two insurance policiles.

Then the agent suggested that because of the fast rate of accumula-
tion, the client could benefit from the cash loan value even before the
policy matured. He explained that the client could borrow against the cash
loan value of the policy at S per cent interest. He compared this with the
7 per cent interest rates at the banks. He then illustrated this advantage
by telling the client of a steff manager for the Prudential who had suoh a
policy and used it to finance a new car every few years. (A-24)

Again, the client agreed that this was an advantage to buying the
policy but redirected the agent's attention to the problem of fitting
$1,000 worth of insurance into his budget.

During this portion of the sales presentation the agent made use of
the factors of identification (agreement on advantages of buying the policy),

suggestion (buying now would be more economical because of lower premiun
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rates), evidence (statistics, personal experience, testimony froam staff
manager), emotion (note third advantage). But in doing so he placed himself
directly opposed to the client's belief that the policy was too expensive.
While the client agreed that the agent's reasons were advantageous, the
agent's arguments had not led the client from his objection.

Evidently the agent recognized the strength of the client's belief
about how much money he should spend on insurance because he asked the
client ", . .about what would you want to put away?" The client responded
with 5 to 10 per cent of his income. The client believed that that should
cover the cost of 1life insurance, health insurance, and automobile insur-
ance, The agent agreed with the client that 10 per cent was a good figure
to use. But he disagreed with the client's including autaomobile insurance
in the same category with life and health insurance. He said that he did
not like the way the car insurance companies had gotten the state to pass
a law requiring drivers to be insured. (A-25)

When the agent voiced his disagreement with the client's belief about
what should be covered by his 10 per cent figure, the client felt that the
agent might have a legitimate point of view to consider. But when the
agent apparently tried to explain his reason for not including auto
insurance as the fact that the state required drivers to buy it, the
client rejected his belief. The client could perceive no relationship
between the requirement to buy auto insurance and including it or not
including it in his 10 per cent budget figure. In fact, it should be
noted that the client disagreed with the agent about making automobile
insurance a requirement. but he did not mention this to the agent.
Instead, the client took the lead and brought the agent back to the
discussion of the budget.

Then the agent explained his reasons for not including automobile
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insurance with life and health. First, he noted that auto insurance
increased and decreased with the relative value of the car. Secondly, he
suggested that automoblile insurance varies in cost from place to plaoe.

The client agreed that this was so. (A-25) But the client still saw no
connection between these reasons and the agent's belief that auto insurance
should not be included in the budget with 1life and health insurance.

To the client the agent had gotten off the track of the sales presen-
tation and was talking about things that were not of crucial importance to
the sales interview. The client felt that the agent had lost sight of the
important gquestion, the client's budget. In addition, it should be noted
that the agent made no attempt to relate his reasons to the client's
situation. In other words, the client had not been persuaded.

The agent then agreed that the client had a pretty ''good rule of
thumb"” with the 10 per cent figure as long as the client exsluded automo-
bile insurance. At this point, the client agreed with the agent's observa-
tions in order to progceed with planning the insurance. bLut the agent again
proceeded to discuss automobiles and automobile insuarnce. At this point
the client was feeling upset that the agent refused to stick to the subject
at hand, The client felt that the agent was ignoring his willingness to
"see it the agent's way."

Two observations need to be made at this point. It seems apparent
that the client had a high regard for keeping the sales presentation focused
on what he considered to be the critical factor, his budget. Wwhen the
agent persisted in talking about something the client did not agree with
or when the client could see no relationship between it and his budget, he
became upset., Perhaps it is safe to say that at this point the agent's
Anability to keep the organizational pattern of his sales presentation

focused on what the client felt to be important was detrimental to his
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selling. Adapting to the client's belief that automobile ineurance should
be included in the budget for insuranoe purposes might have been a better
mothod for the agent to employ, This is especially true when considering
that the agent's reasons for not including automobile insurance do not seem
to be firmly based on reason but based on his dislike for the state and
fluctuations in cost. The first has no bearing at all, The second could
be sald to be true for health insurance and yet he was willing to include
that.

Once again the client brought the agent back to the problem of how
much money the elient should invest in insurance. Together, they arrived
at the figure of $850 per year, The client was already spending $575 per
year for insurance so $275 was what was left for a new insurance plan,
(A=27)

‘'hen the agent suggested that the olient consider a permanent
insurance policy of $20,000. He quoted the client a premium of $314 per
year, Immediately, the client wondered why the agent would suggest a
premium above the amount they had just agreed was the most the client
could afford. There seemed to be a lack of adaptation of the faotor of
suggestion to the client's belief,

Then the agent lowered the amount of the permanent policy to $14,000
and suggested a $66,000 term rider, Together, these policies would have
oost the client $397 per year. The client again noted that the agent hsd
exceeded the limit they had mutually agreed upon. (A<28) Again there
seemed to be a lack of adaptation on the part of the agent.

This series of unacceptable proposals prompted the client to ask the
agent about the possible purchase of term insurance, without the permanent
base policy. The agent responded by saying that that was probably the best

approach considering the client needs and budget. le added that term
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insurance would give the client "coverage right now. That important thing,
the ooverage. Right now, Because your income hasn't caught up with what
you're worth." (A-29)

At this point the agent seemed to recognize a critical factor in the
client's situation. The olient had a large insurance need but not enough
inoome to provide éompleto coverage. This had been noted by him previously,
but only now does it seem that he is willing to adapt to that conclusion,

The agent proposed a term policy of $80,000 with a premium of $360 per
year., The client responded by saying, "That still sounds like a lot.”
(A=30) The agent suggested lowering the amount of insurance but pointed out
that this would reduce the client's protection. The client responded by
saying that his wife had a good education and would be capable of supporting
herself. The agent agreed but qualified that by noting that with small
children she would be hampered in being btoth mother and breadwinner. (A-30)

Notice should be taken here of the agent's use of what has been
traditionally described as the "Yes~Lbut" technique., It allowed him to
agree with the client's belief tut in a modified form. Comparing this form
of objection with the agent's disagreement atout the automotile insurance
leads to the conclusion that this method takes into consideration the
olient’s position first and then offers disagreement. The former method
used ty the agent put the persuader and persuadee in direet confrontation
with one another. Chances are the "Yes~But" technique that adapts to the
persuadee more olosely, is more perauasiva.l

It should also bs noted that the client agreed with the agent's
belief that children would hamper her role as breadwinner. Prinoipally

beocause the ¢lient believed his wife should be in the home to care for

1Oliver. Persuasive Speech, pv. 182 and The Prudential, The Sales
PrOCBSS. Pe 90
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any small children rather than out working. This identification of common
bsliefs strengthened the agent's argument,

Finding that an $80,000 term poiicy was too expensive the agent
computed the cost of a $30,000 policy and found that the cost was $145 per
year, well below the maximum set by the client. Then the agent calculated
the cost of a $50,000 policy and arrived at the figure of $235, again below
the maximum. (A-31} At this point the agent seems to be carefully adapting
his suggested policy to the client’s budget figure.

After learning that it was relatively simple to convert term insur-
ance to permanent, the client said, '"Well, that sounds more . . . reason-
able." The agent picked up the cue that the client was satisfied and
immediately assumed the client's consent to buy the policy by directly
suggesting "Why don’t we just fill that out for you then." (A-32)

ihe client wished to talk the matter over with his wife before making
a commitment. The agent agreed to that and offered to prepare the relevent
information in an understandable form so the client could explain the plan
to his wife. Then the agent again attempted to get the client committed to
the plan by having him sign what the agent called "part one'" of the appli-
cation form in order to fulfill some reqguirement that was not explained to
the client., Again the client deferred. The agent suggested that this
would not commit the client to buying the policy. The client felt that the
agent was too persistent in his urging and assumed that the client would
buy the insurance.

The agent then offered to return to the client's home to talk with
the client's wife about the plan, A time was arranged when the agent
would call to determine whether or not the client had decided to buy the

insurance. With that, the agent left,
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Summary

During the initial stages of the sales presentation the client was
satisfied with the agent's performance. This satisfaction declined when
the client felt that the agent was more concerned with selliing the largest
possible policy rather than a policy that would fit the client's budget.

It is evident from this analysis that Saleswan A made use of both
verbal and non.verbal cues to determine the client's experiences, knowledge,
and beliefs, It is also evident that the agent made use of this knowledge
in adapting most of the eight persuasive factors to the client.

The adaptation of the factors of attention, identification, suggestion,
emotion, and evidence were pointed out in the analysis. Special attention
will be paid to the adaptation of the factors of language, delivery and
organization here.

As for the factor of language, it should be noted that the client
was aware of the agent's failure, on a number of occasions, to use what
the client felt was appropriate grammar. Lere are some exsmples taken
from the transeript:

It's mailed direct to you . . . (Al)
And has went up considerably, (A-8)
Each year it would keep decreasing down . . . (A=19)

While certain non-fluencies might well be expected during any sales
presentation because of the rapld flow of ideas, such apparent grammatical
errors draw attention to themselves and detract from the persuadee'’'s image
of the persuader. At least this was the case in this study.

In Chapter II it was noted that the use of figures of speech was
considered to be an effective persuasive technique. There is no indication
that Salesman A made an attempt to adapt figures of speech to the client
during this sales presentation. The connotative language he used was

alwost entirely confined to the initlal portion of the sales presentation
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and there is no indication that he attempted to adapt this to the client.

The delivery of the agent, as noted during the interview and as
rocorded on the tape, could be regarded as conversational in nature, lis
rate of epeech varied fror time to time providing contrast and interest.
The give and take tetween the client and the agent prompted the agent to
use gestures to emphasize certain ideas. Generally, there was nothing in
the agent's delivery that distracted the client, iis delivery was lively
and easily understood.

The factor of organiration played an Important role during this
sales presentation. Or, perhaps it would be more accurate to say that
faulty organization played an imnortant role in this interview. As was
noted in the analysis, the client felt that the agent lost sight of the
objeotive of the interview at various times, The agent had a tendency to
go off on tangents., When talking avout the need for an education fund,
for example, the agent said:

I've been quotling people arouad 52,000 a year. dJust rougnly,
now some could probably use more. I got by on a lot less when
I was going to senool., But this would be--in the instance you
have a 1little girl who grows up and goes to college~-now a
girl can't find a job quite ss easy, easily, as a boy can. At
least in my experience. I think the girls might get a job as
sales clerk, and mayve, secretary to the university, or somew
thing, but there's quite a few more in competition. Wwhere
boya can get out and work at nights in filling stations and
things like this if they want to. (A-9)

The client felt that the comments about girls and boys working when
they go to school, at least as explained by the agent, had very little to
do with why he recommended an education fund of $2,000. Other instances
of such "digressions™ can be found in ths transoript.

It seemed to the client that the agent was more convineing when he
refrained from long explanations of certain items in the sales presentation

and attempted to foocus rore closely on the primary ideas he was presenting
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about the client's needs and the insurance to fill those needs.

It is apparent that the most effective use of delivery and organi-
gation that a psrsuader oen use is to meset the expectations of the persua-
dee, And this can probably best be interpreted as not distracting the
persusdee from the persuasive message by unexpected vocal or bodily

manipulations and digressions from the objective of the message.

Analysis of Sales Presentation B

Salesman B began his sales presentation by establishing common-
ground with the client. The two talked briefly of the weather and their
impressions of the client's home state.

The agent asked the client about the sohool he was attending and
his class. Then he proceeded to prepare his materials for the presenta-
tion of the book talk.

Salesman t followed the same format as Salesman A, The opening
statements in the book talk were read to the client and his agreement with
them was established. When the agent reached the portion of the book talk
that states the belief that each man knows his insurance needs and is the
best judge of them, the agent stopped and said:

wWhat they are saying here is what you want your ocwn family to
have. What we are saying here is that you are the best judge
of what your family should have, and it's kind of ridiculous

to say that they mesd $1,000 a month when you know they could
get by on less but they don't need more, (B-2)

The factor of attention through repetition and vital interest 1is
employed here. This restatement of the book talk's belief by the agent
also impressed the client with the fact that the agent was stating his
personal belief that the client was the best one to judge his insurance
needs. This correspondence of beliefs between the client and the agent

enhanced the prestige of the agent.
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Then the agent presented the remsinder of the book talk without
additional elaboration or adaptation to the client. He covered the last
expense fund, the guaranteed monthly income, the emergency fund where he
did make a reference to the possibility of '"sickness or leaky roof," the
mortgage or rent fund where he said it was bsd if something happened to
the father and the family had to find a different home, the education fund,
the retirement fund, and the disability fund. (Be3)

Having completed the book talk, the agent turned to a consideration
of the client's individual insurance needs, He cited a survey conducted
by Northwestern University which concluded that most "people's last
expenses amount to about $2,500." Then he asked the client, "Now, in your
case, would that be too much or not enough?” The client said he was unfa-
miliar with the costs of funerals arnd that there was no reason why the
figure should be higher. The agent recorded $2,500 omn his worksheet,
(Ba2,3) Here the agent mede use® of the factors of suggestion and evidence
(authority).

The agent approached the need for a guaranteed monthly income by
asidng the client if he had any children. The client said no and the
agent asked, ". . . what will be the minimum amount that your wife could
survive on should something happen to you!" The client answered with $300
and the agent recorded that figure. He then added that the client would
have to review that figure with the addition of any children, (8«4)

The emergency fund was explained by the agent as being necessary to
cover unexpected expenses like leaky roofs, blowouts on the oar or other
major auto repairs. Anywhere from one.half to one year's income was
oonsidered sufficient and he asked what the client's income was. The
client said $10,000 and the agent moved on to the mortgage or rent fund.
(B=k)
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Although the client had never had a leaky roof to repair, or a
major auto expense that was not covered by insurance, the agent assumed
that the client needed this fund. There seemed to be little adaptation
to the client's experiences, knowledge or beliefs to this point.

The agent assumed that the client rented his apartment and did not
own his own home yet. He then suggested that "a lot of young men set it
up and call it their rent fund.”™ The suggestion here is that the elient,
as a young man, would do well to follow their lead. The agent assumed the
olient's consent to that suggestion and offered a sum of $30,000 to cover
the need. The client agreed and the agent recorded the figure. (B-4,5)

The clearest exanmple of the agent's adapting to the client occurred
during the diascussion of the education fund. "“It's like yourself. A
sound education is essential to success." The suggestion was that the
client was a success and that he realized the importance of education in
attaining that suoccess. Adaptation to client experiences, knowledge and
beliefs seemed apparent in the use of the faotor of suggestion, (B.5)

Then the agent asked how such of a fund the client would like to
establish and added that it was a difficult question for the client because
he did not know how many children he would have in the future. The agent
suggested $4,000 to $10,000 was necessary for a four year college oourse
and the client chose the lower figure. The agent recorded that figure and
reminded the client that he would have to have his insurance program
revieved with each new child. (B-5)

Noting that both the client and himself were a long way from retire.
ment, the agent asked what kind of an income the client thought he would

like to have when he did retire. The client sald he would like to retire
with what be was making at the tisme. Then he added that retirement

wouldn't take as much money as bvefore. The agent disagreed with that
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belief, noting that retirement was a time to do things one had always
wanted to do. In addition, even retired people had to eat and pay taxes.
The client had not considered retirement from that point of view and it
seemed to make sense to him., The agent suggestsd a figure of $10,000 for
retirement and said it could be adjusted in the future to fit the client's
plans., (B=5,6)

liere there seemed to be some adaptation to the uncertain future of
the client, providing for change in the insurance program. But this
adaptation is built in to the insurance company's policy of reviewing
insurance programs at regular intervals. Thies policy had been pointed
out by the salesman before this point.

The last fund considered by the client and the agent was the disabi-
1lity fund. Again, the agent asked the client what he thought he would
need to "get by on" if he were unable to work. The client believed that
expenses would rise if he were disabled. The agent agreed with that belief.
The client then seid a figure of $1,000 per month would probably be neces-
3ary to cover additional medical expenses in addition to regular living
expenses, The agent recorded that figure, (B=6)

Bere there is evidence of the agent's adapting to the olient's
telief that disabilities raise the cost of living for a family. Ewidently,
the thought that health and hospital insurance would meet some of this
increased cost did not occur to either the ¢lient or the agent. Or, if
it did, neither made an attempt to suggest thst a lower figure might well
meet the needs of the client in case of disability.

Fefore concluding the section on determining the client's insurance
needs, the agent asked if the client's wife worked. The client esid yes
and noted that if an emergency arose, his wife could easily find work.

The agent noted that this was true if there were no children. Then he
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added, "when there are children it's important, I's sure you realise, that
they have the mother home." (B-7) This corresponded with the beliefs of
the client and the factor of identification.

Then the agent began to review the figures that he and the client
had arrived at during the preceding period. He asked, '"we set up $2,500
for last expenses. Is there any way we could possibly reduce that or
should we add to it?" The client agreed that it should remain at that
figure, Then the agent asied about the $10,000 emergency fund. The client
thought that should probably be reduced if it was for leaky roofs and that
"kind of thing." 7The agent replied that he wanted what the client would
consider a reasonable, “adequate picture' of his needs. The client thought
half that figure would be better. Then they reviewed the education fund
and decided that it would remain at $4,000 subject to revision in the
future, The guaranteed monthly income fund remained at $300 and the
mortgage and rent fund was set at $30,000. (E-7,8)

Then they reviewed the disability fund and the retirement fund and
concluded that those figures should remain the same. It is interesting to
note that when it came to reviewing the disability fund, the agent did not
ask the client if he thought it should be raised or lowered but said,

%, « « wo figured that you would need at lsast 51,000 a month income and

I think that that is a reasonable figure because it's like you say, there
would be added doctor bills, etc.” (Be8) Even if the client thought that
that figure should have been reduced, the likelihood of such a change is
doubtful after being told that it was reasonable.

This review period is suggested by the training materials as a means
of "proving" to the client that he is the best judge of his insurance

needs.2

2The Prudential, The Dollar Guide, p. 21.
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As has been noted previously, this portion of the sales presentation
requires that the agent accept the client's view of what his insurance
needs are. Therefore, it would not bte appropriate to call this adaptation
to the client. It is important to note that the review of the cliantts
insurance needs would probably act to solidify those needs in his mind and
provide the agent with a reliable goal toward which to adapt an insurance
program,

Raving arrived at the client's insurance needs, the agent then asked
if there would be any reason why the client couldn't go ahead with an
insurance plan that met those needs it it fit the client's budget. The
client responded by shaking his head no, The agent then asked the client
if he could save $100 a month without putting a "strain on the budget and
without having to do without taking his wife to the show.” The client
responded with '""Oh, yes, I think so." (B-8)

The client felt that the agent was demonstrating his concern for the
client's welfare by asking how much money the ciient could afford to spend
on insurance, Uoing this before deteramining the exact nature of the
insurance program gave the agent the necessary guidelines to follow. In
this way he could be sure of suggesting a plan adapted to the client's
knowledge of how much he could afford to sperd, [t should also be noted
that by getting the client's commitment to (1) an insurance plan that
would fit his budget and (2) a set figure within the budget, the agent
had a psychological advantage. The olient could not refuse without
admitting that he had made an error in deciding how much he could efford
to spend.

The agent then provided another opportunity for the client teo
review his insurance needs by asking whioh of the funds would be most

important to cover if the whole package could not be ineluded for $100
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per month, The agent asked the client to list the funds in order of
importance. Then the agent gave the client a folder dealing with social
security benefits while he arrived at the insurance program. (£.9)

Here there is evidence that the agent anticipated the possibility
that the client's budget would not allow for full coverage of all the
needs, This would allow the agent to more carefully adapt his insurance
proposal to the client's most pressing needs.

Before the agent turned to his figures, he noted the client's assets.
This included information regarding 1ife insurance, social security,
pension or retirement plans, and savings. He also asked about health and
disability insurance the client might have had. (k-9,10,11) With that
information he turned to his books and about five minutes later was ready
with a proposed plan for the client.

The agent reviewed the client's insurance needs and suggested that
the client would need a permanent insurance policy to cover $11,500 and
a term policy to cover avout $84,000, (E-<10,11) 7hen the agent reviewed
the client's assets, ke pointed out that social sacurity couid not te
included in the client!s assets until he had children or until his wife
reached age sixty-two. He then noted the client's 510,000 insurance policy
and his savings account., (BE-12)

The agent suggested the client consider covering his insurance needs
with a program of permanent and term insurance. Specifically, the agent
suggested a perranent policy of $30,000 and a term rider for $54,000.

This would cost the cliert $63.66 per month., Then he added that though

he agreed with the client that a disability plan for $1,000 was reasonables
he could only insure 75 per cent of the client's income., That meant that
he could provide a disability plan to pay the client $750 per month at a

cost of $25 per month., The total premium for this insurance program
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"would run $89.66, which is less than what you said you might be able to
save."” (E.12) It was ouvious that the clisnt was pleased with the program.
tis response was, “Ninety dollars a month for all that, huh?"! (E.12)

The client then asked about the insursnce policies and the agent
describved ths gain the client would make by age sixty-five., Low the agent
took the various elements of the client's background into consideration is
evident from the following passage which deserves to be repeated here.

So at age sixty~five your contract . . . would have a cash
value of $51,792 which could provide you $362.54 a month for
1ife at retirement time, This would nct come up to your
210,000 that you want tut T'm sure that you'll work some-
where where you will have a retirement plan and also you'll
have social security, something coming out of that. But
there is no way of looking ahead to tell you exactly what
it will te, because you worked half and half in Minnesota
for three years. That might not even qualify you to be
permanently insured under social security, so at a later
date when you are working under soclal security and are
fully qualified then you can use part of that for your
retirement. Also, a pension plan wherever you work, In
today's market it's hard to go anywhere without finding a
pension plan. It's almost a necessity anymore to ecquire
good people. (BE-13)

This explanation of the insurance program seemed to the client to
be an honest attempt on the part of the agent to point out the benefits
and the limitations of the plan. In the client's eyes, the agent was not
attempting to "put anything over"™ on an unsuspecting prospect. Instead,
the client felt that the agent was making an attempt to realistically
assess the client's preparation for the financial future, and this is
interpreted as in keeping with the premise: "The future belongs to those
who prepare for it."

There is evidence in this passage that the agent was attempting to
edapt to the client's helief that the retirement program was of lowest
priority on the list of funds. In addition, the agent tried to indicste

that there were other additional gources of income in the client's future
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that would more than offset the lack of a retirement fund at the present
time,

The client then asked the agent to explain how the disability plan
worked, This he did. The client then asieed again how much the program
would cost and the agent repeated the figure of $89.66. ke agent took
this as a cue that the client was interested in buying the insurance package
and suggested he fill out an application for the insursnce. The client
deferred taking this step until he had had a chance to talk it over with
his wife,

The agent responded bty noting that the client may have tecome disabled
before the comnany had a chance to issue the policy if he hLesitated at this
point., The agent then related an instance of just such an oceurrence. The
client, however, did not believe that he would tecome disabled tefore he had
a chance to talk the proposal over with his wife. ([=15)

The agent and the client then made arrangements to meet again and the
client and the agant expressed their appreciation to one another. In doing
80 the client mentioned that he felt tuying 1life insurance was "just like
buying car insurance, You may not uss it, hope that you don't biut you
need it." (E-15)

This prompted the agent to respond by noting that buying car insurance
does not guarantee a return for the money invested. If one never had an
acclident he would never collect on the insurance, Life insurance, he
noted, provided an instant estate in the event of the death of the policy-
holder and a good return on the investment if tho client lived to the
policy's date of maturity. Then the agent desoribed the advantages
between 1life insuranc: and savings acoounts and the client remarked that
he agreed with the agent's point of view. Then they discussed the relative

merits of mutual funds and agreed that a life insurance program should be a
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pre-requisite to investing in the stock market. (E-16,17)

It seered apparent that duvring this time the client and the agent
found themselves in agreement on the issues surrouncing the relative merits
of 1life insurance, savings accounts snd stocks., Tkis discussion provided
furtler means of identification tetween agent anc client.

Fefore the agent left, he invited the client to consider a future in
1ife insurance sales and left an application form with the client to look
over. The agent confirmed the meeting time they had agresd to and parted.
but just trefore this he said something that indicated ris attitude toward
1ife insurance sales. "It is a rewarding career if you like coing things

for people. I've always enjoyed it." (B-18)

Surmary

The impression left with the client after the agent hed departed
was that Salesmar B had approached the sales presentation in a very
businesslike manner. The agent seemed aware of the fact that he had a job
to do and he stuck with it urtil he finished it. The fact that Salesman B
did not get sidetracked to other issues seems to support that observatién.
Throughout the presentation the client felt that the agent was concerned
with finding the "rieht" policv and, in contrast to Salesman A, not
attempting to find the largest nolicv. Because of this attitude, the
client felt that if he were to purchase a policy, it would te purchased
from Salesman .

At this point it is necessary to return to the purpose of the
analysis and determine the adaptation of the eight persuasive factors to
the client. While the agent was able to gain and rmaintain the client's
attention through the use of a number of specific techniques mentioned in

Chapter IT, there seemed to he little specific adaptation tc the client.
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Attention was assisted by the use of the techniques of vitality, proxi-
mity, and repetition,

The effeotive adaptation of suggestion to the client's experiences
and beliefs is seen in the agent's presentation of the recommended insure.
ance program to the client. Recall that agent B had determined what the
client's insurance needs were, determined the priority of those needs in
the client's mind, and determinad what the client knew he was willing to
pay for insurance. With that knowledge in mind, the agent proposed an
insurance program adapted to the olient’s desires. In faot, in the client's
mind, this was the strongest aspect of the sales presentation, the fact
that the agent had proposed a program that met his needs and wes within
his budget.

As was noted in the analysis, agent B identified with the client's
beliefs regardiné 1ife insurance, In addition, comaon interests and
experiences were found to play a part in the introduction to the sales
presentation but there was little in the way of evidence to suggest that
the egent went back to that knowledge during the sales presentation
itself. One instance was during the presentation of the need for an
education fund and the agent emphasised the point that the client under-
stood the need for an education, probably referring to the client's
educational background as preparation for the future.

The agent used the faotor of evidence when he referred to the survey
of funeral costs reported by Rorthwestern University, a prestigious school
in the eyes of the client. Aside fraom that instance, most of the evidence
in the sales presentation revolved around the personal experience of the
client and the agent. During the disoussion of the amount of insurance
the client thought he should have the agent continually asked for the

client'’s opinion. And in each case, the agent aocepted what the client
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thought was the appropriate amount for each of the funds. Of course, the
agent made suggestions as to what the client might consider for a rent fund
but that suggestion fit the client's belief of what it should have been.

The only time the agent disagreed with the olient about a specifio figure
was the instance when the agent could not gusrantee more than 75 per cent
of the client's income for a disability pay plan. Other than that the agent
adapted to the client's beliefs es to what kind of protection he needed.

In the oclient's mind this technique was in keeping with the statement
made during the book talk, that most men bave a better idea of what their
needs are than does the agent. The agent illustrated for the client that
he believed that statement by his actions during the sales presentation.

So the inductive reasoning that supported the final insurance plan presented
to the olient was supplied by the client and not by the agent.

The factor of emotion through appeals to freedom and security was
adapted to the client. Recall that the agent seid that retirement was a
time to do things rather than sit at home and locok out a window. The
client believed this to be an accurate stateasnt of how he felt retiresent
should be planned. But it is difficult to point out how the agent would
have lnown this about the client because there was not mention of what the
client expected retirement to be like. The technique of presumption seems
evident in ;.his oase,

The appeal to security was adapted to the client's situation when the
agent noted that the client's wife would not be able to work if there were
snall children in the home, To provide the children with a mother required
that the client invest in 1ife insurance. The security of a home and
money required for living expenses was also part of the insurance program,
The adaptation here is to the client's belief that one should make arrange-

ments to provide these things in the event of death. In addition, the
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client believed that his wife should be in the home as long as there were
snall children,

As with Salesman A, Salesmen B made limited use of connotative
language outside the book talk. There were few figures of spsech used and
none were found to be specially adapted to the client. The agent'!s grammar
did drew attention to itself at times, For example, when talking about the
emergency fund the agent said, "An emergency fund iz a fund that when things
come up, for example, when you are a home owner and a leaky roofs or a blow-
out on your car. . ." and the client noticed the error. Other than this
the agent's language seemed conventional and not adapted to the client in
any special manner,

An analysis of the audio recording of Salesman B's presentation
indicated that he was prone to using less variety of pitch and rate than
Salesman A, But his delivery would probably be categorized as conversa-
tional indicating that he avoided monotonous vocal or gestural activity,

It was noted above that the client felt that the strongest aspeot
of the agent's presentation was his organization. Salesman & impressed
the client with his carefully controlled presentation that did not involve
the distracting side comments found in Salesman A's presentation. This
agent kept on the subject of insurance and the client all through the
presentation, In addition, it has already been noted that the client
appreciated the agent's going through the insurance needs a number of
times to reaffirm the client's judgments about each. And when the agent
got to the period where a specific insurance program was to be presented,
the agent had it outlined for the client and it did not require modifica-
tion before it was acceptable. This is in contrast to Salesman A's
problem during the last stage of his sales presentation where he had to

constantly revise and rework the insuranoe program to suit the client's
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needs and budget. Therefore, the factor of organization added more to the
agent's persuasive presentation in this last interview than it did in the
first,

It should be pointed out here that the training materials suggest
the agent follow the procedure used by Salesman B. Salesman A deviated
from the procedure by (1) not reviewing the client's needs and (2) not

taking the time to work out the insurance program while the client sat by.

Summary
This chapter has been concerned with an analysis of two sales

presentations to determine the audience adaptation demonstrated by wo
suocessful 1ife insurance salesmen. This was accomplished by utilising
eight persuasive factors fourd in four traditional persuasion texts, the
1ife insurance training materials, and in the sales presentations them-
selves, An attempt was made to indicate how each example of the persuasion
factors were related to a specific client's experiences, knowledge, and
beliefs, The results and eonclusions derived from this analysis are

presented in Chapter V.,



CHAPTER V

SUMMARY, CONCLUSIONS, TMPLICATIONS

Summary
The focus of this study was the hypothesis that successful 1ife

insurance salesmen demonstrate a higher degree of adaptation of traditional

persuasive techniques to the listener and occasion than less successful

1life insurance salesmen. In order to test the hypothesis, a field study of
two Prudential life insurance agents was conducted. On the basis of repre-
sentative criteria (i.e,, sales record, length of service, manager's
recommendation) one was termed more successful and the other less success-
ful,

Eight persuasive factors were determined to be significant in
persuasive presentations. They were the factors of attention, suggestion,
identification, evidence, emotion, language, organisation, and delivery,
The term "audience adaptation”" was defined and applied to these eight
persuasive factors as they appeared in the sales presentations of both 1life

insurance agents.

Conclusions

This study indicated that the more successful salesman {Salesman A)
did demonstrate a higher degree of adaptation to the client than did the
less successful salesman (Salesman B), Salesman A made more reference to
the client's experiences, knowledge, and beliefs than did Salesman =, Eut
it should be noted that both salesmen did adapt to the client., And Sales-
man B was the agent the client felt he would buy insurance from rather than

Salesman A. This was attributed to the fact that the less successful
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saleaman showed less tendency to go off on tangents and folloved the
suggested sales pattern of the training materials more closely., The less
successful salesman also impressed the client as being more cooperative
and less coercive than did the more successful salesman.

A second conclusion arrived at as a result of this study is that the
techniques advocated by the persuasion theorists are applicable, with some
modification, to persuasion in a one-to-one sales situation. While
persuasion is generally studied by speechecommunication soholars in the
context of large audiences, this study indicated that one-to-one persuasive
situations offer a context in whioh the traditional persuasion factors may
be analyzed. A valid study of the one-to-one situation should take into
consideration significant distinctions between persuasion before large
groups and one auditor. Different expectations concerning effective
delivery, language, and organization in one-to-one situations is essential,
Recognizing that the persuader and the persuadee have more verbal and non-
verbal interaction in the one~to-one situation implies other distinctions
to be made, But the fact remains that the traditional persuasive techniques
advocated by the persuasion theorists for the public speaker worked well for
the persuader in this study concerned with one persuadee. This conclusion
is supported by the high correlation between the persuasive techniques
advocated by the theorists and the persuasive techniques found in the sales
presentations,

These conclusions are limited by the scope of this study. Lecause
of the limitations of studving two sales presentations presented to the
same client, these conclusions are tentative and subject to further
research before they oan be generalized to the field of 1life insurance
sales or persuasion as a whole, But in the context of this study, these

are the supportable conclusions:



87

1. More successful salesmen demonstrate a higher degree of audience
adaptation than do less successful salesmen,

2. Those salesmen who follow the recommended sales pattern will be less
prone to digress from the persuasive goal, meeting the needs of the
general buyer,

3. There is a high degree of correlation between the persuasive factors
suggested by persuasion texts and the persuasive factors found in the

training materials of the Prudential Insurance Company and those
employed by agents of the Prudential.

Implications for Future Research
Because of the findings of this research, there is a need to determine

more accurately the role of audience adaptation in persuasion and the
specific effects such adaptation has on the persuadee. As was noted, the
client felt that if he were to buy insurance he would prefer to purchase a
policy froum the agent who spent less time digressing from the established
sales pattern. This may indicate that audience adaptation in the sense of
meeting a persuadee's expectations of the persuader is just as important
as audience adaptation in the sense of references to the persuadee's
experiences, knowledge, and beliefs, The relationship between these two
elements of the persuasive situation need to be more carefully defined and
isolated in laboratory experiments and tested in the field.

More research is also needed in the area of the eight persuasive
factors used in this study. Much that is written about organization,
delivery, and language is largely based on subjective recommendations of
the theorists. More needs to be discovered about the effects of different
types of organization on the persuasive situation., And this research needs
to be extended beyond the question of whether strong arguments should be
placed first or last in a persuasive speech. Beighley argued that "It is
obvious that there is much unknown about the funectioning of organization

in both comprehension and persuasion, This area should be a most profitable
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one for future research."l This statement followed a report of research
that indicated that there was no statistical difference in the ability to
recall information presented in organized and disorganized speeches,

Research in the areas of language and delivery and their influence in
persuasion has not ylelded any systematio understanding of how these factors
affect the persuadee although some attempts in both areas have suggested
new avenues of research,l Fach of thess factors need to be closely ana-
lyzed to justify the importance placed upon then by persuasion theorists.

Secordly, more research needs to be undertaken by speeche-communication
scholars to detereine the nature and importance of audience edaptation in
persuasive comsunication. The theories of audience adaptation cited by the
textbook writers need to be examined in detail, in laboratory and field
experiments, to provide more concrete evidence as to what audience adapta~
tion is in practice and how it affects the success of the persuader. Ground-
work has already been started in this area but expanded efforts are needed
to determine a functional definition of audience adaptation in practice.

A third erea for future ressarch rests in the area of noneverbal
communication,. Anderson and Clevenger have suggested that "Such non-content
stimull as dress, voice, and manner apparently affect the attitude of the
audience toward the speaker, but these factors may not be related to
persuasiveness on a given occasion."> Research is needed to determine when

such noneverbal factors do influence persuasion. More importantly, there

ik, c. Beighley, "An Experimental Study of the Effect of Three
Speech Variables on Listener Comprehension," Speech Monographs, XXI (June,
1954), 248,

ZJohn W. Bowers, "The Influence of Delivery on Attitudes Toward

Concepts and Speakers," Speech Monographs, XXXII (June, 1965), 154-158,

3Xenneth Anderson and Theodore Clevenger, Jr., "A Summary of Fxperi-
mental Research in Ethos,” Speech Monographs, XXX (June, 1963), 78.
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is a need to know how such factors affect the outcome of a persuader's
effort,

Speech-cormunication scholars also need to study more closely the
nature of the one-to-one communication/persuasion situation in order to
draw more valid distinctions tetween large audiences and audiences of one.
As was suggested in Chapter III, this is a complicated matter and will
require careful analysis to provide fruitful results. However, there 1s
now research to use as the basis for further studies., One approach that
may prove to be of value would be a repetition of the type of study
conducted here. Field research with other salesmen would provide a ready
source of subjects for the study of one-to-one communication/persuasion
situations.

Last of all, there is a need for more field research to establish
viable methodologies for use by speech-communication scholars. As was
suggested by the 1969 SAA Summer Conference: ". . . intensive study should
be initiated into the creation of methodological designs, toth quantitative
and nonquantitative, which are applicable to the task of handling data with=-
in a framework of limited oontrols."

Studying various persuasion elements in the field, testing them
further in the laboratory, and re-testing them in the field will provide
that breadth of knowledge needed to arrive at cogent, practical solutions

to the many problems still facing the persuader,

4pace, ™Mlorkshop F," p. 37.
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A-1 Agent:

Client:

Agent:
Client:

Agent:

Client:

Agent:

Client:
Agent:

Client:
Agent:

Client:

Agent:

Client:

APPERDIX A

Sales Presentation Al
¥r. Shoen? (Agent's name.)
Greetings, Come on in,

Nioe to meet you.

How are you?

Fine, fine.

Good, good. May I tske your coat?

I didn't Jnow how cool it was going to be out today., It's
supposed to get cooler but it's nice today.

Boy, I tell you, it's just beautiful outside,
I like that, It's good to have fifty degree weather.

Darn right it is. Have a seat, have a seat. This is just
great. I'm not used to it being so nioe.

No.

Because we're from Minnesota and we're used to more snow
this time of the year and this is just different from any-
thing we've experienced before. But it's just great, just
great.

T 1like it. I don't mind snow. Getting a little tired of

it now, ready for good weather to start. I hope that we get
our bad weather over with in winter and have another spring.
Seems 1ike the last few years we've had not a real good
spring. It's been kind of cold and unfavorable. “hat part
of Minnesota are you from?

From the east-central part. North of the Twin Cities,
around St. Cloud, in that area,

1The transcripts for both Salesman A and Salesman B have not been
edited, retaining as many non-fluencies as were recorded to approxizate
true speech patterns. The agents! names are not recorded here to maintain
their anonymity. Vviords not understood by listening to the audio tape have
been clearly noted in the text of the transcripts by this figure: ( v 8
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I've got some relatives up around Tomahawk, Wisconsin,
They are always talking about the snow there, of course,
I mean, travel in the wintertime 1s by snow-mobile, usually.

There are lots of places up there that rely on snow-mobiles
and all linds of other gadgets. Cars with, those vehiocles
with the big tires. You know, the balloon things, go over
anything. Sometimes, snow-mobiles and that sort of thing
save lives, Doctors have used them and everything else. So,
you have to make do when you have problems like that.

That's right. I was reading an article, it was in a news-
paper, when that big storm hit out on the East Coast, New
York, out there, they were rumning, the Civil Defense was
running rescue missions on snow-mobiles and sleds and things
like that. They had even to bring some in, transport '‘em in,
flew 'em in by airplane so they could use them. Something
new that they had never used bLefore.

Snow-mobiles haven't been around too long. I know they
started manufacturing them in Ninnesota about six or seven
years ago, well, maybs longer ago than that now, btut, ah,
it's just a boom, There are snow-mobile dealerships all
over the countryside up there.

Welre beginning to get some., We've got about three of thes

in (Agent's home town) right now.
Is that right?
Uh huh, Are you going to school here, are you, Diock?

well, I'm a graduate student and a faculty member, so I'm
caught right in the middle. I'm completing work on my
masters degree in speech.

I just hi'ought my wife next door. TYou kmow Don S.?
No, I don't.

He's on the faculty here, I don't know in what capacity. He
used to teach at (Agent's home town) while I was teaching
thers., He was on the faculty, so my wife, I kmew it was
pretty close in this vieinity, so I just brought here along
to let her visit, It's her cousin, that's why.

Oh, I see. I hope to finish up this spring and beve already
located a position for next year. That's why I wanted to
talk to you. I talked to Mr. Henneberry (district manager)
and I said I'd 1ike to talk to a good salesman, He said okay.

Since I was number one in the district last year, in the
Decatur district, he called me and that you wanted to
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talk to me and, 'course I didn't imow what the situation
was or anything. But the reason.-l base my success on the
reasone-l do prograsming. In other words, I program a
person's insurance., I pride myself in not just trying to
sell a policy. I find out what a guy really wants, what
his needs are and then Ifll try to fill his needs with
insurance t- the best of his incame. And that's how I base
my approach. I do a 1little bit in the way of service. Like
if you've worked at a job wvhere you paid in social security
I always make it a point to have a person check on their
savings account in Baltimore, Marylsnd. Most people arenft
aware of it, and ooccasionally there is a slipwup where the
money is being credited to the wrong account number, and
something you should check up on periedically. Now, being
a teacher--workinge-you don't have this, as such, because,
well now, in some states you do, as I understand,

Client: I believe bhack in Minnesota we did,
Agent: Yes.

Client: They took out—epart of it went to soclal security and the
other part went to the state retirement syatem.

Agent: Right. Now in Tllinois, as I understard it, you have the,
with the teaching——now I don't know about the college
faculty--high school faculty, they don't pay into social
security. They pay straight into the Illinois Teacher's
letirement,

Client: I'm not sure how it works over here.
Agent: I'm not either,
Client; I don't know,

Agent: I ass'me that it's probably just like everywhere else, You
go straight through the state. They have their own retire.
ment vrogram, EBEut this is how I base my approach,

I've got a recording on the taps recorder here, Sometimes

I use it, sometimes I don't. It's more of an inspirational
thing. It brings in some third party influence, Earl
Nightingale, I don't know, maybe you've heard him talk, RKe's
an orator of sorts, a lecturer, And a very good motivator.
He's got a 1little story about a money machine that he talks
about, Which I use sametimes. And this usually sets up
what J--trying to do, It takes about fifteen minutes,

Client: Okay.
A4 Agent: While {t*srunning 1'11 get my other things out.

(At this point the agent started the tape recorder., The
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quality of the tape was extremely poor and he made a few
tone and volume adjustments at the outset. These adjustments
did not improve the quality of the recording and the client
was unable to understand more than mere bits and pleces of
it. During this tine the agent was oooupled with papers and
books in his briefcase. At the conclusion of the tape, he
again turned his attention to the client.)

I use this fellow to sort of preview what I want to talk to
the person about. The first thing I do is go back and work
out this social security thing. I need—«hat we do is take
your account number, your social security number, your date
of tirth, name, address, sign it, and then.eoh, in about six
weeks the soclal security bureau or division will send you
back a letter and it will have your earrings listed each
year up through-ethis is my own personal one.-I've done this
several times. Course, I was teaching for awhile and mine
isn't as hirh as a lot of 'em are that I check on, But it
comes direct to you. I don't have any way of checking it
or anything. It's mailed direct to you, so that's a
perssnal thing.

Okay.

But, let's see, I need you date of birth and your account
number,

The acoount number is 473-48-6097.
And your birth date?

Is October 5, 1544,

And that's Richard?

Yh huh.

You go by Riohard or Dick or beth?
Anything,

You have middle name?

Mostly Diok.

You have a middle initialt

L.

Is that on your social security card? It should be put down
here the way it is on your social security carxd.

Yes,
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Richerd L, And that's S-

BE<O0-ER,

And this is 153% Third Street. Do you know the zip code?
61920,

Okay. Sign your nsame as you usually write it.

Okay.

And what 19 your wife's birth date? And her name?

Well, let's see. Her birth date is June 12, 1944, And her
name is Norma,

No children yet?
Not yet.

Okay. Now tow—are you interested in this programming?
Yes, very muoch so,

Okay, Let's ses. Get organized here a little bit., Mine
always looks different than everybody else's, Everybody
always keeps their's so nice and tidy when mine-==I use
mine-=it's getting beat up and everything. But, first of
all, I wil) do a 1little bit of bragging. Ah, working for
Prudential, I represent the number one company in life
ingurance . This is in 1966, this came out, and sinece then
we have grown considerably more. Nineteenesixtyesix we had
23 billion dollars wvorth of assets, and that's what tdey tax
the oampany on, base the oompany's sise on. Which we, we're
proud of that because we've just passed Metropolitan. And
since then we've grown. I have to brag about that, first
thing I always do. But, and that's all you hear about: The
company being great and all that., Prudential's motto is

THE FUTURE BELONGS TO THOSE WHO PREPARE FOR IT. And FOR
MOST MEN, INSURANCE DOLLARS ARE THE MOST SATISFACTORY DOLLARS
AVAILABLE FOR THEIR PAMILIES' WELFARE WHEN THEIR RIKG
POWER IS CUT OFF BY DEATH, OLD AGE OR DISABILITY.

TEE PRUDENTIAL INSURANCE COMPANY BELIEVES THAT EACE INDIVI-
DUAL HIMSELP IS IN A BETTER POSITION TEAN ANYONE ELSE TO
JUDGE HOW MANY OF THESE INSURANCE DOLLARS HIS FAMILY WILL
NEED TO GUARANTEE TREM THE NECESSITIES OF LIFE., IF YOU SHARE
THIS EELIEF, TBEE PRUDENTIAL DOLLAR GUIDE WILL BE MORE THAN
USEFUL. YOU WILL FIND THE NEXT FEW PAGES HELPFUL IN DETER-

2The portion of the transcript in UPPER CASE was resd directly from
the agent's presentation book,
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MINING HO4 MANY INSURANCE DOLLARS YOUR FAMILY WILL NEED,

ALTHOUGH THEIR INSURANCE OBJECTIVES DIFFER, MOST MEN AGREE
THAT THEIR FAMILIES' SECURITY DEPENDS ON INCOYE, A MAN'S
STANDARD OF LIVING DEPENDS OX HIS EARNING POWER, HIS PLANS
FOR THE FUTURE REQUIRE A STEADY INCOME. IN SHORT, THE PRESENT
AND FUTURE WELLeBEING OF HIS FAMILY DEPENDS ON INCGME DOLLARS,
MOST MEN PROVIDE TEESE INCOME DOLLARS AS LONG AS THEY CAN,

BUT INCOME CAN BE STOPPED BY DEATH, OLD AGE OR DISABILITY.

MOMEY PROBLEMS SHOULD ROT BE ADDED TO A FAMILY'S PERSONAL
SORROW and everyone will have a LAST EXPENSE FOUND, B8urial
expenses and suoh.

ONE OF THE GREATEST GIFTS A FATHER CAN LEAVE HIS FAMILY IS
AN INCOME TBAT WILL TAKIY CARE OF RVERYDAY LIVING EXPENSES,
And this would be in the way of a GUARANTZED MONTHLY INCCME,
Social security ie not enough to get by on whenever a person
is used to a oertain etandard of living. Usually it's a
pretty big drop down to social security.

EMERGENCY FUND, You won't have these for awhile, until you
goet ohildren, Once you get children you have emergenoies.
You might have some now, tut they‘'re not like when you have
children. I've got three amd I imow, They're eertain to
arise, tale my word for it.

A1l right.

MORTGAGE OR RENT, A FAMILY ALWAYS NCEDS A PLACE THEY CAN
CALL HOME, Now, in this, I've go along with, a lot of people
I telk to are still renting, and I just say well, let's take
the rent you would pey over the next twenty years and set
that aside as a lump sum. DBeocause that could, in effect,

buy a house for a widow or something like this, Aad ¢his

is the vay I usually program this. Whether you live in an
apartnent or a home, there has to ba a place that they can
call howe. And this I always progrem from this angle.

Uh huh.

An EDUCATION FURD, TODAY, A SOUND EDUCATION IS ESSENTIAL
TO SUCCESS. And I think you are very swvare of thie. Being
one of the few in the Decatur distriot that have been to
oollege, and I vorked my way through Eastern here, I went
into teaching and I vas just not satisfied with the eoney I
had invested in an education to be a tesoher. Now, I
enjoyed teaching, I really enjoyed it. But, monetarily wise
I was Just forced out of it. I had to bunt something that
was better for me., And that's why I wound up with Prudene
tial. But this education fund, and it's going to be more
and more each year, I just read the cost of enrolling at
the Uniwersity of Illinois went up $400 a year or something
1like this.
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RETIREMENT FUMND, THe KEY TO A HAPPY RETIREMENT IS AN INCOME
YOU CANNOT OUTLIVE. You will have an income coming from,
you know, group pension or if you're going to be working for
a school, you'll have a state pension, usually, Usually,
people like to add to this because this usually isn't enough.
And, through life insurance is a good way to do it.

DISABILITY, A PROLONGED SICKNESS OR INJURY CAN CUT OFF YCUR
INCGTI, With an edu ation that isn't quite as oritiocal. A
lot of jobs a college graduate will hold will have a year
where they will let you work partially, you know, even if
you're flat on your baek you can still do a little bit of
work,

Uh huh,

Mainly for people who depend upon their physical power
rather than their mental powers. This is more important
for them. However, this could be important for you, if you,
you know, be laid up for six months or ssven months without
income, your income would be cut off. With those in mind,
I've got this sheet here and I'1ll just go right down the
sheet and find out just what your objectives are,

And what 1s your age now, Riohard?
Twenty-five,

And your wife's age is?
Twenty-three,

Okay. Now, for last expanses. What do you think it would
cost you in the way of last expenses for..l usually conduct
this interview with the husband and wife and I ask the wife,
"What would it take to put your husband away?" Usually,
unless they've had a recent death in the family or some rela-
tive or same friend, they're not too aware of what this costs,
And has went up considerably. So, being a reslist, I went to
a funeral home and I was over there and I hed fem bill me out
a death certificate. Ah, funeral expense and everything like
this. And this one is out of date by about two years. And
it was around 31,232, Now that's just for the funeral home,
the casket and the vault. That's not counting cemetary,
monument and any last expenses that might be incurred, And

I usually talk in terms of 2,500 to $3,000, If you're in

a large urban ares, it will oost you more, course, like a
netropolitan erea like Chicago, up around ¥innesota, the

Twin Cities up there, it would cost you more t!;obnbly. than
it would in a rural area. I don't know exac what they run

out of state., I know what they run in state. DBut it will be
somewhere arcunde-between two and three thousand dollars, I
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know that myself. They charge you, let's see, you get
$26 tax put on you for dying.

You can't get away from that, can you?

Can't get away from that regardless of what you do. But I
usually estimate around $2, 500.

Okay. I'1l have to take your word for that,

Well, I've handled several claims in the past three months
now and most of them run right around $2,000, Some run

mors, some run less, The average is right around $2,000 on
the last six olaims I've seen, 3o, this would allow a little
extra for the future. Things continue to rise. Now, on the
emergency fund, which I showed you, ah, you don't have
ochildren, you will be expecting this at some time, Ah, I
usually don't even touoh on it unless the person wants to
because on this type of basis I 1like to get back at least
every other year and go over your program with you, And, now
I won't if you move out of state but a Prudential agent
should call on you and go over your program., Ah, we have

new children, ah, change jobs, something like this. And just
bring it up to date because it can change, you, ah, your
insurance is very flexible. I have people who save in
different ways, You might want to take some from, maybe, one
of the funds and set for a different fund, you know,

Uh huh,

It can be worked around, I usually, then, don't put too much
down for emergensy fund, but what they usually egree to is
about half a year's salary., You know, if you, costs you a
lot. Now, this would be a fund, something did happen to you,
this would be set in a lump sum, Your wife would have this
to draw out of any time she needed it. Any time any emer-
gency, say, an emergency could by anything. Maybe a big car
repair bill or something like this. Course you need a car.
This would be an emergency. Rather than cut down on her
expenses through living or borrowing money to pay for it,
sh® oan just draw this out and then if afts.ec the children
were raised, ah, through school, she oan take this lump sun
and take a guaranteed monthly income right along., For the
future, in other worxds, save for the future on an education
Mo

Yea.

And, I've been quoting people around $2,000 a year, Just
roughly, now some could probably use more. I got by on a

lot less when I was going to school. BEut this would be, ah,
in the instance you have a little girl who grows up and goes
to college~enow a girl can't find a job quite as easy, easily,
as a boy oan. At least in my experience. I think the girls
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night get a job as sales clerk and maybe, secretary to the
university, or something, but there's quits a few more in
competition. Wwhere the boys oan get out and work at nights
in filling stations and things like this if they want to.
Variocus things. So, I usually put down about $2,000 a year,
and figure four years. And, then, I guess, from all indica-
tions, have to go five years now.

It's getting to that point.

Tes. And they're talking a junivr college for two years and
three years. I think it may bte good. This junior college,
I was a little opposed to at first but I think it would be
good because I think it would bring the training up, sort of
& gowbetween between the high sohool and university.

Uh huh.

Because, I know a lot of college freshmen fail simply bLew
cause they can't make that transition from high school where
you're forced to study to studying on your own., And I think
that a junior college, just a yemar I think, helps a lot.

dight. I agree with that.

But, um, I usually then figure around $8,000. I just figure
on the one child. That you would have any time in the future,
start saving for it now,

Okl.Y.

So, then that would give you a fimed needs of around

310, 500. $2,500 for last expense, and $8,00 for education,
Mow this would change. Now we'll go to the mortgage-balance
or rent. %Now, living in an apartment I assume that you‘re
renting.

Uh huh.

Ah, one of these days you'll probably buy when you get
settled, when you finish school., But, for the present we
Just takewoI just put twenty years down and what you're
paying monthly in rent,

Well, we're peyinge-now does that include utilities and all
that idnd of stuff, too?

Ah, no, I just usuelly take the rent because. . ,
The rent? | |
Yes, because, now some people do include some of the

utilities but I just usually, unless you wanted to, I just
put the rent, that's all,
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Okay. Well, our rent is $130 a month.

Uh huh, Okay. That would run you around $23,000. $125 for
twenty years would be $22,680, add another five and that
would be roughly around $23,000. What you would pay.
Doesn't that stagger. You don't realize this until you stop
and really think what you pay. And, if something would
happen to you, and then, of course, your wife would have
snough money, she could buy a house for the children for
around $20, 000,

Uh huh,

Where ehe can put cash on the line she can get quite a bit
better house than someone having to go through a loan. Now,
a monthly income. What would your wife have to have—now
she's twenty.three now so she would have to go until she's
sixty. For the next thirty-seven years, what could your
wife 1live on per month? Kow she doesn't have to pay rent,
the house is clear. This is just personal, utilities,
things like that she would need. Nothing in the luxury
line, just bare necessities.

Oh, I don't know. I suppose she'd want. ., .,
$250 a month?

Oh, I suppose she could but with car expenses, just taking
into consideration what it takes now, and we're just kind of
living~~not the bare necessities..but, I would say at least
$250 a month or, perhaps, more.

$3007
Probably, I would say closer to $300 a month.

Okay. Well, thie is probatbly more realistic. It depends

a lot on how well she can manage money. Ah, and, if she's
like my wife, she'll drive ten miles to save three ceants on
grooceries. Make about four different stops at four differ-
ent grocery stores. No, I about ¢limb the wall., For
thirty-seven ysars. $81,081. Now don't be frightered by
these figures. Now, since you don't have any children, we
sort of leave this next one blank because this would be an
additional critical perioed income time., Due to the fact that
this would be the time when you have children. And, the
first twenty years they figure twenty yeare, ths first twenty
years of a child's life, this is a critical perioed for you.
If something happens to you then she has another mouth to
feed. And she has ne job, then you have to provide for that
income. You do receive something from social security and
your teacher's retirament, whatever it would be. Ah, they

do have some additional, it's usually not enough. But I
usually don't put anything down for that due to the faot
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that not until you have childreneenow if you got one on the
way, or something, then I go ahead and program this in.

Client: Yea. We're going to have a child next year.

Agent: Okay. Wwell, I'1l just go aheed and program one in for
twenty years then,

Client: All right.

Agent: Now, I usually, in talking about this, your wife would have
to have an additional amount over that $300 for the first
twenty years. In other words, with the baby there's all
types of expenses, you can't believe, Ah, but baby clothes
is a big expense. And, as they grow children's clothes are
really as expensive or more expensive than my clothes are.
You just can't find a sale on children's clothes like you
can on adult's clothes.

Client: Uh huh,

A.12 Agent: I usually try to either double or pretty closs to double
the income for that twenty year period.

Client: Double what my income is now?
Agent: No. Double this $300.
Client: OCh, oimy.

Agent: Okay, $600 a year. So that would be $300 a month additional,
She'll receive $600 a month for the first twenty years,
Then it would drop down to $300. This would be, ah, now
that'!s the amount of total fixed and decreasing needs that
you would need to do this for them, That's $69,027.

Client: Ume. That's a lot of money,

Agent: That sure is., You don't realize it but this is over a
period of years., Now we've got your liabilities, and take
into account your assets. And at present, assets we don't
consider, automobiles and things like that as an asset
because it is a decreasing value thing,

Client: Uh huh,

Agent: We have to take things that we can guarantee figures on,
So, we'll start off with your present life insurance.

Client: Okay, I have a $10,000 policy with Prudential.
Agent: $10,000 with Prudential,

Client: Yup. And, ah, that's it. Now we also have a policy on
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Norma., I believe it!s a $5,000 policy.

Well, you'd only be able to figure on yours,

Okay.

So, now, do you have any insurance with the school?

NO.

Now, your social security equivalent, ah, this is going to
be low on you because if you haven't worked and paid in,

you know, a lot of income, this would be very low. It'd be
hard to calculate anything on this until you get this back.

Uh huh,

Ah, I could show you what they usually--they want an ( )
on a child., Here's where, sometimes the people who work for
the goverrment or for, like a teacher, they're at a disadvan-
tage because, the longer-.if they're with the teaching
profession or with the government ten years or more, then
their benefit in case they die is more to the widow than
social security, But any time under ten years it's not as
good as social smecurity, It's that ten year period that we
have to allow for. But, for example, ah, your wife would

be under twenty-nine and if you'd paid in the maximum to
social security, then the widow and the youngest child would
receive $51,342 over monthly, in other words that would be
stretched out over a twenty year period. Plus, there would
be an additional $6,936 for an education benefit,

Uh huh,
If they qualified.
Now th‘t's if » o o

If you'd been working and maidng 3600 a month, paying that
into social security, and then . . .

Paying $600 a montb?

No, paying on $600 a month , . ,

Oh, I see,

That you esrn. In other words, paying the social security
on that $600. Which would amount to, oh, maybe, about $30

a month.

Oh, I s8¢. I see. And I would have to do that for ten
years?
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Agent: \Well, no, This would, ah, this would just be from social
security, ah, you see you start working on social security
and you did this for four years, and that would be suffi.
cilent to give you the naximume=jyou could declare the maxi-
mmm or your widew could declare the maximum,

Client: Uh, um,

A-14 Agent: But, ah, right now I don't know, you know, how long you've
worked jobs with social security.

Client: Well, it was only three years while I was teaching high
school,

Agent! Hm. mo
Client: AM thﬁn, ah. bias o

Agent: Well, I really would suggest vart of that would just cut
that down and make it a straight, oh, just roughly, around
$20,000. You haven't, since you quit teaching high school,
you haven't been paying into social security}

Client: I don't beliewve so., I don't believe they take out any
social security over here.

Agent: No, I don't belisve they do.

Client: YNo. And, ah, I now that I was not, let's see, I would
have to te making $7,200 a year,,,

Agent: Right.

Client: See, and I haven!te—even after the third yeare-I wasn't
making $7,200.

Agent: Uh huh,

Client: 3o, I didn't get to that meximum, In fact, it was more like--
I started at $5,000 and then it went to $5,700 and then it
went to $6,700,

Agent: Well, let's see here. Ve might make a couple of ( )
based on the top pay.

Client: Uh huh,

Agent: I'm always £inding that my book is based on the top, It's
based on $650, average monthly esrnings. Well, why den't
we just go ahead and since you have been working cver here
I know they take out some for your retirement. We'll
oaloulate this at, ah, atout half of what they do on here,
And 1t'1]1 come pretty close,
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A1l right.

Uh, not emactly, but it will have come pretty close. I*ll
just calculate on half, Ah, do you have any veterans'
pension or anything.

No.

Any other assets? Stooks! Eonds?
Savings account.
Ah, over a thousand dollars?

Yea.

Okay, we'll put it in then,

82, 500.

Okay. That's good., Most people can't save that much,
Fvery time I get mine up like that, I get mine up and my
wife sees something she wants, There was a new washing
machine., ., .

Roughly, then, this is what you need in the way of
insurance, right now. Since you are, at this time now,
you know, so to speak. . .

Uh huh.

You .eally haven'’t got your teeth into a fulletime job,
you're still going to school. So the pilcture looks a little
more bleak for you, of course, due to the faot that, ah,
this figure here could be larger, could be a little bit
more.

¢h huh,

Of course, some of these up here could be larger, too, as
you go along.

Yea.

Now, you-=it would require $130,000 worth of life insurance
to cover that., There's no use in saying that would put you
back a lot of money. So, what I do—there are different ways
I could show you this, And that would be to show youeel
would round this off to 131,000, well, I would round it off
to 130,000, Show you here, Now there would be three ways
you could cover this. You could buy it-.$130,000 of
permanent insurance, one policy, as suoch. It would give

you 100 per cent return on your money plus a big savings.

In other words, you would more than double your money between
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now and age sixty-five,
Uh huh,

The economy factor which, this would be the minimum amount

of cesh put out, would be just term insurance. A decreas-
ing term policy for that amount. And this would be the least
in premium but it would be the most costly overall because
you wait until you convert it. You would have conversion
privilege later on, make this permanent. When your income
zots better. And this guarantees your insurability, 1In
effect, this is what this is good for.

Uh huh.

But, abh, it does cost you in the long run, It's like car
insurance, when it gets down here at the end of the term
period it's gone. And that's it. You've had coverage and
protection but there's no savings, Now there is a slight
savings with Prudential, due to the fact that our term
policies are participating, also. Irn other words, you get
dividends back off a those,

And then we have the sombination, vhich at your age, you
would have a 100 per cent--you would have a 100 per oent
plus, ah, what you put into it in premiums. In other words,
you'd more than get back what you paid in premiums at age
sixty-five, But what it is, it's a base policy with a term
rider, to cover the term period. In other words, like your
mortgage here and this monthly sncome here for the children,
this could be with a twenty.five year term rider or a twenty
year term rider. You do have to have the base policy to
take care of this,

Uh huh.

Now, ah, this also gives you, ah, a base policy and a chance
to convert soms of this term insurance at a later date when
your income!s bhetter and you want to set up an endowment or
an annmuity, If you get into the right type of work, you
might be able to, ah, qualify for one of these tax sheltered
annuities which is good if you're going to be comnected with
a school.

Uh huh. ¢

It's real good for a, ah, retirement plan, ah, after they've
go* the ohildren raised. 1 don't reoommend before the
children are raised because they need the protection, After
the children are grown, of course, you've got this set income
that you've been spending on children., This is the time
bscause you get taxed more, &nd you oan take it right off
the top of your {040. In other words, say you're making, ah,
$20,000, yov can put $2,000 in a tax sheltered annuity, and
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only pay taxes on $18,000 which can sametimes put down an
income tax bracket. That savings helps pay that $2,000 a
year. This I recormend after the children are grown,
through school. . .,

Jh huh,

Because right now your major need is protection, some type
for you. Y assume your wife is working, too?

Yes.

Sowlth children she may not be able to work, And, ah, you
would be the primary breadwinner and you would want to

have your wife and children to lead a normal life, as well
as they could without you, I, not painting a real black
picture for you, but one never knows. Life is an uncer-
tainty, that's the best we can hope for. You know you
never now when you walk out that door you mighte-something
might fall on you--you never know.

Yea,

This combination would be in terms of--it would be around
$22,000 of permanent insurance with the remainder, would
be 105,000 in a term contract, MNow, I'm just guessing, I
don't know what vour income is or anything, but I doubt
that you could afford $130,000 of permanent insurance.

Row much would 1t be?

Well, let's see, you're twenty-five? At age twenty-five—
now I would show you, I'll show you a better premium rate
back here on this one, You would be better off gqualified
for one like this, It tmilds up cash value a lot faster,
It's called Professional Fifty, the ninimum contract is
$50,000, I%'s a, it's a real good contract we Jjust came
out with, You want this annually?

Th huh,

Okay. And, it would be--It would be right around $1,900.
That would be the annual premium?

Th huh, That's right.

I see what you mean by not being able to afford that.
$1,900. Now, the term prewmium would be less. Ah, I was
looking here., 50,000 of this would run fourteen... . that
would be more like nineteen thousand, That's not right

either, that can't be right because it's 14,71 per thousand.
50,000, That's absut right because 50,000 runs 745 and 1900
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would be right, would be--~. Look at this other premium
here--, For an entire year-., This is the test premium
we have on this. lNow this one here-.. Let me figure this
130,000. I'll show you the figures on this 130,000 term
here. I do write quite a bit of term insurance for people.
In fact, T write, well, I write a lot of straight term
insursnce. In other words, ten years. Term insurance for
ten years. In other words, what it does, I'll write, like
on this $130,000 of ten year term irsurance the premium
would be lower than the whole life., It ends in ten years.
But it does give you the option, of after you get out of
school and start wcrking, you can convert any portion of
this you want to permanent insurance at that time, And
it's worthwhile to do.

Uh huh,

See, what it does, it doss give you the whole program. Now,
you might not be wanting to cover the whole program, as
such. Most people, to be truthful, do not cover the whole
program. Now yours is higher due to the faot that your
soclal security is down so mveh. And this will change in

a few years, you know. And it will be more in balance
where this figure, rather than being 130,000, gonna be down
around 20,000, 80 to 90,000.

"h huh,

And this is why this picture is so large, at 130,000, Now,
I would call this is what you cenuld get by for around
80,000. With what you have. Now, rou can do this on a
permanent and term basis, which is the way I usually, ah,
show a psrson. Ah, let's see, that'd only run 489,70 for a
130,000, . «

$489 a year?

Th huh, For a thirty year decreasing term. In other words,
the first year you'd have 130,000 worth of coverage. The
next year it would drop down some,

Uh huh.

Each year it would kmep decreasing down so at the end of
thirty years it is gone.

Uh huh,

Now the only savings you'd have are what the dividends are,
Now, the one thing that would do it, let you have the
coverage and guarantee you conversion privileges, . .

Uh huh,
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And let you convert anytime during that thirty years.
Uh huh,

Ah, the remaining amount, they guarantee 80 per cent of the
remaining amount, The first five years, they'll guarantee
a 100 per cent of, in other words, you can convert the full
amount. Any smount you want. And then the one I usually
talk to people to, and-—=this would be this one down here.
Now, Jjust trying to reund this off, ah, would be, we have
a set rule, We oan only write so much term rider over a
permanent policy. And figuring even figures, a round off
like this, it's still uneven figures cause they come in
round tens--so, what I would probably suggest would be a
$30,000 permanent here with a 100,000 term rider. For
twenty years, as such, out heree--this would carry on out
here to give you values at age sixty-five—=this would end
in twenty yYearg.-such.

Uh huh,

And I can show you figures that will be between this price
and this price. This one will fall. This one will give you
a good retirement benefit because of the permanent insurance.

Is that in addition to what I already have?
Yes. See, on this plan here you need 160,000--169,000, . .
Uh huh.

Your assets, which includes your present insurance, and we
have that soclal security benefit, right now it's about
the only way you could do it. And then your savings
account which gave you a totsl of 38,171,.. .

Uh huh,

Subtract your liabilities. Looks like a balance sheet.
And this is the remainder and I rounded off to 130,000,
And I, I mentioned before, you could get by for less than
this 130,000 because, once you start working, this is
gonna change within a ysar when you're working full.time.

Uh huh.

Cause that first year—syou start figuring that up and that
figure here would probably jump up to 50,000,

Uh huh.

Which would ohange it around to where you'd only need
about 80,000,
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Well, maybe it would be better to figure on that then.
On the eighty rather than. . .

Okay.
The 130,

Well thiseenow would, ah, we've got this new contraot,
this $50,000 contract that I was showing you. And that
runs, well I figured here, runs you $745 a year. That's
a $50,000 permanent contract. It builds cash value the
first year, Right away.

Uh huh.

And, it accumulated the dividends, since you are putting
quite a bit of premium away, it accumulates the dividends
pretty fast. It would do you aa much good over, you know,
a three period becsuse it's going to accunulate so fast.
As the complete picture, however, the complete picture
would be to write $80,000 worth of insurance on you,

Uh huh,

However, you want the large permanent contract to start with,
vwith a term rider to finish out the amount, which, ah, this
for example, ah, you'd, ah, I would, ah, show you a picture
like this. For twenty years here, this would cover it. And
then your, ah, base policy, which would be this new contract
with Prudential just osme out in with, as of Janusry, in fact,
and then we'll figure this on $80,000 then you can break it
down differently, if you want it.

I'm lookingeeit's more of a savings like this and you said
you've got money in a savings. This could be just like a
savings. It will accumulate at about four and eightetenths
per cent, is whst Prudential is paying now on new dividends
whioh is pretty close to bank rates, especially on these
large contrsots. And thii: one accumulates much faster than
the ten thousand contract you have now,

Yea, it's taken a long time for that. . .

Yes,

Ten thousand dollar contract to come to anything.
Yes, it will,

Now it's something like $300.

Well, this one will be worth pretty close to $200 the first
yoar. It ocaes right back in cash value the first year on
this,
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Uh huh,

But, ah, this here I figured out once was 745, the base
policy would run 745 and the term rider would run $75.

That's per year?

Yes, uh huh, That would be $820 per year. And that would
give you $80,000 worth of insurance. It would give you
50,000 permanent, 30,000 twenty year decreasing term rider
to take care of the mortgage. Later on you could convert
that term rider, if you wanted.

Now this is, this one like, I pay on that, I pay $745 a
year until I'm sixty-five. Right?

Right. Ah, it's, ah, what it is, I'll show you this. This
is what we call our Professional Fifty and it's for profes-
sional people. In other words, we can't go out and write
it on samesone who worke at a hazardous job., In other words,
it's striotly for prefessional people.

Uh huh,

People like yourself, myself, doctors, lawyers, things like
this.

Uh huh,

And it appeals to ‘em. The company feels that they're a
real good risk, as such, Now you would pay into this, ah,
abtout $30,000 between now and age sixty=-five. Roughly, I'm
just rounding figures off. It's 651.10 times fifty, so
it'd be right close to $30,000, just a little over. And at
that time you'd get a return of 1,395. Around $65,000 at
age sixty-five.

At age sixty-five, the thing would be worth how much?
Around $65,000,
So it's worth more than $50,000 at age sixty-five.

Right. That is, if you cash it in at sixty-five you could
get $65,000, By letting the dividends accumulate,

Uh huh.

That way you oeuld double your money.

Now, what would be the edvantage of buying something like
this now rather than-—.. You see what I'm thinking about

is $820 and I don't know what the premiums are on my
present policy, they're about, oh, $175+-80 a year, It's
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forty-eight something a quarter. I'm paying that one on
a quarterly basis.

You took it out a couple of years ago?

Well, 1t's more than that now, It's about five years old.
Five years old?

Yea.

Ah, you should, ah, approximately $170.

Yea. So, that means that then it!s almost a thousand
dollars a year.

Um, mmn.

And, ah, for example, next year I'm signing, or have acoepted
a position which will pay me $3,500. That seems like a lot
of money, a large percentage of my salary, going to insurance.
Life insurance, That would be, that!s like, what, about
one-eighth.

One-eighth.

To me, that seems like. . .

A lot.

A lot of money to pay for life insurance.,

Uh huh. Right. Ah, well the thing that I point out to
people 1s, one advantage of doing 1t now is that you're
only twenty-five. Each year you wait, costs more. The
second advantage, and possibly the most important is, that
you're in pretty good health right now which would make you
insurable, And the third advantage, is that, for ae-on a
contract like this, really, you say, well, I'm spending it.
Really you're paying yourself. Eecause it's yours. When-
ever you die, you're going to benefit from it. Or your
family will if youn die. But if you outlive it. . .

Uh huh.

You will benefit. And starting at age twenty-five, a
periodic sum over the years will give you this large

( ) at age sixty-five--a nice nest egg you could de
whatever you wantad at that time. In fact, you could get
it before that.

Could get what before that?

Ah, the money from the oontract before that. You ocan
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borrow against it at any time. Just like--anything about
borrowing, I don't know if you're familiar with this but
it builds up cash value, this is cash loan value,

Yea,

You can borrow against your 1life insurance policy. For
5 per cent simple interect.

That's better than you can do at the banks,

A lot wetter because you're paying it right, well, they say
7 per cent, but it's compounded interest, which amounts to,
over a three year period, you're paying over 20 per cent.

Uh huh,

That's why,ah, my staff manager, he's got a 1ife insurance
policy he took out and this is his car policy, he called it.
Tvery time he wants a new car, he borrows enough against it
to buy a new car for cash and he pays his los. off against
his 1life insurance policy at S per cent simple interest on
the unpaid balance, And he just makes monthly payments
back into his insurance policy., Takes care of that car for
him, And, he doesn't even have to do it if he doesn't want
to. All he has to do is psy interest on the loan.

Uh huh,

That's, ah, it makes it real nice. It's, ah, like you say,
it is a lot of money to put out, first thing.

Uh huh,

T\Tw. .0 9

I can see if someone was making, you know, $20,000 a year.., .
!

Right.

To spend one~twentieth of your salary, 5 per cent of your

inecame, your gross incame, on life insuranoe. bLut, one-

eighth 1is, it just seems like a lot of. « .

A big chunk of your salary to be sticking away.

Now, let's look at it from a different-.about what would

you want to put away? We'll talk on an $80,000 basis, as

an amount that you would probably need,

Well, I kind of think, I don't know, maybe I am unrealistic
about this but I've always thought somewhere between S and 10
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per cent of your income, . .
Agent: Uh huh.
Client: Which would go to 1life insurance,
Agent: Uh huh.

A.25 Client: tow, I've usually used the 10 per cent figure in terms of
budgeting for 1life insurance, car insurance, health insurance,
that kind of thing.

Agent: Uh huh,

Client: Just as kind of a budget thing. Wow mavte that's unrealis-
tic, I don't know,

Agent: That would be roughly $850.
Client: Yea, all together,
Agent: Okay.

Client: That's figuring $150 for car insurance, about $200 a year
for health insurance, so that leaves $350 a year for life
insurance. And I'm already peying $175 a year. So that
leaves what? About another $175.

Agent: Okay. Well, I think possibly where you should have a
little more than 10 per cent due to the fact that you are
using your car insurance. I agree that the health insurance
and life insurance, the car insurance which you carry--and
I am very bitter against the auto insurance companies
because they!ve got the state making you carry insurance.
In other words, it's a state law., You've gotta carry
insurance. You carry insurance on somsbedy you den't even
know, you don't even care for, you have no insurable inter-
est whatsoever,

Client: Yea,

Agent: But yet you have to carry full eoverage to proteot that
clown who may bte a drunken driver or anything else.

Client: Yea, that's right.

Agent: And, ah, the state has got this so that you have to do it.
Ah. _

Client: Now, you would not oonsider that part of my insurance
program?

Agent: Well, not auto insurance, as such, I don't. Due to the
fact that this changes very rapidly, due to age of the car,
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type of ocar,
Yea, well, that's true,

The area you live in, In other words, the rural areas, you
get a cheaper rate than the urban areas, And this is such
a changeable thing that I usually don't put car insurance
in. Now, a lot of people do. Like yourself, And, I think
you have a pretty good rule of thumb, T think that maybe
you ought to raise it just a 1little bit more.

Well, what would, what would you say 1s the average
percentage that a person—if you were budgeting, ah, some-
bedy's budget.

Uh huh,

My budget. BHow much, what percentsge of my income would
you advise setting aside for insurarce. T7.ife insurance,
not car insurance.

Uh huh, T would say roughly 10 per cent, For just health
insurance and life insuranes. As suoh, And then your car
irsurance. Like I said, this, this would be over and above
that 10 per cent, Rut 4t would be a fluctuating type thing,

Yea.

Due, it depends upon the coversge on your car., If you got
a nev car, of course, you're gonna carry full coverage.

Yea.

Ah, after thres years you just as well drop the full
coverage and just cerry PL and P£ on the other guy.
Fecause you'll never get out of it what it's costing you
to put into it.

Uh huh.

And that's my way of figuring. I usually take full
coverage out on a csr for & year and ty then, ‘course,
last two cars I bought weren't new cars. I hate to take
that thousand dollsr beatin’!, you know, Jjust by setting
in it and driving it off the lot, it's a thousand dollars
less right there.

Yea,

And T let somebody else take that beatin' and I buy one a
year old.

Um. ﬂm.
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And I carry full coverage on it for the year, until I get
it paid for, fairly well paid for. And then I drop it down
to just coverage on the other person, I feel I can save
myself money in the long run, if I wreck it on my own, I'm
Just out, so I'm out.

Okay. So if we're considering 10 per cent then and I'=m
going on ., . .

Uh huh.
Nw L] [ ] [ ]

See, that would be your, your, your hospital insurance then
would be ., . .

It's about $200 a month, a . . .
A year?
A year,

Okay. Now this may increase also, It depends upon where
you work, the type of group plan that you might get into.
Some employers pay the biggest majority of it., This again,
to, ==. Every time you ohange jobs and everything, you
need to sit down and re-budget and re-evaluate everything
‘cause this is something to be taken into consideration,

Uh huh,

So, right now, which we're talking about, right now, is $200,
and you're paying $175. Ah, you're aleo paying, ah, what for
your wife's?

Well, let's see. Ker's is only about $100. A year,

That's $575. And we're talking about 850, Ah, that leaves
about $275. Let's see what we can do. Let's see . . .

Would it be . . .

Let me do a little figuring first, I think with the Mod
Three, we've come pretty close to the first, Came pretty
olose here, to the first one., Age twenty.five . . . Let's
see, 10,000 would be 152, Ten, twenty thousand would

b® . . « It would be 314.20 just for twenty thousand of
permanent insurance. That's for the first three years. They
glve you a discount, after three years it would go up. To,
ah, 350. $350 after the first three years, you would figure
a 10 per cent discount. Now this particular contract--which
is probably the one you have right now, I think,=

Uh huh. I believe it is,
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A29 Agent: 1It's modified premium for the first three years, and then it
will increase.

Client: Yea,

Agent: It's really our best contract for a small policy. I'm not
talking about a small policy, anything under 50,000, whioh,
in one policy . . .

Client: Uh huh.

Agent: HNow, That would run you 314.20. That would just take oare
of the twenty thoueand permanent. Ah, the reason I went
twenty thousand permanent, I've gotta have a number that
will divide into . . . It has to be 14,000 and, ah, ah,
14 times 15.21 (The agent is figuring the premium) 212,94,
Now we have term insurance. $25 per ten thousand on term
insurance, Then you would have to have sixty-six times
twenty~five. That'd be another 165. What would you think
of 397.94! That would give you a $14,000 base policy and
$66,000 in twenty year decreasing ters rider, would give
you the $80,000 we're talking in terms of.

Client: Uh huh,

Agent: That's, ah, that's the lowest I can break it down with the
term and permanent, Of course, you know, savings through
years, it would go up about twenty dollars,

Client: Yea, uh huh.

Agent: On the permanent plan, I mean, of course, by then you'll be
making more than 8500. Your other expense can build right
along with it.

Client: Yea.

Agent: You never know. But it would be 397.94,

Client: That would make it, let's see, $400 . . . that'd be ., . .
still almost a $1,000,

Agent: Right. You add 400 on to that. Be 975,
Client: Gosh, that still seems like a lot of money,

A29 Agent: Of course, see 1, with that also then you're paying your
wife's insurance on that too.

Client: Yea.
Agent: Which, a lot of people, they don't coneider that. I think

you should becauge it's for insurance out of your pocket-
book, as such,
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Ard if, especlally if she isn't working, which she won't be
next year,
Uh, mne.
Ah, with both of us working it makes a lot of difference.
Yes it doss. Makes a big difference,

Because our combined salaries were so much more than they
will be next year with one eof us working.

This is what happened to me. I was going to school and
working, and my wife was working and I started teaching
and she quit.

Uh huh,

And I really fell flat on my face,

What are the possibilities of just a term policy?
Ckay.

With the conversion privilege?

Right.

After a year or so, 8o I can do better.

Ah, what I would recammend in that case is that you, you

would consider this ten year term policy that I was talking
about.

Yea,

In other words, it gives you ten years with which to convert
some to permanent. But it does give you the coverage right
now. That important thing, the coverage. Right now,

Because your income hasn't caught up with what you're worth,

Uh huh,

It'1l take a few years to do this, And, then, you can start
converting this. And probably, maybe, you know, after next

year you might be able to oonvert just, maybe, ten thousand

of it to a permanent plan. Hut at least . . .

Yea.

You'd have the coverage. And the company guarantee that you
can buy this, regardless of your healthe All you have to do
is rill out a form and sign your neme. 8.25, 4.50 for the
first three years and 5.46 after that. They also give you
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a three year discount. Around 10 per cent.

Uh huh,

Ah, that would be times eighty. That would still run you
$360, $80,000 term policy. That would be for the first
three years.

That still sounds like a lot,

So, would you like to ocut that 80,000 down some more? It
would leave more of a problem, vou'd just compensate, 1if

you cut it dowm, Nore in one of these areas.

Of course, one faotor that, perhaps, is that my wife is
always capable of finding a job,

Right.
Because of her education,

Right, now this, this is 80 and we didn't take that into--

I, well-—after the first few ysars here you do have a problea
because she will have the emsall child, as such . . .

Uh huh,

ﬁake it a little harder, Of course, it can be done. But
still, I think, the mother~child relationship suffers

because of 1t.

Uh huh,

As such, ah, after this, if she is healthy, she could make
that much, you imow, easy,

Yea,

And that'd be all . . . And this amount could be cut down
by, you know, . . . you ocan cut that down to $30,000
probably.

Hew much would a $30,000 term policy with that oonversion
thing cost me.

Okay. Let's see , .« 12 . . . about $135.
Per year?
$145 per year.

$145 per year. And that gives me the opportunity to
convert. . .
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Up to 30,000.

Up to 30,000, into what?

Permanent insurance,

That I would pay on until I was sixty-five.

Or, an endowment retirement plan. Ah, I was going to see
what, see what . . . how much problem did we have at 8 per
cent? $275 was 1it?

Uh huh,
See what fifty would show you here. That's $235,

That's abecut, year, that would be closer to, to that figure
m‘tVOQOO

We got 275 and counting this will go up in three years, it
will go up to, ah, get the right figure--it'd go up to $273,
In three years. That would be just about what you . . .

Now, when can you convert this? Is there a specified time
that you have to do that, like every, on the anniversary,
O o o «

No, See, whenever you can afford it. In other words, I've
got one that I wrote last, in December, I wrote it in
December, and I'am goin' in in February to oconvert it. I
wrote Don 60 or 70,000 on term like this, and he's thirty-
five years old. And I'm goin' in in February because he

goets a, ah, a bonus in February., And he's goin' to pay an
annual premium, tale a chunk of that bonus and pay an annual
premium on it, a permanent policy. He will have one of these
b onuses every year in February and, ah, he's goin' to convert,
ah, 10,000 of it and reduce the term insurance by 10,000,

Now, can you do that?

Yes, uh huhs In other words, say I write you this 50,000
next year, you say, "Well, I can save another $170," You
convert ten thousand of that. That would reduce your term
insurance %o forty thousand and you'll have, countin' the
ten thousand you have now, you'd have twenty thoueand of
permanent,

And that would reduss the premiwm on the term insuranoce?
\

Uh huh. By $45. So you'd be back the $45 here. You'd

take that $45 to put on a permanent plan which you sub-

tracted to, it's only going to cost you about $120.

Uh huh, Well, that sounds more . ., .



A-33

Agent:
Client:
Agent:
Client:
Agent:

Client:

Agent:
Client:

Agent:

Client:

Agent:

Client:
Agent:
Client:
Agent:

Client:

Agent:
Client:

Agent:

Client:

Agent:

120

Okay.

More reasonable.

Why don't we just fill that out for you then.
Well, let me talk to ry wiife.

Okay.

Let me, let me, ah, talk this over with her. Leave all this,
leave the figures, and all this here.

Okay.
And then, ah, can I call you tomorrow?

Yea. Ah, now you will have to take a physical on this. The
company requires you to take a physical.

Okay.

And, I don't, I'm not familiar with the doctors here in town
that are eligible with Prudential, for the physical. BRow-
ever, ah, I can find out and I'l]l leave you my card, phone
nunber and if you think you're pretty well interested, what
I could do, I could f1ll out an application and just f£ill
out part one on you and hold it, get you to sign it, and
hold it and then Af you are interested you could oall me,
if that's what you want. Or if you want me to come . . .

Let me talk to my wife first.

Okay.

Then, I'11l, I promise you I'1ll csll you tomorrow,
Okay.

And, then we can, because I think, tlhiat sounds like a, the
kind of thing I would be more interested in . , .

Okeay.

At this point.

Fine. Ah, let me show you this. I'll show you this. I'l1l
just show a base policy here of $50,000 and this is ten year
term which would, gives you, buys-you, protectioen, and such.
Uh huh.

And I quoted you a premium of two hundred and, $235.
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Client: All right, real fine.
Agent: Now this, I guess you can decipher that all out.

Client: Yea. And, I think I can remember enough of that to, ah,
explain it to Norma,

Agent: I was going to say, I'l]l make ya a copy here that you can
understand. Well, I'll leave this copy here showing you
this on, I'1l just write down what it is. It's a $50,000
ten year term, ah, (long period of silence here as agent
writes down the essentials of the prograx). Okay, ah, now
the reason I mentioned that if you want to, if you think
you are pretty interested in it, I'1ll just get the informa.
tion on part one because I have to have your signature on
it. There's no obligation to you. If you decide against
it, Just call me and tell me, and I'1ll just throw it eway.
And if you are interested, then I'll, I will alreedy have
gotten it filled out. I can go ahsad and sutmit it to the
office, find out about the doctor dewn here which you can
go to, ah, it would just save a little more delay. That
way, 1f that would be all right with you.

Client: well, like I said, I think that I'd just as soon wait
ntdl 5 v

Agent: Okay.

Client: With all of that until I have a chance to talk this over
with Norma,

Agent: Olay. Fine.
Client: If you'll give me your card and telephone number.
Agent: Yea,

Ciient: I'll be sure to call you tomorrow. Amd if you'll give me
a time, that, ah, I can call you, why . . .

Agent: Let's see. Tomorrow is Thursday? I will be in Mattoon
tomorrow. I have to go to, I've got to take an NASD exam in
Kattoon, at ths Prudentisl office in Mattoen tomorrow,

Client: Uh huh,

agent: And, ah, I could stop by here tomorrow, and, . . .

Client: What? Well, let's ses. I have class tomorrow evening.

Agent: You'll have a olaes.

Client: PFrom six-thirty to ten,
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Agent: From six.thirty to ten. Well, this would be before sixe
thirty,

Client: And I have a class that goes until six, from four to six,
From four to six and from six-thirty to ten tomorrow,

Agent: Well, I will be home. I'm going to be in Arcola temorrow
morning, we're going to do some studying together. Ah, why
don't I just call you, Ah, will you be here around noon?

Client: Well, uh huh,

Agent: I'll call you around noon.

Client: All right.

Agent: And find out then. I'l11 just call from Arcola. And I'll
call you. And then if you're interested I can just coms on
down here. I'll come on across and fill this out. That
way I can find out-a]l have to be there around one o'clock,
So, I*11 probably call you some time after ten o'cleck,

Client: Okay. Do you have my office phone?

A-35 Agent: Yes.,

Client: So, umm, I think the best bet would be to call me at my
office e o o

Agent: Okay.

Client: Tomorrow because I have to be there all morning tomorrow
morning.

Agent: Okay. Fine,

Client: Okay.

Agent: And, I'll give you one of wy cards.

Client: Okay, Very fine, That's a rather unique card.

Agent: Well, those are, They give those to you qualify for the
conference, And since I'm qualified for conference every
year, the company , . .

Client: Very good.

Agent: I give those out rather than the ones that the company
furnishes. I, if I call on someone and they're not at
home I usually leave one of the other cards.

Client: Uh huh.
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The ones I hand out to clients, personally, are usually
those.
Uh huh,
Prestige faotor, I guess,
Ahhh, you can always use a little of that.

Yes, that always 1s, ah, good in this business. But I'll
take care of this for you . . .

A1l right.

It'l]l probably be six weels before you get anything back
on that, (Reference to social security cheok),

Okay.

Some of them came through pretty fast and others do not. It
Jjust depends what, the time they reach the office and how
fast, how busy, you know.

Yea.

But I know that they've probably would like to know my name
because I send a lot of these in. I know in one week I
must have sent twenty-five or thirty in. They like to do
this or not, I don't know, but it's a service that's for
the people and it's legal.

It's our money ., . .

Right, right.

And we have the right to know.

That's right.

Let me get your coat.

Okay, Probably don't need it unless it's getting cooler
outside. You never know,

It still looks like that spring weather,

I'm ready for it though. Well, Dick, it's been nice talidng
to you and, ah, . . .

Same here,
I'11 call you tomorrow and if you have any questions or if

you and your wife want to sit down together and hash it out,
and you want me down here to answer any questions, I'd be



A-3?

Client:

Agent:

Client:

Agent:

Client:

Agent:

Client:
Agent:
Client:
Agent:
Client:

Agent:

Client:
Agent:
Client:

124

glad to come back down and talk it over with both of you.

A1l right. Are you going to be home this evening, by any
chance?

Ah, let's see, this is . . . Yes, I'1l be, I will be home
this evening . . .

If I were to call your wife and you weren't there, leave
& message to call me back,

Yes, she will be home,

Ah, I've got one appointment and, ah, I should be there
between five and six this evening.

A1l right.

Well, I'1l be there., I'l)l be there this afternoon because
I'1l be doing some studying, working on my account., And
I'11 be there from five to six and I'll probably be back in
around nine.thirty, ten o'clock, So, but I'm up until
midnight, so feel free to call at anytime.

I just may give you a call then,

Okay,

This afternoon or tonight.

Okay, Dick.

Thanks so much for coming down here, I really appreciate it.

Well, I do snjoy talking to people, I like to he of service
to people, help them in any way I can,

Good,
Bye.
I'11 be in touch.
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Good morning. Come on in,

(Agent's name) from Prudential,

Glad to meet you.

Thank you,

It still looks kind of nasty out there, doesn't it?
It's a 1ittle slick from Mattoon,

Can I take your coat? They tell me this is the sleet belt
down here and I guess that it's kind of bad at times.

This is one of the worst winters we have had for some time,
Is that right? Wwhy don't you have a seat right here.
wWhere were you originally from, Dick?

St. Clouwd, Minnesota,

I have a friend, Dick C,, who lives at St. Paul, He
works for, I'm not sure of the name of the company but
1t's a refrigeration company.

I think Minnesota is a beautiful state but it does pget a
1ittle colder and it does get a lot more snow than down
here. We were back home at Christmas time and the amount
of enow back there is just amaging for no more than four
hundred or five hundred miles difference.

I know in Minnesota in the summertime it's quite pretty
there,

Uh huhe.

The drive that I remeamber was coming into Duluth from the
west at night and you could see all the lights ard its
proetty sights, T think we took route 2 and from there
across the top of Michigan and went through Iron Sides
through the forests and trees. It was beautiful,

125
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It sure is. One of the best things is that we were about
forty miles or so from Brainerd which is all woods, lakes,
and trees. It's all beautiful country and you are close
enough to the Twin Cities, Minneapolis and St. Paul, so
that you can go down and have all the entertaimment and
social activities that you could want. we have really
enjoyed living there. We lived in a small town...

They've got a real good football team up there.
The Vikings did all right for themselves.
Are you a senior this year?

I am a graduate student. I am in the process of
completing my master's degree in speech and will bte done
in May and will be leaving then for a teaching job next
year. That's one of the reasons I wanted to talk to
someone to make sure my insurance was jn order. Then
Mr. Henneberry said he would send someons over to talk
to me, 80 here we are.

Is your wife here?

No, she isn't. She's working.

Could we use your kitchen table?

We could use this if this would be all right.
This would be fine.

I will move it a little closer for you,

Joerry's (Mr, Henneberry) a realnnice fellow., FKe took over
our district as District Manager just a year ago,

Uh huh.

So far he has been tops. Can't ask for any better
management than what we have.

That's good.

Our approach to life insurance is probably a little differ-
ent than most. Actually, we believe that Prudential
believes THE FUTURE BELONGS TC THOSE WHO PREPARE FOR IT.
Can you see that ell right? FCR MGST MEN, INSURAMCE
DOLLARS ARE THE MCST SATISFACTCRY DOLLARS AVALLABLEFFOR
TEEIR FAMILIES! WELFARE WHEN THEIR ZARNING POWER IS CUT
OFF BY DEATH, OLD AGE CR DISAPILITY. /nd if any one of
those things happened to us, I'm sure you would agree,
our earning power would be cut off. THE PRUDENTIAL
INSURANCE COMPANY BELIEVES THAT EACH INDIVIDUAL HIMSELF
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IS W A BETTER POSITION THAN ANYONE ELSE TO JUDGE BEGQWY
MANY OF THESE INSURANCE DOLLARS HIS FAMILY WILL NEED TO
GUARANTEE THEM THE NECESSITIES OF LIFE., What they are
saying here is what you want your own family to have.
What we are saying here is that you are the best judge
of what your femily should have, and it's kind of
ridiculous to say that they need $1,000 a month when
you know they could get by on less but they don't need
more,

IF YOU SEARE THIS BELIFF, TEE PRUDENTIAL DOLLAR GUIDE
WILL BE MORE TRAN USEFUL, YOU WILL FIND THE NEXT FEW
PAGES HELPFUL IN DISTERMINING HOW MANY INSURANCE DOLLARS
YOUR FAMILY WILL NEED, ALTHOUGH THEIR INSURANCE OBJEC-
TIVES DIFFER, MOST MEY AGRFE THAT THEIR FAMILIES!
SZCURITY DEPENDS ON INCOIE,

THE STANDARD OF LIVING DEPENDS ON EARNING POWER. KIS
PLAMS FOR THE FUTURE REQUIRE A STEADY INCOME, IN SHORT,
THE PRESENT AND FUTORE WELL-BEING OF KIS FAMILY DEPLLDS
OK INCOME DOLLARS, And MOST MElN PROVIDE THESE INCOME
DOLLARS AS LONG AS THEY CAN, BUT INCOME CAN BE STOPPED
BY DEATH, OLD AGE, OR DISABILITY.

Most men want to provide a LAST EXPENSE FUND, MONEY
PROBLEMS SHOULD NOT BE ADDED TO A FAMILY'S PERSONAL
SORROW when a father dies. And most men like to provide
their family with a GUARANTFEED MONTHLY INCOME, ORE OF
THE GREATEST GIFTS A FATHER CAK LEAVE HIS FAMILY IS AN
INCOME THAT WILL TAKE CAREC OF FVERYDAY LIVING EXPENSES,

And most men like to provide an EMERGENCY FUND, And
¥WHEN INCOME IS STOPPED BY DEATH, old age, disability,
or what have you, EMERGENCIES ARE CERTAIN TO ARISE,
There's always times of sickness or leaky roof or some-
thinz of that nature,

And most men like to provide a ORTGAGE OR RENT fund,

A FANILY ALWAYS NEEDS A PLACE that TREY CAN CALL BOME,
especlially when there is small children and something
happens to the father, It's bad enough, but if they have
to find a different home than the cne that they want, why,
it is bad.

Then most men like to provide an EDUCATION FUND and T anm
sure you would agree that TODAY, A SOUND ECUCATION IS
ESSENTIAL TO 3UCCESS regardless of what field you go in to.

And most men like to provide a RETIREMUNT FUWD, THE &EY
TO A HAPPY RETIREMENT IS AN INCOME YOU CANNOT OUTLIVE.

And wost men like to provide a DISABILITY fund. A
PROLONGED SICKNESS OR INJURY CAN CUT OFF YOUR INCOME.
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As we have been going through discussing the need of

most men, we normally think maybe what your own neede
might be. And this gives you an opportunity to determine
what those might be. The first need that most people have
is a last expense fund, And the laat expense fund is
money to pay up all the odd bills you have: funeral bills,
dosctor bills. According to a survey run by Northwestern
University, we have found that most people's last expenses
smount to about $2,500. Now in your case, would that be
too rmuch or not enought?

I don't know. I don't know how much expenses run, what
funerals cost or anything like that.

Would there be any reason, here, in this area, general
area - ~ We find that it usually amounts to $1,500 or
$2,000, and then plus any last expenses, refrigerator
bills such as you might want to have paid off. Is there
any reason why yours would be higher than $2, 5007

No, I don't think so.

Okay. Then we come to the guaranteed monthly income. Do
you have any children?

Ko, we don't.

You are plamning for the future so what will be the
Einimum amount that your wife could survivs on should
something happen to you?

I would imagine she would have to have about $300 a month,
which would be about the minimum I think that she could
get by on.

The minimum now if children oome along. Now one thing to
keep in mind about the dollar guide is that is is a pic-
ture only of what your assets and needs are today., Wwhen
you do have children, then you need to have another dollar
guide because you'll need more money to raise your
children on than your wife needs to get by by herself. So
$300 then we would set that iigure as the minimum. Then
an emergency fund, I don't know whether you own your own
home yet or not. An emergency fund is a fund that when
things come up. For example, when you are a home owner
and a leaky roofs or a blowout on your car or something
goes wrong with the car and there is not enough money out
of current living expenses to pull it out and fix these
things. So it's a fund that the family can fall back on,
And we've found that anywhere from one half to one year's
income is a sufficient for an emergency fumd. In your
case, what would that be?

Well, my yearly income would be about $10,000 a year.
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Then we come to the :mortzage or rent fund. O0Ff course,

by not being a homs.owner yet, yosu would not have need for
a mortgage fund, but a lot of young nen set it up and call
it thelr rent fan:l, Then should somathing hanpen to you,
there is money there to rent a homa. Or, if she wishes,
she can have it all in one lump sum to buy a home without
having to pay rent, It would he free and clear, In
today's market, any home that you buy is going to run
between $20,000 and 430,000, Also, homes that you rent
from $150 to $250, depending on the location. Would you
want to set up same kind of wortgage or rent fund?

That makes sense,

Do you think in vour minde<wosuld $20,000 to 430,000 be
suffiolant?

Oh, T should think so, yes.

Then of course, toda', with educational fund when children
cme along, It's 1like yourself., A sound education is
essential to suocess. Too many of us wait until it's too
late to set up a fund for a child, FEducation today,
without scholarships, run anywhere from six to ten
thousand dollars for a four vear course, and more, And
to try to pay that out of current income when they are
growing. ke usually find that we have smaller members of
the family which take about all the educational funds that
we can provida, It's the same dollars that rou set aside
for mortgage fund, can be helpful in sending the children
to college, How much of the educationsl fund would you
like to set aside? I know that this will be a hard ques-
tion because you don't know how many children you are
going to have, This is why I say, as you have children,
von noed to have yonr Nollar fuide reviewe? beczuse your
nictiv's wonld shance as time goes on,

How mvech I would think a perser would nesd? At least
$1,000 a year for a child. I suppose $4,000 would be
s atert,

Okay. $%,000. Then, of course, *re ratirement fird.
IBoth you and I are a long way from retiring.

I hope so.

This issomething that neither one of us can predict the
vxact dollar amount wn vrod for retirenert, becanse of
the inflatioen, but the same dollars that you are using
for your last expense fund, emergency fund. and family
income if your progran is right, oan bo going toward
building retirement fund for you. I don't know if you've
thought anything adout it but what kind of an income would
you like to have when you retire?
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Well, I sunpose about what 7 would be making. That
would be nice. T suppose a person doesa't have nearly
as many expenses after rou retire.

Your expenses after you retire are very little bit less
than what they wore diaring your working years even though
your home is paid for normally by that tine, e think of
retirement as a time for doing. If you are going to travel
or do anything after you retire, it will cost you more than
what it would. 5o for retirement, we should have at least
as much incoms az we're making when we retire because you
will still need clothes, food, depending on the state you
are in, whether you have a homestead exemption or not, for
your home. So I think that aboute-being a picture of right
now, what it would he 4f vou wanted to retirs on the same
income, I think it would be reasonable to set it at $10,000.
As the years go by, you raise it or lower it according to
how your plans are working out.

A1l rizht.

Then if sickness or accident should strike, how much of
a2 monthly incorme would you yvourself need to get by on?
If you were disabled.

Well, it would protably take more than what it would
normally have for doctor bills and that kind of stuff.

Yes, e¥penses wonld be jreater while you are laid up than
they were while you were working tecause of doctor bills,
drugs, anesthetics are things you have to have,

So, it would still be about 31,000 s month that a person
would have to have.

You indicatad thet rour wife would have to have $300 a
month, How long would you want that to run for her? Her
ontires lifatime, until the <ckildren are raised, urtil what
age?

I suppose for atomt twentr years or sc,

How old is wour wife:

'I‘w-‘afz tv-tiree,

Is she going to teach alsof?

‘o, she is at present w;orking at the litrary. ©5he has a
pretty good education s> she could always find a job or

something to heln ont the sitmation a Iittle bit.

This is true as long as there are no children. When there
are children, it's important, I'm sure as you realize, that
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they have the mother howe. And then too, the same accident
that might take you out of the picture might render her
unable to work. So you have to provide a base. Everybody
says that we, I don't like the term, but they say "back the
hearse up to the door,” But this is a part of life, and if
you are going to plan a financial future, you have to look
at all sides of it, If we don't plan she have a guaranteed
incame, then we're falling down in that area. Now, as I
said, this is a picture of your today's actual needs end
what you are going to have to have and want your family to
have. We set up $2,500 for last expenees. Is there any
way we could possibly reduce that or should we add to it?

Client: Well, again, if that's what it costs, you know more about
that than I do,

Agent: I think that would probably be minimum, That's the average
for this area so I think probably you're right about that.
Then on the eaergency fund, we've said $10,000. Here again,
this is an estimate but do you think we should leave that
the same, or should that dbe reduced?

Client: I don't know. It seems like a lot of money just for
emergenoies, you, for leaky roofs and that kind of thing,

Agent: We want a reasonsble picture and we want it to be in your
Judgment an adequate picture of the way you want i¢, What
would you think would be a more reasonable figure for ue?

Client: I would say about half of that, if it's just for emergencies,

Agent: Then on education for today--a sound education is essential
to success, Would there be.-we set aside $4,000 there,
Would you want to lower that any?

Client: No. If anything it should probably be more than that.

Agent: This, of course, is an area, I'm sure, if you had children
right now, this is an area you probably would raise., I
think you are wise in setting up-amost families have
children--so if you set it up now and you have a little
one, and something happens at least there's somesthing there
and you don't get a ohance to take care of it. I think you
weit would be wise to keep that that way.

b-8 On a guaranteed month income, you want your wife to have
about $300 a month for a periaod of twenty years. Do you
think that that is an edequate amount or should it be
lower or higher?

Client: I think that would be an sdequate amount. As long as she
has earning power, that would be enough,

Agent: Now themortgage or rent fund. You said $20,000 to $30,000.
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It would probably be closer to $30,000. And do you feel
that that figure is too much?

No, not at all. Not for the cost of buying a house
nowadays,

Well, this is true buying in Charleston., You get a home

a family oan grow in, it's going to cost at least that
amount. Retirement fee, A happy retirement is an income
that you ocannot outlive., As we already discussed, you want
to set home and look cut the window, you can get by on less,
if you don't we figured that you would need to have about
the same inoome. Would you want to leave that as 1is?

I think so,

And on disability, we figured that you would need at least
$1,000 a month income and I think that that 1s a reasonable
figure because it's like you say, there would be added
doctor bills, ete. If you could provide all of these things
for your family within the budget would there be any reason
why that you couldntt go ahead with it? Set up a plan for
this type of security. Now if we oan do it at a price that
would fit into your budget. . .

No,

To set up something like this, could you save $100 a month?
A $100 a month?

Now, I'm talking. . .

Yes.

I'm talking about a figure that month in and month out you
can save without putting a strain on the budget and without
having to do without taking the wife to the show.

Oh, yes, I think so,

Now, if the $100 a month won't provide this, of all these,
which do you feel would be the most important to your
femily if you couldn’t provide any of the others at all?
Which would be most important?

Well, I sould think the last expense fund would be first.
And then the mortgage or rent fund would be the next most
important. And then I suppose the income would be consi-
dered a third most important, and then they all come at a
about the same place. Those three I would say are the most
importlnt.

Then the first three you need to consider, I would think
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probably rather than the three here maybe disability for
yourself might come in fourth or even possitly first
depending on what kind of a guarantee or disability pay
you have where you work.s An emergency fund would be five
and education six and retirement fund we would make that
last.

Uh huh.

Now, let'!s figure it. It will take me just a minute here
to figure this and ®see what might be done on it., I don't
know if you have ever worked under social security or not,
but if you have these are some ideas and such that they
have on social gecurity and if you want to look that over,
why, it will tske just a few minutes here to figure this,
First of all for now I need a 1little more confidential
information and what you give me would remain confidential.
What is your full name?

Richard L. Shoen. S-H0«EN,

What is your date of birth?

10.5-44,

And your phone number?

Is 345-6379.

And right now, you don't have a business address?

Well, if you want to call the school over there my
business address, well, it's just Coleman Hall, Speech
Department.

And you have a phone over there?

Yes., 581.%226,

And what is your actual position?

I'm what they callewlet me think now-.an assistant
ingtructor,

And your wife's first name?

Is Norma.

Ard her date of birth?
Is<-let me see-~June 12, 1946,

And the present life insurance that she has?
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I believe there is a $5,000 policy that her parents set
up for her,

And have you worked under social security?

I have for the last three years but only half. Back in
Minnesota they have a retirement plan in the school system
set up where you pay half to social security and half to
the state retirement fund so you have a balanced kind of
thing in each one,

And are you a veteran of military service?

No,

Do you have any type of retirement or pension plan now?

No, exvept we have a life insurance policy.

Do you have any kind of savings of 1life insurance, savings
bonds, or large bank aocount?

Savings account,

Would it be large enough to help offset somey f the needs
that you have?

$2, 500.

Okay, fine, And right now you have a disability pay plan
to provide if you are off work from sickness or injury?

No,.

And do you have any hospital or physical plant
Right, through the school.

That's through Eastern?

Right.

They have a good one there. Now on your life insurance,
Who do you have your life insurance with?

I have a $10,000 poliey with Prudential.

Do you know what type of plan that is?

It's one I pay on until I'm sixty<five,

Paid up at sixty-five. It is permanent 1ife insurance?

What does that mean?
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It means there are no terms involved., It's actual and
i1t stays at $10,000.

Right.
And is your wife beneficlary in that?
Yes.

(At this point the agent turns to his figures and about
five minutes is consumed while he arrives at a plan of
insurance, )

Now I'd like to show you a little bit how we arrived at
this. For your last expenses, nunber one, is $2, 500,
Fmergency fund was for $5,000 and your education fund would
be for $4,000. Now these are what we call fixed needs or
they don't decrease any, they stay the same over the years.
So, your total of permanent insurance that you would need,
the minimm would be $11, 500.

Uh huh,

Then for setting up a mortgage or rent fund, ah, $30,000,
Then to provide your wife $300 a month for twenty years, it
would take $54,446, So your total of fixed and decreasing
needs i1a $95,946. And at this time 1t's a pretty staggering
amount., But yocu are worth a little bit, too.

So your total would be $95,000, depending on the time of
things and your work a 1little bit, too. Your life insurance,
right now you have a $10,000 policy and we actually couldn't
use social security now to provide any income because until
you have children, your wife won't get any until she is age
sixty-two. Once there!s children, then they are entitled to
the incame and that's why this needs to be revamped each
time you have a child.

UOh huh,

Your savings acoount of $2,500 gives total assets of
$12,500, So deducting your assets from your liabilities,
you need $83,4846 to provide the minimum that your femily
would need,

That's insuranee? $83,000 worth of insurance?

That's the amount that would be needed because you have

no soclal security, any other assets. And what I would
recommend would be to go partial term and part persament
which you could buy a base policy of $30,000 with a

$54,000 decreasing term rider, which would run $63.66
monthly. The disability pay plan, now I can't, even though
I agree with vou that $1,000 is the minimum that you need,
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seventy-five percent of your income 1s the most that we
insure,

Client: Uh huh.

Agent: And we can provide you with $750 a month for $26 a month
and this would be a twenty year family security plan. If
you becsme disabled right now, we would psy you $750 a
month for twenty years. This would be in effeot until the
end of the twentleth year. Then it drops down to where it
is a two year plan from then on and gets vou through the
critical periocd of raising the family. The total premium
to supply you with all of those needs would run $89.66,
which is less than what you sald you might be able to
save.,

Client: $90 a month for all that, huh? Now what kind of insurance
is this?

Agent: This is $30,000 of 1life, paid up at sixty-five, It's
permanent insurance.

Client: That is like what I have now?

P=13 Agent: Yes. It will become peid at age sixty-five and will also
provide you with some retirement. At retirement age on
your life insurance you can figure at your age, you will
get hack about forty peroent more of what you paid into
it as a retiremsnt fund.

Client: So what would it be worth then, when I was sixty-five?

Agent: Let me show you. We always suggest that you leave your
dividends accumulate, At your age, twenty-five, you
would pay in $735 per thousand and you would get back
$1,595 per thousand whioh would give you $360 per
thousand more than what you paid in. So the $1,595--1it
would be worth $47,850 at age sixty-five. TYour term
rider would also pay you back some cash, but you would
not treak even on that, so it isn't a money-making thing
on yvour term rider, but it would provide you with a
little additional cash. The dividends on this, on tern,
are not guaranteed. We have always paid them. Any
dividends are not guaranteed. We've always paid them,
I'm just glving you an exemple of what they might be if
things go currently the way they think that they will,
There could be another $3,942 in dividends off of your
term rider. So at age sixty.five, your contract as such
would have a cash value of $51,792 which eould provide
you $362,54 a month for life at retirement time. This
would not come up to your $10,000 that vou want, but I'm
sure that you'll work somewhere wWhere you will have a
retirement plan, and also you'll have social security,
something coming out of that. But there is no way of
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looking ahead to tell you exsctly what it will be because
you worked balf and half in Minnesota for three years,

That might not even qualify you to be permanently insured
under social security, so at a later date when you are
working under social security and are fully qualified, then
you can use part of that for your retiresent. Also, a
pension plan wherever you work. In tocday's market, it's
almost a necessity any=ore to acquire good people. In
order to set this up . .

Client: Now, what's this?

B=14 Agent: This 1s your disability pay. This is the heart that would
pay you a monthly income for so long as you were disabled.
If you became sick and can't work, then we would pay you an
income of $750 a month for one year, from your policy date.
If twenty years is the normal growing period of your children,
norzally that’s the time that they're home, so we could be
providing $750 a month for twenty year period. An then at
age forty-three, then thereafter, your plan becomes a two
year plan., If you became disatled after that we would pay
you $750 a month for two years.

Client: And that costs me how much? Complete, the whole works.

Agent: Forty-six dollars per month. What we would have to do is
fill out an application and we would have to have you
exanined by one of our compamy doctors. And if it was
acceptable it would be in force, if not, they would give
you your money back. They don't charge you anything unless
they issue a contract.

Client: Well, I tell you what. Can I wait and tsalk this over with
wy wife and have you come back?

Agent: Yes. The only one danger in waiting is if you should becore
disabled we might not be able to get it for you.

Client: You think I'll become disabled in one day?

Agent: I have no idea. It has happened. A young girl--I talked
to her one night about nine o'clock. She wanted to buy a
small policy from me, just $2,000. Her mother didn't
want her to bave it. She told her mother she could pay
for it herself, so her mother let her buy it. The next
morning at 6:30, her mother called me and told me not to
eend the application in betause her daughter had been
killed the night before in a car accident. I went ahead
and sent it in because she was oovered from the time the
appliocation was written. You would be covered at any time.
The same as you would be oovered from the time you went in
to get your exam 'til ( i
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Client: Then this girl's mother got the $2,000?

Agent: Yes. That's the only tims that has happened and it can
happen, Bad I not talked her mother into buying it she
would have been without any money. That was the only
insurance she had.

Client: Well, I think I do want to talk this over with my wife
before I do anything else, and what I will do is talk
this over with her at noon if you just leave this with me.

B-15 Agent: Yes. You can call or if you like, I will be glad to take
this and draw a 1little more of a graph for you so that
you can tell exaotly what it looks 1like and get a ploture
and figure out the exact retirement benefits that you have
and such and bring it back and go over it with both of you
and your wife sc if she has any questions I'll be able to
answer them for her. wWould that be all right with yout

Client: That will be fine. That will be tresmendous.
Agent: when would be a good time to talk with you?

Client: She has a shower thing tonight so tonight wouldn't be
a good time,

Agent: Is she normally busy during the daytime?
Client: She works from 8:00 to 5:00.

Agent: Would wWednesday night at 7:00 be all right or would
Thursday night be better.

Client: Thursday night's out. I have a class. Wednesday night
would be all right.

Agent: Okay. I'll drop back Wednesday night and if she has any
questions, I will talk to her then.

Client: All right, real good. Real fine.

Agent: I apprecilate your giving me the opportunity to go over
it with you,

Client: I appreciate your coming over. This is something that is
always just a little befuddled me but I think I understand
the neocessity for it, you know, and it's something that
has to be done. It's just like buying car insurance. You
may not use it, hope that you don't, but you need it.

B~16 Agent: The big difference between buying life insurance and car
insurance is you pay three or four hundred dollars a yesr
for car insurance and really don't complain about it that
much, We have to have it so there's no point in complaining
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about it. BDut if you take car insurance your entire
lifetime--nothing ever happens, if you have no accidents
you won't get a penny of that back. And your life
insurance, if you make one payment and something happens
to you, you create an estate, you immediately create an
$84,000 estate. If you live to age sixty-five, which the
ohancas are you will, you'll get all your money Laok plus
a nice profit. Now, granted, you can take $80 a month and
put it in the bank somewhere and at sixty-five you would
come out a little bettsar than the interest rates and such
that they have, But if you put one penny of it into the
bank and something happens, they'll give your wife the
$80 instead of the $84,000, which has happened before,
That's the difference between insurance and the savings
bank. You need both to balance it,

That's how I've always felt about it. Again, I know so
little about this but it always seemed to rne 1t was smart
to have a certain amount in savings and then to have a cer-
tain about in life insurance., And then, perhaps, and this
we haven't done yet, but it seems to me perhaps some small
investments or mutual funds, or something like that where
you could speculate a little bit perhaps so hope for a
faster or larger return in terms of cash value. That has
always seemed to me to make lots of sense to kind of spread
out everything to do a 1little better somewhere else,

I am also a licensed representative for mutual funds.
Prudential has their own, including variable annuities,
which we have. Fut one of the first things that I
recommend is a fella have a good life insurance program
and then go into the mutual funds, Nutual funds are good,
I have some of them myself, But the only problem with
mutual funds are if you've been following the stock market
lately or reading the newspapers, they're all on a downward
trend. And if something happens and you are depending on
those for your family's needs, if something happens to you
at a time when they were down, there's no money there for
them to live on whereas insurance is guarantead. And over
a period of forty years, you'll make money on stocks and
honds, that's been their history in the past. They go
down but then they go back up. S0 I think any good stock
mariet broker would tell you to have a good base 1life
insurance program first and then invest in the stock market.
I sell both but I recommend--it makes no difference to me,
commission wise, which way you go. e go on premium dollars
so I always recommend the life insurance first. T had it
first and then I bought my mutual funds., So I can't very
well recommend that somebody else go the other way.

Do you have a card, bob, that I could have in case I want
to call you between now and Wednesday evening?

Yes, I have one here, In fact I'm going to leave this with
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you. Maybe you are a little bit unsettled on what type of
work you want to do. I don't know if it might interest you
or not but Prudential is always looking for men in a field
where there are good opportunities. You quoted your income
at $10,000 a year—.it isn't unusual for a first year man to
make more money than that. If vou think that you might
like to get into a field such as Prudential, 1'd be glad to
tell you what we have to offer, what we expect of you and
what you can expect from us,

Mr. Henneberry has mentioned this to me and I don't know,
I'm just very undecided about what I want to do. I

already have a job for next year. I like teaching school

a great deal. I like working with young people and helping
them learm things. 3ut, I don't know what I want to do yet,
I really don't.

I'1]1l put my name and phone number on here. This is an
application and if you want to fill it out fine, any
information you put on here is confidential. Leave this
aprlication with us and it is put on file., A year from

now, if you should deoide that you would like a job, you
would have your appliocation in for a year. Wwhen ticy should
call you, You tell them I'm just not interested at this time
and they will re.file your application, People are hired on
the basis of qualificetions and application. But, here,
look it ovar and see what type of questions are on it.

A1l right, I will do that.

If some timas you fesl you might like to try it, I'd be
happy to have you over at the offiece.

Okay, fine, I'll get your hat and coat here.

Okay,

I don't want to keep you. I imegine you're busy,

I enjoy this. It is a rewarding career if you like doing
things for people, I've always enjoyed it. I think,
orobatly, if you like what you're doing, it's mighty nice

to 7o to work.

Ch, absolutely. You have to enjoy what you're doing,
otherwise you're lost.

I'11 be tack Wednesday at seven o'clock.
Thanks so much for atopping by.
It's been real nige talking to you. P ve,

Lye.
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