
 
Module 5: 

Call Control Technique #2: Ask 3 Closed-ended Questions Back to Back 

 

SUGGESTED TIME:   20-25 Minutes 
POWERPOINTS:    PPT 13-15 
MATERIALS NEEDED:   Lecturette provided at end of module 
WORKBOOK PAGE:   4 
 
DESCRIPTION: 
This module introduces a fun, easy-to-use technique that shifts customers from the talkative right-
brain to the calmer left-brain. 
 
 
ACTIVITIES  
 

• Introduce the “Ask 3 Questions Back to Back” technique using the provided lecturette at 
the end of this module. Use PPT 13 -15 to support your discussion. 

• Break participants into groups of 4-7 and have them complete the “Learning Activity” on 
page 4 of the workbook. Allow 10-12 minutes for this discussion. 

• Debrief this exercise by having each of the groups share their scenario and 3 closed-
ended questions with the large group. 

 
 

LECTURETTE 

Ask 3 Closed-Ended Questions Back to Back 
 
When customers are long-winded, rambling or story-telling, they are likely stuck in the right side 
of the brain. The right side of the brain tends to use more of our creative, fantasy and 
philosophical sides, whereas the left side of the brain focuses more on facts, numbers and 
analytical thinking. 
 
As long as the customer is communicating from the right side of the brain, it will be difficult for you 
to control the call. You need to effectively shift your customer from the right side of the brain to 
the left side of the brain. An easy and very effective way to help your customer make this shift is 
for you to ask your customer 3 closed-ended questions back to back. 
 
Closed-ended questions are questions that can be answered in one word: “What is the date code 
on your bag of chips?” is a closed-ended question. “How would you like to handle this?” is an 
open-ended question. Closed ended questions work because customers are limited to one word 
(or perhaps a series of numbers.) Asking closed ended questions will give you some immediate 
control over the phone call, but to maintain that control, you must ask closed-ended questions 
that require your customer to go to the left brain to retrieve the answer. That is, you need to ask 
questions that require your customer to use analytical thinking, to recall, or to lookup something.  
 



 
Here’s an example. When I worked in the car rental industry, I had my staff launch three strategic 
closed-ended questions the moment they felt they were dealing with a long-winded caller. These 
are the questions my employees asked. 
 

1. What is your rental agreement number? 
2. Can you read me the location code located in the top right-hand corner of your 

agreement? 
3. Can you give me the exact dates of rental? 

 
These questions never failed to get the long-winded caller to stop talking. They never failed 
because the questions are all closed-ended, relevant to helping the customer, and they all require 
the customer to use the left brain to retrieve the answers. 
 

! Closed-ended questions can be answered in one word 

! Closed-ended questions put you in control 

! Closed-ended questions move the customer from the right bran to the left brain 

! Closed-ended questions keep your customers from rambling  
 
 
When you are caught on a long call with a storyteller or rambler, ask 3-closed ended questions 
back to back. Make sure the questions are closed ended (answered in one word or series of 
numbers), relevant to helping the customer, and require the customer to use the left brain. When 
you do, you’ll instantly be back in control of your phone calls. 



 
 


