
 

                                                       Web: www.mtdsalestraining.com         Telephone:   0800 849 6732                                 1111    

 

 

 

The Gatekeeper Screen 
T h e   G u a r d i a n s   o f    t h e   G o l d 

 

MTD Sales Training, 5 Orchard Court, Binley Business Park, Coventry, CV3 2TQ 

Web: www.mtdsalestraining.com Phone: 0800 849 6732 



 

                                                       Web: www.mtdsalestraining.com         Telephone:   0800 849 6732                                 2222    

Executive Summary 

The Gatekeeper: the secretary, receptionist or personal assistant, whose job it is to 

“screen” your call and stop you from talking to the decision maker. If you are in 

business-to-business sales then you have come face to face with gatekeepers and a 

“screen” and learning to get past these guardians of the gold, is a mission-critical 

objective in your sales career. 

While you may think of these front-line people as pesky low-level pawns that have 

nothing better to do but waste your time, understand that gatekeepers are important 

and powerful and play a pivotal role in business. Also, realise that while some 

gatekeeper screens may frustrate and anger you, the best screens are invisible. A 

high-level gatekeeper’s screen is so sophisticated that most sales people never 

realise it is there, usually attributing their failure to reach the decision maker to bad 

timing or misfortune. 

Also, you will find that at the high corporate level, many gatekeepers have 

gatekeepers of their own. You may have to go through one or two screens just to get 

to the main gatekeeper! 

If you are in B-2-B sales it is imperative that you learn to get past the gatekeeper and 

the hard screen. This template will show you step-by-step how to routinely negotiate 

the screen, get past the gatekeeper and get through to the decision maker. Once you 

have the keys to the gate, you will find that there really is gold “in them thar hills!” 

 

Recognising a Gatekeeper Screen 

The first key to getting past the gatekeeper (GK) is to learn to recognise a screen. 

Some screens are obvious in that the GK practically tells you that you cannot speak to 

the decision maker (DM). However, a top level GK will have you believing that you just 

missed the DM or that the DM is looking forward to speaking with you, when in fact, 

the DM has never heard of you. A good GK is not only a protector of the DM’s time, 

but is also a public relations person, helping to maintain the image of the DM and the 

company. 

So your objective is to learn to recognise the difference between bad timing and a 

good screen. 
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Three tips to recognizing a GK screen 

1. Know the facts, the numbers: As a sales professional you should never rely on 

guess work or hypothetical assumptions. You have to know the facts of your 

performance and the statistics that surround your business. You should be using a 

comprehensive CRM (Customer Relationship Management) software tool like ACT!, 

GoldMine or SalesLogix that will keep detailed records of everything including exactly 

how many calls you make, as well as their results. With this information, you want to 

note the ratio between the number of attempts to contact a DM, as compared to the 

number of actual contacts made. If this number is consistently low (under 40%) there 

is a problem and it may be that you are running into strong screens. 

2. Watch the timing of the GK’s questions: If you listen carefully, often you can tell 

if the GK is screening you or not by the way he or she ask questions. Examples: 

 

Example #1 

Sales Person:  “Is Mr. DM available?” 

GK:    “No, he is not in at the moment. Who’s calling? 

Sales Person:  “This is Jo Salesperson” 

GK:    “I’m sorry, Jo, Mr. DM is out, can I take a message?” 

 

Example #2 

Sales Person:  “Is Mr. DM available?” 

GK:    “Who’s calling?” 

Sales Person:  “This is Jo Salesperson” 

GK:    “I’m sorry, Jo, Mr. DM is out, can I take a message?” 

Note that in the first example the GK answers the question as to the whereabouts of 

the DM before asking who was calling. In the second example however, the GK first 

asks the sales person to identify herself, before telling her anything. It is very likely 

that number two is a screen. 
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3. Note when you are put on “hold” for extended lengths of time: Look at the 

example below: 

 

Sales Person:  “Ms. DM, please.” 

GK:    “Who may I say is calling?” 

Sales Person:  “Bill Seller from ABC.” 

GK:    “Hold on, I’ll check.” 

On hold with music. After a minute or two… 

GK:  “I’m so sorry, Bill. But Ms. DM must have just stepped out. 

You just missed her. May I give her a message for you?” 

 

With this complex screen, the GK may have you 

believing that he or she was trying to locate the DM but 

discovered the DM had left the building. However, it is 

possible that this GK put you on hold and went for a 

cup of coffee or had a chat with a friend on the other 

line, perhaps even joking about you. So how do you 

know if this is real or a screen? This is another place 

you must use your CRM. Make a note in your database 

when this happens. If it happens several times at the 

same company, then it is a screen. Trust the facts because this type if GK will sound 

very nice and friendly as if they are trying to help you, but this not the case. 

 

Determining the TYPE of Screen 

Once you know that you are facing a GK screen, you must immediately identify the type 

of screen. The reason it is so important to be able to recognise a screen, then the type of 

screen, is that getting past them requires the exact opposite technique. There are two 

types of screens: 

 

A. The Investigative Screen 

The investigative screen is the screen in which the GK investigates and asks you a lot of 

questions. 

 

B. The Blind Screen. 
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With a blind screen, the GK wants to stop anyone from getting through without asking 

any questions. If he or she does not recognise your name, that’s it, you’re done. 

 

The Investigative Screen 

With the investigative screen, the GK’s primary asset is time and he or she will usually 

ask you lots of questions. This GK will usually have a pleasant personality and will often 

seem to be a very nice, innocent person who will often engage you in small talk.  

To get past this screen, you need to be the exact 

opposite of what this GK wants. With this GK, you need 

to reflect the personality of someone who is NOT in the 

mood to talk or answer questions. You need to project 

the image of a very important executive who is not very 

friendly and who is in a hurry. You need to project the 

tone of voice that you are someone who expects to be 

put through to your party and immediately! If the GK even 

asks your name, you want to answer in a tone that says, 

“You should know who I am, now put me through because you are wasting my time.” 

 

Please note, this is only the attitude and demeanor you need to project, not the 

actual words you should use. Do not be mean or rude. Simply project the 

personality of a very serious person. 

 

The key is that you will force the GK to make a decision quickly without having time to 

think or ask the usual questions. Who are you? You sound like a very important person. 

Could you be the BIG BOSS? Could you be a very important customer? This GK has to 

either connect you to the DM or risk offending someone who might be a VIP. 

 

The Blind Screen 

The Blind screen GK is just the opposite. This GK has no time and does not want to ask 

you any questions. This GK just wants to get you off the telephone because you are not 

on a preferred list of callers. This GK will often have a sombre, serious, almost rude 

attitude. So, as with the investigative screen, with the blind screen, you also want to be 

the exact opposite of what the Gk wants. 
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With the blind screen you want to be someone who talks extremely slow; someone who 

has to think for a few seconds before each sentence. The blind screen GK is expecting 

the high-level sales person who is smooth, polished and perfect. So you do not want to 

be smooth, polished and perfect. This GK has no time, so you want to take up his or her 

time. Once again, you force the GK to make a quick decision. You don’t sound like a 

sales person, in fact you sound harmless. So the GK has to let you take up his or her 

time or put you through. And since they feel that you are harmless—they will put you 

through. To get past the gatekeeper and screens you need to do the opposite of what 

the gatekeeper expects and is trained for. If the GK is looking to stop the fast talking 

smooth sales person, then you want to be a slow talking, confused person. On the other 

hand, if the GK wants to talk and ask questions, be a fast talking person who has no 

time to talk and answer questions. Force the gatekeeper to make a quick decision and 

they will connect you rather than risk making a big mistake. 

 

Getting Past Gatekeeper Screens 

1. Recognising a screen 

a. Know the numbers, keep good records 

b. Listen to the timing of the GK’s questions 

c. Watch for the long “hold.” 

 

2. Identify the Type of Screen 

a. The Investigative Screen 

i. GK asks many questions 

ii. GK has nice personality 

iii. GK likes to talk 

iv. GK’s has time 

b. The Blind Screen 

i. GK ask few or no questions 

ii. GK has sombre personality 

iii. GK does not like to talk 

iv. GK has no time 
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3. Negotiate the Screen by Becoming the GK’s Opposite 

GK is nice and talkative………be someone who is not very nice or talkative 

GK has lots of time………be someone who has no time 

GK has no time…….be someone who has plenty of time and wants to talk 

GK is fast…….be slow 

GK is slow…..be fast 


