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10 Key Ways to Turn 
Leads into Enrollments



Understand that Every Caller
is a Potential Customer

• Mental Health and Hospital Settings have re-framed "patients" to "customers".

• Professionals want to acknowledge that their customers have power, a voice and a choice as to who they choose 

as a provider.  They are not helpless victims in need of rescue.  This approach acknowledges a persons's dignity.

• If we understand that our parents are our customers who are choosing our services from a plethora of providers 

then we understand out responsibility to represent who we are using the skills required to make connections 

that will result in enrollments of students.

• Many of these skills are represented well in successful sales professionals.  These are people who know the 

product, the field, the customer, how to discern a good fit for the product, the limits of the product and have 

the relational people skills needed to connect with the customers.  



Be Highly Responsive
• Answer the phone the first time as often as possible, need to multi task.

• Many admission commitments are made to the program that responds and connects 

first.    

• Start with your freshest calls and leads first, your older messages are already old.

• Meet the requests of your parents in a quick timely manner.

• Once you have received the application give an admission decision within one business 

day  if possible.

• Do not become discouraged or dismayed with the dead ends, its a part of the job.

⚬ It takes an average of 40-80 leads to lead to one enrollment in one of our programs.

⚬ The average sales rep spends 25 hours per month leaving voicemail messages.

⚬ 80% of phone calls go straight to voicemail and 90% of first time voicemails are 

ignored.



Be the Tour Guide, not the Interviewee
• Be prepared and ready to take the lead of every phone call.

• It helps to have an opener that is your "go to" that ensures you are guiding the parent through your process, not visa versa. (Can you help me understand...? Can you walk me 

through...?  Can you tell me about...?

• Using "Did I catch you at a bad time" makes your call 40% less successful, while asking "how are 

you?" increases your likelihood of continued contact by 3 times.

• Gong analyzed over 100,000 connected outreach calls and found that successful sales people 

talk at least half  of the call, while unsuccessful sales people spent less than half of the time 

speaking.



Be a qualifier vs a screener

• What does that diagnosis look like for your teen, how does it show up?

• How did your teen receive that diagnosis? (pediatrician, psychiatrist, parent dx)

• What prompted that fight or hospitalization?

• How does his/her behavior differ outside of the home vs inside of the home?

• Ask about the frequency/duration/and severity of the at risk behavior.

• According to Gong's analysis of 519,000 discovery calls, there's a clear relationship 

between the number of questions a rep asks and their chances of success. 

Helpful questions to rule out potential red flags:



Differentiate your Program
from the Rest

• This requires you to have some familiarity with the field.

• Accentuate the positive aspects of your program you feel are 

exceptional without disparaging other programs.

• Topics to consider here are facilities, staff, activities, therapeutic 

services and approaches, academics, program structure etc. 



Be Solution 
Oriented

• Take a problem solving approach.

• Help connect your programs 

services as the solution to a need 

that the caller has.  

Demonstrate 
Expertise of 

your  Program's 
Services

• What are your approaches?

• Strengths of your team?

• Strengths of your campus?

• Services that you offer?

• Program Structure?



Follow up until Placement
• Make sure to assign the parent responsibilities to complete that will move them 

towards the admission decision and enrollment date. 

⚬ Example - "As a next step I would suggest..."

• Parents will need your expertise and advice about how to arrive to your program, 

where to buy supplies, how to tell their teen and more.  There are many reasons to be 

in touch.  

• 80% of sales require five follow ups after the initial contact.

• 44% of salespeople give up after one follow up.



Build Value in the Investment
• Confidently share the value of your program.

• Highlight discount payment plans right away.

• Compare the cost of your program to other options.

• Make sure to communicate with the parent all that your tuition covers.

• Do not be quick to disregard a caller because of sticker shock,  give the 

best presentation the caller will allow you to make.

• Share examples of ways that other families have funded the program.



Optimize use of LMS and Referrals
• LMS has the ability to follow up for you, so you can spend more time on calls.

• Maximize the use of the categories, follow up emails.

• Stay in touch with the Exceed team about trends in your callers and needs that 

your program may have for admissions.

• Communicate well with your referral sources, like BCN.

• Directors, consider what technology may be needed to ensure your admissions 

staff have the proper tools to maximize time and efficiency.  



WHEN TO SAY "NO!" TO A 
POTENTIAL STUDENT

RED FLAGS TO WATCH FOR



WHY 
"GOODNESS 
OF FIT" IS 
IMPORTANT

• Ensures that you are accepting students into your 

program that you have a reasonable expectation of 

success with.

• Protects the program and the student body from 

unnecessary risks.

• Your student and family will leave your program with 

positive changes and rave reviews

• Improves your retention rate.

• Ensures that we are doing our part to protect the family's 

investment.  We would be poor stewards to accept 

students we know are a poor fit leaving the family with 

reduced means to secure help when the student is 

dismissed due to "goodness of fit" issues.  

Defined: the compatibility of a 
person's temperament with his 

surrounding environment is 
referred to as “goodness of fit.” 

Some temperaments and 
environments seem to naturally 
fit together, while others do not.



Mental Health Needs Family Profile Medical Needs Behavioral Concerns

RED FLAGS TO CONSIDER

• multiple hospitalizations
• severe interference with daily 

life activities
• severe global functioning 

limitations
• severe trouble with social 

norms
• multiple or severe diagnoses
• low IQ
• severe self harm and SI

• ongoing legal disputes
• ongoing DHR investigations
• custodial requirements
• severe family conflict
• alignment with your programs 

goals and philosophy 
• agreement to comply with the 

requirements of your program

• will the program be able to 
meet the medical needs of 
this student

• are there food limitations that 
the program can not feasibly 
accommodate

• are there physical limitations 
that would prevent student 
from participating in program

• legal problems
• responses to authority
• violence with injury
• sexual acting out
• severe run away issues
• dismissal from prior 

programs



Determine the Best 
Data Points

Talk to the team about the 

most common reasons 

students are released early 

from your program.  

Identify common 

characteristics that might be 

displayed among these 

students.

Identify the Proper 
Language

This is an assessment tool 

that needs to be functional.  

Use language that will be 

easily identified by the user, 

relevant to your students, 

and formatted for analysis.  

Recruit help from a techie or 

someone on your team 

familiar with statistics.  

Gather the Data

I recommend gathering at 

least 1 year of data.  Recruit 

help from the team.  Review 

applications and other 

references to find the facts 

you are looking for.  Keep 

the form up to date year 

round, on all students.

Analyze the Data

Segregate the data of 

students who have been 

dismissed.  Examine 

common characteristics.  

This will help you determine 

which students are not a 

good fit for your program.

Perform a Early Dismissal Risk Assessment 




