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How to use this guide
Use this script to engage customers in a conversation about how to leverage devices across their 
business. This resource is organised in a modular fashion to help you quickly access information that 
will help drive successful conversations. Begin with the Introduction and then use the Conversation 
Starters to uncover any pain points–after which, focus on a topic of interest. Then proceed to 
Scenario Examples for pitch and support points to deepen the dialogue around specific solutions. 
The Objection Handlers provide answers to customers’ common questions and objections.

Target audience

SMB 20-50 users

The roles will vary depending on the size of the organisations as 
smaller organisations often have no internal IT at all or may outsource.

• CEO / Business Owner / Managing Director

• Business Decision Maker e.g. Finance Director / Director

• IT Manager / IT Director (if internal roles)

Scenario 3:
The customer is 
looking to maximise 
their Microsoft 365 
investment.



Use this section to understand what kind of key issues and pain points the customer 
may be experiencing.

1. Employees unable to maximise the full potential of Microsoft 365 due to poor 

hardware 

2. Devices not 100% compatible with Microsoft 365 require too much time to resolve user 

issues

3. Software and hardware incompatibility employees unable to multi-task and spend too 

long on admin

4. Even though Microsoft 365 has been deployed, employee productivity is still not 

improving 

5. Time wasted on employees unable to connect and collaborate outside the office

6. Employee and customer dissatisfaction due to business disruption caused by unreliable 

workflow and processes

7. Lack of in-house IT resource to manage inadequate / outdated hardware 

8. Modern workplace technology required to attract and retain best talent 

9. Limited resources require employees to multi task to get more done 

10. Highly competitive market against other SMBs as well as larger organisations calls for 

hardware as well as software that facilitates flexible ways of working  

Customer pain points
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Introduction

Conversation starters

I’m calling because we work with a lot of businesses like yours, helping them maximise their Microsoft 
365 investment across the business. Did you know that 61% of employees have left or considered 
leaving a job because it did not have work flexibility?i

With Microsoft 365 on Surface, your workforce will be empowered to use devices that act as the 
conduit to new ideas, collaboration, and creativity in a variety of scenarios. This helps satisfy the 
emerging workplace trend to provide premium devices that help you attract and retain talent, 
embrace new workplace expectations, and inspire innovation.

Microsoft 365 on Surface helps your organisation to…

Inspire Employees: “91% agree Surface makes it easier to express creative ideasii ” - Integration with 
Office and Windows 10, all-day battery life, and LTE Advanced enable you to be productive and work 
anywhere. Versatile work modes such as touch, ink, Pen, and Dial help you move from idea to 
execution.

Get the best of Microsoft: “112% ROI on Microsoft 365 with Surfaceiii” - Reliable and familiar Surface 
hardware with software, applications, and services that are purpose-built together gives you first-to-
market, best-tested experiences that enable you to maximise your investment.

Be Ready for Tomorrow: “50% reduction in annual security breachesiv” - With AutoPilot, Surface 
Enterprise Management Mode, and Windows Hello, you can deploy and manage hardware with ease. 
Prevent security breaches, enforce secure sign-on practices, and manage access to firmware all while 
powering next-generation features.

Use the following questions to gain an understanding of the customer’s business 
goals and key challenges. Use this information to qualify the customer for further 
discussion around their most important pain points. 

1. What are your biggest challenges when it comes to workforce productivity amongst 
your mobile employees?

2. How well are your employees leveraging Microsoft 365 tools to enable multi-tasking 
and maximum efficiency?

3. What ROI are you seeing on your Microsoft 365 investment?

4. How do your devices integrate seamlessly with Microsoft 365 to enable collaboration 
and teamwork across your business?

5. How are your devices equipped to enhance workforce productivity?

6. When customers or prospect employees see the devices you use, what impression do 
you think they get of your business?

7. With limited resources, how do you ensure your employees get their work done and 
provide an exceptional customer experience?

8. How do you ensure they are able to multi task, in order to be more productive? 

9. When working remotely, how do users access sensitive data?



Use the following to help overcome objections and concerns that the customer may have. 

Objection: Office 365 is now available on iOS. Why should I buy a Surface if I can use the same 
apps on an iPad?

Response: Surface has a more powerful Intel Core i7 processor, along with the capability to run full 

Office PC applications. This is opposed to the mobile Office app version that runs on the iPad Pro, and 

does not include some features of the full Office application. As a result, the experience on a Windows 

device is almost identical to the desktop experience. Given that Surface was built from the ground-up 

with Windows in mind, it offers a better user experience for Office users. Type, touch, and precision 

inking capabilities allow your people to work in the most instinctive, and productive way possible –

without compromise. Every detail has been accounted for with regards to the user experience. Portrait 

mode for Surface feels like reading a book, while Surface Pen feels like drawing on paper.

Objection: Many of my staff are field based and are on the road a lot, working in dusty/dirty 
conditions. Even though we use Microsoft 365 I’m worried that a lightweight device simply isn’t 
rugged enough to meet my requirements.

Response: Every generation of Surface device is better than the last. With the Surface Book 2 for 

example, Microsoft improved the hinge - making it feel sturdier. Here’s what Engadget said about the 

updated design: 

“The real magic behind the Surface Book 2 is its revamped fulcrum hinge. It's certainly sturdier 
than before - I picked it up and tried to shake the screen, but it wouldn't budge. And it was steady 
as a rock while I tried to type with both notebooks in the air and on my lap.” 

In addition, third party manufacturers provide a whole range of ruggedised cases for the Surface 

family that meet military drop test standards. So, your Surface should be able to handle difficult 

working environments.

Objection: Using Microsoft 365 already enables my employees to get work done when and 
where they need. What else would they get from using it with Surface devices?

Response: Surface Pro is designed to work with productivity tools such as Microsoft 365 that are built 

for working on-the-go. Did you know that 71% of companies agree that Microsoft 365 powered 
Surface devices position their organisation as a top employer?v That’s because Surface offers a 

modern desktop experience, maximising the Microsoft 356 investment offering integration with Office 

and Windows 10, all-day battery life, and LTE Advanced (on the Surface Pro and Go) enable you to be 

productive and work anywhere . When it comes to creativity, 91% agree Surface makes it easier to 

express creative ideas . Versatile work modes such as touch, ink, Pen, and Dial help you move from 

idea to execution.

Objection handling
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Objection: I have looked at Surface and found them to be too expensive.

Response: Surface offers a range of premium devices, stronger, more resilient, and more beautifully 
crafted than any comparable devices on the market. You get what you pay for with industry leading specs 
designed around the way people work, equipping users with high end devices that enables them to achieve 
more in the time they have.

Surface is built for Windows 10 and can help you make the most of your existing IT investment. devices 
function as a desktop, laptop and tablet. And, with Surface Pen, can also be used as a whiteboard/creative 
canvas. So, you get to save money by replacing multiple devices with a powerful 3-in-1 device. 

Microsoft offer various purchase plans based on the number of devices you require - including leasing options 
(insert partner offer here). Our clients frequently cut costs, since they get a price plan that’s right for their 
business. In addition, further savings can be made when your devices are standardised on Surface – along with 
reduced IT costs, ease of deployment, great reliability, and productivity gains for Microsoft 365 users.

[Optional if the Partner offers Surface-as-a-Service]

With Surface-as-a-Service, should you have a limited capex budgets you can lease devices on monthly 
contracts. This means cost can be allocated to operating expenditure rather than Capital outlay which may 
be easier to accommodate vs a big upfront cost. Devices are loaned rather than owned so they can be 
returned (subject to contract agreement) if no longer needed, obsolete devices can be replaced for new, 
plus you get leased versions at much lower cost than buying new ones – with quantities that can scale up 
or down based on changes in headcount.

Objection handling

Did you know that 96% of Surface users agree Surface makes them more productive? vii

The Microsoft Surface range offers a broad portfolio of devices, designed for the modern workplace. With tools 
that adapt to different modes of working, Surface devices support how your people work - both in and out of 
the office, providing a modern desktop experience with the best hardware for productivity tools like Word, 
Excel, PowerPoint, and OneNote. Equip your employees with a trio of leading technologies – Surface device, 
Windows 10 and Office 365 - which together provide the most complete offering for your mobile workforce. 

Surface Devices

The Microsoft Surface range offers devices suited to many different roles within your business. 
For example:
• Surface Laptop 2 is great for directors, business leaders or MDs needing to multi task and run the 

business at the same time. 

• Surface Pro 6 is perfect for senior management such as insurance client service managers responsible for 
small teams who need more power and portability in a light laptop and tablet in one. 

• Surface Go is ideal for mobile sales execs who need a device that enables them to be in more places and 
see more customers. 

• Surface Studio, Surface Book both are perfect for engineers, designers, or anyone in the organisation 
running intensive workloads – from multiple spreadsheets to virtual machines. With both devices users get 
maximum processing, power plus the portability of Surface Book and a modern desktop experience from 
Surface Studio.

• Surface Hub is the ideal solution to round out the entire people, culture and space experience. Be it in a 
meeting room or the MD’s office, Surface Hub is suited to everyone from client relationship managers to 
design teams – wherever they choose to collaborate. 

Surface overview
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• Up to 14.5 hours of video playback 
• Download speeds of up to 450Mbps, a CAT 9 modem, and the 

latest quad-core powered 8th Gen Intel® Core™ processor 
• TPM 2.0 chip for enterprise security and Enterprise-grade 

protection with Windows Hello face sign-in 
• 13.5” PixelSense™ Display with interactive touchscreen and OmnisonicSpeakers
• Covered by Advanced Exchange—a warranty service with expedited device 

replacement, at no additional cost
• Available in a choice of four rich tone-on-tone colors, including new, classic Black

Surface devices

https://www.microsoft.com/en-gb/p/surface-laptop/8xqjkk3dd91b?activetab=pivot:overviewtab

Surface Laptop 2:
For a laptop form factor, with the perfect balance of style, security, and 
manageability, Surface Laptop 2 has more multitasking power to get more done:

https://www.microsoft.com/en-us/p/surface-pro-6/8ZCNC665SLQ5?activetab=pivot%3aoverviewtab

• Uncompromising 2-in-1 form factor that 
transforms from a docked PC into mobile tablet 

• Up to 9 hours of video playback
• Ultra-light portability at 1.15 lbs. and 10”
• 21 LTE bands that keeps employees connected 
• High-resolution PixelSenseTM display 

https://www.microsoft.com/en-gb/p/surface-laptop/8xqjkk3dd91b?activetab=pivot:overviewtab

Surface Pro 6:
From full feature desktop software to mobile apps, Surface Pro 6 ensures mobile professionals 
get the job done wherever they are:

• Premium look and feel, a laptop optimised for 
productivity that transforms into a tablet

• Ultra-slim and light, starting at just 1.7 lbs
• 8th Gen Intel® Core™, quad-core powered 

processor and up to 16GB RAM and up to 1TB storage
• Up to 13.5 hours of video playback 
• High-resolution PixelSense™ Display
• Covered by Advanced Exchange—a warranty service with 

expedited device replacement, at no additional cost
• Now in a choice of two classic colours: Platinum or bold, new Black

Surface Go:
With Surface Go users are equipped with versatility, enhanced battery life, 
and processing power ideally suited for front line workers.

Microsoft Surface Telemarketing Guide (SMB)

https://www.microsoft.com/en-gb/p/surface-laptop/8xqjkk3dd91b?activetab=pivot:overviewtab
https://www.microsoft.com/en-us/p/surface-pro-6/8ZCNC665SLQ5?activetab=pivot%3aoverviewtab
https://www.microsoft.com/en-gb/p/surface-laptop/8xqjkk3dd91b?activetab=pivot:overviewtab
https://www.microsoft.com/en-gb/p/surface-laptop/8xqjkk3dd91b?activetab=pivot:overviewtab
https://www.microsoft.com/en-us/p/surface-pro-6/8ZCNC665SLQ5?activetab=pivot%3aoverviewtab
https://www.microsoft.com/en-gb/p/surface-laptop/8xqjkk3dd91b?activetab=pivot:overviewtab


Surface devices

Surface Book: 
The Surface Book is the ultimate in powerful performance, plus 
versatility and innovative design on the go. Users can run 
professional-grade software with high-speed processors, 
superior graphics, and fast storage and a choice of 13.5 or 15 
inch screen size. Now more powerful than ever, Surface Book 
enables employees to stay productive longer with up to 16 hours 
of battery life. Run specialist software effortlessly with up to 1TB 
of lightning-fast SSD, the latest Generation Intel® Core™ 
processors and up to 16GB of RAM.

https://www.microsoft.com/en-us/surface/business/surface-book

Surface Studio 2: 
If you want to combine the power of a desktop and the versatility of a drafting table to create the 
ultimate workspace, the Surface Studio 2 is right for you. Microsoft’s most powerful Surface ever 
fuels intensive software with a faster processor, blazing graphics speed, and lightning-fast SSD 
storage. The new Surface Studio 2 is a powerful workstation. With an impressive large display, 
modern design, and 13.5 million pixels of true-to-life colour that optimises productivity, this is the 
ideal device to complete your creative space.

https://www.microsoft.com/en-us/surface/business/surface-studio-2 
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Surface Hub: 
With Surface Hub, your team can collaborate in new ways, with 
apps optimised for large-screen pen and touch experiences. 
Surface Hub transforms ordinary places into modern collaboration 
spaces. Connect multiple devices wirelessly and watch your ideas 
come to life and bring teams together on a big screen to discover 
new ways to generate ideas and share content effortlessly. Watch 
out for our two new offerings in the Surface Hub family - Surface 
Hub 2S coming in 2019 and Surface Hub 2X in 2020. Expect lighter, 
sleeker, and more intelligent design that will continue to break 
down barriers between teammates and help organisations elevate 
themselves, with a more modern and collaborative culture.

https://www.microsoft.com/en-us/surface/business/surface-hub 

https://www.microsoft.com/en-us/surface/business/surface-book
https://www.microsoft.com/en-us/surface/business/surface-studio-2
https://www.microsoft.com/en-us/surface/business/surface-hub
https://www.microsoft.com/en-us/surface/business/surface-book
https://www.microsoft.com/en-us/surface/business/surface-studio-2
https://www.microsoft.com/en-us/surface/business/surface-hub


Surface and Microsoft 365

Surface is the best device for Microsoft 365. 
Together they offer complete, integrated 
solutions designed for the modern workplace. 
In terms of ROI, business leaders say they realise 
112% ROI of M365 on Surface compared to 
101% on non-Surface devicesviii, with ¾ 
agreeing M365 with Surface devices improve 
productivityix. Tools such as Outlook, Power BI, 
Office co-authoring and OneDrive document 
sharing enable real-time collaboration, on 
multiple projects, while Office apps with built-in 
AI tools and online file storage and sharing 
empower your teams to get more done.
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With these flexible tools your staff can spend less time organising schedules and more time providing 
an exceptional customer experience. Improve the efficiency of your business operations, while 
protecting your company against external threats and leaks with built-in privacy and compliance tools 
such as Windows Hello. Surface and Microsoft 365 give you the ability to secure and manage devices 
at the firmware level, while Autopilot enables you to modernise the deployment and management of 
Surface devices. Setup and pre-configure Surface getting it ready for productive use, faster; reset, 
repurpose, and recover devices; connect to a network, verify credentials, and ensure end users are 
ready to go—everything else is automated. Optimum reliability and durability mean you can be 
confident in the durability of Surface, with a low incidents-per-unit (IPU) rate. And, when it comes to 
deployment, setup and management of users, devices and data is easy - giving you more time to 
focus on your business.

Surface and Microsoft 365 
give you the ability to secure 
and manage devices at the 
firmware level



Usage scenario examples

Use the following scenarios to help develop a discussion around specific Surface solutions. The goal is 

to identify a Surface opportunity that addresses the customer’s needs and close a deal. Use the high-

level pitch and support points to develop the conversation further and answer questions.

Business 
Insurance Broker 
4 offices / c. 45 employees

Wealth Investment Advisors 
2 offices / c. 20 employees 

Law firm 
1 office / c.10 employees

Role Sales Executive Client Service Manager Managing Partner (MP) 

Hero Surface

Devive
Surface Go Surface Pro 6 Surface Laptop 2

High-level 

pitch

Surface Go is the best way to 
keep your staff connected, with a 
Windows 10 device that runs full 
feature desktop software. Equip 
your people with a device that  
keeps them productive in the 
field. 

Built from the ground up, the 
Surface Pro 6 is the one of the  
most the versatile laptops ever 
created. Combining longer 
battery life and more power, the 
Surface Pro family is available 
with LTE Advanced to give 
employees the connected 
productivity & mobility they 
need, every day.

Surface Laptop 2 runs the best 
operating system in the business, 
with uncompromising enterprise 
grade security to keep your data 
secure. 

Support

points

• Works seamlessly with 
Microsoft 365 tools like Skype 

for Business, which reps can use 

to connect with customers as 

well as each other.

• Ultra-light portability - a 

device light enough to go 

anywhere, that leaves a great 

first and last impression; ideal 

for winning over new insurance 

customers. 

• Up to 9 hours of video 
playback gives sales execs 

more time with clients and less 

time finding places to plug in.

• Digitise note taking - saves 

time by eliminating the need 

for manual input, creating more 

time to provide a personal 

customer service.

• Premium look and feel –
at 1.70lbs, a sleek, design 

optimised for productivity. 

Crafted without compromise, 

perfect for Client Service 

Managers who always need to 

look professional.

• Surface Pen feels as natural as a 
real pen with precision ink on one 

end and an eraser on the other. 

Take notes while at a client site 

and easily share with colleagues.

• Up to 13.5 hours of video 
playback means less worry 

about recharging and more 

time being productive. 

• One click to OneNote. With the 

click of the Pen, a blank sheet is 

available for quick note taking. 

• Work faster – with download 

speeds of up to 450Mbps and a 

CAT 9 modem, Surface Pro 6 has 

the power to keep up with the 

most demanding workflows. 

Client Service Managers can 

work on several account reports 

at the same time, without 

sacrificing processing gain.

• Thanks to flawless Microsoft 
365 integration, busy lawyers 

can work through complex 

documents fast using Ink Editor 

to strikethrough text circle text to 

select, and highlight functionality.

• Microsoft 365 on Surface Laptop 2 

enables lawyers to speed through 
intensive tasks using the 

applications their business depends 

on, enabling them to multitask and 

get more done in less time.

• Up to 14.5 hours of video 
playback enables MPs to 

continue to work at home after 

office hours without having to 

recharge.  

• Weighing only 2.76 pounds, 

MPs can easily slip the ultra-slim 

Surface Laptop 2 in their bag and 

travel lightly to and from home, 

office, and client meetings with a 

professional look and feel.

• A platform the can run specific 

memory-intensive applications 
to help with a variety of tasks, 

such as budget setting, 

forecasting, and creating business 

strategies.
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Customer testimonials

We have also compiled some Customer Testimonials that you can use in your discussions 
as further support.

“You can do everything on it. I can have PDFs open, I can open Solid Edge, 
I can have emails coming in… I’m just blown away at how effective it is as 
a tool that I can put in my one hand and be able to edit and actually do 
3D CAD. This is just a breakthrough product.”
Bob Mileti, Industrial designer and small business owner, Trilby Innovative

“I used to use my Surface primarily as a desktop device, but what’s really great is 
that I’ve been able to take it out to site visits and meetings with clients. Things 
that normally remain in the office, like 3D models, can now be taken to the site 
and we can do quick sketches and model things based on client feedback.”
Cyrus Penarroyo Designer, LTL Architects

Summary and next steps

Close the call by discussing any promotional offers you may have or lead into discussing next steps. 

“Given what we’ve discussed (Summarise key challenges e.g. mobility, performance, battery life, 
collaboration etc.)  I believe there are a number of ways we can help you meet your business 
objectives with our new Surface devices. Can I arrange for one of our consultants to visit/call you 
to discuss this in more detail with you, or arrange for a loan on our devices?”

Capture the customer's contact details and advise you will send a follow up email confirming what 
was discussed. There are handy follow up emails available in the campaign assets that you can 
personalise and send to the customer after the call.

Sources
iFlexJobs 2018 survey
iiPenn & Schoen Berland, “Surface and Workplace Satisfaction/Engagement,” 2017
iiiForrester, “Maximizing Your ROI from Microsoft 365 Enterprise with Microsoft Surface,” 2018
ivForrester, “Maximizing Your ROI from Microsoft 365 Enterprise with Microsoft Surface,” 2018
vMaximizing Your ROI from Microsoft 365 Enterprise with Microsoft Surface, Forrester Consulting, 2018
viPenn & Schoen Berland, “Surface and Workplace Satisfaction/Engagement,” 2017
viiMicrosoft Creative Strategies study 2017
viiiMicrosoft-commissioned Total Economic Impact study from Forrester Consulting
ixMicrosoft-commissioned Total Economic Impact study from Forrester Consulting

“We’ve replaced all fixed top computers, all telephones from the building… 
and we’ve replaced them with Microsoft Surface Pro computers…it allows 
our lawyers to work in a completely mobile fashion. It will change the 
whole experience that clients have with their lawyers.”
Duncan Weston Managing Partner-UK CMS
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