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Currently there are 487.4 million, main 

telephone lines and mobile phones in 

the U.S. 

 

The U.S. is the 2
nd

 largest country in 

the world, with respect to telephone 

lines and mobile phones 

 

VoIP (Voice over Internet Protocol) 

usage reached 16.3 million users or 

13.8% of all U.S. households in 2008 

 

32 million or 16% of all U.S. adults 

only use a mobile phone. 

 

59% of all U.S. homes have a landline 

and mobile phone. 

There is a new type of caller and phone.  Just look at the 

statistics above. 88% of all consumers who made or 

received a call are either on, or near, the internet and/or 

mobile phone.   

 

This new type of caller and phone creates a unique and 

effective opportunity for businesses to reach and engage 

a targeted group of consumers who offer the ultimate in 

short term permission based marketing.  

 

Seth Godin, author of the “most popular marketing blog in 

the world and bestselling author”, sums up a caller best 

when he says they are “focused, interested, paying 

attention and willing to trust [your business]” 

The ability to understand what a consumer wants, 

when they are on the phone, and how to engage them 

is becoming easier. The new caller has access to 

several other mediums while they are on the phone, 

providing you with the opportunity to engage them like 

never before.  

 

Brandt & Sons™ has created a number of powerful 

and strategic partnerships to create the best possible 

business to consumer phone experiences.    

 

The new caller is important to your business and 

expects to be treated in the best way possible.  

 

 

“The new rules mean that 

the most valuable marketing 

event is almost always an 

inbound phone call. 

 

An inbound phone call is the 

ultimate in short-term 

permission. The customer 

or prospect is taking the 

time to call you. She’s 

focused, interested, paying 

attention and willing to trust 

you. 

 

Think for a minute about 

how much you spend (and 

how high up in the 

organization the 

discussions go) when it’s 

time for a new logo or a new 

Super Bowl ad.  

 

And yet, even though the 

rules have changed, the 

lowest-paid, least-respected, 

highest-turnover jobs in the 

organization now do the 

most important marketing 

work.”  

 

“Shouldn’t there be as much 

spent on self-service 

customer support as is 

spent on the design of the 

selling part of your 

website?” 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

The telephone isn’t what it use to be. 

Understanding Today’s Caller 

Source: Seth Godin’s Blog Titled “Who answers the 

phone?” Posted on April, 09 2008 Accessed June 2008. 

“Seth Godin’s Blog” logo is reproduced with permission. 

Sources: NationMaster.com Accessed June 2008, pcmag.com Accessed 2008, 

CDC Wireless Substitution 2008, arstechnica.com Accessed 2008. 



 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

95% of consumers use websites to find 

phone and online contact information for 

a business.  

 

73% of consumers prefer to contact 

customer service using a toll-free 

number. 

 

3 billion phones call are made every 

day in the U.S. 

 

1 billion calls are initiated by 

businesses every working day. 

 

The old way of marketing required you to reach the 

masses as quickly as possible.  The idea was; reach the 

masses and some will become customers.  In today’s 

society this is no longer effective. Consumers are harder 

to reach, don’t want to be interrupted and have access to 

a number of ad avoidance technologies.    

 

On-Hold 2.0 is called micro-marketing, because even 

though billions of consumers speak with businesses 

every day on the phone only a specific number will speak 

with you. Once they call, they’re giving you their 

permission to hear what you have to say.   You already 

have a permission based, one on one, media that the 

consumer prefers and has no ad avoidance technology, 

Brandt & Sons™ can help you capitalize on it! 

QUOTE 

„You have to look at the 

timing of your commercials 

and place them where the 

consumers are.  You just 

have to.” 

- Doug Hochstadt  

   ABC VP Late Night Sales 

 

QUOTE 

“We‟re talking to a lot of 

large media operations, 

who frankly – while they 

might not admit it – are 

scared that the old method 

of doing things, whereby 

they aggregated large 

audiences and sold content 

next to that, is in the long 

term not going to provide 

enough engagement with 

the consumer.” 

- Jonah Bloom 

   Advertising Age Editor 

 

The consumer never forgot! 

Why did we forget about the phone? 

Consumers prefer 
customer service via:

Toll-Free Number 73%

E-mail 16%

Online Forms 9%

Online Instant Messaging 2%

Sources: DIMACS Rutgers 2003, Texas Women University twu,edu as 
accessed June 2008, Genesys Global consumer Survey 2007, 

discovercard.com 2006 accessed July 2008 



 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

About 80% of U.S. companies still don’t 

provide their callers with decent support 

on the phone.  

 

38% of consumers say customer 

service is the biggest impact on their 

loyalty to a company. 

 

40% of consumers no longer do 

business with a company because of a 

poor call center experience.  

 

37% of consumers say they look for 

improved customer service when 

staying loyal to a business 

Stop and think about the big picture here.  73% of 

consumers prefer to receive customer service via a toll-

free phone number but 80% of companies don’t provide 

adequate service on the phone.   

 

And if you Google for poor call experiences, one of the 

major complaints you will find is the "on-hold experience”. 

Businesses have decided to ignore their caller’s wants 

and needs by implementing the easiest and cheapest 

solutions they can find, if any at all.  The consequence is 

poorly perceived customer service on the phone. When 

you place a consumer on-hold you can either improve the 

overall experience for them or destroy any positive 

moments they had previously or forthcoming.   

There is a forum labeled “I hate being on-hold” with 

100 members.  And one of the complaints you can 

read over and over is when they hear “Thank you for 

your patience on-hold” or “Your call is important to 

us.”  Examples can be found on the left of this page. 

 

Callers do not feel like their call is important to your 

business because a voice said so.  It actually 

increases their level of frustration and stress. 

 

On-Hold 2.0 from Brandt & Sons™ does more than 

just use a voice to offer an empty thank you to callers.  

It gets to the root of why they’re calling your business 

and engages them while improving their overall 

experience with your company.  

 

QUOTES FROM 

EXPERIENCE 

PROJECTS “I  HATE 

BEING ON HOLD”  

 

“Hold music I can deal 

with...but the freakin' 

voice...that loud, 

computerized voice that 

assures you that you will 

eventually be assisted...or 

advertizes products you 

obviously already have (or 

you wouldn't be 

calling!)...or tell you how 

long you have left to wait 

(+60 minutes or so)...she 

just needs to shut it.” 

- By HelterSkelter  

    
“…it's like please---hold---

until--a--representative--

will---be----with------you---

shortly. Shortly my cute 

little [***]. And the same 

message keeps on 

repeating or you get some 

dumb elevator music and 

you're thinking what the 

[****] is taking so long.” 

- By Angel19 

    

 

 

Your telephone is one of the reasons. 

Your Customer Service Sucks! 

Source: www.experienceproject.com as accessed July 3, 2008. 

Sources: USAToday.com 2003 Accessed July 2008, Genesys Global 
consumer Survey 2007, Accenture 2007 



 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

An estimated 252 billion business 

calls are placed on-hold every year in 

the U.S. 

 

70% of all business calls are placed 

on-hold. 

 

89% of consumers don’t mind being 

transferred to someone who can better 

assist them. 

If you are like most businesses you may be in denial 

about placing caller’s on-hold.  We often hear things like: 

 

“We have a policy not to put caller‟s on-hold” 

“We don‟t put that many calls on-hold” 

“No one is ever put on hold at our business” 

 

And the longer you’re in denial, the more your customers 

will suffer.   You may not think your calls go on-hold, but 

what happens if you have to grab a file, transfer the call to 

another office or someone prefers to hold versus leaving 

a voice mail?  The possibilities of hold happening are 

almost limitless. 

 

It is admirable to try and keep callers off hold and    

speaking with a live representative, but the fact 

remains that it will happen anyway.  

 

Don’t believe us, below you will find a small sampling 

of “average” hold times by industry: 

 

 1.28 Minutes – Banks/Financial 

 2.12 Minutes - Tech Support 

 1.79 Minutes – Credit Card Companies 

 1.81 Minutes – Cellular/Mobile Companies 

 1.89 Minutes – Cable/Satellite TV 

 1.94 Minutes – Internet Service Providers 

 

Brandt & Sons™ has the expertise to evaluate your 

actual call volume and hold times. 

 

And the sky is purple … hold happens! 

“We don’t put people on-hold!” 

“Companies spend a 

fortune to get you to call.  

Call 800 CLUB MED to 

book a room.  Call 1-800-

WWW-DELL to buy a 

computer.  And it’s not 

just consumer marketing.  

They want you to call to 

buy insurance, business 

travel, hotel rooms and a 

new energy-efficient roof 

for your warehouse. 

 

And then, when you 

call... hold”  

 

“The problem is that 

people who build call 

centers try to lower costs 

instead of increase 

revenues.  They view 

what they do as a 

commodity, not a 

strategic tool to 

dramatically increase 

customer joy." 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Source: Seth Godin’s Blog Titled “Please Hold” Posted on 

December, 10 2005 Accessed July 2008. 

“Seth Godin’s Blog” logo is reproduced with permission. Sources: Fox Business 2008, Genesys Global consumer Survey 2007, J. 

Brandt Communications, Discover Card 2006 



 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

66% of consumers want to interact 

with advertising.  

 

84% of consumers would like to hear 

about a company’s additional products 

and services. 

 

89% of consumers would like to 

receive pro-active communications to 

stay informed on products and services 

that may be of interest to them. 

 

93% of consumers would like to 

receive the pro-active communication 

via the phone, email and/or text. 

 

50% of consumers say they value 

promotions to retain their business 

The new caller can interact with your business through a 

number of different channels while on the phone.  And 

they want to use them to receive current, relevant and 

meaningful information about your business! 

 

The time the caller spends on-hold is important to you 

and them.  They have given you their permission to 

interact with your business, and to be “on-hold”. At that 

moment they trust you and are willing to interact.   

 

Your goal as a business is to engage them properly.  

Brandt & Sons™ can help you accomplish this in the 

most effective and rewarding way possible.   

You need to stop and realize that what you think you 

need or don’t need playing to your callers as they are 

placed on-hold is irrelevant.  What you want doesn’t 

matter.  What your callers want is important!  

 

And they are telling you they want to stay informed 

about your business, products, services and anything 

else that may be of interest to them.  And they want it 

to be catered to them! 

 

The only question now is; are you going to listen to 

your caller!? 

 

QUOTE 

“Consumers increasingly 

wish to communicate with 

companies using newer 

technologies, and value 

having access to multiple 

channels.” 

- Genesys/Alcatel-Lucent  

    

QUOTE 

“Our analysis shows that 

good customer experience 

correlates highly to loyalty – 

especially when it comes to 

consumers‟ plans for 

making additional 

purchases. 

- Forrester Research 

 

QUOTE 

“In creating value for 

brands, we need to look 

beyond „intent to buy‟ and 

toward „intent to engage‟ 

with a brand message.” 

 

“The Key” ... “is in 

understanding how and 

where to deliver brand 

experiences that 

consumers will willingly 

spend time with.” 

 

- Troy Young  

   Advertising Age 

    

 

 

The new caller wants to interact with you! 

Can On-Hold Come Out and Play? 

Sources: Fourthspeaker.com 2008 Accessed July 2008, Genesys Global 

consumer Survey 2007, Accenture 2007 



 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

On-Hold 2.0 offers businesses an opportunity to 

interact with and engage callers who have been 

placed on hold in a manner that improves 

consumer relations and sales.  Branded music, 

voices and engagement messaging tailored to 

the caller’s needs and wants, can influence 

purchases and brand loyalty. A caller placed on-

hold is the ultimate in short-term permission 

based marketing. They have shown an interest in 

your business by being on the phone and have 

further entrusted you by giving their permission to 

be placed on-hold.   

Sta tis tics  

 

 An estimated 252 

billion business calls 

are placed on-hold 

every year in the U.S. 

 

 70% of all business 

calls are placed on-

hold. 

 

 89% of consumers 

don’t mind being 

transferred to someone 

who can better assist 

them. 

 

 95% of consumers 

use websites to find 

phone and online 

contact information for 

a business.  

 

 73% of consumers 

prefer to contact 

customer service using 

a toll-free number. 

 

 3 billion phones call 

are made every day in 

the U.S. 

 

 1 billion calls are 

initiated by businesses 

every working day. 

 

No elevator music with “thank you for calling” 

All About On-Hold 2.0 

Sources: DIMACS Rutgers 2003, Texas Women 

University twu,edu as accessed June 2008, 

Genesys Global consumer Survey 2007, 

discovercard.com 2006 accessed July 2008 Fox 

Business 2008, J. Brandt Communications 

Content Layering & Scheduling   

Content layering and scheduling allows businesses to automatically facilitate their marketing strategies 
throughout the day with powerful customization.  Marketing and messaging can be matched to 
parameters such as date, time, most likely caller demographic and reason for calling.  The style of music 

can also be tailored to these parameters to further compliment the marketing effort and the desired 
mood.  

Branded On-Hold Radio 

Branded on-hold radio provides an increased level of customization to the background music callers hear 
on-hold.  This feature allows a business to match the music in an on-hold environment to their caller’s 
expectations.  In other words if your callers preferred music styles are Jazz, Alternative Rock, Pop with a 

twist of  Oldies, Country, Blues and Soul we can create the perfect music programming to compliment 
your marketing. And your branded music will be updated on a monthly basis to keep it fresh and new! 
Featuring up to 60 hours of music. 

Measurable Engagement and Results 

Reaching today’s caller in a meaningful and rewarding way, which makes them feel like you actually care 
about their business, is no easy task.  There is a new type of caller who has access to many other 
mediums while on the phone.  We help businesses research who their callers are and what their wants 

really are and then create a campaign to meet the needs of the business and consumer where the results 

can be measured and evaluated. 

Digital Network and Technology 

Flexibility, simplicity and fast response times are important in creating an effective marketing effort 
directed at caller’s on-hold.  Brandt & Sons™ has partnered with and developed a fully digital network 

that harnesses the power of the Internet to offer the easiest and most powerful solutions available . 

Branded Voice Talent 

Think about how much time and money your business spends on designing a new logo, creating a new 
print ad, choosing the colors that the best represent your business and so on.  Selecting a voice talent(s) 
to represent your business to callers is no different.  Brandt & Sons™ takes care of all the casting, 

auditioning and contracting of a voice talent(s) to represent your business through a state-of-the-art 

online auditioning system that provides us access to over 122,000 voice over professionals.  

What to expect from Brandt & Sons™: 

 Interview, educate and consult with client on On-Hold 2.0 strategy 

 Develop and implement a strategy to learn about clients caller demographics 

 Audition and recommend voice talent to meet clients need 

 Develop and recommend a Branded On-Hold Radio, manage all licensing 

 Create sample on-hold 2.0 programming, secure client approval 

 Manage all scripting and content scheduling 

 Schedule and implement required technology installation at all locations 

 Report engagement and sales results 



 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

On-Hold 2.0 

 

Branded On-Site Music Solutions 

 

Audio System Integration Services 

 

Branded Podcasts 

 

Branded Web Radio 

 

Branded CD’s & Digital Downloads 

 

Mobile Marketing 

 

In-Call Marketing 

 

The old model of marketing where the goal was to reach 

the masses is no longer viable or as important.   Sure you 

can still try to reach the masses but the results are 

nothing to brag about and the cost is becoming 

astronomical. 

 

The goal today, is not how many people you reached, but 

how many specific and targeted consumers did you reach 

and for how long did you engage them. 

 

We can’t remember where but we once heard 

“advertising is about happiness”, and we couldn’t agree 

more.  Your marketing and advertising efforts should be 

about making your consumers happy.  Happy to have 

your service/product, be doing business with you, about 

their purchase, etc!  But so many times the consumer 

and their desires are overlooked especially with 

specific mediums.  

 

Brandt & Sons™ is a leading provider of creative and 

customized micro-marketing media solutions 

designed to make consumers happy!  Businesses 

looking to improve their consumer relationships and 

sales through a positive and finely targeted marketing 

approach can count on Brandt & Sons™. 

 

Brandt & Sons™ stems from three generations of 

creativity, with strong and strategic partnerships 

designed to offer our clients the very best marketing 

solutions.  

 

 

 

QUOTE 

„…There‟s a huge demand 

for me-media, incredibly 

targeted messaging that‟s 

about the consumer and 

what he wants, right now.  

- Meatball Sundae  

   Seth Godin 

 

QUOTE 

“We‟re talking to a lot of 

large media operations, 

who frankly – while they 

might not admit it – are 

scared that the old method 

of doing things, whereby 

they aggregated large 

audiences and sold content 

next to that, is in the long 

term not going to provide 

enough engagement with 

the consumer.” 

- Jonah Bloom 

   Advertising Age Editor 

 

QUOTE 

“The Key” ... “is in 

understanding how and 

where to deliver brand 

experiences that 

consumers will willingly 

spend time with.” 

- Troy Young  

   Advertising Age 

 

Targeted Micro-Marketing Solutions 

New Media Specialist 

Brandt & Sons™ Services: 



 

800.498.6476 

info@brandtsons.com 


