Continuing Case
Overview of Personal Selling: Chapter 1: Continuing Case
Introduction
The National Copier Company (NCC) sells a variety of copiers to small and medium-sized businesses. NCC has been in business for five years and has been growing at a steady pace. NCC differentiates itself from other copier companies by customizing its products to meet the specific needs of each customer and by providing excellent customer service. The company's salesforce plays a key role in creating value and managing customer relationships.
Brenda Smith has been a NCC salesperson for the past three years. She has steadily improved her sales performance during her time with NCC, and now is in the top one-fourth of all NCC sales representatives as measured by two key metrics: overall sales volume and customer satisfaction. Brenda has been especially successful with small professional firms, such as attorneys, architects, accountants, and medical professionals. She is excited to begin her fourth year with NCC and has established challenging goals to increase sales from existing customers and to generate new customers.
Brenda recently met with Pat Brady, her sales manager and was quite excited about the upcoming year. Pat had told Brenda that she was progressing toward a possible promotion into sales training if she had another good year in her sales position. In addition, Pat gave Brenda this feedback: “Brenda, I think you are doing a fine job with your customers, but I would like to see you become more of a consultative salesperson in the coming year. I would also like for you to sharpen your group communications skills, as that will be important if you are promoted into sales training. We will talk about the specifics more as the year goes along. Meanwhile, thanks for your results to date and good luck with the upcoming year.”
Questions
1. Brenda had been thinking about Pat Brady's feedback that directed her to become more of a consultative salesperson. In thinking about her own selling approaches, she knew that she had been concentrating on the needs satisfaction and problem-solving approaches. What must Brenda do to become a more consultative salesperson? 
2. Three months later, Brenda was having mixed results with the consultative selling approach. She was finding that some of her customers just wanted the convenience of having a copier in their offices, and did not seem eager to discuss their strategic goals. She was beginning to wonder about the consultative selling model, thinking it was not such a good idea after all. What recommendations do you have for Brenda? 
3. A month before the annual meeting for all NCC sales representatives, Pat Brady told Brenda, “For the upcoming meeting, I want you to prepare a 10 minute presentation about the pros and cons of the basic selling approaches that we use at NCC compared to our competitors.” NCC's sales training program advocated the use of needs satisfaction, problem-solving, and consultative selling. Many of NCC's key competitors used the same approaches. However some of the toughest competitors used stimulus response and mental states (AIDA) approaches. This latter category of competitors often stressed lower prices and utilized telemarketing instead of field sales representatives in selling their products. Put yourself in Brenda's role and prepare the presentation requested by Pat Brady. 
4. Early in the year, Pat Brady told Brenda that her efforts were needed to gain more exposure for NCC's college recruiting program: “Brenda, I want you to be part of a two-person team to help with recruiting on two college campuses in your territory. The other team member will be an experienced recruiter who had sales experience before moving into recruiting. The two of you should seek out opportunities as guest speakers for classes and student organizations. Your role will be to talk about how sales can be a great place to start a career, and for some, a great career path. Think about the future of selling and what it takes to be successful and share your thoughts with students.” Acting as Brenda, make note of ten key points you would like to make about the future of professional selling and what it takes to be successful.


[bookmark: N101F7]Building Trust and Sales Ethics: Chapter 2: Continuing Case
Building Trust
Because the National Copier Company (NCC) has only been in business for five years, Brenda Smith is concerned that most of her competitors are older than she is. The prospective customers she has been calling on state they know they can count on her competitors, because they have a long track record. As NCC expands into new markets some of her prospects are not familiar with her company. One prospective customer, who works for one of the most prestigious and largest medical offices (30 doctors) in the area, told her he has been buying copiers from the same company for over twenty-five years. He also told her his sales representative for the company has been calling on him for over seven years, and he knows when he calls on his copier supplier for advice he can count on him for a solid recommendation. Brenda realizes these are going to be tough accounts to crack.
Brenda does have an advantage due to the high quality of NCC products. In a recent trade publication, NCC's copiers tied for first in the industry on ratings of copier quality and dependability. NCC was also given a high rating for service. Brenda has had this information for two weeks now and has brought it up in conversations with her prospective customers without much success. To make matters worse, one of her competitors must have started rumors about NCC. In the past month, she has heard the following rumors:
“NCC is going out of business because of financial troubles.”
“NCC has missed several delivery deadlines with customers.”
“NCC's copiers have a software glitch that cannot be corrected.”
“NCC has cut its service staff.”
Brenda knows these rumors are not true, but prospects might believe the rumors. At a recent sales meeting, Brenda's manager suggested that their competitors must be getting nervous about NCC's success, causing them to start such vicious rumors.
Brenda is sitting at her desk trying to figure out what to do next and she is not exactly sure how to proceed.
Questions
1. What would you recommend Brenda do to handle the challenges she faces? 
2. Brenda appears to have an advantage with her products and services. Develop a plan for Brenda to build trust in NCC with prospective customers. 
3. What do you recommend Brenda do to compete effectively against competitors that have a long and successful track record? 
4. How should Brenda go about handling the rumor mill?

Understanding Buyers: Chapter 3: Continuing Case

Understanding Tom Penders
It was Monday afternoon and Brenda Smith was very excited. She just got off the phone with Tom Penders, the administrator in charge of a large medical office in her territory. After an introductory letter and several follow-up phone calls, Tom Penders finally agreed to meet with Brenda next Friday to discuss the possibility of replacing his organization's old copiers, as well as adding new copiers to keep pace with his organization's rapid growth. The primary purpose of the meeting was for Tom to learn more about the National Copier Company and its products and for Brenda to learn more about Tom's company and its specific needs.
When Brenda arrived about 10 minutes early for her meeting with Tom Penders at the medical offices on Friday, she was greeted by a receptionist who asked her to be seated. Ten minutes passed and Brenda was promptly shown to Tom's office. Brenda couldn't help but notice how organized Tom's office was. It appeared to Brenda that Tom was a man of detail. First, Tom explained that the medical offices housed over 25 doctors specializing in a variety of fields. They occupied two floors and were planning to expand to the vacant third floor in the near future. Currently, they were organized into four divisions with an office professional assigned to approximately six doctors for each division. Each division ran its own “office” with a separate copier and administrative facilities. Tom also had an assistant and a copier. Upon concluding his overview, Tom provided Brenda with an opportunity to ask questions. After this, Tom systematically went down a list of questions he had about NCC, its products, and Brenda herself. Following this, Tom had his assistant take Brenda on a tour of the facility so she could overview their processes. Before leaving, Tom agreed to meet with Brenda in two weeks.
Based on her conversation with Tom, Brenda did not find Tom to be a particularly personable individual. In fact, she found him to be somewhat cool and aloof, both deliberate in his communication and actions. Yet, Tom was willing to learn how NCC could help his medical office. While Brenda preferred communicating with someone more personable and open, such as herself, she was determined to find a way to win Tom's business.
Questions
What type of communication style do you believe that Tom exhibits? What are the characteristics of this communication style?Based on your understanding of Tom's communication style, outline a plan for selling to Tom Penders.Identify other members of Tom Penders’ organization that may play a role in the buying decision and explain the role they might play. How should Brenda handle these individuals?Explain the types of buyer needs that will be most important in this selling situation.

Communication Skills: Chapter 4: Continuing Case
Sharpening the Selling Tools
Brenda Smith is working in the office this morning preparing for tomorrow's sales call with Gage Waits, managing partner, and Anna Kate Autry, operations manager, at Energy Based Funds LLC. Energy Based Funds is a major investment banking organization specializing in managing and marketing a variety of energy based mutual funds. The company operates throughout the U.S. and employs 175 people with offices occupying the top three floors of a major office building in the heart of the financial district. For the past several years, Energy Based Funds has been leasing and purchasing office equipment from Altima Systems, one of Brenda's biggest competitors. Brenda has been working her network in order to get a chance to begin a sales dialogue with Energy Based Funds and she finally has an appointment with the main players on the purchasing team – Waits and Autry.
Brenda knows that planning is a key part of success in selling and is diligently working on her strategy and plans in preparation for tomorrow's sales call with Waits and Autry at Energy Based Funds. According to the Sales Call Plan that Brenda is developing, the purpose of this initial meeting is twofold: (1) to discover more about Energy Based Funds’ current operations, future plans, and the nature of their use of and needs for copiers; (2) to begin acquainting Waits and Autry with NCC and the value they can provide Energy Based Funds. At this point in her sales call plan, Brenda is considering the different pieces of information she needs to get from the dialogue and what questions she might use to elicit that information from Waits and Autry.
Questions
1. Based on the purpose of probing questions explained in your text, explain how Brenda should utilize probing types of questions in her initial sales dialogue with Waits and Autry at Energy Based Funds. Consider the types of information Brenda needs and develop several illustrative examples of probing questions Brenda might use. 
2. Evaluative questions are also effective in sales conversations. Explain the purpose of evaluative questions and how Brenda might effectively utilize them in this initial sales call. Provide several illustrative examples of evaluative questions Brenda could use. 
3. The ADAPT questioning system is a logic-based sequence of questions designed for effective fact-finding and gaining information about a buyer's situation. Develop a series of ADAPT questions that Brenda might use in her sales call to develop the information she needs regarding Energy Based Funds, their operations, and needs for copiers. 
4. What recommendations would you provide Brenda regarding nonverbal communication and how she might use it for more effective communication in this sales call?
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Fishing for New Customers
Brenda Smith has been very successful at getting existing customers to upgrade or purchase new copiers during the past two months. She is, however, disappointed in her efforts to get new customers. In order to add more new customers, Brenda has been spending a great deal of time prospecting. These efforts have produced a large number of leads. Once she generates a lead, she contacts the firm and tries to set up an appointment. Unfortunately, most of these leads are not interested in talking about copiers and are not willing to schedule a meeting with her. This has been so frustrating that she decided to make several cold calls this week to see if this would be a good way to get to meet with prospective customers. The cold calls were also not very successful and were extremely time consuming. Brenda did finally get a few leads to agree to meet with her, but these appointments were not very productive. The leads were typically satisfied with the copiers they were using and were not interested in learning about NCC copiers.
Pat Brady, her sales manager, accompanied her on a recent sales call to a lead. After the sales call, Pat expressed his disappointment that they had really wasted their time with this meeting. Pat then asked Brenda about her prospecting process, because it was clear that she was not identifying and spending her time with the best sales opportunities. Her approach was not working well and was taking a lot of time. If she continued doing the same things, Brenda was not likely to generate many new customers and might lose some existing customers, because she was spending too much of her time prospecting.
Brenda realizes that she must improve her prospecting process, but is not sure exactly how to proceed.
Questions
1. What is Brenda doing wrong? What would you recommend Brenda do to improve her prospecting efforts? 
2. Explain the strategic prospecting process to Brenda and discuss how she can implement it. 
3. What secondary lead sources would you recommend Brenda use to identify the best attorneys, architects, accountants, and medical professionals as prospects? 
4. What specific types of information should Brenda obtain before contacting a qualified prospect?


Planning Sales Dialogues and Presentations: Chapter 6: Continuing Case
Custom Product, Custom Presentation
During the past three months, Brenda had improved her prospecting process. She was identifying more prospects that represented better sales opportunities. Brenda knew that it is important to plan her sales calls in advance to maximize the time she spent in face-to-face selling. In this selling environment, most customers were not interested in all of the features of Brenda's products. Brenda had to determine what was important to each customer, and customize her presentations accordingly. Further, she had to clearly communicate the benefits of her products, and not overwhelm potential buyers with too much technical language. Assume that Brenda has an appointment with EFP, a non-profit organization that raises money to promote environmentally friendly practices such as recycling. The organization uses email, Web-based communications, and direct mail campaigns to reach potential donors. EFP currently uses an older-generation analog copier. Brenda hopes to sell EFP a modern digital copier that offers several advantages over the analog copier currently in use.
Questions
1. Using an Internet search engine such as Google, find the general benefits of digital copiers over analog copiers. You might enter “benefits of digital copiers” in the search engine, or examine data from copier providers such as Ricoh, Canon, or Xerox to find these benefits. List 6–8 potential benefits of a digital copier to EFP. 
2. From the listing developed in # 1, select four benefits. For each benefit, write a sentence or two that Brenda might use to communicate these benefits during her sales call with EFP. 
3. For the four benefits identified in # 2, describe what information Brenda should have on hand when she makes the sales call on the EFP buyer. Also describe how this information would be best communicated, i.e., what support materials will Brenda need to enhance her verbal communications? 
4. Assume that the buyer acknowledged interest in at least two of benefits identified in # 2. Write a realistic buyer-seller dialogue of Brenda's interaction with the EFP buyer concerning these benefits.
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Up for the Challenge
Brenda has a meeting today with the office manager at the law firm Abercrombie and Wilson (A&L). A&L is a local law firm with five attorneys and one main office. During her initial telephone conversation, the office manager indicated that the firm was reasonably satisfied with their current copiers, but that he was always looking for ways to increase office productivity. He also mentioned that he was a little concerned that the firm was paying for many copier features that were not really used. The law firm needed to make a lot of legalsized copies, and be able to collate and staple them. There was little need for other “bells and whistles.” It was also important that a copier was dependable, because the law firm made many copies each day. When the copier did break down, fast service was needed to get it repaired as soon as possible.
The office manager had some familiarity with NCC products and was eager to talk to Brenda. However, he made it clear that any decision to switch to NCC copiers would require that Brenda also meet with the attorneys and office personnel to get their approval. If Brenda convinced him that NCC copiers would increase office productivity at the law firm, he would be glad to set up a meeting for her with the attorneys and office personnel.
Brenda is excited about this opportunity. She knows that NCC copiers are very dependable and that NCC provides exceptional service. She can also offer the law firm a copier with the specific features A&L desires.
Questions
1. Prepare the sales dialogue Brenda might employ to use as an example and an anecdote to communicate the dependability of NCC copiers to the office manager. 
2. Brenda will not be able to demonstrate a copier during this sales call. So, describe the types of sales aids she should use to show the buyer an NCC copier with the exact features desired. 
3. How can Brenda best use statistics and testimonials to support the excellent service provided by NCC? 
4. Brenda did a terrific job in her sales call with the office manager. He is interested in NCC copiers and has scheduled a meeting for Brenda with the five attorneys and the office personnel. Discuss the major things Brenda should do during her sales call to this group.


Addressing Concerns and Earning Commitment: Chapter 8: Continuing Case
Handling Sales Resistance
Brenda recently returned from a two week training session that focused on how to handle sales resistance and how to earn commitment. Brenda has become quite familiar with the ADAPT questioning system and knows she must use assessment questions to allow the buyer to describe their present situation. She has also developed a pretty good set of discovery questions that helps her identify the buyer's pain and problems. Her challenge has been what to do with this information. Whenever Brenda attempts to use features and benefits to make her case, she encounters a myriad of objections. Brenda knows she has great products and service, but she has not been able to communicate this effectively to her prospects.
The objection she hears most often is: “I've never heard of your company, how long have you been in business?” If that is not bad enough, she heard the following objections in just one morning:
“I'm not sure I am ready to buy at this time, I'll need to think it over.”
“Your company is pretty new; how do I know you'll be around to take care of me in the future?”
“Your price is a little higher than I thought it would be.”
“Your company was recently in the news. Are you having problems?” and finally,
“I think your company is too small to meet our needs.”
Brenda hears most of these objections right after she attempts to earn a commitment. She is now getting a little gun shy about asking her prospects for the order.
Brenda is sitting at her desk trying to figure out what to do next and she is not exactly sure how to proceed.
Questions
1. What would you recommend Brenda do to handle the challenges she faces? 
2. Brenda appears to have an advantage with her products and services. Develop a plan for Brenda to overcome the sales resistance she is receiving. 
3. Use the LAARC process to develop the suggested dialogue Brenda can use to address one of the major types of resistance she is receiving. 
4. What can Brenda do in the future to encounter less sales resistance when she asks for the order?
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The Disgruntled Customer
It was 8:30 A.M. Friday morning when Brenda received the voice mail. It was Susan Swanson, owner of a small architecture firm, who Brenda had acquired as a customer nearly three months ago. “I'm finished with you all,” she barked. “Come get my copier, I want my money back! This blasted machine you sold me keeps jamming. I was billed for extra toner that I never received. You promised me training, and I have yet to see any. And, this machine is much slower than I thought it would be. I don't see how your company stays in business. I knew I should have gone with Xerox!”
It's true, Brenda had told Susan that she would provide training on how to use some of the new advanced features of the copier. She had neglected to get back to Susan and since she had not heard from Susan she assumed Susan no longer desired the training. As for the paper jams, Brenda found this to be unusual. NCC carried high-quality copiers and she could not imagine what might be wrong. She was sure she had told Susan the specific type of paper to use for her application. However, using the wrong paper could lead to more frequent paper jams. But why hadn't Susan said anything to her about this sooner? As for the extra toner, Brenda recalls that Susan did order it and later contacted her to let her know that she did not receive it. Brenda then contacted NCC's shipping department who said they would ship Susan the product. Brenda just assumed that it was shipped. As for the speed of the machine, Brenda was certain its output was per specifications as equipment at NCC must pass strict quality-control measures. Perhaps Susan simply misunderstood the machine's capabilities. Wow, Brenda thought, now what am I going to do?
Questions
1. How should Brenda go about handling this complaint? 
2. What could Brenda have done to avoid this incident? 
3. What steps can Brenda take to do a better job of maintaining open, two-way communication with Susan? 
4. Assuming that Brenda can retain Susan as a customer, how can she add value to her relationship with Susan's firm?
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Managing and Classifying Accounts
Brenda's planning and extra effort in servicing and developing her accounts continue to produce increasing levels of profitable business for NCC. Her methodical approach to identifying new prospects and building repeat business within her existing accounts has been observed by her sales manager as well as the regional vice president of sales. As a result of Brenda's consistent performance, she has been given the opportunity to expand her current list of accounts by taking over part of the account list of a retiring salesperson and integrating them into an expanded territory. Brenda is working through the account information files for each of these added accounts and has summarized the information into the following table.
	Account Name
	Account Opportunity
	Competitive Position
	Annual Number of Sales Calls (Last Year)

	Maggie Mae Foods
	Low
	High
	23

	C3 Industries
	High
	Low
	28

	Trinity Engineering
	High
	High
	28

	Britecon Animations
	High
	High
	22

	Lost Lake Foods
	High
	Low
	26

	Attaway Global Consulting
	High
	High
	24

	Waits and Sons
	Low
	High
	21

	Reidell Business Services
	High
	High
	26

	Ferrell and Associates
	Low
	Low
	16

	Biale Beverage Corp
	High
	High
	18

	Captain Charlie's Travel
	High
	Low
	23

	Cole Pharmaceuticals
	High
	Low
	20

	PuddleJumper Aviation
	Low
	High
	18

	Tri-Power Investment Services
	Low
	Low
	18

	Ballou Resin and Plastics
	Low
	Low
	14

	Tri-Chem Customer Products
	Low
	High
	20

	Guardian Products
	High
	High
	25

	Bartlesville Specialties
	Low
	High
	26




Questions
1. Develop a portfolio classification of Brenda's 18 new accounts. What is your assessment of the allocation of sales calls made by Brenda's predecessor over the previous year? 
2. What specific suggestions would you make in terms of sales call allocation strategy for Brenda to make better use of available selling time in calling on these new accounts? 
3. Develop a classification of these 18 accounts using the single factor analysis method. How do these results differ from the results from the portfolio analysis? 
4. How might the differences between the single factor analysis and the portfolio classification translate to increased selling effectiveness and efficiency for Brenda?
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[bookmark: _GoBack]The Finish Line
It is two weeks before the end of the fiscal year for NCC. Brenda has already achieved her annual sales quota and is pleased with her performance this year. She knows that she has improved her sales skills and is doing a good job in each stage of the sales process. Her sales manager, Pat Brady, will be working with her in the field this week and then will be performing her annual performance review and discussing it with her within the next month.
Pat Brady and Brenda have just completed a sales call together. Although Brenda did not get the sale, she thought she did a good job and thinks the prospect might contact her in the future about NCC copiers. Pat Brady, however, is disappointed that Brenda did not move the sales process forward. Although the prospect was not necessarily expected to buy during this presentation, Pat thought Brenda missed an opportunity to get the prospect to visit the NCC office for a copier demonstration. This would have moved the sales process forward.
Pat was also thinking about the annual performance reviews next month. This is always a tense time. Pat is generally satisfied with Brenda's performance last year and with her development as a salesperson. But, as indicated in the recent sales call, she needs to improve her skills in gaining commitment. Brenda could also be more productive if she became more proficient in using some of the new Sales 2.0 technologies, especially LinkedIn. These are two areas Pat will address during the annual performance review meeting with Brenda.
Questions
1. Pat and Brenda have just finished the joint sales call and are meeting for a coaching session. Present an example of the dialogue that should take place during this meeting. 
2. Develop a sales training program Pat might use to improve Brenda's skills in gaining commitment from prospects. 
3. Explain to Brenda how she might use LinkedIn to increase her sales productivity. 
4. Pat and Brenda are getting ready to have their annual performance meeting. How should Pat conduct this meeting to motivate Brenda to increase her performance next year?





