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PART I

COURSE ORGANIZATION

AND

TEACHING METHODS

To the Instructor

Thank you for choosing ABC's of Relationship Selling to use in your class!  It has taken years to bring you the textbook and the accompanying materials.  The material has been class tested numerous times in both academic and continuing education classes. Students, salespeople, and sales managers have found the material to be educational, enjoyable, practical, and real-world.

The instructor’s manual was designed to assist instructors as much as possible in teaching the selling course.  It has been particularly written for those who have either never taught the course or not taught the course very often.  It will also be a big help to the instructor looking for a different selling textbook to use for a change of pace.  Here is what is available for you:

1.
A lecture outline of chapter material.

2.
An answer to end-of-chapter exercises and cases.

3.
True-False and Multiple-Choice test questions.

4.
Transparency masters both within and outside textbook.

5.
A computerized test bank available from McGraw-Hill and their TeleTest service (1-800-331-5094).

6.
A new videotape featuring students' role playing and examples from industry.

7. Course organization and teaching methods materials.

8.     Irwin/McGraw-Hills faculty service telephone number is 1-800-338-3987, #3, #2.  For Professional            Schools call 1-800-256-5657.

As you will see, an enormous amount of time and effort was expended to provide you valuable assistance. Having been in sales with Colgate, Upjohn, and Ayerst Laboratories for eight years, plus having taught the course over 40 times, I still welcome all the help I can get from time to time.  So I know how much an instructor’s manual can aid you.  I sincerely hope it is a help to you!

I teach the personal selling course.  In addition to the two lecture sections, students can sign up for one of six labs for their role-plays.  Currently role-plays consist of the "Sell Yourself on a Job Interview," practice role-plays like the approach-close combination, and the traditional product sales presentation.  Role-plays take up about two months of the three-month class.  You can appreciate the tremendous work, coordination, and grading required for such a class.  Thus over the years, our course has evolved into a highly organized, well thought out, structured course.  This is why you have such a great IM and instructor's Web site at your fingertips.  This material has grown out of training thousands of students over the years.

Special recognition goes to Sarah Hopkins for her hard work on this IM.  Her attention to detail helps make this the best IM accompanying the text in its eight editions.  Finally, I would like to thank Thomas K. Pritchett of Kennesaw State College and Betty M. Pritchett for developing an excellent test bank for you. I can create any 50 multiple-choice question test and my students average 76 to 83 on it.

Please let me hear from you on what you are doing in your classes. If you have questions for me or if the publisher or I can do anything for you please call or write me.  Thank you!



Charles Futrell

TAMU – Marketing Department

College Station, TX 77843-4112





(979) 845-5889  http://futrell-www.tamu.edu

c-futrell@tamu.edu  

Professor Futrell Online!

Beginning in the Fall 1997 I went "Online" with both my personal selling and sales management courses.  While time consuming to set up the Web site, technology is allowing us to do a much better job of interacting with our students.  Students like this "student contact system."

You are invited to visit my Web site at either http://futrell-www.tamu.edu.  Occasionally it is down for repair, so E-mail me if you have trouble getting into the site.  My E-mail is 

c-futrell@tamu.edu.

What follows is a brief overview of my student contact system.  Students enroll in one of two lecture sections and one of six labs. The labs are where students do their video role-plays. My sections are for business majors only.

On the Web site you can go to Classes, Marketing 435, and Course Overview to see how I organize the course, lectures, sales lab, and role-plays.

Student Contact System

Students come to the main page for the course and click on "Important – REGISTER."  They register their student and E-mail numbers.  I have them sign a release that it is OK to post their grades using their student numbers.  You could assign each student a password.  Registering helps insure the numbers are inputted correctly. With a digital camera you can also have a nice picture of each student appear on their grade page.

Students receive all grades on line.  I routinely E-mail them such things as when grades are posted and announcements, such as grades are up or a reminder of a test or assignment due soon.

We are continually improving this student contact system and our teaching procedures using technology. Please contact me any time to see what works or what we are experimenting with today.

Web Sites for Personal Selling and Sales Management

Please look at both courses' Web site.  Also, click on the book covers to allow you or your students to print out such things as a complete chapter outline of each book and example test questions.  I also have the URL's of hundreds of organizations having the largest sales forces in America.

Student Application Learning Exercises (SALES)

Most of us teaching this course require our students to create a sales presentation and role-play it with a buyer. Students often postpone working on their role-play exercises until days before it is due.

Fall 1997 I experimented with the use of SALES.  It worked well. While students fussed about the extra work, close to 100 percent said the SALES helped them prepare for their main role-play.  I plan on using them in the future.  Because students felt SALES were a good learning tool, I put them in this edition of your book.  Example SALES are available on my web site under Classes, Marketing 435, Personal Selling, Assignments, and Instructors only.  E-mail me for the password.

Chances are you will choose to modify them to your learning objectives.  They are in the book to show what has helped us to better prepare students for their main course exercise.  The SALES appear at the end of chapters 3, 5, 7, 9, 10, 11, and 12.
I pick a product—and provide all information—that everyone in class uses to complete the SALES.  This makes it easy to grade and go over in class.  I always explain each SALE the class period before it is due.  Try mine or create your own SALES.  Please let me know how they work for your students.

Marketing 435

Personal Selling
Instructor:

Professor Charles Futrell

Office:


222L Wehner Building

Office Hours:

Tuesday & Thursday, 10:15-10:45 and 2:00-2:30, and by appointment

Telephone:

(979) 845-5889

E-mail:                        c-futrell@tamu.edu
WWW:               
http://futrell-www.tamu.edu
Course Objectives
The basic objectives for this course are:

•
for you to gain an understanding of personal selling as a major function within the marketing and promotional mix of a firm.

•
to improve your communication ability.

•
to familiarize you with the principles of selling.

•
to have you prepare and present a sales presentation by visually, verbally, and nonverbally communicating your information using the selling skills discussed in class and in your textbook.

•
for you to consider a career in sales.

Course Approach
Classes will be a combination of discussion, various exercises (conducted both inside and outside of the classroom), and lectures.  You will participate in several role-playing exercises.  The purpose of these activities is to provide you an opportunity to practice your communication and selling skills. Your class participation is expected and appreciated.

All assignments must be based upon your own work.  You cannot work with other students except to practice your product sales presentation with your buyer.

This Would Be A Big Help!
A big help to your earning a higher grade and greatly enhancing your “learning” would be to talk with two or more salespeople who sell your product, plus two or more buyers of that product.  However, this is not a requirement of the course.

Required Text
Charles M. Futrell, ABC's of Relationship Selling Through Service, Burr Ridge, Illinois: Irwin/McGraw-Hill, Inc. 2005.

Prerequisites
Marketing 321 -- the introductory marketing course must be taken before taking the course.

Students with Disabilities

The Americans with Disabilities Act (ADA) is a federal anti-discrimination statute that provides comprehensive civil rights protection for persons with disabilities. Among other things, this legislation requires that all students with disabilities be guaranteed a learning environment that provides for reasonable accommodation of their disabilities. If you believe you have a disability requiring an accommodation, please contact the Department of Student Life, Services for Students with Disabilities in room 126 of the Koldus Building, or call 845-1637.

Note: if you feel you are entitled to special accommodations because of a disability, please see me within the first two weeks of class.
VHS Videocassette
You will need a VHS videocassette for the product sales presentation role-play.  On the videocassette write your: (1) name, (2) section number, (3) lab time, and (4) which role play you want us to grade.  You may pick up your video after the course is over.

Tests
Multiple-choice questions will be used to test your knowledge of all materials associated with the course, such as the text, lectures, videos, and possible outside guests’ discussions.

Make-up Tests
If you miss a test, you must take the make-up exam.  This make-up exam is comprehensive -- over the entire course.  Questions are taken only from your textbook.  You do not have to give me an excuse if you miss one test.  If you miss two tests you will have to withdraw from the course.  See the “tentative schedule” for the pace, day, and time of the make-up exam.

Role-Play is a Test
The role playing exercises will test how well you understand and can apply the course materials.  Role-plays also show how motivated you are to perform at a high level.  To do well requires you to:

1.
Aggressively collect and develop all materials for the presentation.

2.
Use class and textbook materials to develop the communication aspects of the presentation -- follow instructions.

3.
Do an excellent job of creatively writing your paper.  You must label all selling techniques used in your presentation.

4.
Practice, practice, practice.

Caution:
Your role-play project must be totally your own work.  You cannot use or follow someone else’s written or verbal project in any manner.  If done, you will be considered cheating and proper University discipline actions will be taken by the instructor.  You cannot sell any of the following products:  (1) Liquor, (2) Tobacco, or (3) Firearms.

Final Grade
Final grades are based upon the Official University policy.  There will be no curve.  A 79.9 average equals a “C.”  Your final course grade will be determined by dividing your total points earned by the course’s total points.  Total points for the course will be 1170 depending upon whether or not you are a buyer; if you are not a buyer, your total points will be 1165.

  800 points -- two tests

  275 points -- product presentation 

    70 points -- SALES (10 points each)

    25 points -- maximum buyer’s grade

1170 points -- points for course

If used, add final examination.

Your course grade (average) will be calculated as:

· your total points/your course grade=course grade

Bonus grades will be available to you throughout the course.  Earning bonus points does not change the course's 1170 maximum point value.  Earning 20 bonus points, for example, is like receiving extra 20 points on a test.

E-Mail--You Need It!  c-futrell@tamu.edu
You will be informed of class activities, grades, assignments, bonus opportunities, etc. by e-mail. If you do not have an e-mail account, please set one up. The fastest way for you to get a response from me is using e-mail. This includes questions or comments about the course.

SALE Assignments

SALE refers to a Student Application Learning Exercise. SALES will help you better understand the class, tests, textbook, and project. Each of these learning exercises is directly related to what you have to do in this class. They help give you the background to perform well on all work that receives a grade, including tests and class project. The better you do on your SALES, the higher will be your scores on all other work that receives a grade. SALES directly impact your bottom-line!

All SALE assignments are to be totally your work. You can not work with anyone. If you do work with anyone on the assignments it will be considered cheating and handled appropriately.

Assignment Formats
All assignments must be typed in a single- or double-space format. No assignment will be accepted late unless the delay is due to an Official University Excuse. Late refers to after the class is over on the day the assignment is due.

Assignment Cover Page. You must have a cover page for all work turned in for a grade. On the cover page type: (1) your name (2) ID number (3) Marketing 435 (4) lecture section number (5) date assignment is due (6) title of assignment. Staple all pages together.
If you do not have a cover page with the above information, the assignment will not be graded and you will receive a "zero."
Also, you must use the exact format of each SALE. Using the form provided, type out your answers. 

Why are we asking for the above? We will grade over 2000 total assignments. Some people's handwriting is very challenging to read! This will aid in getting the grades back to you in a timely manner. Thanks for understanding.
The product presentation format is discussed later in this handout.

Conduct in the Classroom 

1. We have beautiful and state-of-the-art classrooms in the Wehner Building. We want to maintain high quality conditions of these classrooms for the students for future years. Thus, it is necessary for you to adhere to the established policy of NO BEVERAGES, FOOD, TOBACCO PRODUCTS, OR ANIMALS (unless approved) within the Wehner Building Classrooms. This includes having closed containers on the floor, desk, being held, or able to be seen in an open book bag. Your assistance in enforcing this policy is greatly appreciated. 

2. No talking in the classroom while your instructor is conducting the class. Please do not talk when students are contributing to class discussion; when guest speakers are visiting with you; during videos; and at times when talking can disturb others in the classroom. 

Should either of the above occur you will be:

A. Asked to stop talking or take food, drink, and/or tobacco products out of the room. You may be asked not to come back to class without a written admission note from Dr. Rajan, Head of the Marketing Department. 

B. The second time you do not follow the above guidelines, up to 50 points will be deducted from your grade. You will be ejected from the class. To come back to class, you must have a written admission note from Dr. Rajan. 

C. Each time thereafter you'll have up to 100 points deducted from your grade and required again to leave the classroom and talk with Dr. Rajan for admission back into the classroom. 

Copyrighted Materials

The handouts used in this course are copyrighted. By "handouts" I mean all materials generate for this class, which include but are not limited to syllabi, quizzes, exams, lab problems, in-class materials, internet web materials, review sheets, and additional problem sets. Because these materials are copyrighted, you do not have the right to copy the handouts, unless I expressly grant permission.

Handouts and Plagiarism

As commonly defined, plagiarism consists of passing off as one's own the ideas, words, writings, etc., which belong to another. In accordance with this definition, you are committing plagiarism if you copy the work of another person and turn it in as your own, even if you should have the permission of that person. Plagiarism is one of the worst academic sins, for the plagiarist destroys the trust among colleagues without which research cannot be safely communicated.

If you have any questions regarding plagiarism, please consult the latest issue of the Texas A&M University Student rules, under the section "Scholastic Dishonesty."

Professor Futrell's E-Mail and World Wide Web Site

Please contact me anytime using e-mail. My address is: c-futrell@tamu.edu

The e-mail address is also available at the College of Business World Wide Webb address: http//business.tamu.edu.

Go to the Marketing Department and click on faculty. You may also contact me using the Ask Professor Futrell feature of my Web site. It is best for you to use c-futrell@tamu.edu.

Should you need extra copies of class handouts, first check the Marketing 435 Web site under Classes. If not found, please contact Professor Futrell.

Marketing 435

Personal Selling

Tentative Schedule

Aug. 29
Welcome and introduction to the course.  Chapter 1--Life, Times, Career of the Professional Salespeople.


31
Chapter 2--Social, Ethical, and Legal Issues in Selling.   Please turn in your “Student Information Sheet” today.


Sept. 5
Chapter 3--The Psychology of Selling: Why People Buy.  Before coming to class.  Answer end-of-chapter questions 6 and 9.  You will not turn in answers.  We will discuss in class.  Discuss SALE 1 today.


7
Chapter 5--Communication and Persuasion: It’s Not All Talk. Turn in SALE 1 today.  Discuss SALE 2 today.


11-13
Meet in Wehner 101--The Research and Experimental Learning Lab during your lab time.  Tour of lab; you select your buyer/partner; lecture.  NO class in your regular lecture room Tuesday, Sept. 12.


14
Chapter 5--Sales Knowledge: Customers, Products, Technologies. Turn in SALE 2 today.


19
Catch-up


21
Chapter 6--Prospecting--The Lifeblood of Selling.

26
Test 1--Chapters 1, 2, 3, 4, 5, 6, plus outside materials.


28
Chapter 7--Planning the Sales Call is a Must!  Chapter 8-- Carefully Select Which Sales Presentation Method to Use; Chapter 9-- Begin Your Presentation Strategically; Case 9.3 “Electronic Office Security Corporation.” Bring your book to class.  Chapter 10-- Elements of a Great Sales Presentation.   Review Selling Experimental Exercise before coming to class. Discuss SALES 3 and 4 today.


Oct. 2-4
Meet in Wehner 101 (during your lab time) for video of the approach and first two SELL Sequences of your sales presentation.  Bring your own video.  No lecture in your regular class room on Tuesday, Oct. 5.  Dress for video is informal for both buyer and seller. Turn in SALES 3 and 4 today. Discuss SALES 5 and 6 today.


5
Chapter 11--Welcome Your Prospect’s Objections.  Review Selling Experimental Exercise before class. Turn in SALES 5 and 6 today.  Discuss SALE 7 today.


10
Chapter 12--Closing Begins the Relationship.  Review Exhibit 12-9 for a multiple-close example, Exhibit 12-11, and read Case 12-3.  Review Selling Experimental Exercise before class. Turn in SALE 7.


12
Catch-up


17
Test 2--Chapters 7-12, plus outside materials.


19
Review and catch-up.


23-25
First product sales presentation video.  Meet in your lab.  Bring your own videotape if selling.  One-half of class will “sell” this week.  The second half of class will “sell” next week--Oct. 30, 31, Nov. 1.  You will be assigned a specific time and day to buy and sell.  Everyone turn in your presentation paper during your lab time this week.  Each day your paper is late, 50 points are deducted from paper’s grade of 200 points.  The video grade is not affected by a late paper.


26
Thursday; help session on your presentation during regular class time in Wehner 118.  Attendance is optional.


Oct. 30-31
First product sales presentation video.  The second-half of class “sells” this week.

Nov.
2
Thursday; meeting in classroom (Wehner 118) for help session on sales presentation.  Attendance is optional.

6-8
Second product sales presentation video for one-half of class.  Repeat same presentation.


13-15
Second product sales presentation video for second-half of class.  Repeat same presentation.


21
Turn in (Wehner 101) video and bonus project before your lecture class.  Set video on presentation you want graded.  Label video with your name, lab, time, and segment to grade.  Wehner 101 will be open 15 minutes before your lecture class time.


21
Review and catch-up.


23
THANKSGIVING DAY.


28
Chapter 13--Service and Follow-Up for Customer Satisfaction and Retention; Evaluation of class.  Bring #2 pencil.

30 Chapter 14—Time and Territory Management: Keys to Success


Dec. 5
Comprehensive make-up examination during your regular class time.


6
Last of fall semester classes.


7
Reading day--no classes or examinations.


8
Final Examinations



Bring green Scantron #882-ES for final examination only.

Sales Presentation Guidelines

1.
As a salesperson, it is your responsibility to develop your own presentation--not your manager’s.  Thus, I will not be available to comment on what specifically you should do to develop your presentation.  I am available to explain the project.  By listening in class, reading your text, visiting the library, contacting companies, and by your own ability, you will research, develop, and deliver a presentation that SELLS.

2.
Presentation time limit = 8 minutes maximum; your buyer is a busy person.

3.
The buyer’s grade will be based upon the video presentation the seller selects to be graded for his/her product sales presentation.

4.
Go to Wehner 101 15 minutes or more before your appointment time.

5.
You must create and turn in for grading an original typed, double-spaced paper.  It will not be returned to you.  Please keep a copy.  This paper is very important to your grade on this project.  The paper should contain:

A.
A cover sheet.

B.
The “calling card” you create.  Using a piece of typing paper, create your card. Make it the size of a business card.  It does not need to be professionally done.

C.
Customer analyses: (1) description of the customer--the individual-- you are calling on. (2) internet road map and direction (3) internet weather (On page of its own with title at top of page).

D.
Your sales call objectives.  (On page of its own with title).

E.
On a page of its own with a title of “customer profile and planning sheet” (see Chapter 7 for example) containing:

1.
Name of company.

2.
Address of company.

3.
Type of business.

4.
Name of buyer.

5.
People who influence buying decision or aid in using or seeing your product.

6.
Buying hours and best time to see buyer.

7.
Receptionist’s name.

8.
Buyer’s personality type -- See Chapter 3.

9.
Buyer’s important buying needs.

F.
Competitive analysis.   (On page of its own with title).

G.
Customer benefit plan (FABs). (On page of its own with title).

H.
Marketing plan. (On page of its own with title).

I.
Business proposition, including “profit forecaster.”  (On page of its own with title).

J.
Suggested order.  (On page of its own with title).

K. Copy of your visuals.

L. Sales presentation containing buyer and seller dialogue.  Note: A through K goes before L.  Yes, some information is repeated in L.


Major sections of your script dialogue must have these headings:    

· Approach

· Product using SELL Sequences

· Marketing Plan using SELL Sequences

· Business Proposition using SELL Sequences

· Close

· If  Does Not Buy

Note: Graders will look for your use of the stated techniques when grading your video presentation.

6.
See the “tentative schedule” for date to turn in your paper.

7.
Note:  When you turn in your video for grading, also include a one page typed critique of your sales presentation.  Include both improvements needed and things you did well.  It should be no longer than one page.  Important: Type your name and lab day and time at the top of the page.  Fold the paper and insert it inside the video’s carton. 

8.
The “key” to making a high grade (“C” or better) is to incorporate the selling techniques we discuss in class into your presentation.  For example, creative demonstrations are a “must”; techniques to overcome objections are essential; the use of questions are extremely important; and you cannot make the grade without great visuals.

9. The page entitled “Format of Sales Presentation” outlines the minimum elements and correct order you should use in your presentation.  

10.
One very important thing I am looking for you to do is tie together the buyer's needs uncovered in the preapproach, approach, and SELL Sequences to form your presentation, handling of objections, and closes.  I am very interested in how your approach, presentation, and close are related to each other.

11.
One letter grade will be deducted from the salesperson’s presentation grade if any one of the following is done:

A.
the paper is not typed.

B. the paper is not written, typed, and presented in a manner of a professional

salesperson.

C.
you do not have the appearance, mannerism, and attitude adhered to by a professional salesperson during your presentation.

D.
you do not title the selling techniques you will use.

E.
within buyer-seller dialogue, sections of presentation not clearly labeled.

F.
do not have “If Do Not Sell Prospect” in script dialogue -- see example.

G.
you do not have a sales demonstration of a major benefit in your presentation.  Showing your product is not a demonstration.
12.
Ten points deducted for each day your paper(s) is late.  

13.
Three letter grades will be deducted from your presentation grade if you read or follow an outline in any manner. 

14.
Even though you may select your buyer, he/she will be given instructions as to the basic attitude toward you and your proposition.  In general, the attitude will be one of the following:

A.
No, will not buy no matter what; must give a minimum of two objections.  You will need to have prepared at least two closes.

B. Appears not to want to buy but does buy; must give a minimum of two objections and two times to say “will not buy.”

Important:  You should plan for the no buy situation.  Thus, you are prepared for both the buy and no buy customer.

15.
The buyer will be given several “extra” actions to do during the presentations. 

16.
After your presentation, you and your buyer should quietly leave the lab area.

17.
You will be given the opportunity to do two product presentations.  One of these you will select to be graded.               

Salesperson Information Sheet

Personal Selling Course

	Name:___________________________
	· 
	Student number:___________________________

	· When will you graduate?_________
	· 
	Permanent address:_________________________

	· Local address:_________________
	
	________________________________________

	________________________________
	· 
	Telephone number:________________________

	· Telephone number:_____________
	· 
	E-mail:__________________________________

	· Major:_______________________
	· 
	I give Professor Futrell permission to use my

	
	
	full nine digit student identification number

	· Overall grade point:____________
	
	when posting grades.

	· Grade point in major:___________
	
	Signed:__________________________________


· TAMU activities and honors:__________________________________________________

______________________________________________________________________________

· High school activities and honors:_______________________________________________

______________________________________________________________________________

· Are you presently working? __Yes__No    If yes, where?___________________________

· What work experience have you had?____________________________________________

______________________________________________________________________________

· Are you interested in a sales career?_____Yes_____No______Maybe

· If yes or maybe, what type of sales job are you interested in?   _______________________

______________________________________________________________________________

· Other information you would like to share with me_________________________________

· What grade do you have to make in this class?_____A_____B_____C_____D. Why?

______________________________________________________________________________

· What are topics you want covered in this course? ______________________________

_____________________________________________________________________________

Shadow Bonus Project – Working With A Salesperson

In the past, students have benefited from going on sales calls with salespeople.  It is the best way to relate what we do in this course to salespeople's jobs.  If you would like to work with a sales person this semester and write a paper based on the experience, you can earn up to 50 "bonus" points.  If you earn the maximum amount of points, it is like earning an additional 50 points on a test.  Here is how the project will be graded:

*
50 points for 3 sales calls with a salesperson.
*
40 points for 2 sales calls with a salesperson.
*
30 points for 1 call with a salesperson.

You will create a typed paper which is graded on neatness and how well you prepare the paper.  The paper should include:

1. A cover page

2. Salesperson's name, calling card.  Letter from salesperson on company letterhead stationary stating that you actually worked with the person and the number of customers seen.

3. Brief background on:

A. Company

B. Products sold and to whom

C. Salesperson

Your paper must include the above information.  The remainder of the paper's content is up to you.  Here are questions you might ask the salesperson.  The salesperson's answers will help you learn about the sales job and write your paper.

A. What does it take to be successful in sales?

B. Description of initial product knowledge, getting product knowledge and selling skills training.

C. How do you prepare for a sales call?

D. How do you prepare for a sales presentation?

E. Does nonverbal communication play a part in sales?

F. What's the best way to start a presentation?

G. What's involved in giving a good presentation?

H. How do you handle objections?

I. What's the best way to ask for the order?

J. Is follow-up service important?  Why?

The salesperson must be an "outside" salesperson that makes calls on customers selling business-to-business.  You cannot shadow direct store delivery salespeople such as bread, soft drinks and beer, nor can you shadow a salesperson selling to individuals.

Two or more students cannot work with the same salesperson.  You cannot work with a relative.  Past experience does NOT count for this project.

The paper length is totally up to you.

Here's An Idea
You are responsible for finding a company that will allow you to work with a salesperson.  Pick a company which you might like to work for when you graduate and contact them.  This is a great way to get your "foot in the door."  It is also helpful when you are interviewing for a job.  It is a great story to tell recruiters.  Do not get discouraged if it is hard to find a sponsor.  Don't give up!

Talk to Buyers

If possible, interview one or more buyers on the sales call(s).  Get approval from the salesperson you are working with to ask her/his buyer questions.  Find out:

1. Why they buy from one company rather than another?

2. What are the main benefits they look for when buying?

3. How does the salesperson influence their buying decision?

4. What makes for a good salesperson?

5. Ask other questions.
Marketing 435 Sales Challenge

Professional salespeople have a demanding job.  It requires excellent product knowledge and communication skills.  Today's consultative salesperson needs to create a sales presentation that proves the buyer with all needed information upon which to make an educated purchase decision.

Today's organizational buyers are busy people.  They see several hundred salespeople a month.  To do one's job, the salesperson must create a sales presentation allowing he/she to tell the entire story.  An effective approach and demonstration within the presentation can mean the difference between a "no" sale and getting the buyer's business.

Your sales trainer challenges you to create an approach and demonstration within your presentation that will set you apart from the rest of the salespeople.  Your management team has thus created a contest whereby you are eligible to earn a bonus.  Here are the guidelines for the sales challenge:

The sales challenge takes place October 21 and 22.  That is the week you can do the bonus "approach—close" video role-play.  Immediately after you complete the "approach—close" bonus exercise in room 101, tell your TA that you want to compete for the approach and/or the demonstration challenge.  You will be videotaped doing the approach and/or demonstration.

After everyone who wants to participate has completed the sales challenge, the TAs will view and select the top three sellers from each section.  You must tell the TA your lecture section—12:45 or 2:20.  Bonus point awards for each section will be earned as follows:

· Top approach wins 30 bonus points

· Second place wins 20 bonus points

· Third place wins 10 bonus points

· Top demonstration wins 30 bonus points

· Second place wins 20 bonus points

· Third place wins 10 bonus points

You are in competition with each other.  You cannot work with another student taking Marketing 435.  Approaches and demonstrations that are the same or similar are subject to disqualification.  Anyone who competes in the Sales Challenge cannot communicate to anyone in any manner what he or she did in their approach and/or demonstration.  Management invokes the "Aggie Code of Honor" for this project. 

Winners will be announced in room 113 on December 2 during class in room 113.

Note:  I used once.  I had to stop because of too many assignments, but a contest over any aspect of the course is welcomed by students.

Sales Diary Bonus Project
As a second option, you may chose to keep a sales diary of selling encounters that you have with “salespeople” in a variety of jobs.  For this project, we are defining a salesperson as anyone who interfaces with customers and influences a monetary transaction.

The object of this project is to be alert to selling tactics that are prevalent everywhere!  If you elect to keep a diary this semester, you can earn up to 50 bonus points.  If you earn the maximum points, the 50 points will be added as if you earned 50 additional points on the exam.

You will submit a written report based on a “sales” diary you are to keep from September 30-November 15.  In this diary, you should document your sales encounters.  For each encounter, you must record factual information (where, when, nature of, and reason for encounter) and your assessment of each salesperson and his/her use of the selling techniques discussed in class and in your textbook.  Submit your diary along with your written report.

In your report, write about the worst encounter as documented in your diary.  Try to determine if it was due to the salesperson (e.g., “Just not motivated”), or the organization’s training (or lack thereof).  Be creative, seek out other salespeople in the organization, and ascertain whether there are any patterns in their use of sales techniques.  If in fact, they have used sales techniques, provide examples of their techniques and label the techniques used by the salesperson.  Make specific recommendations as to how the salesperson could have made his/her presentation better, and/or how the organization can improve its sales training.  Describe the problem(s) based on the diary input and present a logical plan for improvement.  Be selective and focus on the most critical aspects of the encounter.  You will be limited to eight typewritten pages (double-spaced, one-inch margins).

Criteria for grading your report include how effectively you incorporate concepts from the text and lectures into your paper, your ability to diagnose probable causes of the problems and suggest appropriate solutions.  Remember, you are the sales consultant!  Grading will also include how you organize and write your paper – neatness will count!!!

The following are examples of questions that should be addressed in your paper (this is the minimum that should be included):

Background
1. Salesperson’s name, calling card, organization the salesperson works for, type of sales job, and products sold. Did you buy?

2. Nonverbal - what image did the salesperson(s) project? Were they dressed appropriately? Did they appear courteous and helpful? Did they appear motivated? How would you classify the salesperson’s personality style?  A Thinker?  Intuitor?  Feeler?  Sensor?

Communication
3.
Did the salesperson appear knowledgeable about his/her products, company, market, etc?  Did s/he listen to you more than talk?

4.
How did the salesperson open the presentation?  What type of sales approach technique did s/he use?

5.
Did the salesperson use any visual aids?  How did the salesperson demonstrate the product’s features, advantages and benefits?  Did the salesperson cross sell?

6.
Did the salesperson trial close?  Did he ask for the order?

7.
What techniques did the salesperson use to handle your objections?

8.
Did the salesperson set a follow-up call with you?  Was there any follow-up at all?

Recommendations
9.
What specific changes would you make in the sales presentation if you were the salesperson?  What changes would you recommend to the salesperson’s employer if you were the sales consultant?

10.
Briefly describe how you would develop and implement a sales program with the employer.

Best Types of Sales Encounters
Many sales encounters do not work well in this project.  These are usually sales encounters where you are buying inexpensive items such as groceries, gas, or fast food.

Shopping for jewelry, expensive clothes, cars, trucks, computers, televisions, stereos, etc. do work well for this project.  No more than two sales encounters can be done with another student.  This should be a male-female couple.

Cover Sheet
Please have a cover sheet with the following typed upon it:

A.
Title of assignment,

B.
Your name,

C.
Marketing 435,

D.
Section number,

E.
Lab day and time.

Note: Only used once, but it is an excellent exercise.  Did not use because of too many assignments.


Role-Playing:  An Overview
Role-playing – practice with live ammunition – is regularly used in sales classes and training, though not always effectively (such sessions can be difficult to conduct).  However, its value is great.  Role-playing could be used as an integral part of the class.

Why Role-Play?
Developing, refining, and practicing a skill in a live situation may put a salesperson’s credibility and confidence (and the sale) at risk.  Role-playing, despite its limitations, is one of the most effective methods of enhancing skill and confidence, subject only to the trainer creating and maintaining a supportive, risk-free learning environment.

Role-playing can, however, fail to achieve its objectives.  The most common causes seem to be:

·
over awareness of the camera

·
overacting to the camera

·
a belief that role-playing means acting

·
the difficulty of selling in front of one’s peers

·
poor role-play examples or exercises

·
weak management of the role-play

·
incomplete feedback after the role-play

·
those not role-playing being given nothing to do.

All role-plays should be organized to achieve the following objectives:

·
reproduce real life as closely as possible

·
provide an opportunity to practice difficult situations

·
provide an opportunity to practice new skills

·
develop confidence

·
enhance learning by building on success

·
change negative habits/reinforce positive habits

·
establish knowledge and an attitude of professionalism

·
promote analytical skill through self-appraisal and observing others.

The material that follows will help to eliminate causes of failure and produce effective and fully participative role-plays.

My Instructions to Each Buyer Immediately Before Video-Taping Begins for the Class

I have students pick their own products and buyers, develop their own scripts, and rehearse it outside of class. At the beginning of a semester, a few students seem to feel this exercise is not totally realistic, which it isn’t. I agree.

However, it is realistic in that companies require their new salespeople to develop sales presentation and role-play it before contacting a customer.  So to help improve the realism, I have each buyer insert 2 or 3 unplanned comments or actions into the role play.  I give them to the buyer, changing them from section-to-section, day-to-day.

This makes students nervous.  I explain why I’m doing it and always say, “You can handle it!”

Here is how it works.  It is the beginning of the class.  All sellers are in their “waiting room” and all buyers are in their “lounge.”

I walk into the buyer’s lounge and say, “Pick a number – 1 or 2.  Everyone can have a  1 or 2.”  Each tells me their number.  Then I say, “2 is a buyer and 1 is a no-buy.”

Then I say, “Your grade is dependent upon how well you follow my instructions.  If you follow them, you generally receive a 20 out of 20.  Remember you must give 3 objections and say ‘no’ 3 times even if you eventually ‘buy’ and even if your script does not have 3 objections or 3 no’s.  Now here is the unplanned part.”  Then I tell buyers what to do and where to do it.  Here are some examples:

1.
Ask “How much is this going to cost?” after the buyer’s first SELL sequence (or early in the presentation).

2.
Instead of responding to a positive opening question, respond negatively.  You might say, “No, I’m really not interested.”

3.
After a major benefit is presented, say something like:

A.
“Can you prove that to me?” and/or

B.
“I’ve heard . . . (state that something is wrong with the product).”

C.
“Oh, I’m happy with what I’m using now.”

D.
“How does . . . (a major competitor’s product) . . . compare to that?”

4.
Someone walks into the room and gets something or asks the buyer a question.

5.
After the third close, have the buyer say, “I’ll buy if you’ll reduce the price 16%.”  If a “yes” is given, then buy.  If a “no” is given, could buy or not buy.  Also, if seller says “yes,” have buyer say something like, “I’d also like you to pay for myself and a friend to go to . . . (the Super Bowl, Mexico, fishing, etc.).”

6.
Buy and then change mind.

I also stress to buyers the need for them to be cheery when the seller walks into the room in order to help the seller off to a good start.  A few sellers forget what they want to say and there can be periods of silence.  I tell the buyer to help the seller out by asking a question or saying something that will help the seller get back on track.

Remember, if it’s in the written script, but left out of the presentation, I don’t take off for that.  I try to do everything I can to make this a positive experience for each student.

This is not an easy assignment.  They can’t do it overnight.  Pressure is placed upon each person.  Done correctly, this is one of the most involved and challenging assignments a student may have in school.  I realize that, so I constantly act a “cheerleader.”  You can do it.  Others have done it.  Think positive.  Pump yourself up.  Get mentally prepared.”

Students will look to you for positive feedback and leadership.  Many of us find this course to be fun and intrinsically rewarding.  You can “see” that students have learned.  For example, I’ll have 30 percent or so of my students, on their own:

·
Go to a quantity discount when asked to reduce price.

·
Postpone the price question.

·
Rotate the order of their presentation.  The buyer asks “Prove it” and the seller responds with a proof statement planned to be used later in the presentation.

When I see these things happen in a pressure situation, I feel students have internalized the material and true learning has taken place.  What other course does this happen in for you?

Develop Your Own Videotape Examples
I urge you to create a videotape containing examples of what you expect of your students or keep past examples of good and bad presentations. I like to show these throughout the course.

Be careful of showing examples of bad presentations.  Last term, I was showing a presentation and commenting on the needed improvements when a student said, “That’s my roommate.”

Futrell’s Pro Selling Video
Once I began showing video examples to students in my classes on what I expected them to do, their performance increased 200 percent!  I show one or two videos each class period, plus I have a video of 10 presentations in our learning center that students can check out for viewing.

The first day of class, I show a video to let students know what is involved in their term project.  Several students “drop” the course after seeing it.  I encourage you to save videos of your students’ sales presentations for showing in your classes.

If you have not received a copy of the video, please contact your local McGraw sales rep. or call McGraw Faculty Service at 1-800-338-3987,#3,#2.  You are also welcomed to call me at (979) 845-5889.  The video has a “teaching guide” accompanying it.

Typical Classroom Arrangements

(Without Class Watching)

(With Class Watching - Camera Optional)

 Alternative Role-playing Personal Selling Assignments in a

Classroom Setting

by Norm Clark

Instructor: this exercise takes place in the class with other class member observing.

It can be used with or without videotaping.

Purpose:

To give students an opportunity to demonstrate the selling techniques they have learned in a realistic setting while other students learn by observing and critiquing the role-play assignments.

Objectives:

1. Increase the confidence of students by using the techniques they have learned

2. Increase the confidence of students by presenting in front of a group

3. Allow students to learn from observing and critiquing the performance of their peers

4. Create an active and supportive learning environment in which students are comfortable participating

Getting Started:

1. Ask students to form groups of three in which they will work for the entire semester.  (This exercise is most effective with class sizes of 48 or fewer.)

2. Ask each group to select a good or service (product) they will sell for the entire semester.  These products can only be sold in a business–to-business setting.

3. Ask each group to provide the following information to the instructor regarding their product:

· description of what is being sold

· target market

· potential needs/problems of prospects for which solutions may be provided

· your competition

· advantages you have to offer over your competition

Situation: the salesperson's first sales call (Assignments 1 and 2) is to gather information to take back to his/her office to prepare the main sales presentation (Assignment 3).

Assignment 1 – Prepare, submit to the instructor in written form a role-play script/dialogue between seller and buyer, and present to the class in role-play format, what you will say and do during the first 3-5 minutes of your sales interview. You should establish credibility with your prospect and help him/her to see the value of spending some time with you. Buyer has very little to say. Time required about 3 minutes. Buyer is one of group

Assignment 2 – Prepare, submit to the instructor in written form a role-play script/dialogue between seller and buyer, and present to the class in role-play format, the questions you will ask to identify the needs/problems of your prospects.  Record the responses to your questions during the role-play exercise and use this information to develop your presentation in Assignment 3. Time required about 7 minutes.

Assignment 3 - Prepare, submit to the instructor in written form, and present to the class in role-play format, a presentation of your product that provides solutions to the needs/problems that were identified in Assignment 2.  The presentation may include trial closes, answers to objections asking for the business. Time required about 5 minutes.

Recommendations:

1. Have students work as a group to prepare each assignment.  They all receive the same grade for the assignment regardless of who makes the presentation.

2. Have each student in a group take the lead role--the role of the salesperson--in one assignment so that each member of the group has an opportunity to be the presenter.

3. Have a separate grade for presentation/participation determined by combining the instructor's evaluation of the presentation with the evaluation of the other group members for contribution to the group.

4. As each group makes their presentation, ask each of the observing class members to write down one thing he/she likes about the presentation and one thing that would make the presentation to be more effective.  Ask several observers to share their comments after each presentation.

Example of Assignment 1

During the first 3 to 5 minutes of your initial meeting with a prospect, it is critical that you deliver your lines very professional to establish credibility and give your prospect a reason to listen.  
1. PLEASENTRIES

2. QUESTION:

At this point, how familiar are you with CableRep Advertising?

3. TRANSITION TO INTRODUCTORY STATEMENT:

Let me give you a brief overview about who we are, without going into a whole lot of detail right now, that way you'll know why I'll be asking some of the questions I'll be asking, if that's all right?

4. INTRODUCTORY STATEMENT:
We're one of the largest Cable Television Advertising Companies in the country.  What this means is, we partner with your local cable company to help businesses—like yours—find affordable ways to advertise on television.  Our group specializes in working with business in small to medium sized communities.  As a matter of fact, right now we have local offices in about 550 markets in 36 states.  In this market we reach about 114,000 people.  The statistic we are most proud of, however, is the fact that 75 percent of our business is from existing clients who have been able to effectively position their business within their communities. This is done through long- term image building, which is frequent and consistent advertising on powerful networks like CNN, ESPN, TBS—the networks you and your customers are familiar with.

5. BENEFIT STATEMENT:

We may be able to make it affordable for you to be on television.

6. PERMISSION TO ASK QUESTIONS:

At this point I don't know enough about your business to make any promises; could I ask you just a few quick questions to see what kind of an impact we may be able to have on your business?
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