PART II

Videos Accompanying ABC's of Relationship Selling, 8th edition: Outlines and Test Questions

Video Summaries and Test Questions

For me, videos are shown to let students see the job activities of salespeople.  Videos are a wonderful learning tool and greatly improve students’ enjoyment of the class.  Students remember the videos. They can better understand the textbook and lecture materials when the videos are related to them.  Video test questions appear to be an individual thing for instructors. The test questions I use in class may not fit your style or purpose. I ask several test questions over each video so students will watch and remember the main points, come to class, and participate in class discussions after showing a video.  You will see that most of the following questions can be answered easily if the student sees the video. Other questions are based on main points that are important to each video segment. Hopefully these questions are helpful to you. I have used each video and question for several semesters.

1.
Day in the Life – Roerig (Running time: 6 minutes)

This video walks us through a typical day for Roerig salesperson Nick Parella.  Nick, a pharmaceutical salesperson, describes his daily activities and interactions with clients. I like to show this video on the first or second day of class to show that the course concentrates on business-to business sales.

Questions:

1. In the video titled "Day in the Life of a Roerig Salesperson," what type of product was being sold?

a. Xerox copiers

b. Electronic equipment

c. Office supplies

d. Sewing machines

e. Pharmaceuticals  **

2. In the video titled "Day in the Life of a Roerig Salesperson," the salesperson, Nick Parella, works out of his _________.

a. Van

b. Home  **

c. Office

d. Garage

e. Neighbors house

2.
Day in the Life - 3M (Running time: 10 minutes)

Mary Richert is a salesperson for 3M.  This video documents the busy, on-the-go lifestyle she experiences as she deals with customers.  Mary portrays her excellent communication and follow-up skills with clients and co-workers.  I show this video the next class after the Roerig video.

Questions:

1. In the video titled "Day in the Life - 3M," the salesperson sold_________?

a. Medical equipment

b. Adhesives  **

c. Electronics

d. Fiberglass products

e. Hospital supplies

2. The salesperson in the video titled "Day in the life - 3M" was a_________?

a. Woman  **

b. Man

            Caution: if you ask the second 3M question rephrase to take out Mary.

3.
Ethical Selling: Perfect Solutions (Running time: 7 minutes)

Players: Scott Patterson, salesperson of Perfect Solutions (PS) and Larry Ingram, CEO of Ingram Distributing.

Ingram has been a distributor of PS products for 10 years and PS's top distributor for the last two years.  Scott recently signed up Barber Distributing, a competitor of Ingram.  Ingram calls Scott into his office to discuss this and other things.  

Mr. Ingram tells Scott that Barber undercut their prices by 10% to get the DIS project.  Ingram had cut their prices to the bone.  "Did PS give Barber special price deals?" asks Mr. Ingram.  Scott says, "No."  Ingram wants to know if Barber will bid for the "plant" business coming up.  He wants Scott to get him their bid price.  He places pressure on Scott to get him the best price for the bid or lose his business.

Ingram says Dymotzue is trying to get his business from PS.  Dymotzue's prices are on Ingram's desk, including the price for the new adhesive.  Ingram asks Scott, "Where is my Bond-do-perm?"  And says, "If you can't come through for me this time, I'm going to have to seriously consider our relations." Scott calls his office and is told the product is bad. It will be 2 months before it is available.  Scott lies to Ingram saying he might get him one truckload by the end of the month.

Ingram says Barber Distributing was in the office of one of his customers offering a 5% lower price than his price.  Scott offers to give the product to Ingram free to reduce his price to his customer.  If Scott will do this for Ingram will he also do it for Barber?  Scott thinks to himself that he can write this off as a free sample. He can ship the product to Ingram's customer and count them as a new prospect.

The video ends with Scott caught looking at Dymotzue's price list on Ingram's desk.

Ethics Related to Employer:

· Misusing company assets—samples to reduce list price.

· Cheating—getting sales unethically affects performance relative to other salespeople.

Ethics in Dealing with Customers:

· Free sample—bribe, kickback.

· Misrepresentation—ship in 1 month, bad product, and maybe special pricing deals to Barber Distributing.

· Price discrimination—sell cheaper to Barber?

Customer Ethics to Salesperson (not discussed in book):

· Ingram wants to know bid price.

· Puts pressure on Scott to get best price—does that mean more free samples or lower price than list price?

Question:

1.
In the video titled "Perfect Solutions" the salesperson:

a. Misrepresented the truth **

b. Used tie-in sales

c. Was moonlighting

d. Did a great job

e. Used reciprocity

4.
Steve Santana (Running time: 5 minutes)
Steve works for a pharmaceutical manufacturer.  The company is pressuring his division to increase sales.  Steve's boss, Rob, is suggesting some unethical tactics to get the Danson HMO business.  Closing this deal would take the pressure off the region, including Steve's boss.

Rob suggests that Steve go around Claire Manford, Danson's purchasing agent, and talk with their chief medical advisor. He then suggests placing Claire on their consulting board, which pays a nice fee to board members.

Claire says that she is the new fund raising chairperson for an Information and Referral Center for the Learning Disabled.  When Steve tells his boss that she mentioned they need $100,000 to get the Center started, Rob suggests giving them $10,000.  This would greatly help get their business.

Steve does not like any of these suggestions.  It is apparent he wants to conduct business in an ethical manner.  The video ends with Rob telling Steve that he must make the decision. If Rob's bosses find out that they are trying to "buy" the business, I wonder who gets blamed—Steve or Rob?

Ethics in Dealing with Customers:

· Bribes

Ethics in Dealing with Salespeople:

· Level of sales pressure

5.
Dumping Inventory (Running time: 4 minutes)

This video listens in on a conversation between two salespeople for a toy company.  One of the salespeople has inside information on the development of a new version of a popular toy.  The new toy will be introduced in three months and customers will not be aware of this information for another two months.   One of the salespeople is concerned with his colleague's idea of "dumping" the inventory on customers.  The colleague wants to sell the remaining inventory of the soon to be out of date toy to boost his sales, even though he knows about the new version.  This problem concerns the salesperson because he depends heavily on the relationships he has with his customers.

Questions:

1. The video segment titled "Dumping Inventory" involved a sales manager telling his salesperson about a new product coming out in two months.  The sales manager and his salesperson worked for a:

a. Manufacturer

b. Wholesaler

c. Retailer  **

d. Mail - order firm

e. Distributor

2. In the video titled "Dumping Inventory," the sales manager and the salesperson work for what type of company:

a. Office supply

b. Chemical

c. Toy  **

d. Clothing

e.         Tractor                                                                                                                   
6.
Sales Hype (Running time: 4 minutes)

This video is about two retail furniture salespeople, Sally and Kara, who are about to have performance reviews based on their sales numbers.  Kara is concerned that her review will be negatively affected by Sally's unethical sales techniques.  Sally's numbers are good, but she likes to "hype-up" the product to customers, and even lie to get the sale.  Kara is torn between telling management about her problem or just toughing it out.

Questions:

1. The two salespeople in the video titled "Sales Hype," sell what type of products?

a. Copy machines

b. Toys

c. Automobiles

d. Furniture  **

e. Office supplies

2. In the video titled "Sales Hype," Kara is concerned because her colleague Sally is:

a. Stealing from the company

b. Lying to customers  **

c. Giving away merchandise

d. Showing up late to work

e. Leaving work early

Note: to answer the second question, students must know names of salespeople. Some students fuss about needing to remember people's names.

7.
Suggestive Selling (12 minutes)

The Chili's restaurant chain produced this video for sales training purposes.  The video is about suggestive selling to increase sales success.  The story surrounds two servers, Ellen and Steve.  Steve trains Ellen at suggestive selling techniques.  Steve suggests five techniques to increase food sales: (1) Upgrade guest’s order - be sincere (2) Be specific (3) Assume guest wants to buy (4) Describe items based on fact and evaluation - give the food your personal endorsement (5) Use props – e.g.: the menu. I like to show this video to illustrate the entire presentation, beginning with the approach to the close including the importance of verbal and nonverbal communication. Students can easily relate to this video because many have been food servers.

Questions:

1. The video showed good examples of the importance of using selling skills to upgrade a customer's order and provide good customer service.  The video also demonstrated a second area important to successful selling—sales knowledge.  The video illustrates the importance of sales knowledge by illustrating the salesperson's need to:

a. Give customers correct change

b. Make demonstrations of food items

c. Use the cash register

d. Handle customer objections

e. Know menu items  **

2.   When asked if they wanted dessert, two women said "No, we're too full." The                    salesperson said, "Why don't you split it!  It'll be half the calories."  What food                  item was she selling?

a.      Banana split

b.      Pies

c.      Apple pie and ice cream

d.      Brownie with toppings  **

e.      Yogurt

8. Cereal Consumer Sales (Running time: 7:30 minutes)

9. ACT! Distributor Sales (Running time: 6:27 minutes)

10. Copier Business-to-Business Sales (Running time: 7:54 minutes)

NOTE: In the Spring of 2003, the publisher had a film crew come to College Station and video two people’s role-playing segments 8,9, and 10.  The background information for these segments is found at the back of the textbook.

At the time of revising this IM, the video segments were being sliced and diced to create the final product. I have not seen these segments.

Please contact me after August of 2003 if I can prepare any class materials for you related to these three role-play segments.

11.
Interviewing for a Sales Job (5 minutes)

This video segment depicts a good way to respond if asked to sell something when interviewing for a sales job.  The new applicant is asked to sell the recruiter a pen that will replace his old one.  The applicant does an excellent job asking questions to determine the buyer’s needs and 'smoothly' closes the sale.  

Questions:

1. In the video titled "Interviewing for a Sales Job," what did the sales applicant do at the beginning of his presentation?

a. Ask trial closes

b. Tell a story

c. Ask questions  **

d. Present a marketing plan

e. Ask for the order

2. The video titled “Interviewing for a Sales Job” showed the recruiter getting the applicant to:

a. Operate a computer

b. Sell a pen  **

c. Sell a desk

d. Taste a new breakfast cereal

e. Role-play selling a baseball

3. In the video titled "Interviewing for a Sales Job," what did the sales applicant do at the end of his presentation?

a. Tell a story

b. Ask for the order  **

c. Introduce himself

d. Knock over a chair

e. Give recruiter a high-five

Inc. Video Segments

I have been using the Inc. Video for several years. They use some of the same terminology as your textbook. They also do an excellent job of showing what salespeople do in their jobs. If you use these test questions make sure you cover them in your commentary after seeing the video. Otherwise students will find some of the questions very difficult. I have created a fill-in the blank handout based on the test questions for one of the videos. Students pay more attention to the video when they need to complete an assignment during the video. For a 50-minute class the videos are a little long. You can stop in the middle and show the remainder of the video next class period.  You can also show short segments to illustrate parts of your lecture. The cast of salespeople shown in these Inc. video segments is: 

· Elaine Bailey—Connect Software

· Rick Brown—Ben and Jerry's ice Cream

· Bob Hopkins—Commercial Guardian

· Jim Kilcoyne—3M-Sarns

· LeRoy Leale—Shearson Lehman Hutton
· Sally Webb—Seafood business (Advertising) 

Making Effective Sales Calls (33 minutes)

Summary:

This video looks at how to turn a sales call into a conversation with the buyer.  The viewer follows several salespeople on sales calls to see their styles and techniques.  The following captions appear on the screen during the video:

· Focus on Long Term Relationship

· Define Objectives

· Focus on Prospect

· Catch prospects attention

· Ask open questions and listen

· Learn to listen (short sub segment)

· Present benefits

· Establish credibility

· Understand Group Dynamics

· Don’t ignore anyone

· Deal with personality conflicts carefully

· Guarantee Next Call

· Don't leave a meeting without setting up the next one

Questions:

1. In the Inc. video entitled "Making Effective Sales Calls," you should always  ________ at the end of the sales call.

a. Introduce yourself

b. Guarantee the next call   **

c. Establish credibility

d. Present benefits

e. Define objectives

2. In the video entitled "Making Effective Sales Calls," the focus of sales calls should be on:

a. Market analysis

b. Presenting features

c. Dealing with personality conflicts

d. Forming long-term relationships  **

e. Making a higher profit

3. Bob Hopkins sells for Commercial Guardian.  Bob has a distinctive speaking style.  Bob speaks:

a. Relatively slow  **

b. Fast

c. Jumpy

d. Using bad language

e. Very fast

4. Sally Web was introduced to you in this video.  What did Sally sell?

a. Computer software

b. Ice cream

c. Financial services

d. Consumer goods

e. Advertising  **

5. Elaine Bailey and Bob Hopkins gave us examples of salespeople:

a. Using visual aids to sell his story

b. Closing -- asking for the order

c. Getting customers to participate

d. Using nonverbal communication techniques

e. Being honest and ethical  **

6. Elaine Bailey was able to get her customers to participate in the presentation by getting the buyer to:

a. Drink coffee

b. Use a computer mouse  **

c. Pull off a jacket

d. Go for a rid in a car

e. Talk by telephone to one of her customers

7. When making a sales call or interviewing for a sales job it is important top be prepared.  Several salespeople featured in this video said they always make a sales call with a specific __________ in mind.

a. objection handling technique

b. closing handling technique

c. topic order

d. objective  **

e. story

8. Preparation for a sales call can take hours.  According to Rick Brown, how long does he normally have to make his presentation?

a. One hour

b. 15 minutes  **

c. several hours

d. usually as much time as needed

e. one to two hours

9. Which of the following people sell business-to-business products?

a. Elaine Bailey

b. LeRoy Leale

c. Rick Brown

d. Jim Kilcoyne

e. A and D are correct  **

10. Which of the following people sell consumer products?

a. Leroy Leale

b. Jim Kilcoyne

c. Elaine Bailey

d. Rick Brown

e. A and D are correct  **

Dealing With Buying Objections (25 minutes)

Summary:

In this video we watch top salespeople who recognize and respond to objections.  We see how they spot false objections and probe for hidden ones as we follow these salespeople along on their sales calls. The following captions appear on the screen during the video:

· Welcome Objections

· Be Prepared for Typical Objections

· Cost

· Quality

· Current vendor

· Increase Chances for Success if you:

· Avoid emotional objections

· Keep cool

· Confirm Next Step

· Visualize - The Winning Edge

· Visualize success

· Imagine every situation successfully

Questions:

1. In the Inc. video entitled "Dealing With Buying Objections," we learned that objections should be:

a. Ignored

b. Welcomed  **

c. Passed-up

d. About price

e. Very difficult to handle

2. In the Inc. video entitled "Dealing With Buying Objections," you can be successful by:

a. Not answering objections

b. Visualizing success  **

c. Making up features

d. Imagining failure

e. Not allowing objections  

The Closing Process - When and How (28 minutes)

Summary:

This part of the series follows salespeople on sales calls to see how they can close a sale.  Closing is examined as a logical step-by-step process.  There are two sections to this video.  First, we look at the skill of knowing when to close.  We then see how to close. The following captions appear on the screen during the video:

The Closing Process

· When to Close

· Clear up objections

· Recognize buying signals

· Use trial closes

· How to Close

· Make sure the sale is right

· Don't give up

· The Closing Process

· Satisfy objections

· Hear buying signals

· Use trial Closes

· Take the order

*Assume the sale - Positive Thinking*

Questions:

1. According to the Inc. video entitled "The Closing Process - When and How," the last step in the closing process involves:

a. Listening for benefits

b. Presenting a marketing plan

c. Taking the order  **

d. Presenting benefits

e. Satisfying objections

2. According to the Inc. video entitled "The Closing Process - When and How," you should be able to recognize:

a. Buying signals  **

b. Trial closes

c. The end of the sales call

d. Suggestions

e. Product features

The following questions are general in nature and relate to all of the Inc. videos.

1. Which of the following is the main reason Professor Futrell shows the Inc. videos in class?

a. Learn how to sell

b. Understand sales techniques

c. Understand what salespeople do on the job  **

d. Learn how to get a job

e. Understand how to evaluate salespeople

2. Most of the salespeople in the Inc. videos are:

a. Order – takers

b. Order – getters  **

c. Combination order–getter – order–taker

d. Missionary salesperson

e. Service salesperson

3. Most of the salespeople in the Inc. videos are on what type of compensation plan?

a. Straight commission  **

b. Straight salary

c. Combination – salary and commission

d. Salary plus sales contest bonuses

e. Salary, contests, bonus

Note: remember to cover the above points in your lecture, otherwise students will have a difficult time correctly answering the Inc. questions
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