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Introduction

Reproducible Program Library—End-User License Agreement
IMPORTANT! PLEASE READ!

The following terms and conditions are a legal agreement between Organization Design &
Development, Inc. DBA HRDQ (“HRDQ”) and You, Your organization, its subsidiaries, affiliates, and
legal partners (“You”) regarding the Reproducible Program Library (‘RPL”).

You may use the RPL only in accordance with the terms of this agreementt as set forth below.

1. License Grant. HRDQ hereby grants You a non-exclusive and non-transferable license to download,
reproduce, customize, and otherwise make use of the RPL within the terms of this agreement.

2. Proprietary Rights. The RPL is the sole and exclusive property of HRDQ and/or its authors including
all right, title, and interest in and to the RPL. Except for the limited rights given to You herein, all rights
are reserved by HRDQ.

3. Term. This Agreement is effective upon acceptance, and will remain in effect in accordance with the
term of the license purchased. The specific term of this Agreement is defined on the sale invoice
provided You at the time of purchase and available thereafter from HRDQ.

4. Authorized Use of Library. For the term of this license, You may:

(@) Store the RPL on a computer,

(b) Amend, edit, and change the RPL provided that all original copyright notices, and trade and
service marks, remain intact and appear on this agreement and amended versions and reproductions
thereof,

(c) Printand distribute paper copies of the RPL for educational or training activities, whether with
direct employees, students, agents, or clients, and,

(d) Resell the RPL, in whole or in part, provided You have a current reseller agreement with HRDQ.
You may not:

(@) Translate, reverse engineer, decompile, disassemble, or create derivative works based on the
RPL,

(b) Include the RPL, in whole or in part, in any publication, product or service offered for sale,

(c) Lease orloan the RPL,

(d) Distribute the RPL through the means of a removable storage medium, such as CD-ROM or
DVD,
e) Copy or upload the RPL onto any bulletin board service or public Internet site, or,

(

(f)  Sublicense or reassign this license.

5. Termination. Failure to perform in the manner required in this agreement shall cause this license to
automatically terminate and HRDQ may exercise any rights it may have. Upon natural expiry of the
term, unless renewed by You with HRDQ, access to the download site will be denied and all passwords
rendered inactive. Upon termination, for whatever reason, You must destroy all original and amended
versions of the RPL, in any and every format, and certify as such, in writing, to HRDQ upon request. All
provisions of this license with regard to the protection of the proprietary rights of HRDQ shall continue in
force after termination.

6. Warranty. The RPL is provided “as is.” HRDQ warrants that the RPL does not violate any copyrights,
trademarks, trade secrets, or patents of any third parties. HRDQ disclaims all other warranties,
expressed or implied, regarding its accuracy or reliability, and assumes no responsibility for errors or
omissions. To the extent permissible by law, HRDQ accepts no liability for any injuries or damages
caused by acting upon or using the content contained in the RPL. If any part of the RPL is defective in
workmanship or materials, HRDQ’s sole and exclusive liability, and sole and exclusive remedy for You,
shall be replacement of the defective material. HRDQ's warranty shall survive the termination of this
agreement. Some states do not allow exclusions or limitations of implied warranties or liability in certain
cases, so the above exclusions and limitations may not apply to You.

7. Permissions. Any other use of the RPL not defined in this agreement is subject to the written approval
of HRDQ.

HRDQ, 2002 Renaissance Blvd. #100, King of Prussia, PA 19406, 610.279.2002, www.hrdqg.com.
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Instructional design and learning
philosophy

We are committed to providing the best core-skills content possible for
Instructor-Led Training (ILT). The following principles are applied in the
development of programs:

Sound Instructional Design
All course content is developed using a variety of research techniques. These include:
= Brainstorming sessions with target audience
= Library research
= Online research
= Customer research (focus groups, surveys, etc.)
= Subject Matter Experts (SME)
= Interviews with trainers

Expert instructional designers create imaginative and innovative solutions for your training
needs through the development of powerful instructional elements. These include:

= Learning objectives — effective tools for managing, monitoring, and
evaluating training
=  Meaningfulness — connects the topic to the students’ past, present, and future

= Appropriate organization of essential ideas — helps students focus on what they
need to know in order to learn

= Modeling techniques — demonstrate to students how to act and solve problems

= Active application — the cornerstone to learning — helps students immediately
apply what they have learned to a real-life situation

=  Consistency — creates consistent instructions and design to help students learn
and retain new information

= Accelerated learning techniques — create interactive, hands-on involvement to
accommodate different learning styles

Application of Adult Learning Styles

Adults learn best by incorporating their personal experiences with training and by applying
what they learn to real-life situations. Our experienced instructional designers incorporate a
variety of accelerated learning techniques, role-plays, simulations, discussions, and lectures
within each course. This ensures that the learning will appeal to all learning styles and will be
retained.

1Y
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Course timing (cont.)
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Customer-Focused Selling

VioduleOne

CUSTOMER-FOCUSED SELLING
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Successful Selling Skills

and Strategies

« Leam to close the sale effectively with the results
you intended

[}o0l

Introduction: The sales
profession is one of the oldest
known to man. Yet even today
it is still one of the most
discussed and studied areas
in business. People ask:

Is selling a science or an art?

Are great salespeople born or
made?

Can anyone be sold?

What are the secrets that
make some salespeople so
successful?

The fact is that selling is a
combination of technical skills
and people skills. Great sales
success requires skills,
courage, patience, and
endurance. In turn, it offers
great rewards, which include
financial success, increased
knowledge, and high self-
esteem.

This program addresses the
technical and human aspects
of selling and will allow
participants to apply their
learning during the session via
exercises and role playing.
Program content has been
designed to bring about more
sales and satisfied customers.

Successful Selling Skills and Strategies

Course objectives

Successful completion of this course will increase your knowledge and
ability to:

¢ Learn and apply a results-oriented, consultative system of selling

¢ Understand and meet specific customer needs with your products
and services

¢ Sharpen communication skills to present concepts, identify sales
opportunities, and overcome objections

¢ Learn to close the sale effectively with the results you intended

© 2008 TreeLine Training Published by HRDQ



Customer-Focused Selling

The sales process

1. Know your customer

2. Create your presentation

3. Use the power of demonstration
4. Verify claims

9. Handle objections

6. Close the sale

7. Follow up after the sale

HDQ

Briefly review the seven parts
of the sales process.

The sales process

« Know your customer

* Create your presentation

* Use the power of
demonstration

« Verify claims

« Handle objections

* Close the sale

« Follow up after the sale

Ny 7

There is no need to go into
any detail here; the remainder
of the program will be
covering each part.

You may want to ask
participants to think about
which areas of the sales
process they believe they are
strongest, and which areas
needs the most improvement
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Successful selling should be
customer focused from the
beginning of the process to
the end. While this might
seem obvious, the inclination
of many sales people is to
begin with their program,
product, or service in mind
and only later take the
customer into account.

Successful Selling Skills and Strategies

Successful sales begin and end
with the customer

In this results-oriented selling program, you will learn how to integrate
thinking about customers into your sales process, leading to improved
results and stronger customer relationships in the future.

The diagram below uses an old selling adage that we suggest you keep in
the front of your mind as you go forward in your successful selling efforts.

“What’s in it
for me?”

© 2008 TreeLine Training Published by HRDQ



Customer-Focused Selling

Know your customer

Positive relationships are built on:

¢ Knowledge
O Trust
¢ Track record of success

Exercise: “Know thy customer”

Take a few minutes to identify information you like to know about your
customers in order to build an outstanding relationship with them. Identify
both business and personal information.

Business Personal

HDQ

The first step of the sales
process is “know your
customer.”

All salespeople know the
value of a positive relationship
with a customer: one built on
knowledge, trust, and a good
track record of success. From
the beginning, we should
strive to learn as much as
possible about our customers
from both a business as well
as a personal perspective.

Know thy customer

=3

Allow several minutes for
participants to complete the
exercise on this page. Have
participants share, first in
small groups, then with the
group at large.

Summarize: Learn from a
master: Although he is not in
the insurance industry, Harvey
MacKay is one of the most
successful salespeople in the
United States. In his best-
selling book, Swim with the
Sharks without Being Eaten
Alive, Harvey describes how
he has taught his salespeople
to gather as much information
as possible—both business-
related and personal—about
their customers. This
information becomes power
when used effectively with the
client.
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At any organization there is
likely to be one primary
decision maker. Obviously, it
is critical to develop an
excellent relationship with this
person to ensure a sale.

There are also likely to be
additional people who may
affect the buying decision one
way or the other. Two
categories of these people are
Influences and Product Users.

Successful Selling Skills and Strategies

Identifying and developing key
customer contacts

Primary decision makers

¢ Have access to a budget
¢ Have the ability to make buying decisions independently

Influencers

¢ Anyone at the customer point who has an impact on the buying
decision, along with the primary decision maker

¢ May be one of several positions, but they definitely have access to
the primary decision maker and generally their opinion is respected

Product users

¢ The principal users of your product or service

0 May have several positions or titles

O Their input, when provided to the primary decision maker, is often
an important factor in the decision-making process

Exercise: Identifying and developing your key
customer contacts

Take a few minutes to consider one or more of your largest, most
important customers. Identify the primary decision maker(s), influencer(s),
and product users at this customer.

¢ Customer:
O Primary decision maker:
O Influencer(s):

¢ Product user(s):

© 2008 TreeLine Training Published by HRDQ



Customer-Focused Selling

Rating key contacts

Based on the information you noted on the previous page, please rate
your knowledge of and rapport with each of these key contacts.

Excellent Poor
Primary decision maker
Knowledge of him/her and the business 1 2 3 4 5
Rapport with this person 1 2 3 4 5

Influencer

Knowledge of the role he/she plays in influencing | 1 2 3 4 5
the buying decision

Rapport with this person 1 2 3 4 4}

Product user

Knowledge of the role he/she plays in influencing | 1 2 3 4 5
the buying decision

Rapport with this person 1 2 3 4 S

HDQ
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Customers buy because of the
specific result(s) they expect
from our products or services.
Part of knowing your customer
is identifying the results that a
particular customer values.

Take about three minutes to
list a number of results your
customers look for from your
programs, products or
services. Debrief by sharing
with a partner or with the
entire group.

Successful Selling Skills and Strategies

Identify results that customers
value

List below several of the results your customers look for in your products
and services, e.q., increased profit, lower costs, efc.

© 2008 TreeLine Training Published by HRDQ



Customer-Focused Selling

Examples of customer results

(S IR R IR IR I C RS IR S I O

Reliability

Convenience

Time savings

Quality

Great functionality

Ease of use/operation

Value

Productivity

Peace of mind (fewer hassles)

Sales revenue/profits

HDQ

Here is a list of common
results customers look for with
most programs, products, or
Services.

Examples of customer results
* Reliabilty + Ease of useloperation
jence

« Productivity
* Peace of mind (fewer
hassles)

R

Compare this list with the list
participants developed on the
previous page.

Stress that each customer is
unique in terms of the results
they look for. It is only through
our efforts in getting to know
the customer well that we can
begin to understand the
results they value most.
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Each customer is different.
Each is focused on specific
goals and results they want to
achieve. The best way to
identify those results is to
question the customer
thoroughly and effectively.

Types of questions

Fact-finding

The three types of questions
on this page are the primary
way we can determine what is
most important to our
customers.

Successful Selling Skills and Strategies

Effective questioning to identify
results customers desire

Three types of questions

¢ Fact-finding
— Used to gather information about the account, its key
role/decision makers, business goals, and operation
procedures
¢ Probing
— Use to gather additional information after fact-finding questions
¢ Confirmation
— Used to confirm or gain specific information that doesn'’t require
more detail
— Are usually closed questions that require a “yes” or “no”
response

© 2008 TreeLine Training Published by HRDQ



Customer-Focused Selling

Exercise:

Read each statement made by the customer below. Respond by writing a
fact finding, probing, or confirmation question.

1. “Although we’ve had our current system or over 10 years, | don’t see
any real reason to change.”

2. “Our organization is growing rapidly—particularly during the last two
years. We're looking at several ways to become more productive.”

3. “I'm concerned about making changes to a new system now. There’s
bound to be a lot of time involved in learning the new system and that
really concerns me.”

4. “Our current contract provides us with excellent service and repair
work. That's important to me.”

HDQ

Have participants work in
pairs or small groups. If time is
tight, have each group work
on just one or two of the
statements, but make sure
every statement is being
covered. Then have each
group share their answer(s).

Note: We've provided one
suggestion for each
statement; however, there are
many possible answers.

1. “What is the best thing
about your current system,
and what is your biggest gripe
about it ?” (Fact-finding)

2. “What would being more
productive entail?” (Fact-
finding)

3. “If | assured you the
learning time would be
minimal, would the benefits of
the new system outweigh the
learning curve?”
(Confirmation)

4. “What else is important to
you?” (Probing)
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DELIVERING HIGH-QUALITY, CUSTOMIZED
RTL TRAINING HAS NEVER BEEN SIMPLER.

%” The Reproducible Training Library offers a full suite of training
SN solutions, in three formats:

Instructor-led Classroom programs with reproducible
“ instructor and participant guides
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s - % Self-study e-Learning with freely distributable self-study
module in Microsoft PowerPoint© format
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Word®© format

All formats can be easily customized so it's your training, your
way. Why spend the time when we've done the work for you?

Get started today!
Download the Info Kit hrdqstore.com/rtl-info or
call our Customer Service Team at 800-633-4533

ABOUT US
HRDQ is a trusted developer of soft-skills learning solutions that help improve the performance of individuals, teams, and organizations.

We offer a wide range of resources and services, from ready-to-train assessments and hands-on games to facilitator certification,
custom development, and more. Our primary audience includes corporate trainers, human resource professionals, educational
institutions, and independent consultants who look to us for research-based solutions to develop key skills, such as leadership,

communication, coaching, and team building.

At HRDQ, we believe an experiential approach is the best catalyst for adult learning. Our unique Experiential Learning Model has been
the core of what we do for more than 30 years. Combining the best of organizational learning theory and proven facilitation methods
with an appreciation for adult learning styles, our philosophy initiates and inspires.

DOWNLOADABLE ’ For more information or to place an order, please call or visit us at:
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