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    Book Abstract


    Main Idea


    In the final analysis, everybody sells something... but not everybody sells well.


    Breakthrough selling means to develop customer-building sales strategies which are necessary to succeed in today’s highly competitive business environment. The concepts of breakthrough selling are actually quite straightforward to comprehend but exceptionally difficult to apply day-in and day-out. Perhaps that’s why selling is one of the modern economy’s most lucrative professions.


    The ideas of breakthrough selling can propel a sales person to great success while allowing them to develop a high quality of life.


    Important Note About This Ebook


    This is a summary and not a critique or a review of the book. It does not offer judgment or opinion on the content of the book. This summary may not be organized chapter-wise but is an overview of the main ideas, viewpoints and arguments from the book as a whole. This means that the organization of this summary is not a representation of the book.


    Summary of Break-Through Selling (Barry Farber and Joyce Wycoff)


    1. Personal breakthroughs


    Main Idea


    The sales process begins with the right attitude in the mind of the sales person. One person with the right attitude can achieve more than an army of people with the wrong attitude.


    Supporting Ideas


    When Harvard Business School conducted a study of the factors that are critical to success in sales, they identified:


    
      	Attitude


      	Information


      	Intelligence


      	Skill

    


    This study found that attitude contributed to 93% of a person’s success while information, intelligence and skill accounted for less than 7% of sales effectiveness.


    The 6 keys to a positive attitude in sales are:


    
      	Professional pride.

        The sales profession is the highest paying profession in the world. Sales also forms the basis for the entire economy of the world’s most successful consumer economy - the United States of America. Therefore, professional sales personnel should feel considerable pride in their chosen field.

      


      	Doing what you passionately love.

        The top sales people are so caught up in the benefits of their service or product it motivates and energizes them. That passion is contagious.

      


      	Invest yourself in the process of sales.

        The top performers have made a commitment in time, energy, enthusiasm and reputation in a sales career. Only when something significant is at stake will a person exploit every available opportunity and perform at their maximum.

      


      	Invest in yourself.

        Sales professionals consistently increase their product knowledge, sales skills and understanding of their customers.

      


      	Be positively persistent.

        Top achievers find creative ways to be persistent and positive in the face of early rejections. They can gauge when to keep working with a potential client or customer and when to move on.

      


      	Learn from failures along the way.

        Successful and positive sales professionals know that a failure is never a failure if you use it to learn something new or beneficial.

      

    


    The primary reason some people fail to excel in a sales career is fear. The best ways to break through fear are:


    
      	
        Self-confidence

        When a person believes something can be done, they just then have to believe they can be the ones to do it to achieve greatness. Confidence grows by setting and meeting challenging goals along the path to the ultimate achievement.

      


      	
        Product knowledge

        When a person understands the product inside out, they have the confidence to talk to people who are using the product every day and intensively.

      


      	
        Relationships

        When sales people start to establish a foundation of friendship and shared interests with their prospects, the fear level begins to diminish.

      


      	
        Vision

        Successful sales people have a mental image of their product or service improving the quality of life for everyone who buys from them. That vision provides additional energy and commitment driving them on to greatness.

      

    


    In the final analysis, products and services are purchased by people – not by companies, not by computers and not even by housewives or businessmen. Therefore, sales success can be boiled down to one simple concept: the more people you know who are potential customers and with whom you build a personal link through effective networking the more successful you will eventually be in the sales professions.


    The essence of networking is to build good friendships. Business is built on the foundation of trust. In a friendship, there is a mutual understanding of what motivates and inspires the other person.


    Some ways to build a business friendship:


    
      	Make your friends feel important. Learn what’s important to them on a personal basis.


      	Add a bit of creativity to something standard. For example, print quizzes, mission statements or other quotes on the back of your business card.


      	Send letters of congratulations to people who are accomplishing something significant.


      	Make friends with four new people a month and get to know them well enough they will tell you their problems - therein lies the great opportunities for doing business.


      	Join volunteer non-profit organizations that attract the type of people you want to do business with.


      	Give away an ice-breaker such as a model of your product or a box of cookies with a picture attached or something similar.


      	Develop a business profile of your prospective clients. The more you know about their interests the easier it will be to strike up a conversation with them.

    


    In the final analysis, little things can make a big difference in the sales process. Studies have identified the following critical factors in the sales process:


    
      	The top sales people in any organization tend to take care of the last 5% of the details that differentiate them from all other sales people. That last 5% means adding some sparkle and creativity to the sales process.


      	Another study showed that about 80% of the deficiencies in sales people were in their activity level rather than their sales skills or product knowledge. That is, the majority of people who fail to produce high sales results did so for the simple reason they failed to do enough canvassing, presentations or demonstrations.


      	Lack of organization is a major barrier to the success of the average sales person. If they can just develop a system which allows them to effectively organize their schedule and keep paperwork to a minimum, they are well on the way to accomplishing their objectives.


      	In the sales process, small details can hold the key to success. Small actions like sending out thank-you notes, follow-up phone calls, being punctual and maintaining close contact are basic but profitable techniques. Top performers go out of their way to find ways to add value to the sales process.


      	Sales people thrive on feedback on how effectively they are reaching their goals. To be motivating, goals must be SMART – specific, measurable, achievable, realistic and trackable.


      	Peak sales performers use a technique borrowed from the sports field - they mentally rehearse an activity before performing it in reality. That way, they can achieve the exceptional levels of proficiency required.

    


    One significant factor in the experience of Olympic athletes is that almost without exception, these achievers received recognition for an early athletic success. That recognition spurred them on to greater and higher levels of accomplishment until they were soon performing at Olympic standards.


    So too with sales people. The most successful generally receive recognition for early successes which has the effect of inspiring them to greater achievements. Some ideas:


    
      	The basic sales training program for any new sales person should incorporate elements that are designed to help the new sales person be a success. For example, the program might set up appointments so they know where to start and how to manage their territory.


      	The character traits needed for success in a sales profession are STAR – a Service oriented motivation, being Tuned-in to the needs of prospective customers, a bias towards Action and a healthy tolerance for Rejection.


      	New sales people need to be taught what it will take to succeed in their company. They need definitive guidelines and criteria around which they can mold their sales career.


      	Some highly successful sales people get started by taking all the problem clients nobody else wants to handle. By focusing on correcting past problems and delivering excellent service, you can make a strong impression in the company and rapidly build a loyal customer base.


      	Another approach to making a quick start is to concentrate on telephone selling at first. Effective use of this technology can improve a new salesperson’s confidence and enhance the quality of prospect visited in person.

    


    An effective tele-marketing program requires each telephone sales person to have the following materials:


    
      	Product information sheets with features, benefits and proofs.


      	A sheet listing the reasons why customers should buy your product or service.


      	A sheet listing the most common objections and ideas on handling those objections.


      	A comparison sheet of your product versus all competitors.


      	A stage of the sale sheet which sets out exactly what you are and are not trying to achieve with each call.


      	A references sheet - satisfied customers who are willing to talk to other prospective customers.


      	Any opening scripts which identify you, your company, your product and your competitive advantages in about 30 seconds.


      	Ideally, each telephone sales person should be able to assemble a personalized success zone with reminders on the wall and motivating pictures, etc.


      	If possible, consider taping sales calls so they can be evaluated for training purposes.

    


    Key Thoughts


    “Today’s top sales-people all consider themselves business managers, concerned as much about their client’s businesses as their own. Also, they’re there for the client even after the sale has been made. They’re at the installation of the product or checking on the billing...whatever. They take the extra step.”


    – Arthur Bragg, Senior Editor, Sales and Marketing Management


    “Success doesn’t come from one big thing, it comes from a lot of little things. Each day, it requires consistency and follow-up with the customer to make sure they are receiving the kind of service that we are committed to. It requires constant follow-up with our service organization - which applies to the people in billing, collections, the people who answer the phones, everyone. It is a constant, daily kind of reinforcement.”


    – Steve Albano, President, Offtech


    “Success in sales comes from the three STPs – see the people, sell the people and service the people. Ability + attitude + activity - excuses = success.”


    – Travis Young Jr, Prudential Insurance Company


    “It is our duty as men and women to proceed as though limits to our abilities do not exist.”


    – Pierre Teilhard de Chardin, Jesuit Father


    “Peak performers, particularly in business, sports and the arts, report a highly developed ability to imprint images of successful actions in the mind. They practice, mentally, specific skills and behaviors leading to those outcomes and achievements which they ultimately attain.”


    – Charles Garfield, Author, Peak Performers


    “One person with a belief is equal to a force of 99 who have only interest.”


    – John Stuart Mill, Philosopher


    “The most important word in the English language, if you want to be a success, can’t be found in the dictionary. It’s Rolodex.”


    – Harvey Mackay, CEO and Author


    “There’s nothing in this world that’s worth doing that isn’t going to scare you. The moment you make the commitment to going for your dreams, you’ve begun to venture into the unknown.”


    – Barbara Sher, Wishcraft


    “All great business is built on friendship.”


    – J.C. Penney


    “The most important element of a successful salesperson is attitude. The attitude stars need is different from what a lot of people come out of school with - that the world owes them a living. The attitude they need is that they are totally responsible for their level of success. They need to believe that the company is just a vehicle to enable them to achieve whatever they want in terms of income, upward mobility, industry recognition, security and so on. They have to take responsibility for making it happen.”


    – Richard Waller, Vice-President, TeleRep


    “The criteria for a successful sales career is to have a burning desire to give the best service that no one else gives, treating everybody the way you would like your mother or your spouse to be treated, and to have a burning desire to be successful within your company.”


    – Richard Luisi, Regional Vice-President, Electrolux


    2. Customer relationship breakthroughs


    Main Idea


    For a salesperson to succeed, his or her clients must see them as a valued advisor who has the client’s best interests at heart. The only way a salesperson can have their client’s best interests at heart is if they know what those interests are through the development and nurturing of uncommonly close customer friendships and service relationships.


    Supporting Ideas


    To build a successful career in sales, you need customers who like you, trust you and respect your judgment. In other words, they must have a business relationship based on friendship and trust. The keys to building this type of business association are:


    
      	The first barrier a salesman must overcome is fear – a new customer will be afraid that you’re just out to make a quick sale rather than looking after their best interests.


      	You generate trust by being totally honest, delivering on whatever promises you make, putting in extra efforts above and beyond the call of duty, providing superior service and being open.


      	To move the sales process forward, you can either build trust or reduce risk. Therefore, look thoroughly for ways you can reduce the perceived risk in purchasing your product or service. For example, can you provide a free trial, samples or extended warranties.


      	An excellent trust building exercise is to let prospective customers hear from other satisfied customers. Build up a book of stories about customers you’ve helped in the past (complete with their pictures if possible) and let prospects look through the book to find someone in a similar situation who was helped out. Alternatively, you may be able to tape or video satisfied customers.


      	To build trust, you need to have the lines of communication open. That often means surveying your customers or clients to see what they’re thinking and how their experience with your company is working out.


      	The final step to development of a strong business relationship is frequency - keeping in touch on a regular basis. Unless this is done, it’s futile to expect any sort of association to evolve.

    


    In the final analysis, the entire sales process comes down to asking the right questions and then using the answers given to move the prospect forward to the point where they are comfortable purchasing your product or service. And the key to asking questions effectively and profitably is to know the right questions to ask - based on some preliminary research.


    There are several items which can be researched prior to commencing the sales process, for example:


    
      	What public information or media articles are available? These items can form the basis of a beneficial discussion.


      	What are the past achievements of the company and the person within the company whom you will be speaking with?


      	Is any information available about the compensation plan for the person you are contacting? Can you provide help for him or her to be successful with your product?


      	Can you find out about the company’s philosophy and business goals before meeting with them? What challenges are they currently facing in the marketplace?

    


    With the benefit of your background research, you can then move to position yourself as a partner or as a management resource to help the other company move forward. To do this, you may develop a framework of questions. For example:


    
      	Start by asking very broad questions about the general direction of the company and the industry within which it operates.


      	Next, focus on different ways in which one trend or another is impacting on the company. What challenges is that trend throwing up?


      	Then ask what kind of specific problems are the direct result of those emerging trends. How important are those problems to your prospect’s company?


      	Then you can move on to which problems will have the greatest benefits to the prospect if they are solved. That will provide some excellent perspective on the key areas of most interest to your prospect.

    


    The principle of moving from the broad to the specific provides a systematic and workable framework for asking useful questions. To effectively use this information, however, the salesperson must listen carefully. Some useful ideas on improving the effectiveness of listening are:


    
      	Watch the body language - both yours and theirs. You need to be aware of whatever messages they are sending and ensure that you are conveying interest in everything they say.


      	Eliminate any distractions and concentrate fully and exclusively on your prospect.


      	Delay any interpretation of what the prospect is trying to say until they have a chance to deliver their whole message. Avoid jumping to conclusions.


      	Put aside your personal preferences and focus on whatever your customer says. Avoid trying to prejudge and instead mold your product or service to what you find.


      	Periodically check you are understanding what the prospect is trying to say. Ask simple questions to check you’re taking in whatever they’re saying accurately.

    


    To enhance the amount of customer feedback your company receives, you may consider the following ideas:


    
      	Have an adopt-a-customer program within your company. Specific staff members are assigned to work closely with identified key customers.


      	Hold confidential briefing meetings for your most important customers. Give them presentations about ideas your company is pursuing and ask for their suggestions.


      	Form a customer advisory forum at which customers meet to discuss what is good or bad about the product or service.


      	Have key customers come and work at your company for a few days, and have some of your employees go and work at their place of business.


      	Hold a product evaluation meeting which is entirely run by the customer - they can set the agenda and direction of the entire meeting.

    


    The whole emphasis of all these ideas is to establish a customer relationship in which your best customers consider you to be a great adviser who understands their business and who luckily happens to be on someone else’s payroll.


    Key Thoughts


    “A successful salesperson cannot be lazy. Too many people believe that the successful salesperson has secrets or that people are feeding him deals. It’s absolutely nuts. The first thing you do is your homework. No matter what you’re selling, it’s your personal services that are as important or perhaps more important than your product.”


    – John Dowling, Commercial Real Estate


    “Goodwill is the only asset that competition cannot undersell nor destroy.”


    – Marshall Field


    “If you can call your client on a Saturday night and ask him for a favor then you have a relationship. If you can’t, you’re not doing your job.”


    – Bill Stack, GE Information Services


    “Listening is probably more important than selling. When you’re selling, you’re not hearing what the customer’s needs are. You are only telling the customer about your product and why he should buy it. If you let the buyer tell you what his needs are then you can tailor your offerings to his needs.”


    – Sy Gardner, President, Gardner Carpets


    “My great strength as a consultant is to be ignorant and ask a few questions.”


    – Peter Drucker, Management Consultant and Author


    “Selling is about the asking of questions.”


    – Neil Rackham, Author


    “If our customers’ priorities aren’t our priorities, then we are operating without priorities.”


    – Roger Dow, Marriott Hotels & Resorts


    “As a rule, he (or she) who has the most information will have the greatest success in life.”


    – Benjamin Disraeli, Prime Minister of England


    “The key to success in sales is to make the customer feel good about his purchase, about his decision. One of the easiest ways to do that is to ask him what he wants. You would be amazed at how many people don’t do that. They think they are there to sell something. My view is that the customer is going to help me sell him by telling me what he wants. All you have to do is ask him.”


    – Rick Dyer, Apple Computer


    “Customers can tell you about your business because of the way they experience you through your logistical efforts, your operations, your selling efforts and your service and support activities. All of that adds up to a quality definition as seen by the customers which is more accurate than any internal measurements.”


    – Richard McGinn, AT&T Computer Systems


    “The way to succeed is to double your failure rate.”


    – Thomas Watson, Founder, IBM


    3. Product/company breakthroughs


    Main Idea


    High achievers in the sales profession find a way to develop product knowledge and expertise far above normal levels. They provide an uncommonly superior service to their customers, and keep on continually upgrading their service levels to ensure long-term loyalty.


    Supporting Ideas


    The sales lesson of the 90s is that customer service is the backbone of success. In fact, customer service has now displaced price, technology and marketing as the cornerstone of success for any company.


    The three basic paradoxes of customer service are:


    
      	
        Ignore the bottom line

        Traditional customer service standards were predicated on a belief that the company should not be taken advantage of by dishonest people. Modern customer service suggests that a company is far better off doing anything it takes to keep a customer happy - even at the cost of a temporary loss on one transaction - in order to provide exceptional service to the majority.

      


      	
        Problems are golden

        A recent study showed that almost one person in four has some kind of problem with an item they purchase. However, when these problems are rectified to the customer’s satisfaction, they become very loyal.

      


      	
        The front-line people need to be empowered

        To be able to provide superior customer service, the people who deal face-to-face with customers must have the authority to make decisions so they can make the customer happy. That takes trust and good training.

      

    


    The foundation blocks of building a customer service strategy:


    
      	
        Segment the market and focus on the right sector

        To exceed customer

      


      	
        100% Guarantee

        
      


      	
        A Strategy for Providing Customer Feedback

        
      


      	
        Mass Customization

        
      


      	
        Make the Whole Company Part of the Service Department

        
      


      	
        Customer Service Measures

        
      

    


    

    
      	The company should have an ingrained commitment to managing the training process, and providing an environment that is conducive to continuous training.


      	There should be a high degree of consistency between sales training and sales management, and an effective program to follow-up on initial sales training.


      	The company may adopt a strong consultative sales training approach. This type of sales management philosophy is based around the concept that each employee is required to be aware of the customer’s needs and alert to the possibility that the customer may be interested in additional products or services offered by the company.


      	Frequent, formal sales training sessions may be run by the company to improve product knowledge and an awareness of cross-selling opportunities - that is, situations where existing customers will purchase additional or supplementary products offered by the company.


      	Sales training, generally speaking, is founded on motivating employees to understand the customer’s needs and build a long-term relationship which will allow the company sufficient time to develop solutions that will meet those needs.


      	The most effective sales training programs reinforce the positive sales traits on a regular basis - even daily if at all possible.

    


    

    

    
      	Successful sales people know enough about their products to be able to find creative ways to help customers solve their problems. Everything the salesperson knows about the product can be used to help customers learn how to extract the maximum possible benefits from their investment.


      	In addition to being an expert in your product, most customers expect effective sales people to be experts in the industry within which they operate. That gives credibility when a salesperson states their product or service is at the cutting edge of its field.


      	Some sales people find it very useful to have a regularly updated list of answers to frequently asked questions available on every sales call. That can begin to build a strong service relationship where the customer turns to the salesperson for accurate knowledge and information.


      	Thorough product knowledge on the part of the salesperson is the foundation for building customer respect. Unless a prospect has respect for you, they will never buy a product acting on your recommendation.
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        The Law of Averages

        
      


      	
        The Service Approach

        
      


      	
        Solution Sales

        

        

        
          	Identifying problems faced by your client


          	Developing creative ways to overcome those problems.


          	Following through and implementing a solution.

        

      


      	
        Strategic Partnership Selling

        
      

    


    

    

    

    
      	
        Getting help from other people within the company

        
      


      	
        Building a positional advantage

        
      


      	
        Developing a sales network

        
      


      	
        Team selling

        
      

    


    

    

    

    

    Key Thoughts


    

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    
  


  
    [image: ]

  


  
    

  


  
    

    

    

    

    

    
  

OEBPS/Images/pagepromo.png
—— Get instant access to more than

1,000 poox

summaries ___

Full collection at

Wwww.mustreadsummaries.com






OEBPS/Images/1.png
SUMMARY

eeeeeeeeeeeeeeeee
oooooooooooooooooooo

Breakthrough
selling





OEBPS/Images/pagepromo2.png
Get the main ideas
of this book in less
than 30 minutes _

& Analysis

Be a Real Estate
Millionaire

Future
Focus

Buy the books you really need thanks
to our must-read summaries!

Available on all devices

www.mustreadsummaries.com





OEBPS/Images/97828062399521.png
SUMMAHY

|||||||||||||||||
rrrrrrrrrrrrrrrrrrrr

Breakthrough
selling

—— BusinessNews Publishing —





