Chaminade University

Sales and Customer Relationships:  MKT 432 01

Fall 2007, Time TBA

Instructor: Harry Miller

Phone:  440-4280 (O)  551-9917 (C)

Email:  harry.miller@adjunct.chaminade.edu

Office Hours:  by appointment

Course Catalogue Description:


Sales and Customer Relationships addresses the requirements and rewards of a career in selling and customer service.  The course covers the techniques involved in customer needs analysis, persuasion, and problem solving in the selling of ideas, goods and services.  Ethical issues related to the personal selling function will also be covered.

General Purpose of the Course:


The purpose of this course is to prepare students for entry level positions in professional selling and/or customer service.  Emphasis is placed on the research and preparation prior to a sales call that is required of a successful sales person.  In depth treatment of the kinds of communication skills needed in sales, particularly listening skills, is provided.  It may surprise you to find out that listening is a more valuable skill to salespeople than talking is.  Many of the common negative stereotypes regarding the sales function (that salespeople are pushy, tricky, deceptive…) will be debunked.  You will learn that success comes not from making a single sale but from building mutually profitable relationships with customers.  


This course is very “hands on.”  Guest speakers who are out in the field of selling will be used, you will shadow an actual sales professional, you will role play sales scenarios, and you will prepare a sales plan for an actual product.  There is nothing “back office” about sales, and so the more that you can practice selling skills in the classroom, the better you will be prepared to be in front of the actual customer in the real world.     

Course Objectives:

When you successfully complete this course you will:

· Be able to use and understand sales jargon and terminology

· Know the fundamental steps involved in making a sale and building customer relationships

· Develop and role play an effective sales presentation

· Know the fundamentals of time, self, and attitude management and understand their relevance to the role of a salesperson in an organization

· Know the basics of how the ACT! sales management software works

· Be able to explain the nature and advantages of the consultative selling method 

Texts:

· Eat that Frog!, Brian Tracy, Berrett-Koehler, 2002, paperback

· The Greatest Salesman in the World, Og Mandino, Bantam, 1985, paperback

· SPIN Selling, Neil Rackham, McGraw Hill, hardcover

· SPIN Selling Fieldbook, Neil Rackham, McGraw Hill, 1996, paperback

· Supplementary readings provided by the instructor

Requirements and Grading Procedures:

· Time Management exercise worth 10% of your final grade

· Self/Attitude Management exercise worth 10% of your final grade

· Sales Plan and Accompanying Role Play Exercise worth 40% of your final grade

· Sales Shadowing Experience report worth 20% of your final grade

· ACT! software exercise worth 5% of your final grade

· In-class Fieldbook exercises worth 15% of your final grade (3 exercises @ 5% each)

Each of the items listed above is described in detail in this syllabus.  Be sure to refer to these descriptions when starting an assignment so that you understand what you need to do to fulfill the requirements successfully.

Your final grade will be determined as a weighted average of the grades you earn on the assignments as noted above.  The customary grading scale of A (outstanding scholarship and an unusual degree of intellectual initiative), B (superior work done in a consistent and intellectual manner), C (average grade indicating a competent grasp of the subject matter), D (inferior work of the lowest passing grade, not satisfactory for fulfillment of prerequisite course work, and F (failure to grasp the minimum subject matter, no credit given). 

Time Management Exercise:


Choose a substantial task that is hanging over you.  First, describe the nature of the task in detail.  You need to establish the fact that this task is a “frog.”  Then, apply at least 1/3 of the 21 time management principles (from the book) to planning and executing the completion of the task.  The author of Eat that Frog! points out:  “Each of these twenty-one methods and techniques is complete in itself; all are necessary.  One strategy might be effective in one situation and another might apply to another task.  All together, these twenty-one ideas represent a smorgasbord of personal effectiveness techniques that you can use at any time, in any order or sequence that makes sense to you at the moment.”  So, part of the challenge of completing this assignment successfully is to determine which 7 (at least) of the 21 techniques is a combination particularly suited to solving your particular time management problem.  


Prepare a written report (maximum of 5 double spaced pages) on your time management process and results.  It will be evaluated on the basis of:  1) how convincingly you argue that the task is a “frog,”  2) how appropriately you apply the time management principles from the book, and 3) how clearly and logically you communicate your experience so that the connection between the theories and your actual experience is established.

Self/Attitude Management Exercise:


The book The Greatest Salesman in the World is a “classic” in the field of selling and personal potential literature.  Its “scrolls” contain short, yet profound and powerful prescriptions for living a fulfilling, happy, and productive life.  When you study the lives of high performance people, they typically have their own personal motivational words and images that help propel them to greatness.  Choose your own “hero” and research what spurred his or her extraordinary accomplishment and productivity.     

 
Prepare a written report (maximum of 5 double spaced pages) on what this person has to teach us about “right” attitude and motivation in life.  It will be evaluated on the basis of:  1) how well you establish that this person is worthy of study in terms of accomplishments and overcoming adversity, 2) how well you are able to deduce what sort of motivational catalyst propelled this person to greatness, and 3) how clearly and logically you communicate the results of your research so that the connection between attitude and results is established.

Sales Plan and Accompanying Role Play Exercise:


Believe it or not, well over half the time of a successful salesperson is spent in planning and preparation for sales calls.  Hence, this assignment is designed to show you how extensive and important such behind-the-scenes work is before going face-to-face with prospects and customers.  


You will put yourself in the shoes of a real salesperson and plan for all the stages of the selling process using a product of your choice. You will implement your plan through a role playing exercise with a surrogate customer.  Your plan will consist of a set of worksheets that you design to help you envision the process of getting customers and keeping them through building strong relationships.  You will be working on your plan throughout the term as we study the steps in the sales process.    


Your effort will be evaluated on the basis of: 1) how well you design your worksheets so that the content can be accessed quickly and easily, 2) the quality of the content of your plan—is it reasonable, useful and complete, and 3) your ability to apply your plan in a role playing situation, staging an actual sales call.

Sales Shadowing Experience:


This assignment is intended to bring you closer to the real nature of selling by having you watch an actual salesperson in the field.  The word “shadow” is used to convey how closely you are to observe what happens between salesperson and customer.  Choose someone who has a significant position in the field of selling. Then accompany this person during his or her normal day in the field.  Pay VERY CLOSE attention to what happens when the salesperson is interacting with clients.  Come to a conclusion as to the effectiveness of the salesperson.  You will report you experience in a short paper (5 pages maximum).  


Your effort will be evaluated on the basis of 1)  how well you choose an important and potentially enlightening selling situation to observe, 2)  your ability to report what you saw in terms of what you’re learning (not reporting a blow by blow account but an analysis of the experience, and 3)  your attention to detail and clarity in describing your experience.

ACT! Software Exercise:


Effective salespeople take advantage of technology in managing their relationships with customers.  Therefore, this assignment involves acquainting yourself with a very popular software package for sales and then responding to some questions about that package.  You can access demos of the software online.

SPIN Fieldbook Exercises:


You will complete in class assignments related to the fieldbook that accompanies your text.  The fieldbook  is designed to help you try out and apply what is in the text—to actually do what the theories and models in the text prescribe.

Miscellaneous Information:

· Pay close attention to due dates for assignments shown on the class schedule.  Make-up work is allowed only in the event of a physician-excused absence.  Late assignments will not be accepted.

· Classroom deportment:  Pagers and cell phones are to be in the off position during class.  You will be asked to leave the classroom if your pager or cell phone rings.  You will also be asked to leave if you are dozing off or engaging in other inappropriate classroom behavior (reading the newspaper, doing work for a different class, chatting, and the like).  NO FOOD in the classroom.  It is too noisy and distracting.  Liquid refreshment is acceptable, excluding alcoholic beverages, of course.  

· If you have problems or questions that are better addressed outside of the classroom, DO NOT WAIT to see me.  If you let a problem go too long, we may not be able to fix it in time to complete the course successfully.  During the semester I will be happy to help you in any way that I can to facilitate your understanding of the material covered in this course. 

· There is no extra credit work available in the course.   You will be better off if you give your best to the assignments described in the syllabus, rather than adding more assignments.    

· Attendance is not calculated as an explicit part of your final grade.  However, you will find that you will not be able to complete assignments successfully without the benefit of the content we cover in class.  Also, I will use attendance, as well as the pattern of your grades on the various assignments (I look for steady improvement), to help me decide whether, say, a C or a B best reflects your standing in the class, if you end up on a borderline between two grades.

· Academic Honesty:  Students are responsible for promoting academic honesty at Chaminade by not participating in or facilitating others’ participation in any act of academic dishonesty, and by reporting incidences of academic dishonesty (such as theft of tests, records, and other confidential materials, altering grades, and/or plagiarism) to their instructors.

Course Calendar

Date

Topic







Assignment
T 8/28

Class Overview:  Policies and Expectations

R 8/30

Overview of the field of selling



Handout

T 9/4

continued






Handout

R 9/6

Personal Management Skills:  TIME



ETF 1-7

T 9/11

continued






ETF 8-14

R 9/13

continued






ETF 15-21

T 9/18

Time Management Exercise Due

R 9/20

Personal Management Skills:  ATTITUDE


TGSITW 1-6

T 9/25

continued






TGSITW 7-12

R 9/27

continued






TGSITW 13-18

T 10/2

Self/Attitude Management Exercise Due

R 10/4

Selling Process:  Planning




FB Ch 12 & p. 195+

T 10/9

Selling Process:  Prospecting




Handout

R 10/11
continued/FB exercise

T 10/16
Selling Process:  4 Parts




SPIN Ch 1, 7; FB Ch 4

R 10/18
Selling Process:  The Goal is to Close


SPIN Ch 2

T 10/23
continued/FB exercise

R 10/25
Selling Process:  Customer Needs



SPIN Ch 3; FB Ch 6

T 10/30
continued






SPIN Ch 4; FB Ch 2 & 5

R 11/1

Selling Process:  Questioning/Listening


FB Ch 7-10

T 11/6

Selling Process:  Demonstrate Benefits


SPIN Ch 5; FB Ch 11

R 11/8

continued/FB exercise

T 11/13
Selling Process:  Addressing Objections


SPIN Ch 6

R 11/15
Relationship Management




Handout

T 11/20
continued






Handout

T 11/27
Sales Software
/ACT in-class exercise

R 11/29
Sales Plans due

T 12/4

Sales Shadowing Reports due (feedback on plans provided in class)

R 12/6

Sales Plan Role Play and discussion

Key:  ETF:  Eat the Frog!
          TGSITW:  The Greatest Salesman in the World

          FB:  SPIN Selling Fieldbook
          SPIN:  Spin Selling

This syllabus is subject to changes, additions, deletions as needed 

