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Our research concluded that many business leaders agree that to meet the challenges of global competition they must start defining themselves by the problems they solve rather than the products and services they sell.

The question, however, is how do they make the transition to be this more Customer Solution Driven Company? 

They do agree that those who succeed will achieve larger sales revenues, increased profits, and greater customer loyalty.

This goal is especially important for technology companies. They should be at the forefront of the customer solution driven movement.  Why? A technology sale is usually more complex and usually involves multiple people both in the company’s organization to sell the product or service and in the potential customer’s organization to make the decision to buy it. In addition, the skills necessary to make the sale can also be very technical and the sales cycle difficult to manage.

These are factors that describe an environment that is well suited for a customer solution driven approach where selling company’s the sales & marketing teams can concentrate all their energies on a common goal: the customer’s needs.

To answer the transition question, a good first step would be to train the company’s sales and marketing organizations in solution consultative sales techniques.
Why Train in Solution Consultative Sales Techniques?

Solution Consultative Sales Techniques can help drive your company to higher sales by exceeding the customer’s expectations in the selling process.
In the technology industry, the term meeting the standard of “customer satisfaction” in customer service is no longer appropriate. Why should it be appropriate in the selling cycle?   
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The new standard in customer service for meeting longer term growth expectations is customer loyalty. Why should the customer or the potential customer not expect a higher standard from the company in the marketing & selling process as well? That is, a clear market difference from how you sell from your competitor. That is, a standard based on problem solving or providing the customer with their solution.
In order to reach and maintain these new standard, companies must find a way to integrate sales and marketing with a new customer-focused and solution driven discipline.

Sadly, to date, this is transition has not been very successful in most companies. Many delegate the process of integrating sales & marketing thinking of customer driven solutions to individual sales professionals and their managers who try their best but, in many cases, are not properly trained.

To be successful as a solution driven company, sales & marketing organizations must be trained to take a broader view that focuses on customers, their needs and how their products and services can be linked to provide value enhancing solutions for their customers.
Doing this successfully in many companies today requires a fundamental corporate reorientation in their sales & marketing organizations. They must have a better understanding of customer needs and more practical methods and techniques to make this transformation.

It is not enough just to implement a new customer relationship management system (CRM) or to rely or traditional sales training courses.
The CRM systems employed by most companies play an important role in the sales cycle.  But they don’t provide a complete solution to increasing a company’s sales. Implementing the right CRM can help a company by reducing the sales costs in an organization; reducing inefficiencies in the sales cycle; and, in some cases, improve collaboration and content management.
However, neither a good CRM nor present traditional sales training courses will educate the marketing team or sales force on how to translate the company’s product and service into a customer’s solution. In many companies, this requires a culture change since they are now very much product driven.

Solution Consultative Sales Training

As previously stated, Solution Consultative Sales Training can be an excellent first step in a company’s transition to a Customer Solution Drive Company.  This training can be given to the sales & marketing teams initially.  It should integrate some basic knowledge; experience; and coaching to help the company’s teams to focus on positioning its’ products & services as SOLUTIONS to customer’s problems. 
Successful training to sell high end technology products or services requires more than a good knowledge of the company’s product or service. A salesperson must also be able to:

·  Identify the needs of the customer and how the company’s solutions fit those needs;

·  Develop the proper relationships between the salespeople to the customer; and

·  Develop the right skills, beliefs and values to be effective in the selling process. 
Each company’s situation is different so the training must be tailored to the company’s products & services; customer base and the company’s culture. It should also support the corporate principals and business objectives 
 The training should also be designed simply and wherever possible utilize support tools such as its’ CRM system, where available for support. 

Our experience also suggests that best results are obtained when you have periodic follow up coaching sessions with the participants after the training. This helps to reinforce the application of these new skills and behaviors in customer situations. 

Examples of some of the topics, by each success category, that we discuss when we are conducting these training sessions with our client’s sales & marketing teams include:  

· Identify the needs of the customer and how the company’s solutions fit those needs: 

· Product to Solution Translation: We work with the salespeople on a methodology on how to translate the company’s product or service into a company solution and how that may be applied to potential customer’s problem. 
· Product Selling vs. Solution Selling: Another topic we discuss is the difference between product-focused selling vs. solution-focused consultative selling. We present the differences in the two approaches to selling to a customer with the advantages and disadvantages of both.  Solution-focused is customer needs driven and, in many cases, is much more effective for selling in this new technology driven competitive environment. 
· First step: assess the potential customer needs: An additional topic discussed, is the need to understand the potential customer’s wants or needs must always precede the attempts to sell. The first step of any sale should be to translate your product or service into a solution for the potential customer. We help the sales team to understand the need to diagnose customer problems and provide solutions. This should dramatically improve your value position with customers and differentiate your product offerings. 
·  Develop the proper relationships between the salespeople to the customer: 

· Selling isn't something you do to your customer; it's something you do with them. The company selling technology must recognize that there is a difference between account management and relationship management. Account management gives an impression that the company is managing a process rather than a series of customer relationship. Today, relationship management is winning more deals. Relationship management is a much more personal and integrated activity within a company where multiple members of the team are directly involved in the selling process to solve the potential customer’s problem by developing relationships with multiple people in the customer’s organization. It is also very important that the company recognizes the contributions of all of their team members in these sales.
· Cross-selling: a new source of greater revenue: Our research has found that many companies should be much more effective at cross-selling their products & services to their present client base. During our discussions we discussions, we identify techniques and tips the impact that solutions selling & relationship management can have on improving the sales team’s ability to improve their cross-selling effectiveness.
· Tailored proposals for customers: One important tool in the selling process which is generally underrated by many companies is the proposal. In fact, in some cases, the salespeople may not even meet all the decision makers personally and the proposal may be the only input these people have. Our research also indicates that in many cases, the winner is usually the company that presents the most custom proposal that outlines the problem & presents the solution. That is, the proposal does not assume that the customer needs the product or service and prices it but, instead, the proposal discovers the need and tailors the product or service to the customers/clients need. The “bottom line”: Standard proposals do not win. Customized proposals have a much better chance.
·  Develop the right skills, beliefs and values to be effective in the selling situation: 
.

· Behavior Style: Solution training should stress the importance that personal integrity, honesty, follow-up, and consistency plays in the success of a salesperson in developing the right relationship with the customer. In many cases, these are part of the customer’s evaluation criteria in assessing the individual and the company. This is also important because we are changing culture to one of building relationships and not just one of transactions. Other items that we would normally discuss include how different sales people approach the selling process to gain tips on such areas as customer consensus building and obtaining customer follow-up meetings.
·  Attitudes and beliefs about selling: We include a discussion on attitude and beliefs as part of our training course. It is important that each salesperson have a strong belief in their product and services and how it can solve a customer’s problem. After all, the real definition of selling is a mutual exchange of value.
· Personal discipline: Another discussion is on the salesperson’s effective use of tools. It is very important for each sales person to take advantage of the right tools to manage the selling process and the customer relationships effectively. As previously discussed, this is most important in the sale of sophisticated technology products and services with long sales cycles. The more complex the sale the more need for personal discipline and the use of these tools.
How BTP Can Help Your Company be more Customer Solution Driven

As an executive in a company who is about to embark on leading your company to be more customer solution driven and would like to take advantage of BTP’s experience to assist you, our firm can help in a number of ways including:
· Solution driven marketing & sales assessment: Our specialist will evaluate the company’s market positioning of their product & services from a solutions perspective and make recommendations. They will also evaluate how effective the sales & marketing teams are positioning the company’s products & services from the customer’s solution perspective. 
· Designing & conducting solution consultative sales training course: Our firm would custom design a course that meets each client’s needs incorporating our solution consultative sales best practices learned from years of experience and research. 
· Post-training follow up: Our team will follow up with training course participants on a periodic basic to assure that the lessons have been understood and are being executed in the field. 
· Improving Solution Consultative Sales Results Workshops: These are sales “lessons learned” sessions from our experience and research with technology companies. We work with your team for a one day or two day workshop that provides participants with some lessons learned from sales experiences. 
 In summary, given today’s present economic and competitive environment, it makes sense for many companies to take this first step in the transition to be more customer solution driven organization.

By training their sales & marketing staff in Solution Consultative Sales Techniques and more effectively aligning their products & services to your customer’s needs they will be taking two critical steps in increasing their revenue. 

The result is that the teams are refocused to be more customer-centric and relationship oriented. These are two important elements in attracting customer loyalty which is becoming even more important in this time of slowing economic growth with ever increasing competitive pressure.
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