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PRE AMBLE 
So here I am, writing the intro of my book after writing my book.  Yep, you’ve read that right. I wrote this last. The reason was to be honest when I started writing a collection of mostly fly on the wall experiences from 40 years of life on the sales road including 15 working with Top 500 companies across their major procurement cycles, while I had a really clear idea on what I wanted to say, I wasn’t sure on the journey I would be taken on.   I didn’t really know where I was going. Once I’ve got there I do (funny that) and then I can talk about it. So all in all the intro here is kind of like the book. Go on the journey have the experience and then write about it. 
So what is this book? Who am I? What right to I have to write a book? 
Well one thing at a time.
Firstly my name in Andrew Wass. Or Wassy to many. Chicken toes to a few guys in year 8. Fingers to a few others.  Forehead to Michael Carson and Shawn Smith (Who ballied me up in year 7 after the worst hair cut in my life). Andy to close friends, the wife and the odd dodgy used car salesman.  
I have spend closing in on 40 years on the sales floor, from major retailers, to news corps, to the largest telecoms in our country, all eclipsed by the last 15 years as a client lead within a very boutique but well regarded ICT consultancy.  Now this sounds bold but looking at sales force. I have done over 700 tenders or contract renewals across Corporate, Enterprise, Government processes and from what I could count sat in over 2000 short list meetings / sales presentations.
I am still counting but at last count I have sat in procurement processes with over 100 CPO’s.  Seen pitches from over 50 vendors and maybe 200 sales people.  Our clients are a litany of top 500 customers. Name them, we have worked with them. (or most). Over 60% of the ASX (Noting some of the ASX are actually share funds not companies or other telecoms). 
So, this book put simply is a collection of experiences I wanted to share from this ridiculously insightful and often amusing fly on the wall window seat from the front line (and behind both sides of the desk).  The bold part is I doubt any self help or sales book writer has had this visibility I have.  
Some stories gave me a laugh others gave me time to reflect on my own approach in my trade and in life. The infinite exploration into the crazy life not only a sales / business person leads but some what’s open exploration into the ever confusing psychology of the human mind and how people think decision-making processes on their own cumulatively. How social dynamics of organisations pecking order can impact decisions and how very small things can make a huge difference along the way. 
What I hope for the reader is that they can put themselves in the scenario like a fly on the wall like I was and gain some insights that may be practical for them. For the reader that hasn’t been in sales it may well put you off if you were considering that trade but there are also a heap of learnings I suggest that you can carry in any activity you pursue and hopefully a few giggles along the way.  Whether you are a dentist, physio or sales person, all roads lead to getting clients to convert and so this may be helpful. 
I thought greatly on how to construct this to be a practical journey of learnings and or experiences or just a bit of fun in a logical way.
To achieve this I have broken it up into the journey I see along the way so the different phases.  The stories are kind of neatly bunched into a logical grouping, albeit my logic may only be that. 
One of the things that I would say is that once I was on the “sorry for the dirty word” consulting side of the fence, the view of decision processes was truly insightful. In life be it sales, auditions, business, etc, you really just get one side and that is the same in my own role for me for when I’m talking to the customers I only get my side and what they tell me and of course I have wins losses as well.  In writing this I also realised for myself I’d forgotten a lot of these things and that I had not applied them to my own activities holiday today basis.
I hope what you get out of this at the end of it (beyond some entertainment and a few laughs of course), is a perspective that you rarely see and you can rarely read about in textbooks. That retrospective perspective of being inside the game like being inside the grand final change room of the opposite team at half time and hearing the conversations. 
I can assure you that every single story where I’ve reflected on past experience a real, unless contexted otherwise. 
I’ve not made up any customer dialogue albeit I may have simplified some of them and documented them to the best of my recollection. One thing I have always had is an excellent memory for the words people say particularly if they stand out to me so well I might of had thousands meetings it’s only a handful of these the captured within this book that really stood out to me and if I’ve carried with me in my mind along the way.
All great movies are based on the formula. They have act one where you get to know the characters and develop the background then something happens and it drives me the direction of what the motivation of the movie is  about (act 2) that is often the great body of the work. Act three is the crescendo, the resolution e.g. Let’s put an example. A family go out sailing it’s the first of the day in the family in a long time I’ve had a stressful life blah blah blah (act one). Then a storm hits and  they have to team together deal with storm and all that sort of crap goes down (ACT 2), then they manage to get rescued blah blah fall in love act for the live happily ever after or epilogue
There’s a reason for this and a lot of things like this life is like that act one is why it used to do something and say you want to play soccer you see people playing in Newtown your family do whatever it is back to is all that hard work on the body at three is the accolades and trophies and things in the epilogue is hopefully being happily ever after when you retire Sales it’s exactly the same prospecting qualifying getting into the body of the process getting to the success and winning of the deals and then maintaining so in the true spirit of great films in something very logical to most sales people this book is broken down into a simple format of stories step one prospecting prospecting in the beginning phases of a process the next phase is once you’re in there how you go about a process what you can do a long way step three is the pointy end when the game is really begun you’re into a shortlist you’re into negotiations in the final meetings and all those Makkah nations where people make all the final choices in the window loss happens in that final stage just like in the films Then I’m free after that you were not lost in your eyes are gonna have a post process review or a move on happily ever after so for logic cents store is in this book a CapCut across 40 years of either direct work particularly as a fly on the wall in logical sequence.

But I also like this up front is this book has zero acronyms bullshit sayings motivational rubbish or the like that mostly are invented by people have never sold anything in their life beyond telling people how to sell. If I had a dollar again for every sales training I’ve been in target account selling skills which I will talk about baby but even that in its name at self is ridiculous I may well be wealthier however I think real stories real facts real experiences real tips tricks ideas to at least consider some confronting findings is a much better way to consider the path of any business any customer transaction particularly in sales and corporate sales forget about hype acronyms systems learn from reality not the classroom

On this book I will be referencing dozens of real life stories from both being on the road over the last 35 years and a fly on the wall. Some crazy experiences all in all and also I can’t help but mention a marriage as well.

I hope you find this read insightful educational and entertaining! There are many laughes to be had on the road that still make sales one of the most exiting, fun but also challenging journeys anyone can take. It’s not for everyone and maybe some of the stories here will help anyone considering the journey what it can be like on all sides of the process.  I also hope you can have a laugh and the way to sustain any career in my view is to find the funny side.

It’s been a great reflection as well and for sales people remember you’re not on a sunburnt roof laying tiles or digging ditches. Yes its challenging, frustrating, emotional, but it isn’t exactly going to war. 

On that note I do recall sitting with my all time favourite sales manager a wonderful person and a lifetime friend. Who has carved out a great career himself. We had a VERY challenging customer who seemed to think a year long negotiation was normal. We used to call him the vampire as after a session with him you knew you’d lose some blood! I still rate him as the greatest unnecessary negotiator and he also is now very high up in the world.

Albeit I enjoyed his company immensely.

Anyway at this stage our office was Harbourside (no view) so for lunch we’d head down to the Harbour.

On this particular day we were to meet and dine with said Vampire! It was maybe 11.30-12 and we had headed down early, we got two beautiful cold beers (always on company Tab). We pulled up a table (ah that’s why we were early as it was popular and I think a Friday) and leaned back. I recall it was about 24 degrees and a light harbour breeze. As we tucked into our first ice cold boutique ($12 beer) by the harbour, leaned back in designer wicker chairs we proceeded to lament how hard our life was. Would this deal ever end. Why is the customer so tough on negotiation. Who’s chose sales for a living what were we thinking? After all we were only on $150,000 bases + car +++. Our gripe session went on well onto our second free beer as we pondered if our seafood platter lunch guest was going to arrive. We really got into it, the unfairness of our portfolio assignments the terribly high budgets the hours we have to do filling out Salesforce. It was even starting to get so hot we had to lean the designer umbrella over to shade us and tuck into our free beers a little faster so they didn’t heat up in the gorgeous Sydney summers day. Once we had finished lamenting the budgets, office backstabber, account allocations, difficult customer gripes we found our selves at a pause. We both sat clutching our beer glasses, leaned back and stared out over the harbour and city skyline. As the gentle breeze caressed our cheeks and the ice chilled glass cooled our palms, my wonderful manager burst into a giggle and took me with him. I’ll remember this moment for ever and I bet he will too. At that moment I suggest around 11.45 am 2 free beers in, customer approaching he looked at me and said this simple statement worth remembering “you mate could be bloody worse mate, we could be digging ditches”! At that moment we burst into laughter and realised we had it pretty good. Win lose or draw we were blessed.


Anyway, before I go to far, I want to be very clear. This is not a self help manual. I’m not a psychologist albeit have I got a funny story there to share later.

I’m also not a billionaire (albeit it beats me why they bother with all this stuff!) and not just sit on their yachts however I guess there the question becomes the answer.


activities. For obvious reasons I will be keeping names quiet

The psychologist-

Earlier I mentioned that I wasn’t a psychologist. Far from it albeit there certainly is a lot of psychology in sales.


Having grown weary of a particular role I had, albeit like always I really enjoyed my customers the company was on a down hill spiral. Poor engineering decisions making the front line job very hard.

In addition to this something you see regularly, the middle management held to task by the Senior Management held to task by the Board. So who cops it, sales / marketing. Not engineering for their stuff ups or pricing for attending shoe shopping expeditions rather than customer pricing meetings. So at this stage the reviews, the “witch hunts” were on again. It was shark against shark. This got me to a point that a reached out to my doctor and said I need some stress counselling and he hooked me up.

Well all I can say is “one” interesting session. After pleasantries and the usual tell me about you stuff I got to the crux. The current wave of corporate skull duggery! As I spoke through the general day to day office politics and middle management gripes I noticed the Counsellor (a robust mid 50’s man balding a bit like me now) while listening patiently gain a gentle “redress” around his cheeks. As I got to the end of my talk (and I let it out) his redness had evolved to a restlessness in his seat, a loosens tie and an open mouth.

“So there it is, what do you recommend”, where do we start I said”, excited for him to unpick my anxieties I waited. “Well Andrew I’m really sorry but I don’t think I can be your counsellor “he said. I was somewhat surprised but the more I looked at him I could see it. He had maybe gone to a place he’s been in “corporate land” that maybe drove him to his job today and private practice. What he said then was as all in all pretty amusing but in retrospect an instant cure for my “woe me’s”. “Andrew what you have told me had got my blood boiling. I’m really sorry but I’ve had a heart attack and I can feel my blood pressure has risen greatly. I am just so angry at how these companies behave”. He then said “I won’t be able to continue treating you at risk to my own health”! What he then recommended was that I bandy together colleague and set up a class action against the company! He even recommend a lawyer! Now I didn’t need one. But all in all my first and last psychologist session was not only pretty rewarding but also maybe somewhat instead healing.

I was feeling stressed. I was close to the action but couldn’t really tell if I was putting it on myself or it was real. The look in his eye, the redness on his cheeks and his words said it all. I wasn’t off the mark. I was in a bad situation and I needed to move on. I didn’t need months of counselling I needed external verification that I wasn’t going crazy I was being driven mad! As soon as I realised that I was sorted and I moved on from that company within a month. In fact realising there was life outside that role and I didn’t need to be a painfully grinding spare tyre in their poorly designed car wreck I was good.



THE GHOST:

Now let this be a lesson to all. Sales. Vendor. Supplier. Customer CIO, CFO, CEO, CPO, Board, Shareholders. I say this especially to big business and even government folk.

Ghosting is bad. Ghosting is very naughty…

In life and but particularly and especially in business. Why do I say especially in business?

In life ghosting is a personal choice. It’s you’re life. You are representing you. The only harm from this can come to you. So it’s you’re island.If you date someone and then don’t return messages they get the message. They realise the date wasn’t what they hoped / whatever. That’s you’re time. Beyond maybe being stalked if you dated a psycho they move on.

But in business, ah in business… that isn’t you’re dating scene. That belongs to something / someone else, you are representing someone. All in all there are consequences or at least potentially.

I write this as a fly on the wall for everyone involved in both sides of a sale and I’ll try to make it simple. No ghosting. Naughty.. I learned this lesson in 1987 from Colin Conroy at Grace Bros Department Store Bondi Junction in Sydney Australia. Just a 3 Km uncomfortable walk from Bondi Beach and in my opinion a poorly titled suburb as many a tourist arrive to Bondi Junction excited to see the world famous Bondi beach only to realise they then has a 2 km hilly walk or jammed slow bus ride down Bondi Road.

Anyway He was the divisional manager and ran the Homeware / Kitchenware Division. I was a management cadet However had aspirations of becoming a rockstar. Such we we had 3 band rehearsals. However college for the course overlapped. I took the stupid decision to quit this fun and educational role and needed to replace it with a basic sales floor role (to concentrate on music)…. Madness.

Anyway Mr Conroy (back then we had more respect) called me to his office and said “I heard you’re needing a job”. I said yes. He said Ok I’ll take you on. He was extremely friendly and supportive and while being recognised as tough I didn’t see that. He had really gone out of his way to get me a role and allow me to quit the traineeship. I said to him I really appreciated his support and I actually asked him “if you mind I ask you’ve really been so supportive, why”, (maybe an odd question but back them 40-50 something “retail” Senior managers weren’t recognised for their tenderness. Remember this was in the day school teachers or principals could legally beat students with a weapon….

He said to me words that stuck. (Obviously), “Well Andrew, you’re a good kid and you never know one day soon I might be working for you”….. that thought had NEVER crossed my mind and one of my greatest life lessons!

So there’s the first point. If you don’t want to date someone, fine that’s how it goes. However in business personally it’s a very small world (something I’ll expand on in another chapter “blackies”). You don’t know where people end up in an industry and it can come back to bite.

That’s one reason and again it’s personal and maybe less likely and not company damaging.

However ghosting at a corporation level can actually damage a companies bottom line and reputation.

Here are some scenarios to ponder.

Company A (let’s call it ACME for the 70s kids here), It ghosts Vendor B. It never wanted to buy from Vendor B it just wanted to beat up Company A..and had approached for a quote. After sometime the client partner of Vendor B realise it wasn’t real. That ACME didn’t ever want to consider them. Let’s consider 2 future scenarios. A) Client Partner Of Vendor B moves to Vendor A as GM and now manages Acme.. they KNOW ACME will never leave Company A (maybe for complex reasons). What sort of price will ACME get at the next negotiation from Vendor A? In the future will Vendor B even respond to ACME? If service becomes really bad at Vendor A and Vendor B has expanded its offering and could genuinely support ACME (let’s say coverage had expanded to ensure a wholistic offering) has ACME Damaged its reputation for future procurement. The answer is often yes. For any Procurement/ CIO etc that has seen a no bid there is a potential that that is due to historical ghosting. Now I’m not saying lay down transparently every reason why a vendor didn’t win to them (albeit a loss review can help the customer as well in future as they can actually explain to the market what they need and the market can take that feedback on and maybe improve), however don’t just never reply. And I hear it a lot. If someone had got to. A stage of meeting and providing a quotation/ tender response let them know they are out.

Over the years I’ve seen tenders that come in. The vendors all get them, read them and laugh. One major transport company used to tender every 3 years. The tender document was used as Budgie cage lining by all non suppliers as they simply tendered, ghosted and never moved. Only the customer didn’t know it was the industry joke. I know as a fact that we’re also on the worst rates in the industry as of course the supplier has acquired staff over the years from competitors. Most industries staff move around.

When buying at corporate level the vendors have a typically career long finite sales team. In my role I know many sales and managers who have now been at 5 out of 5 of the main vendors over the last 20 years.

Imagine a scenario where Vendor A drops a product that ACME depends on however no other supplier will sell to ACME based on past treatment and it happens. I saw one instance where a “despicable” CFO at a major company prided himself on being ruthless. In prior procurement donkey exercises he’d developed a reputation. So bad that when contract renewal came around Vendor B would actually let Vendor A know they won’t be bidding. That is an industry reality too. If say Lisa worked with Jenny for years, we’re friends, let’s say even bridesmaid, the. Lisa moved to Vendor B, you don’t think Lisa would say to Jenny “we are not bidding”…

After a typically fruitless tender he pulled noting my comments above he called our company. Our Director advised him we wouldn’t not be doing business with him. He eventually got fired and had the WORST rates in town.

Anyway I hope all get the message here. Mr customer ghosting can and will hurt your company and reputation and could well cost you’re career in the end. But beyond anything else in a civilised society it’s rude. Everyone’s busy however if someone take the time to meet/ engage / quote that has cost their company time and money and if they can’t even get a reply on some instances their management may assume they really stuffed up and it may cost them their job! - So, send a note, SMS, call etc. People are always complaining about dwindling service, rising costs. Ghosting and shallow procurement fuels this. How do suppliers budget and plan resources if customers blind sight them?

The what goes around comes around Mr Conroy lesson is key as Yep at one stage I did Become his Manager.

I once ran a tender where in fact sales rep for Vendor A was Sales Rep Vendors B bridesmaid (story was real) -

I once went to a tender presentation and one of my team members arrived in his wife’s company car (the competitor) as she was on the competitors sales team. They came together her presentation was before ours. We did find that amusing! Now all in all I’m not suggesting probity issues etc etc I’m pointing out how customers treat vendors has much deeper potential machinations and implications than maybe they realise.
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Read the room
The games never over until the finish line
Play the man not the ball



SNILS
Everybody’s doing the same course

When I was in one particular large corporate they were right in this training to be frank up done literally every type of training sales course known to man not only private not only weekend courses during the 90s early 2000s sales training was all Rach I’ve done all of the Sebel training target account selling personalities sanguine whatever the fuck that man on and on and on in fact in one organisation we did an entire weekend of sales training and paid so that we could sell through the week that place was very full on pretty selfish really when you think of it but I must say it I did enjoy that type of thing.

In saying that one thing I observed in the early 2000s maybe it’s around now maybe it isn’t is it there only a certain amount of sales trainers out there and that’s what they make a living on they come up with the process a program a lot of their own acronyms that you know that in the inside of this I said that I won’t have any acronyms acronyms and I won’t have my own but they in my mind create sometimes complete shit to be able to sell it to corporate executives as big money in it I’m probably an idiot for not coming up with it myself but anyway. As I knew a lot of people even back then the move from vendor one defended two and a catch up with them times one of the jokes would be that we all did the same courses in other words for example the Siebel target Account selling executive engagement courses whatever would go to major company one and convince them to do the training once that was complete they would go to company to and tell them that they do this for other suppliers and you better be keeping Up with the Joneses and you better join and they did so some of the sales Coach is back then and now it go from competitor competitor competitor teaching exactly the same shit.

The amusing thing about this is one of the things he’s trained absolutely ad infinitum it I see all the time now is qualifying out e.g. we didn’t have engagement for the tender we’re not going to bed our senior managers haven’t been able to meet we won’t beat we tried to contact you for three years you didn’t talk to us we won’t be it on and on and on there’s 1 million excuses for Customer to not waste their money on bins that they might never win and so they qualify heavily something a lot of customers don’t actually realise because I just think I go to Tinder in the market responsible away we go and it isn’t the case of Costa company a lot of money to bid on it mate tender so they do want to have some level of clarification engage an opportunity anyway. Anyway that said I’m gonna flip that right on its head and talk about this in a little bit more detail what I had observed is that when everybody does the same sales training they seem to come up with the same approach to processes and opportunity management. In the mid 2000s there was a particular sales course around target counselling and clarify and qualifying out I’m pretty sure every carry redundant at the time so in this particular tender came out it was right in the process of maybe 34 months after is doing that clarification every single bone in my body told me to clarify it out based on the training we have never had engagement the customer was a key customer from a competitor that was very competitive and I’ve been with them for years.

The only thing that struck me is that I was well aware that the training we done had gone round the industry that you and I guess I took a gamble but I thought or if I’m qualifying it out because this customer won’t engage with non-incumbents I haven’t got in the door and I’m in a major supplier maybe they’ve been the same to everyone else I know at least two competitors have done the same training and I reckon they will qualified out what this mean wasn’t that I would win please attend it goes to market or an opportunity ghost market everybody’s done the same qualify out training or if they think like me and my instincts are qualified out that’s what they’re gonna do and they’re not going to bed and guess what I was the only competitor in the tender of the customer in Sydney I can’t believe that everybody didn’t want to bed they were grossly unhappy with their existing supplier for reasons I wasn’t aware of but found out later on they were desperate to make a change so they went through what was an appropriate formal professional process and put an excellent document to market not too long but corporatist enough to look like it was professional with professional evaluation process and rio and everybody no bid it!

So what you maybe reading this book or some very confronting ideas for senior management executives sells people like it’s a really simple moral of the story if the same sales process training goes around the industry and everybody’s done the same thing will it stands to reason that they have the same thinking so while it has some relevance and can be helpful don’t be too taken over bye Following the Keeping Up with the Joneses method to winning as he may have seen in this book customers decision-making is extraordinary it can be very personal it can be very variable it can be influenced by very small things if you believe in your company you believe in yourself you believe in your product and you back yourself don’t let What I would call sales negativity from industry training hold you back obviously you need to qualify but be aware that just because you’ve had executive engagement or you’ve had history with a customer does not mean much in reality.

Now the title of this page was called snils.

Many years ago I did a corporate executive sales training course my memory was three days we had to learn the principles of evaluating the situation and customers needs intensifying it and blah blah blah I don’t want to come up with any copyright here but the principle of it was was developing an action to buy in theory it was probably a good course and I guess I learnt from it in reality the only memory I have of it was one of the older sales boys who loved one too many beers doing his presentation at the end.

After the three days we needed to describe a sales process where we have use that function or an example where we did it we had to actually get up and present we had to do the neutral Stants yeah you probably know the one it’s like the talk show game show hands by your side so that you’re not waving all over the place and then you had to is that demonstrate how you’d used it is particularly chat was hilarious a real Aussie bloke Big B got messy sort of clothing real old door-to-door Road worry I really love the guy to be honest very unsophisticated in the new sophisticated world but rough and ready and out on the road presentation was really not one of his key things I really didn’t like to training and he didn’t get his head around it in my opinion but the stand out of the three day course everybody was when he started to whiteboard his story unfortunately he had one of those permanent markers and it dropped to the floor and he was very nervous with his arse to the crowd Elaine over to pick it up as he was obviously a little bit embarrassed from dropping it he was trying to pick it up hastily in my mind it took him maybe five goes to pick it up and drop at the yard and pick it up and drop it in and the only thing we could see as he was bent over‘s arse to the crowd was his massive plumbers crack yep given the mid 40s beer style mid drift he continued to Bob up-and-down trying to grab the pen for maybe what seems like an eternity it was actually so long the two of us had to leave the room because we had lost ourselves can you imagine doing a major presentation or corporation and you’re standing with your asked them showing your bum crack at a decent amount of it for 10 to 20 seconds and that was the crescendo of his training and presentation In the spirit of the section I think it is ironic that the only thing I remember about that sales training in three days off the road was Mari ‘s arse


Know when your on a winner - if the boats leaky and the captains a pirate it isn’t going to get to the finish line.

Sweat the little things. - Get the spelling of names wrong

Time yourself

Buy the experience 

Over the last 30 years I have been stupid enough to buy the odd new car. 3 to be exact. And a bunch of tanks.. I do recall a nice BMW that enabled me to build an excellent friendship with a local mechanic and bus driver. However one thing I found was how little things can make a difference. I call it “buying the experience”. I recall having a bag of cash. Enough for a decent second and car. I was keen on Honda Accords. The reason “only reason” was they had pop up lights. Now there’s an investment strategy to immediately forget. So I went down to the local car strip, had a stroll around and picked one try out. Now I’m a fast shopper. I pick and buy. I was approached the a sales guy. We got in an had a ride. It wasn’t bad. However there was one thing that put me off. Within 3 minutes of driving the Sales guy was calling
me Andy. Now I don’t really mind being called Andy but it’s not really something I’m called by anyone but my wife and that’s only on very special occasions….

I get Wass, Wassy, Mossy, even Chicken Toes (or worse). Actually I got “Forehead” from Sean Smith in year 8 after the worst haircut I’ve ever had. But Andy. Only after Anniversary dinners and Elvis concerts. So that was it. I was done. He didn’t ask me if I like Andy. He just decided it was a friendly way of talking to me. I still remember his posture, leaning on the side door. Andy this Andy that. By the time we got back I realised I had paid no attention to the drive at all. I was wondering how to approach the philosophical query of wyd you call me Andy. Now extending on that. Beyond my complete lack of interest by now to my great amusement and kind of relief, the guys door jammed. He couldn’t open it. It was enough for me to bail out. Perfect excuse. I seem to remember seeing the guy climb out the window from the corner of my eye to great amusement. So, I was already tired of car shopping but persisted. I walked to the next guy he greeted me friendly - Called me Andrew. Without doing anything beyond calling me my actual name he was already well on the way to a sale. Imagine his fate if he called me Andy. Little things. It makes me reflect on a story. An old Manager I had. New BMW. For the test drives great chats. He bought. Really sold him up to a better stereo and speakers. Now when he went to pick up the car and opened the door what was on the drivers seat but 10 of his favourite CDs and the thankyou card / welcome pack. The “great chats” and stereo demo was him garnering information on his music tastes. Now what a beautiful touch. A surprise gift like that. I thought at the time why bother? What I realised later (as explained by the Sales Manager) was that you buy the experience. So it turned out executives and BMW drivers seem to like to keep in newish cars and BMWs. A renew cycle of every 2-3 years. The sales guy had set up a future customer and referrer. Even after the deal was done signed sealed etc he was planning the next sale. He explained to me that when your dealing with people your buying / selling the “experience”. Remind me to tell you about Aaron “who are you”.


What’s in a name.  
Now I don’t know if this works, but I ask all of you reading this to try it and also note the principal of the story.  From my observations relationships and trust at any level from friendships, to sport to international relations is pretty important. Obviously when transacting a financial commitment and potentially courting a long relationship in business its even more relevant. Yes documentation is good, punctuality etc etc, but being liked can mean being trusted. But being liked is so superficial. Not everyone likes everyone (see notes further about your virtual teams “Ian can’t be here he is fantastic as his job, a genius, but doesn’t do people well”).  One of the things put simply that can really impress someone or really piss them off is getting their name wrong and equally, knowing there name, using your name and there’s a lot. 

I recall a tender I ran and the rep was half a sleep. He on numerous occasions called me Jack in his email.  I have zero clue who jack was but it just kind of stood out to me.  I didn’t like it. I didn’t tell him but it did sort of feel he had just not got to know me> I don’t know why it gave me a little chill. I wasn’t the customer so I didn’t care but that is something that I see time and time again.  Slide packs for “Acme trading” that on the network diagram accidently has the previous customers name in the diagram.  I have seen this a lot and sadly also done it on my quotes and I know of one large deal went south for me as I accidently did it. Yep I was busy, yep was wearing my long distance lenses, but it happens but it does urk people. 

But anyway back to the again human process. I was at a meeting with a CEO with my favourite every sales manager. Sam, best lady ever. (will talk about Sam later and you aspiring Sales Managers, you will fall in love with her I am sure).  We had chatted about our product and the customers business blah blah blah.  The meeting seemed to go well and at the end he seemed to get distracted and said, anyway he had to get back to work stood up walked to his office and brought us his card (yep 1998 so cards were still the thing). When he walked off I looked at Sam and said, “Sam I just can’t remember his name”! What is it> She gave me one of those ever amusing look up and downs she would do like a visual dressing down and said “ Wassy, how could you not know his name we have said it all meeting its Brian!” she said that is the first thing you take note off.  She then said “let me tell you trick, when someone tells you their name say it back to them ala nice to meet you brian and for the first one or 2 times pull on year ear” (which she proceeded to mimic), pulling her ear saying Brian, Brian. I wasn’t sure if she was joking or not (and still don’t’) but point taken. Really take point of the name and use it often and regularly. Anyway on her final ear pulling playback Brian arrived back with 2 business cards (one each), with the name “Richard Davis”..  Yep! His name was Richard. Goodness knows where the name Brian came from.  We took the cards into our hands (for which he said) “Richard” on handing which was his polite but subtle way of telling us we had got his name wrong for an hour (he could have told us)! Anyway I don’t know if the ear pull trick works (you can try it for yourself), but the moral is the same. Whether it’s a repeat, squeeze toes, document, customers diagram, quote, bulk email, do your very best to get the names right. 

Ian Doesn’t’ do people well.

Now, you will never read this in any book but in the post Covid era this one is very interesting little gag. Almost worthy of a seat in Better Call Saul. In fact lets call it Better Call Ian. In this day and age, so much work particularly in small business is done remotely, who knows maybe even AI. However people still want to think that there is value in the deal and humans/headcount means cost and therefore can mean value. 
 
Now I am not saying to do this, however for some reason it seems to have some relevance. In a job I once worked in we had an extremely valuable guy who had been with the company since day 1.  He as a very interesting chap to say the least. I adored him, in fact he was my favourite colleague. However, he didn’t really want to deal with customers at all, we could have used him to do it, but all in all for most of the years he was in the background.  Now, to context what I mean by interesting he was the most routine person I had ever met. Without expanding greatly, (which I probably now will),  every day his day was kind of structured like this (allow some wiggle room for actual time but it was seemingly the same time every day). Arrive at 7 (office was 9-5…). Put on kettle and put his red Tupperware lunch box in the fridge. Prepare coffee with coffee machine, whisk his milk. Coffee made, sit at desk put in on and read golfing news for the first 15 minutes. Walk the office and have sporting banter with the other one early arrive. In later years as we had a pool table, he would play 1 (only ever 1) game of pool with that person. He would get back to the desk around 8 and start work. Circa 9.00 am bathroom break for his on time number 2. Back to desk. At 12.00 PM on the dot. Heat up lunch. Lunch was an Aldi tin of tuna that is inserted into chopped frozen packet veges that get microwaved first and another coffee.  Lunch was always at the desk, always with headphones on watching golf instructional videos (yep, I know you are probably getting Dexter vibes here and tbh so did we!).  Anyway lunch would finish the red lunch box would be washed, dried and packed for return home.  Headphones would remain on all afternoon as he worked away. Golf instructional videos and tournament would play. If the team was in and we had time we would have maybe 1-2 games of pool (only over the lunch break) and he would always join in and have a laugh.  At about 2.57 pm he would get up and leave. Now for this window of time he would always go at exactly 2.57 PM. He had timed the exact timing and route to the pre school kids train and interconnect for best commute. This NEVER varied (except for the day of our xmas party). He was pretty much in 99% of the time always on time to arrive and on time to leave. No matter what was needed or on he was gone at 2.57 PM. (Post covid as he could stay home and NEVER went back to the office, it was a dream as he could be gotten anytime really. He lived alone (funny that) and was available.  Now also a few other comments on the above. That lunch was the same every day for about 7 years.  I had only been varied once and that was for the 4 years prior (which was a different but the same lunch every day).  I am not kidding you. It was always the office pisstake, what’s for lunch Ian? Particularly our boss who had a fantastic sense of that Aussie style humour. They also were quite close so he could take it from him. But he wasn’t one to mess with. He could get het up if he didn’t understand something or didn’t like something. On to that end, to context, one morning I was in the office at 7.30 and his colleague who sat next to him (who was equally unique TBH), was having a discussion about something financial and they had polarising opposite views. At some stage the conversation got to I don’t care about your opinion we can agree to disagree and they did. For the next 11 years (8 of which sitting next to each other) they never spoke to each other again. For the first week, month, year (yes year) it was funny. As the years wore on it got ridiculous however Ian wore it as a badge of honour “I haven’t spoken one word to that dickhead that sits next to me for 7 years now”.  

Interestingly as they both had about the same opinion of each other, his next door neighbour also would say the same thing. It became an unsual unwritten agreement between them that they don’t’ talk to each other is good as they don’t get on and therefore they are professional enough to work but never communicate. That was pretty annoying to be honest. Ian did step 1 in processes (preparing files) Adam did step 2 using those files. However as they didn’t’ talk the files would a) be emailed to me or b) loaded into the server) but he would never notify anyone. When we would have our work in progress meeting and I would get to customer xx, Adam would say I don’t have the files and Ian would say (to the manager not to Adam) the are in the file.  Not ideal… But we got to understand so I would check in with Ian regularly when he had a job of mine to ensure I had the files and he didn’t just finish and leave them there (which he would always do). Again you may be getting the picture about some people are highly valuable (and he was), but maybe just not ideal in front of a customer. And that is how it worked.   Anyway where am I going here? Well Ian was real, but the concept of Ian really really appealed to many customers in particularly the IT Crocd I would engage with. Why? They hated people too (or a lot of them did). Certainly the 40 YEO + IT people were in it to avoid human contact as much as possible.  Not that they were bad people but you don’t see IT and the Marketing team out on the weekend singing Kum by Are much do you.   Just different brains.  Now I am not saying they are all like it but certainly data analysts, systems engineers, code writers for example could be a bit spectrumy.
 
Now, one thing I observed over many years those people are often “dragged’ into sales cycles on the customer side as they know the tech, the process, the widgets. And all in all they need to be handled in a particular way. You can NEVER EVER EVER (you get the point) sell to them. You can provide them information, query information, confirm information (in writing and in clear but simple detail) however never try to sell to them. They are probably even worse than teachers (and yep there is a short section in this book on selling to teachers who I had found to be close to the most special group of humans on the planet for both good and bad reasons). Anyway, these analytical can’t sell to type humans are still vulnerable to familiarity and things that are relatable.  Purely by accident I happened across figuring out that they loved Ian. They loved the existence, presence of Ian. Even though they had never met him. Ian was everything they wanted to be, a Rock Star!  Ian was behind the scenes, important, smart, efficient “NOBODY HASSLED IAN”! He was a god. The credibility Ian had was astounding and it was easy and not deliberate.  Ian was on every quotation “data analyst”.  If I had one of the for mentioned parties in the meeting, I would always raise Ian, something like.  “This will be completed by our senior analyst he is brilliant with an incredible attention to detail, he has been with us since day 1”. Inevitably the next question or leading comment would be “where is he” etc (or some flavour of that) I would simply say “no Ian is absolutely one of the smartest guys I have ever met and an incredible analyst, however doesn’t do human well”…  For those that don’t know the term (welcome to earth but), it simply states that he really can’t stand interacting with people. Particularly had an absolute distain for the sales process.  Anyway as soon as one says that in an audience above, two things happen. 1) you can visibly see almost delight, relief and excitement on the face of every poor technical sod dragged onto the sales call and 2) you and your organisation has now gone up 10 rungs of the credibility ladders. As you are basically saying, you have people just like them, they are respected and they are not interested in sales, just doing their job! Brilliant.  It can also almost become a challenge for those socially ungifted to meet Ian (will Ian be joining us)? Do you think Ian needs to be on this?  Now I wasn’t totally cruel at times if Ian emailed me a question for the customer I would forward the email to show Ian existed. That was almost like just another small gift back to the recipient. “Look its from Ian” I can visualise them walking around the IT Basement team members with a printed out copy of it raised high!
 
Now, I don’t want to be too nefarious here, however what if I now told you Ian didn’t actually exist.  He was all in my head.  By now you have seen Ian, you know him don’t you? You can visualise him heating up his red lunch box. Well what does it matter.  Ian did exist (so don’t worry and everything I said was true). He was extremely valuable as he appealed to those as above. He was literally sitting beside me in every sales cycle but never there.  So all I ponder here is a) Do you have your Ian and b) if there isn’t an Ian, in the modern world of virtual teams. Ai ETC, maybe he could be valuable.   Referencing resources that don’t actually exist is sadly common in consulting land.  That is because some organisations (certainly government) account by day rates not by project. So to justify a total project cost you will need to enter resources onto a quote. Yep a bit of smoke and mirrors but it works.  Again roll how you want to roll as I am just sharing stories here but a Virtual Ian can often help you sell the deal. The image of Ian as a backroom genius “who doesn’t want to waste his time with humans” will appeal to the most cynical prospects “brains”.

Pink Suit Man -
Now I know by now you have figured out that my book is full of little stories and can be used for educational purposes or entertainment (you choose). But isn’t that what life is? A sale is? A collection little stories. Little moments entertainment?   A large sales process, is hundreds of interactions and stories bundled into 1.   We get some things right, a lot wrong, but all in all if we get enough right it all adds up. So I want to share a few little bites for you to taste.   I recall running an RFP for a large company.  The field was relatively even however the front runner was lets call it “company A”. 

The sales rep from company A is well known, charismatic and can tell a good story/ For this customer we were at the final presentation round. Good or bad their meeting had drawn the short straw of Friday at 3.00 PM. The executive manager (lets call him that) joined for these “final decision meetings”. On a short call with him I garnered he was conservative, family man and from the pictures on his desk, a Christian and likely quite 
“straight laced”.   Now, that was my 30 second read.  So we get to the meeting and Sales person “A” is standing in the boardroom.  As he likes to stand out from the crowd on this occasion had donned his favourite suite jacket.   A 
bright pink’ one.  Now, I quite like it. It isn’t that gairish however it certainly isn’t conservative. Executive A walked in and we all shook hands.  Our brightly coloured sales man started with “I will get stuck in, as I  am sure  we are all keen to get this overwith and have a beer”….. Now. I certainly was (albeit Chardonnay) however by the look on the “Executives
face, he wasn’t, In fact I am relatively sure he may never had a drink in his life (bless his pure soul).  So from the first “1” Minute of the meeting, pink suit man, who can’t wait to finish to get to the pub was clearly laden with this “impression load”.  Now luckily his right hand man was there to steal the show. (kind of). . He then commenced discussing their NPV score. The highest in the industry. After 28 minutes of a booked 90 minute meeting, I SMSEd under the table pink suit man and said, I think the NPV story is done, for which he kicked his right hand man under the table and he got the message. 

After completion pleasanties,  Executive A feedback/vibe and thinking was pretty clear. Not a comment or question rather, “Glad that’s over who we got next”. Now all in all I think the next presenter could have been a juggling pony, it would have resonated better.  Ultimately this customer didn’t sign up with Pink Suit man however continued to refer to his company as Pink Suit mans company when ever mentioning them.  So what is the moral of the story here. Try to find out about you’re audience but a” probably like selling a house and painting the walls white, don’t wear a pink suit (anywhere) but b) don’t be too one way or the other.  When talking of polarising topics such as politics, religion, sex (yes these actually do get raised on sales calls), think white walls, think simple.  You don’t know if the decision maker is a drinker, they may hate soccer, they may hate their job.  Best to play it safe, wait, watch, listen and do your best not to Snatch Defeat out of the hands of victory.

Be authentic

Knowing your competition.
After so many years of sitting beside the customer

Bring the right team to the game and rehearse

Watch how hard on the competition you are - Carnival CFO

Be careful on being a friend - The closer you are the easier it is to

Make promises and stick to them

THE QUICK SHOT

Be in the game fast always - hit straight, fast and as much as possible return, always return.

Once upon a time I released a tender. There were potentially 11 bidders -

I know that most likely only 8 will bid. The reason the 3 don’t is covered in various posts, however let’s just say while they would love to win and the sales person has already spent several hours with a glass of Chardonnay and an excel spreadsheet figuring out what overdue bills to pay from the commission, the business decided whatever they have isn’t going to beat their competitors. Now interestingly to me that’s a mentality that has no place in any sales teams brain, however the reality is, there can only be one winner (kind of, see the Rod M story) but is the reality of bid teams. A no bid will have its reasons (as will a mid tender withdrawal which is for another day), however that’s business.

So back to the chosen 8. (or what I assume will be the pool). Of the chosen 8, we have 2 incumbents (see there can always be more than 1 winner), all are battling for front of mind. We are at nil all../

So the tender is launched.
Most reply within 24 hours acknowledging receipt. In fact 2 don’t reply at all. Now, one is an incumbent and is known for its arrogance. In fact it has pretty much bottled that phrase.
But the other one is just plain hopeless. Such after 24 hours Procurement email that one to confirm they have seen the tender. They reply. “Oh yes thank-you we have received it, apologies I’ve been off sick”…

Now, friends, I want to take you on a little short trip out the green door (better known as the sick door). The horrible reality even with Covid, even with whatever tragic disease or circumstance you find yourself in, business especially the customer way deep down, doesn’t care if your sick. Even if they don’t know they care, they care. The hero’s on the footy field and the stories at the pub are all about the final goal scored while the dudes ears fallen off! Or the century scored only interrupted by runs to the bathroom due to the dodgy vindaloo the night before. The world and the buyer can be shallow and the hero is the one that was there at the finish line. Especially in transactional phases. So if you are hide it, manage it, but don’t use it as a reason to not appear available.

Let’s though just unpick the whole sickness thing before I close the green door. Imagine buying a car. You take a test drive. The sales guys under the weather. The cars beautiful, however he ain’t. You can see the sweat from his brow dripping down his chin onto the seat. As you turn out of the yard he manages to sneeze and cover his side of the windshield in snot. (repulsed yet?). As you drive further his speel l is interrupted by a phlegmy cough that he spits into a tissue.

His sweaty brow has now left a patch of wetness on the arm rest and despite his greatest efforts with his jacket arm he’s not been able to wipe all the oozing liquid that he launched into the windscreen with precision execution. What are you thinking about? Are you ready to sit with him at the desk and sign an order? Are you excited? Or, have you already decided to be polite and let him know you will bring the wife down. Are you not thinking about the drive, rather the excuse? See, maybe your shallow too. Maybe it was your dream car.

So anyway come back in the green door. What is this all about?

Well, sickness is a sign of weakness. What image did you conjure up with the email? (Could they see the Car Sales guy, can you still now?).

What goodness to the sales team came from that?

Also who did you CC in that? Could they see you have a bid team? Or did you appear a lone wolf?

On a tender or corporate life late responses, no response, or “sick” beyond risk and weakness, can mean there’s no back up. If your not around, who will help me? Are you sick a lot? Don’t you check emails when your sick?
Were you lying? etc. There is simply no good outcome from starting with that. So while I have digressed, at least until you have won, you want to be the one who runs with the bulls. You will be the hero if you turned up and played un-encumbered and nobody noticed your ear falling off. Your invincible, present, available!

So back to the six with the most early brownie points.

Now, I should also let you into a little trick. I tend to like to release a tender at night. Often it’s easy as the night is clear of interruptions however it’s also a great time to see who’s sharp. who’s a workaholic? Or seems?

By the amount of C level emails I get out of hours, that’s very important. To me they work loooong hours, they want you too as well. If your there for them after hours, that will resonate. It sucks but it is the world. It goes back to my earlier comments around resilience.

So of the chosen few I’ve picked one..

The tender was released at 7.30 PM.

This reply at 8.04 PM.

“Hi xxxxx,

Thankyou for your email.
 
Confirming receipt of the below email and its enclosed attachments which I have opened and all are downloaded and readable.
 
Look forward to future engagement through this process”.

Short, sharp, present, out of hours. actually the only out of hours reply!

After 3 days this bidder was the only one to submit the executed NDA. It’s the only party that had signed the intention to respond.

1 week in, there were no less that 18 communications to the customer from this party. Short, sharp. Professional. Compliant. Every send out by the customer is returned with a “Noted thankyou”.

Now after - week we had the weekly update with the customer. CPO asked “who’s xxx (the most responsive bidder)”. Before I could explain that they had one 5 of the top accounts in the country out of nowhere his offsider (managing the tender) jumps in and gives them a huge wrap.

So in a game like I would say table tennis (score wins at 21) these “were unknowns” are now 1 Nil..

Birthday../

4 wrote a brief note. Thanks etc.

Just don’t care

Ask for guidance -

The Trainers

Every day in America corporations spend over $500 million on training. From Myers Briggs to Target Account Selling to team building cooking lessons. Now Ive done them all, however the two things I remember the most about training is a) How good Lamb Back-strap tastes and b) old Maurice Bum Crack when he dropped the chalk at the beginning of his post 3 day sales training presentation. Now that was something to remember. As he nervously bent over hurriedly to pick up the chalk his beer laden guts got in his way and instead of discretely grabbing the chalk he continued to drop it every-time leaning lower and lower his arse mooning the audience bouncing as he lent over 3-4 times dropping the chalk. Each time uttering an angrier “fuck fuck fuck”. Maurice was old school a street warrior door to door man. Sadly after maybe $1500 per head that was the entirety of Maurice presentation. He wrote 1 letter “S” on the board, dropped the chalk Mooned bum crack showing the whole room uttering fuck louder per drop, only to lay the chalk back (the room in hysterics) and storm out! Never to return. I don’t know what happened to Maurice but training wasn’t for him. Now I’m not going to say training isn’t helpful however what I found was that the trainers went from corporate to corporate selling the same foda. So if the training I learned was to clarify and qualify a customer out of a bid then the other people in my competition were doing the same. So, I knew for a while at one stage what the others were being trained and most likely who would bid. And importantly who wouldn’t. at one stage my industry got so well trained in why not to bid I’d be the only competition! People wanted engagement, history, C Level contacts, a story board of the account. Sadly thought that isn’t always how the world works.

Anyway, as I said all along this is all about stories. My fly on the wall moments. So when thinking about this stuff I go back to one of my first meetings in the gig. I met a prospective client. I got his brief. I said who do you want to invite. He said (let’s say) ACME, Roadrunner and Coyote… He then said but I really think I like Coyote. I said ok great, why? He said I just think culturely they would be a good fit for us. When he said that I immediately thought of a particular sales guy at Coyote must have been working him. That was his trademark. He even used the word culture in his meetings to sew the seed psychologically with the customer and sometimes it worked. So I said I expect your dealing with “Rob Smith” (let’s say). He said Oh no I haven’t spoken to anyone there yet, they ring all the time and I just tell them to go away! I was shocked, I said how long have you done that? He said 5 years! I knew he was in trouble.
I told him if you have done that for that long they probably won’t bid. Well I still remember the innocence and shock n his face. He said why not? I said because you have refused to engage. You have not let them learn about your business or get to know you at all. He was in awe. Your kiddin me? I said I’m deadly serious. He then said words that rang louder than any school college bell in my corporate sales ears. Words that would rock the foundations of every single target account selling course I ever sat through. Words that need to be heard by sales people, thought about and shared with management the world over. As he stared in nervous confusion he said “Get to know me? Isn’t that what a tenders for?…. And there it was. The decision maker. The end to end god of this companies vendor choice. Waiting for his tender, his time, when he is ready and able to take his eyes of the day to day activities, to get to know the market, suppliers and chose one. Only to be told by me that if he hadn’t played “their game” they probably will not turn up and bid. To this day I drag customers kicking and screaming to market engagement pre tender to play the vendors game. Some still refuse. Especially government as they say it’s unfair. Even though their incumbent know their spend, costs, budgets, locations, services and decision makers some how it’s unfair to have a meeting with a competitor pre tender.
So target account selling or not especially in medium enterprises and often where private ownership exists, they will have their own rules and all the training in the world won’t change that.
Sometimes the game starts at Nil all the day the tender arrives and it’s NO reason not to play.

The guest book.
Now this is definitely old school world but it may work for things like “linkedin or other network type things. I got a lead to a company that my last employer had had as a key client.  They were decent size and a long term customer.  I told the customer for me to put in a response to their tender, I had to meet them. I told them nothing heavy I just need to show the business I have been out there etc.  They were ok.  Now what I knew from my previous employer was the Account Manager (Client Partner) that helped them. I didn’t rate them. I felt they were lazy. Now that is cruel but that is reality. One of the primary reasons I wanted a meeting (way back then) was to check the guest book.  Put simply back then whenever you entered you had to sign the guest book. It was pretty easy to look clumbsy though and when you go to sign drop it/ if it isn’t chained down or simply fluff through pages. The mission “see the last time your’e competitor had been there (or anyone else). I managed to figure from my scan it was 3 months since this person had visited. Now for that size/scale/time in the market, that was way too long.  At worst a fortnight, a week was standard a month was dangerous. Three months and the love is all gone. They are shopping.  Noting this when I met the GM I was able through throw some checking questions  “ ideally how often would you like to meet your vendor”…  ? (once a week), great, over the phone or here (oh much better face to face).  With the guest book and that answer I knew I had “one” sellable story.  And guess what else I did. I asked “would you like a weekly meeting” with us as we go through> Now  of course I knew the answer was no.. It was and RFP, however I WAS  the only one that “offered” to demonstrate and do what they wanted (by one line) and differentiate from “miss lazy” from my old vendor.  

The accounts payable diversion
You can’t get a hold of a contact.  They work in an office. Call reception/ ask for Accounts Payable. When they answer act confused.  Oh I thought I was transferred to xx/ yy>..  Commonly they will transfer you.. Now doesn’t work everywhere, but try it for the fun of it and see what happens. 

Aaron Lewis

Who’s who in the Zoo

As I expend my vitriol lamenting the hundreds of wasted sales hours on training courses (I once gave a manager a hourly loss of sales activity the company had lost to this stuff) the “decision maker” bullshit is one of the greatest.

I can make this one simple. There is ZERO, Nought, No, (you get the point) Rhyme nor reason, system, pattern to customer decisions in any industry and absolutely no simply way to find out a customers decisions chain. That one little secret is profound. Now that is good and bad it often can mean no one individual can tip you out of a deal, however it also means one can. i’m not saying Seniority doesn’t count but it’s so absolutely random. I’m going to explore this here further however let’s take this initial thought.

A recent corporate fleet mobile renewal of just 1500 phones. The people on the process - IT Procurement Category manager, Head of Procurement Asia Pac, CPO Global (US), CIO, Head of IT, CFO, Finance Manager, Financial Controller (yes and goodness knows the difference between those two), Contract Manager, Global Operations Manager, End User Support Help Desk Manager. A company so political for me I had to present to each C level along each tender milestone. The deal has a sign by date of 30th June. Who made the call? Well interestingly someone named frank I had never met. Apparently he was holidaying with his family in Thailand and he was the one with the approval and authority. Ultimately someone (don’t know who) had to call Frank interrupt his holiday and ask him if he could delegate his authority to sign if he likes the deal. So a report was shuffled to him overnight and they chased him to pray he would be sober and available and chose the deal.

Decision making chains are often very complex. Sometimes they are a formal vote. Often. Sometimes it’s the js oort that actually makes a decision.

The “Blackie”

Many moons ago I worked selling door to door vacuum cleaners. Rainbows . My father was in door to door sales,
Cookware then Vacuums most
of his life. Tough gig but some interesting stories.

The blackie story to me is worth a read.

Now a blackie at Rainbow was not only the Willy Wonka Golden Ticket it was the ticket that got you to the elevator. Let me explain. They were better than the Glen Garry Glenn Ross leads! There were really in essence only a handful of ways we got leads. YELLOW 1) Door to door walk. We would call them regos. Effectively door to door name cards of people entering a draw to win a prize. Then the Telemarketer would ring them to confirm their details and entry and offer them a demo of the system in exchange for their opinion and a free set of steak knives. Yep, true. The rumours are true. Our “gift” was a set of steak knives! To be sincere these Steaks knives weren’t too bad. 1 in 3-4 would agree to the demo the rest would say no. You’d arrive cold with two massive boxes and take over their lounge room for 2-3 hours and wear them down. Hard hard slog. RED - Referrals. Once you had sold someone or not you’d ask for 10 referrals. That was madness and later into this I will talk about the master of masters who first trained me. Often you’d get none. Sometimes 10. If you got in a good circle of people with money you could make a lot of $.. However again still a slog. Now BLACKIES - A Blackie rang in wanting to buy! A blackie allocation could cause a riot in the office. Let’s imagine a framework of a good week was 2-3 sales. A amazing week was 5 (once every two years) A bad week could be no sales. In fact a bad “quarter” could be no sales! No pay! How dad coped with that in 18% interest rates god knows (actually he didn’t and died on road of a heart attack)! on the way to a “Yellow” (I suspect). So let’s say across a sales team of 6 a Blackie may come in 4 -5 times a “year”! Now for road warriors you would get it. Now the “myth of the Blackie is a great moral to life”. It goes like this. BLACKIE lead. Sales guy Tony gets it. Tony’s tried hard but on Zero for the month and has 4 kids so fair enough. He’s 63 a chain smoker and Mortgaged to the hilt.

He heads over.

On the way he stops at the local mall to grab a coffee and smokes. (yep the diet of a door to door sales guy selling health cleaning products good for Asthma) go figure.
He then heads to the blackie house to collect his guaranteed sale.

As he enters the street and approaches the house sweat beads start on his forehead and despite 60 smokes a day, his face goes even whiter ! Whiter shade of pale. He doesn’t even stop. Blackie is no more! As he limps back to the office in his heavily financed Jaguar, his brain is racing with how he’s going to tell the boss that as he was running late as he got to the mall car park he made a pedestrian sales error. Yes a sale can be lost at anytime anywhere.

In his hast, he jumped into a disabled car space. As he jumped out of his car a little yellow volvo driver pulled up and said you can’t park there.

After a heated argument where he tried to make a story of breathing issues (smoke in hand) the Volvo drove away with fists and fury.

Sadly as Tony approached the house what did he see but the very same yellow Volvo in the Driveway, a wheelchair and a lady helping the same guy into his chair! No sale! Now small world however I bet we all have our Blackie story and I have mine.

After alot of years I never forget the Blackie story. Mine was so similar. Got to meeting - timing tight. I circle the car park over and over. Nothing. Finally I find a spot stressed 3 minutes before my big presentation. I’m at my last hurdle. I pull up park jump out only for a car to pull up and tell me that I cannot park where I have even though it seems fine. I’m stressed I’m angry I’m close to late ! It took me everything I had to hold my tongue and it took me that Blackie story slapping me in the forehead to take a breath, smile and say “thankyou so much for telling me sir I have an important meeting and I don’t want to let the customer down. I asked if he knew where I could park and he asked what company I was meeting. I said Twentieth Century Fox Home Entertainment. He said Ok I think I know where you can park follow me. I did he led me to a space and said you should be right there. He parked close. I thanked him “a lot” and said he was so kind and I really appreciated his help. He said no problems. I entered the meeting to Suzanne T and the team and set up to present. this presentation was to their CEO to get sign off. Now I guess you know where I’m going now, however what happened even shocked me. As you may have predicted who walks in? Who’s the CEO. Yep the guy I very well could have given a stressed out mouthful to! Like many other stories what he said then I will remember like it was yesterday. Suzanne says to him “Mr Xx” this is Andrew from “ACME” (names changed of course). He looked me directly in the eye smiled and said “Yes Suzanne Andrew and I have already met”. Surprised Suzanne said “Oh ok, Andrew is here to present to us his solution”. He looked at her and said “you have my approval, proceed”! That was it, he shook my hand eyeballed me and said “we look forward to working with you Andrew”. With that, as if Batman with a Cape he spun and floated out the door! The room, stunned silence until it was broken with their Operations Manager simply saying “well fuck me”! That was it the “reverse Blackie”. As i reflect on my last 10 years I have to see I have observed Blackies and Reverse Blackies over and over! Too many times the EA or PA or person at reception or even Security or serving coffees in the companies coffee shop is the Bosses daughter / dopey brother, nephew etc. Everyone of them can sink your sale always at anytime. So sadly as an on road Sales guy in any capacity be nice always everywhere ! (as much as possible) as you never know when you’ll get bitten on the backside.


MORE TO COME

he didn’t stand

The ear pull what in a name.
yeah this little story I thought I just dead for a little bit of fun many years ago in my first round of selling telecoms I went out with my sales manager let’s call her Sam Sam was hilarious we really like selling together and we already always had a lot of fun anyway we’ve been in this meeting was going fantastic we pretty much landed on their doorstep and cold cold but the manager let us in and sat down and heard our story after about an hour he said thanks very much I’m very interested peter sent me a proposal he got up and gave us his business card as he got up I looked at sam and I said sam for the life of me I cannot remember this guys name and she looked Mrs Andrew that is just terrible honestly do you know what you really need to learn to take that pay attention in a meeting his name is John but let me give you a little trick when he tells you his name what you do is you pull on your ear three times and say John back you say is name back once you’ve said it back three times you get it right anyway he returned and his business cards and his name was Michael not John sam and I looked at each other shit calling John the whole time I could remember is name and we all we could do that hold back I’ll after so what’s the moral of the story here I don’t know if pulling your ear or saying somebody’s name back whatever trick is important but it is a good idea to remember peoples names in a meeting and usernames it’s a really simple trick but it does make people feel more comfortable and makes people more involved and also you as you know you never know who is going to be that person that calls a boat or pics you and for the whole time you’ve said everybody else’s name but then you have an address them you haven’t called them by name so make an effort to get to know their names use their names and address them.

Coffee. never too many coffees

what’s in a coffee when I first got out on the road of sales one of the things I noticed that when you got into peoples homes people really had different ways of making it feel hospitable some of them didn’t make you feel hospitable at all some of them did one of the most common ways people would make you feel comfortable hospital is if you did get into the home they would offer you a coffee now if you’re in a door-to-door sales job and you went to say for homes day and every home you got to they offered you a coffee you would be pretty coffee.particular if you get a sale and have a coffee at the end as well however what I was told very early To accept the hospitality such the end of the day sometimes you might of had 708 coffees it’s amazing how often I get to a meeting and I might of been walking around all day long could be 40° and I wouldn’t even offer me a water and you know what I never really asked but typically if I went into home or in your business boardroom or whatever and I was offered a coffee or tea of water a cake I would always say yes it was courtesy and I felt that it was courtesy today it’s amazing how often I see people say no and you guys don’t know whether or not that’s a polite gesture or not however really are boardroom or an office is that Customer‘s corporate lounge room so you really want to still played by the same rules of what you would’ve done in the home of what you would’ve done in the lounge and except that kind the sixth at the gratitude the interesting thing as more often than not when I’ve offered a coffee particularly when I enter a meeting often they have to go and make the coffee so I will walk with them to the coffee machine and will stand around and there’s nothing better to get to know somebody in just standing around making coffee off and you can find really interesting things all levels of our intelligence just in that little discussion alone it’s a little time to make friends bond do something that’s normal which is why people go out for coffee during sales process is it in Caitlin‘s if they can however again think of the same way that if you’re in their office and in the boardroom and they offer you a coffee or something share it with them do cake do coffee do the sandwich do whatever it is that they want to do so that they feel comfortable with you and they share that moment of hospitality with you Added to this mini corporation to try to save money instead of actually having coffees out in on the road and climbing at that they were going invest in a good coffee machine for the staff to use coffee but I actually have a lot of pride in their coffee and so if you have a coffee and then complement the coffee they got a ServiceNSW private then think that you really appreciate that and again another level of connection.

Hunt Solo But win in a pack. (Danny Price)/ Cendant

The Warehouse Shirt

The Breakdown
If ever you folks have been through motivational training, boot camps etc etc and blah blah blah, you will know that one of the lessons to sales and life is to be persistent and never give up.  To turn up is something many people don’t do and that is maybe the difference. A principal I share through this book quite a bit.  So, one “dark night in 82” (true) I was headed to a sales presentation (door to door sales). It was a busy Friday night maybe 6.30 PM as I headed off the sale (or try to be sale). As a turned the bend at the top of a long freeway and steep hill. Something felt wrong. 

So turn in the corner of the car started to wobble and I pulled over to the side of the road I was at the very top exit of the freeway with cars blaring up and having to go around me what was wrong flat tyre oh my god I could not believe it on our away from the sales presentation I really need this deal and I have a flat tyre I’m in a suit I made dinner soon goodness gracious me anyway so I’m not out of the car more than 30 seconds and the police arrive now without expanding greatly here yet I really didn’t want the police to be there I really just wanted to get on with the tire so I sat there and wave them on and started to jack up my car. to my delight the police car pulled out and drove past me and I thought fantastic go go go with smiled waved Martin by temon and Off and wendt and Pullin in front of me literally a minute later two more police cars arrived and parked behind me with the lights on Please can still get out of car on approach with me you know you can’t stop here well you got a question some of the IQ at times don’t you but it’s pretty clear out a flat tyre but not only that what is seen as I was struggling with the Jack me having a shit box car I’m not being a dick on a chemical didn’t have the right Jack parts in this car which was a made up car from my ex girlfriends father. basically out of three different Toyota coronas put into one on the Jack didn’t work I looked at him and I said do you know what I want for you to help me and Jack up the car he said sure he went and got his Jack and all his tools and he came down any proceeded to help me 034 other policeman got out and still on the bottom and what does he Collins Neeson help me out we chatted and chatted and chatted I spoke about everything I can think of at the time in fact I spoken spoken spoke he worked hard and he got the tire changed drop to Jack I was so delighted as he headed back to his car and some of the more senior people finish the conversations and started receiving a young constable climbed out of the Rica marched up boldly announced would you like to explain why this car hasn’t been registered for six months dam now you know my secret folks now you know my anxiety I didn’t have the money to register the car I was on door-to-door commission only sales and I wasn’t that great I had a hand-me-down car made of spare parts I just didn’t have the money to register it now even then I wasn’t that much of a moron I knew it needed to be registered registration of a car is pretty common knowledge however I think it was at my peak of my talk fast sale stage whenever you’ve been in direct sales or door-to-door sales doing vacuum cleaners trained by the best you tend to get pretty sharp at least at that stage I was maybe not. Without a blink of an eye I turn around and I just boldly said oh no it’s okay I have the pink slip now if you’re reading this outside for Australia or works little bit like this when you get the car registered and it’s quite old you have to get a roadworthy certificate that’s called a pink slip you then register the car. Now that statement to any police is literally ridiculous because a pink slip is what you take to the motor registry to say I have the motor roadworthiness the car can now be driven but of course they weren’t to know that I wasn’t to know that and I said it with such absolute confidence that so I kind of took them back and is he then said wow what does that matter and I said wow I thought you can drive on a pink slip and he said the iPad and it’s and he said you can’t drive on a pink slip you need to have it registered and I just stood in stunned silence and I went oh my god I Williams that stupid I know I’ve never done this before I didn’t realise I thought when you did the pink slip so what do I need to do and he said we need to go to the motor registry and register the car and I said well how do I get to the motor registry if I can’t drive it on a pink slip I thought I could drop my pink slip he was clearly then getting frustrated and he said listen mate before it expires or you have to organise with the registry what it’s called a traffic sign which will enable you to drive unregistered but only when you’re heading either to the mechanic or a specific appointment or to register said you cannot drive an unregistered car so I just stood there blankly thinking please don’t find me please don’t find me please just let me go let me go and it was clear that because this guy had been on his hand and that is jacking my tire for an unregistered car for six months he really looks like a bit of an idiot and he really just wanted to get out of there he was quite embarrassed clearly they haven’t even bothered to look for the rego sticker so maybe seemed a bit sympathetic because we were stupid as each other young and he said you know what just get on drive around the corner you can’t drive it you gotta park around the corner One of the other policeman talk to me and said you are so lucky you’re not getting a fine here just go and register it do not drive it so anyway we jump back in the car they drove off they one drove off and we drop Park drove around the corner and parked off the road they then drove off and gave us a smile and a wave and I can feel the sweat beating through every pulse of my body my friend Stirling turn around and said bloody hell you are lucky mate I said you know what you don’t know how lucky I am is it what do you mean and I said I haven’t had a license for 12 months again I was young and stupid but the cost of going to do a license just eluded me so I was literally driving an unregistered car unlicensed and had seven police offices around me on the way to the site with one of them on his hands in these change the tire for me and manage to talk my way out of any fine so what did I do then I drove to the sale and yep When I got the commission I went and registered the car and got my license

So it’s no argument sells any sort of road job is a little bit like a version that old movie planes trains and automobiles you’re gonna go through all sorts of infected so much time on the road and commuting go to the airport and you see the weary Traveler wheeling there suitcase around have a sleep been probably the customer meetings even for a coffee in another state but then just never know when their tails Gonna come through when that meetings importance in a flat tyre plane light diet stunning bad whatever get yourself that meeting now in retrospect maybe I should’ve found a way to register the car but I’ve been off and 21 had no money to my name had no relatives all my friends trunk or Brooke so I wasn’t really an easy way to go and get the money to do it and as I lost my job after

The interruption - cold calling -

The Shuffler.
No matter who you are where how which why, cold calling is by far that most confronting dreaded task for all sales folks. Now these days it’s even harder with CLI, no landlines etc, however contacting people you don’t know “yet” is sadly a component of making a sale.

Before I go too deep here I want to share a little story. Back in my early days of selling digital mobiles the management had the brain wain of sending out every single office staffer in an afternoon of door to door sales calling.

The fridge seal company
Now this one is straight out of a better call saul style story.  

chased us away.


The clock _ Richard Senior

The Empty Floor
My first sale. en

Media - newspapers

One day a tender closer for a large media firm. It was always an interesting day for us back in the day as mostly vendors had to drop off a hard copy of the tender. at those days in a large corporate booking a print room or coming up with a really special tender was one trick to garner attention. It was always interesting to wait and see who’s first, vendors bump into each other in the foyer eyeballing each other.
Or better still the 4.59 PM dash to the finish line.

I’m going to share a few stories over the coming … of some of these and the impact in the game.
anyway it was one of those days and as we sat around waiting for the latest handed to come in we were working for very well known major media company so tender one came in little box couple of photos tended to the same as 10 through the same and then this really really large dark brown package came in actually two very large brown package just came in we had no it will really really confuse so when we open them what we found inside was a glass or Perspex box with a lid made really really well designed actually mate remind me about 2 feet high a.m. to feed white inside it were hundreds and hundreds of front pages of this actual media companies newspaper and you had to open the newspaper as if it was built into Silver🖤 my sis big Bible would’ve taken days and days to put together an inside and it was made into it I guess you would say like a Thora Freeman inside it was a where is the tender response to the vendor they obviously gonna huge amount of effort to stand out and it was really really incredible arm so we receive one and side of the customer and we were pretty excited it was probably one of the most unique between scene from the vendor so we called the customer and said if you receive the tender any was pretty negative about it which we were just so surprised I said mate this is probably one of the most incredible tennis we’ve ever seen and he said you know what it’s incredible tendering not knowing you Customer always try to do is get our supply to understand that we are a digital media company and newspapers are in the past and we want to change their operations and understand how they can accommodate the way we’re gonna do business what are they do send us our history and not our future it was a really interesting example of the psychology of customers

nil 1 - so in this instance the incumbent has made a real poor judgement call while expending a huge amount of effort and the at Nil - 1 and we haven’t even received the competitors bid yet.

Hospitality

as a consultant working in a consultant capacity when I’ve been working across tenders it is been commonplace or in general in the marketplace for sales reps particularly sales reps travelling from another state to seek to engage with me to provide some level of hospitality or lunch or meet for a coffee or learn more about us which if not in tender and appropriate is fine as it’s always good to understand customers sales people‘s business and get that information however particularly post Coverd one of the things that I find most confounding is how many times they want to meet me and engage with me and then that is on the basis that I go to them e.g. they might be staying within a certain location within our city and they invite me to breakfast or brunch or lunch within the hotel they’re staying in or within the restaurant strip next to them there’s only one or two that I’ve dealt with two notably who are incredibly successful within the industry will always contact me and say where is best for you where are you located how about I come to you would you like to suggest something the difference between a sales rep asking what would work for me and coming to actually see me where I am as opposed to expecting me to go to where he is is quite a difference in philosophy and I think it shows through in some of the actual performances of some of these guys e.g. what works for you Mr Customer not what works for me let me think about how I can accommodate you as opposed to let you come to me that psychology is also something that wind deals overall because that thought of mind shows through when sales reps deal with customers e.g. will come to you Woolworth the way you want to work will fit in with you as opposed to we want to sale so we want you to come to us and what’s amazing is almost no rep that I deal with it would ask me to go to them seems to actually ever realise that it’s an effort and it’s hours out of the day to maybe go half an hour or an hour away just for one coffee or or visit with them when they’re trying to engage with me


Busy and enthusiastically engaging the wrong way.

I had a customer that cracked me up. Great sense of humour. She liked to negotiate but hire us to benchmark what a good deal was. (in detail). So she took her account Rep to lunch. Or should I say he took her. She bought him a present. At the end of the lunch she asked him to unwrap his present. It was a pencil sharpener! She said with her deep russian accent that I always thought was super cool “I’ve hired Andrew Wass from “EUC” for our renewal to assist us in the negotiation, your going to need that”! Now what I figured about this wonderful lady was she worked very very hard. Long hours. She was highly competent and had her fingers in many pieces of the business. Such she was very busy. As one year of renewal negotiations went on she decided to tender. As things moved forward she was getting quite keen on one vendor. Their only failing. They really wanted to “engage”. Learn the business. Their price was good, solution and enthusiasm too. But that was the problem. After many meetings she rang me. I still remember what she said “now Andrew I think I’ve had enough with this company so can you ring them for me and cancel the meeting this week with them for me but when you ring tell them you have a very low battery and if you can’t get off quick enough, just hang up”! Now this was quite the turn around for her. I asked her why. She then asked me, if that supplier is always like that. said she’s too busy to do business with them.

Carnival

In the industry I work in any mini industries it’s always a dominant player like if you think of the IT industry is that old saying you never get fired for selling IBM I can see if you think of mobile steven that does Samsung sell more Apple is the one I tend to think off in the industry I working there was always a major player Telstra are the others now Telstra had by far the largest retook mobile network and certainly the largest Sarafina price customers back in the early 2000s it would be fair to say that it was well known for numerous things one being deal with everyone else to having the greatest reach an investment into their services and some fantastic people of course but three an area of industry known arrogance about house good they were

This level of confidence and arrogance was all in all okay when they were the incumbent and IRENE come in for many many organisations however during the sales process when they were bidding on non-incumbent clients it was always a little bit of a gap on how that they could position themselves as being advantageous Over an encumbered.

When you have the greatest network of the greatest words but you’re more expensive and a customers with a competitor and they’re in tender what are the things you can say what’s the position you can take.

Interestingly or maybe not it seem to be a continuous process that sales people would take a level of arrogance or you would say Aeros we’re better than everyone else in their approach and potentially forget about whatever relationship Costa I had after all you are the best network you have the best resources in this particularly tender presentation I had a very good old friend of mine in the presentation with three or four other sales people the primary sales person to sit next to my friend very professional I didn’t give them any advantage or anything but at least he knew I could they could trust me and I can trust him Anyway the presentation began and to be frank it’s one of the worst of ever so now what I was hoping to see was the fender present on their capability their network the resources in the types of innovations they could bring to this customer because all in all because that was so large with such a scale the heart that the pits for them could’ve should’ve been here is what will do for this and he’s all the other things we can do so that the customer may see broader value then just paying more for the same service that had to be something in it for them.

What do we get nope the salesperson spent 10 minutes berating the incumbent talking about how inferior the incumbents network is how many problems people have with their network how high risk the customer was for being with the supplier. They are firstly when you tell C[image: 🤍] oh that they are at risk from being with the supplier with the CIO had made the decision to be with them and never had an Audi it’s not a great starting point it’s kind of telling to see over there an idiot and they’ve planned Paulie was naomi humility about it all as a sales pitch went on it continue to parade and put down the incumbent supplier their competitors I could see my friend looking at me and I could see his face was oh shit we’re fucked.

Blind to this a sales person continue to boast about the merit and continue to talk about how poor the income and was and how many customers I’ve had to rescue.
The CIO started to get defensive and explained that they actually did have a good handle on their systems and IT and so forth which was the insinuation from the fended that they could really help them with technical expertise and resources and secure everything so rightly or wrong Lee their approach of being high and mighty we can do this better will come in and rescue everything even if it was right was received like an attack on the credibility of the CIO. At this stage even the CFO and read the room and were probably only 10 minutes into it he looked at his phone Then he looked up and said my apologies I have an urgent matter to attend to I’ll be back 90 minutes later that the CFO hadn’t come back that meeting finished we walked the sales people to the lift the CFO popped out of his office and said in a very last loud voice of those fuck wits got out of my building yet now I’m not really sure if that vendor had hurt him or not but it was certainly loud enough for the CPO and my main contact to go red in the face .

That night my salesperson friend who was an innocent bystander in the picture kind of trying to salvage it called me and I’ll still remember us words may words mate fuck my oh my god I’m so embarrassed I wanted to slide under the desk and hide mate what a shit show Then he said what did you think I said mate did you hear the CFOs words when we walked out and he said no and I said he said get those fuck wits out of my building. He said do you think we can salvage anything and I said mate I think your time is down there and it was the following meeting they were immediately taken off the shortlist and the customer proceeded to consider it to other offenders.

What’s important in this is another fended did win the sale from the incumbent for other reasons I won’t go into but only know what is the moral of this even if you are the best leave and you have the most fantastic product you have to be very very careful about how you explain why your product would be the better place to go because in this example everything was said in theory was fact to the CIO and CFO it was telling them that they had made bad decisions they weren’t intelligent in the event of choice they were putting their company at risk and there felt that their credibility was being test. During the sales pitch no stage did the sales guy ask if they have had outages had they considered diverse infrastructure what sort of challenges did they face they simply basically be rated the competition now you hear time and time again don’t talk down on your competition and Who knows sometimes it’s relevant but always relevant only if the customers flag the challenges with a competition potentially and what they’re looking for certainly you can print out their concerns by telling them everything that’s wrong with their decisions with no background it’s literally the death wobbles out the door


What’s appropriate and watch just isn’t


Now I know what I’m gonna write this some people are gonna go oh my god this coming true you really shouldn’t say this sort of stuff blah blah blah and then I what I really I’m said before I think honesty is the best policy in the conspiracy learnings so I want to tell you a little story of a sales process very very wrong.

Around a process with multiple suppliers all of them equal equivalent to be able to win the business however as that process closed one of the sales people started to become quite desperate was clear that budgets and pressure was looming and the pressure on the customer became significant now to this day as Customer and I are still in 100% sure on the intent of the language However it just caught us out and to be frank for him he felt was amusing but pretty unprofessional.

The particular salesperson was of the female persuasion I’m not gonna discuss books age race anything like that this is all about language and all in all who knows which way these sorts of conversations could go on either side but in this case it was a female.

During the course of the tender response she petite to continue to drop pricing and come up with new office these were being received well and it was heading in the right direction or at least not completely dead. However as the process progressed the language became more and more seemingly sexualised Instead of using words like I’m prepared to offer you the best rates I have executive support the business is very keen to make our mark in your industry we are happy to work with you or whatever spills it’ll be the language was very different and to be frank I can’t recall all of them but one statement said to the chief procurement officer stand out to me I stand out to me not only because they were maybe badly worded but also by the fact that he immediately called me to share this language the way we will provide you a discount was worded as I am prepared to drop my pants for you. Yep you read it correctly I corporate executive sales person in the modern world of the female persuasion using that terminology. Now I said I wouldn’t but I would the female was pretty attractive young dressed very professionally but potentially slightly provocatively which is fine not delivered just pressing through Waze she felt would impress now that term maybe a bloke could get away with it maybe not it is sort of in unturned but a mid 30s send me quite attractive female singlet procurement they will drop their pants was just not the right language now I actually think it was innocent it was just a method of communicating of being maybe one of the boys but I also put the CPO in an awkward position was she offering some form of favour what she potentially suggesting some form of bias based on sexuality or whatever to be honest I didn’t know but in this modern age just that one statement had him run a mile.

The Addams stead story

Many years ago I worked in a large telecommunications company. And I wanted to share a story that to this day blows my mind now I’m not really sure what lessons anyone will learn from this beyond maybe a little bit more customer qualification and due diligence which organelle isn’t such a bad idea however this is one of those sales stories could create urban legend but this behold it was true.

One day one of the sales guys walked into the office and he said that he had a customer that was going to be a huge sale and I mean huge in those guys he was extremely excited and had been out to meet them numerous times top bunch of people great office vibrant atmosphere the business was going to go down the path of re-selling telecommunications services in some capacity and had advised that they wanted to do a deal on mobile hardware now This was sort of unusual because at the time there were major hardware providers a little like Apple now or Samsung back then you had middle players text pack telly Pacific etc that were the mobile hardware supplier so if people wanted to buy in bulk that would go to the outsource. Now I’m not saying that it would be incredibly impossible for people to buy hardware from our organisation they certainly could in the might’ve been reasons for it but usually they would buy them with plans this particular customer had decided to spend $1.1 million on mobile hardware with us now this was an exciting sale as it was unheard-of and it’s still had Martin in it back then our sales person was extremely excited. He was a little bit of a what would you say assertive chap mind you in over the course of a couple of weeks on numerous occasions without trying to sound like a party pooper I had said to him mate are you sure It does sound odd why wouldn’t they go to a wholesaler after numerous quizzes of him I got shot down fairly aggressively to basically say they done they’re due diligence it’s all been approved by management just basically shut the fuck up which I did.

So anyway the order was approved the paperwork was approved everything was in order the next thing to do was for the delivery it was agreed that the customer would receive delivery and our friend the sales person who would build up a fantastic relationship with them would go to site with them and kind to celebrate it was formally approved that they would provide a bank check to our company which obviously has full security and there would be no risk he delivered the hardware when he got there they invited him in and they spent some time together they signed all the paperwork provided the goods provided the check they didn’t proceeded to kind of celebrate and discuss the next steps and how much still looking forward to doing new business they also asked him just to help with getting all of the things packed away in so forth all in all it was a very positive afternoon and was extremely excited everything have gone very well.

He left the office and proceeded back to our office with the bank check your right back in the office late Friday afternoon and provided it to the business.

Fast forward to Monday morning i’ll try a morning meeting jumps on the blower to give him a call to see if everything is okay and checking for the week as they have more business to discuss but he surprised it was no answer after 9 pm he rang and rang and rang at this stage I said to him that seems really hot nobody is answering the when he said well maybe they’re just busy he proceeded to ring till around 11 o’clock for which at this stage things Roca in the bank check it been received it been banked no cause for concern at all but with us in Izzys and probably ripping a bit we were telling you we think it been ripped off but who’s gonna buy $1 million worth a hardware why didn’t you take the check back on Friday I will I was still in the office with him on Friday at eight me there anyway just to prove us wrong and jumped in his car when he drove out to their office their office was in Industral state in the western suburbs of our town about an hours drive from the office oh my god now what happened next was one of those young person sales lessons that still blow my mind and yep the shit hit the fan he arrived at the office defined it abandoned completely literally empty.

And why when I say empty nothing just a vacant building no office no chairs no computers no staff no signs on the wall nothing literally skinned.

You can only imagine how he was feeling unbelievable it was around about that time I think around by about midday that the word got out the bank check was a stolen bank check and it was actually worth worthless they had innocent it as if to make it look real and the reason they kept him at the office until close of business Friday was the banks were closed for the deposit so nobody had any way of taking the check into the bank and showing them the check which would’ve immediately met with this is fraudulent
As further discussions in his investigations procedures he was obviously extremely investigated in relation to the process procedure but all in all he was an innocent victim of a South African telecoms fraud they would go into a city or town or country it was extraordinarily elaborate set up a very small shelf company coming from and businesses and do the same thing apparently they have done it in numerous countries around the world What it happened over the weekend is they had completely packed up cleared off in the way out of the country good never to be found them never to be found I have not spoken to the neighbours that not engaged and the rent has been organised under false names and so forth baby back then before digital identity is etc these things for easier but all in all we had a sales guy to leave at $1 million worth mobile switch in today’s dollars is probably $3 million worth help them pack all the services away get healthy under goodwill so that he couldn’t get to a bank with the check and then be rocked for that amount of money it’s probably one of the largest frauds I’ve ever seen I’ve seen a few of them in my time and fair to say Brantley execute so not sure what the moral of the story of this one is but just to say no matter what you do out in the marketplace due diligence appropriate checking and appropriate process might save you in this case this was a company of professional looking friendly people well-dressed business names brand names documentation in fact they probably spent $100,000 on it and when you think Jason that’s a lot of money but when you going to defraud somebody from million dollars Then maybe worth it then selling the services on the black market for maybe 60 to 70% of the value for a massive win


Recently I was chatting with an old colleague who was made his way into the training circuit I totally know how he ended up like that is apparently a training elite sales people or executives and I worked with him and it wasn’t 100 years ago he was an office assistant to me beautiful guy hello Glenn but I don’t ever recall him running executive sales team this or anything like that he was pretty genuine still younger anyway we got chatting online Annie mentioned something that I used to know I thought you know what it’s worth sharing. This one is worth thinking from a physical of physical philosophical point of you as everything else I was working on a high technically challenging environment where there was always customer issues around rollouts outages billing problems e.g. the early stages of telecommunications that was always a problem always a drama and Despite that you’re always expected to bring in your business.

However every time you went to meet a customer you want to talk about new products new services expansion you always hindered by the fact that they would raise the service issues and the jobs you had on that work needing to be resolved cotton upon an idea and I still work with this concept today and was about compartmentalising the shoes versus a future put simply at that stage I carried two books one book was service issues management the other one was business discussions we would sit down and we would go through all of the service issues and I will take notes to them and I would give updates at the end of that discussion I would say anything else that I would simply close that book quite visually slighted side and grab the second book and open it and then start to talk about talk about business opportunities because to be frank if you’re in a meeting with somebody and you’re talking about issues problems anything it’s off track and this can happen in the first call caller anything you do it you will always die loot the opportunity talk about what you need to do so in a long-term relationship with a customer is imperative that you deal with issues and problems and make sure that they are viewed as being dealt with however it is also important to be able to park those things and move onto anything and not crossover in the two it’s also important way to simply figure out that if there is any business opportunities at all possible while you have other sorts of issues one of the biggest challenges with large corporate accounts is customers will get buried in the problems and the issues and this will hold back selling other products for opportunities that view you as eligible for those services if you can’t fix the other problems however if you can position that there will always be things to deal with but you’re managing them and your petitioning them often that used to be done by specific service managers account manager as well discussion you can focus on what you really want to talk about


	One of the things about sales.

What are the things about sales people and sales that seems to get swept under the carpet and misunderstood and could possibly be the greatest lesson for Cooper Nancy’s in the history of any book your web for it. Souths people particularly in the corporate world can be labelled many things many nasty things to me said about them off on from people with inside the company might be jealous of seeing Big With the fundamental art of selling always will come down to one thing no matter what you cannot fake a belief in a product. Sales people go out into the big wide world every day and they stand up dressed to the nines teeth clean haircut etc etc except for me at some stage so far existence and evangelise for the company that is paying them to do so however if you want to think of a preacher or assailant what’s a mention you put a heat fantastic Satanist into a church and get them in fridge about God oh okay that’s probably a bit heavy so somebody that has no belief in religion at all maybe maybe not they could stand up on a Sunday sermon and convince the parishioners of the love in God that I was suspected many people would tensely see through it would just be a human thing that will be able to tell the person isn’t of faith now maybe they would get away with it once but would they get away with a day after day after day after day after meeting after meeting after meeting I would suspect that it wouldn’t take long for the townsfolk to go you know what I don’t trust this person that believes that they are true to their work. So maybe that’s a bit of an interesting analogy and maybe not a great well I don’t know but if you consider that sales people have to truly truly believe in a product she Cecila stand up in front the public in front of their peers and promote that product now sure maybe there are used car sales people win that’s a good old joke even though there’s millions of new use cars sold every year around the world every single person sells one of those cars categorically ruin peoples lives it is a service buying at 234 year old car a demonstrator khara Castor euchre but used car sales people get the Guernsey for being the dodgiest people but in corporate and enterprise sales which is significantly more sophisticated the salesperson is the sophisticated beast they are usually tertiary educated or seasons professionals with a lot of training under their belt the one thing they absolutely categorically must have isn’t it is a very strong and confident belief in their products now that product will be the service the people that are around them the people that deliver it so if you think of Teleconference I’m so cross the salesperson has to believe that the project team will be professional and confident and passionate like them I have to believe the engineering team of got the product right they have to believe the people see the billing team i’m gonna be diligent about intimately implementing the solution and above all they need to sincerely believe that when they’re talking to a customer the product of their card to live at is superior for whatever reasons from the other people if they truly don’t believe this they cannot sell the product and you’ll see time and time again sales performance successful but they fade they fight with Vale deliveries fail transitions you may have systems that have a massive outage in sales people for themselves when will the next outage happen again the problems won’t resolve the problems continue I guess like anything like a relationship if they have doubt they have problems it’s not gonna be able to sustain it so what does this mean and what is the message or the message series don’t underestimate how much heart and soul and passion sales person or hang their head on for the company that they’re working for however that is not an endless tap companies themselves have to make sure that they actually deliver the greatest sales people the world really won’t be able to sustain selling a crap product because not only the companies reputational end up being poor the ability for people to stand up and evangelise for the product in the market place all equally suffer top sales people will be attracted to companies before well the deliver well the treat their staff 12 manage their process well and those the time without those sales people that’s comings will simply struggle and time and time again companies end up getting the stage where they go backward get bought out and then to recraft and taken over because of this problem this is fantastic messages all in all to all staff working company so if you really hate your job right the company will you have somebody out there trying to sell that company for you All in all everybody benefits of everybody pool same way together.
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Planning your day.

These days so much productive time is saved by working on video conferences however all in all it strikes me that management businesses or whatever still want people out on the road and face-to-face Van and Self can be exhausting and it’s ironic if you get say somebody on the road that does 500,000 km a week to sales person Maybe chalk up a similar amount of kilometres to somebody that drives a cab maybe not but all they have to do is drive a cab with the sales person has to actually arrive somewhere and then perform the driving has nothing to do with so where am I going the idea is to make sure that you planned your drive now they could be many things in cells are meant to be all about planning planning planning what’s your forecast when the deals coming up what else do they need what’s your plan what’s your account plan etc etc but one of the forgotten the things in general is that being a human in the world how many go see other humans deal with traffic traffic jams schedules etc etc is the tiring and you want to be is it best to possibly can now I’m not gonna tell people how to suck eggs how do you hypnotise them selves or meditate that sort of stuff people can do whatever they want it’s about practical things that I’ve seen in my life work and one of the very simple things even that might be a pain in the arse he’s planning the next day now think of it this weigh back in the 90s we used to use a street directory the kids find an absolutely hilarious that we start this book with all the streets printed in it I find it even more areas to think that because Gee Street will being built if you have the wrong book it might not have even have the strips to keep updating the book otherwise you could arrive to a suburb of the page blank have no idea where you going anyway one of the things I used to do when I have busy schedules is ice to plan my route actions to photocopy the UBD pages and print them off and then know where I was going but let’s just extend on that what I didn’t know it’s what the traffic might be like these days the great news is you can plan drives with a GPS so you can see what the best route so how long it will take but there are a few little things for people to get tend to forget what is the parking like when you get there you can be well planned now are you going figure out GPS but get there and go oh shit there’s no parking here on Friday so parking 600 m away and running down on the 32° day already stuffed by the time you get to the meeting and then you’re meant to be cool calm and collected so one of my tips will go really important meeting I’m not saying so I’m more ask them what the parking is there don’t be scared to ask if you have an appointment see if there’s parking if the readers tried to take it ironically let’s say you’ve got a new client and they need to let you into the car park it’s not that great opportunity just to get to know somebody that let you into the car park they see you in the space is the new woke up with them you have a chat you might they might be in the car spot talk about your car what the car is all he’s likely if you go back to the warmup talk session you gonna see a nice Kia car there somewhere and certainly a blokey thing to do would be you might find some common ground just on the basic thing of parking somewhere elevator chat to just the other thing you can do is when the sound man but if you’ve had a really important to you alone practice you’re out the night before and or if you don’t have parking go there and have a look see what the place is like there’s nothing worse than again you’ve got a alright you’re going to block C unit D 15 Smith Street and you get there in the hundreds of different businesses have absolutely no idea where it is and you’re late and the matter what anyone says if you walk in 1015 minutes late to the meeting some not all but someone will have the shits or there might be somebody in the group that was being tracked to the meeting and they’re sitting there waiting tapping with toes waiting for you to arrive no matter what you say in their mind that we’re not very important if you can’t be on time The other thing that I have done which again seems absolutely ridiculous but if for example I’m in the south end of the city and I have an extremely important meeting it’s on the very north end of our city which is broken words I could actually have a drive an hour to an hour and 20 minutes to get to Lanie in WhatsApp gianni meeting or it’s 9 o’clock in the morning for those ones I’m gonna try to be the first meeting and whatever else in the day after that hopefully work backwards from there define a meeting with some long distance from my home all my office that should always be the first meeting A because I can go there straight from home and be if I am in a meeting at say 10 am which is great time people of got into work the relaxed settle over the fact that water Corp conversation been on the toilet sing my notes 10 am is great time so I am to be there at eight or 830 somewhere close but go there first go there get your parking make sure you set up if there’s a coffee shop close by great park in no you there know where you going and then go and have a coffee have some breakfast last thing want to do is drive from hour and a half and run straight into a meeting if you start stuck in bumper-to-bumper traffic you gonna carry that negativity into the meeting it’s just hard to get away from site give yourself enough time to get there by maybe even an hour so if you set a 10 o’clock meeting and it’s an hour and a quarter drive leave at 7:30 be there at nine find parking have breakfast relax and then be in their office 10 minutes before the meeting you look professional you look sharp you’re relaxed you fit water etc
And by the way if then when you walk into the meeting after your big breakfast maybe not a great idea to have a big breakfast and maybe avoid eggs etc you don’t want to have to be running off halfway through the meeting if they then suggest you I won’t we go for coffee always say yes always. Even if you had three coffees it’s probably a bit too much before a new meeting so yes do not tell them you’ve just had breakfast there now yeah maybe the idiot on the counter will go are you back again and that can be used as a good thing as well because guess what what do you say then yes I didn’t want to be late for your meeting so I got here an hour early how do you think they’ll feel when you tell them that but make sure you tell them that. Now adding it careful but clever dynamic to this often on first meetings I will suggest to Customer would you like to just get a coffee because often the meeting is a coffee how many times do people centimetre yes I would have an intro coffee chat people fly around the world to have a coffee chat so why not walk in there and say hi let’s go for coffee and then make it very clear that you’ve already been inside I’ve got lovely coffee here oh have you been before I got here early how did yes I didn’t want to be late even if you’ve been able to establish in okay sounds pretty superficial what if you got have a good chat with the server at the catello when you get back be parochial within the friendly smile and they like with black and again you demonstrating are you that she meant David B that you were punctual he put the customers waiting so important to do it made the effort to be there very early that says a lot to Customer because it shows you give a shit and also that’s what Customer has it all though They want people to give a shit about them and their business but particularly help them with the outcome if you’ve gone time if you shut up if you’re early you demonstrate in those basic steps that are your company pay you give a shit don’t underestimate how important that can be to a prospect



Now as soon as you read that word I would expect literally every corporate sales person on the planet knows exactly what I mean but I bet shitload of people that wouldn’t have a clue work means of thinking sandbagging sounds sort of disgusting so what’s this put out there every sales person has an annual budget monthly budget so on and so on and no matter what people do in year one and year to the business expect the same if not more it’ll be frank often if you’ve demonstrated a high capability sales they might improve your salary a bit but then improve increase your targets but sales is the funny thing is Ebsen flows you get lucky he good luck bad luck in your Goodwins yes The harder you work the more boys are having the air like you have but budgets chains staff chains markets chains we all know what that means so one of the things sales people do to cover their arse for the next year is Sam back sandbagging mean simply this you’ve met your target you don’t have any accelerators to bringing any more business he probably gonna pay higher tax and loose after money so you it was resolved to the fact whatever your salary will be and you have customers that are ready to buy new store paperwork the contract documents whatever industry are in to let them rolling to the new financial now why when I say here I think will shock almost everybody certainly management I’m gonna say that sandbagging is an excellent idea and I 100% believe that sells people who want to stay sane sane should get good at sandbagging. Let me explain it really doesn’t matter how good you played last season sales people are like athletes or sports people that every year have to go out and before the only difference is they don’t have enough season how do I get to that later month on month except for a few days off in a couple weeks holiday short holidays they don’t have an off-season most professional sports might have 20 or 5 to 35 weeks ago have 15 to 17 weeks of a year now yep the people are training and staying in doing all I sorts of things with the end of the day they’re not having to perform in the church whether or not they scored that try to the team win or lose souths doesn’t have enough season but it does have an expectation companies that it’s always one that will always before every year yeah you might get a few months wiggle room and companies even six months but the end of the day if you have a target in $2 million and you write 2 1/2 million in year one and 1 million in here to there gonna be complaining they’re on when we were not 2 million even if you exit the targets are you so in the interests of sanity as part of pipeline building I recommend for the mental health of all sales people well I don’t give a shit who exists that manages executives or whatever they are that you send back and you make sure that you start your new year if possible not zero start with a rather start with something that will help you because the longer you start to chase through the year the harder away so if you make your budget exceeded all made enough money hold off that paperwork and let it roll into the next month don’t worry about other people sales trips holidays their prizes worry about you I don’t care about you I care about whatever they get you worry about you there’s nothing worse than having no off-season whatsoever which is what Celsius in starting that new season at zero now obviously every industry is different and every situation maybe different but if you’re in an industry where you’re expected to potentially write millions of dollars a year across multiple deals and within that period of time you’ve got to your target you’ll feel a lot more relaxed and probably a lot more confident when you look at that sales board and you see revenue on the board and again sales managers forget very quickly there very quick to turn around and say oh look out this guys win the whole lot of businesses here what have you got on the car if you close a whole lot of business in the last month the last year and probably spend the first month of the new financial year implementing it chasing it up doing that and again you’re already behind sorry Manager Work sorry Directory sorry shareholders whatever you think the greatest way that you can have a successful business is that you have used to have your sales people who front your business and who are your brand have a good mental health feel confident and feel like that they have money in their wallet and think of it this way it was an old sale Street no matter how where you were when you’re selling keep $100 bill in your wallet never to be used because you always feel like your cock money you can feel confident that you’ve got money you’ve got wealth cause you got that hundred dollars in your wallet or to me that sale on board in July is exactly the same thing you’ve got a start You’re not zero

Learn to say no.

Now you’ll see this in every sales book I guess and this is all about building pay you and saying things like I don’t know the answer to that let me come back to you now that can be good e.g. gives another opportunity to come back to Customer gives you a call to action and also demonstrate Simon saying yes yes yes yes yes but a lot of people will get into marcelo saying yep we can do that solid someone yet we’re very good at that because they’re there to sell themselves so they’re busy saying yes yes yes yes yes and again has a sales trip they might say let me come back to you on that I don’t know what are the things that can build a huge amount of confidence in a customer beyond actually telling the truth which I highly recommend of course within reason we can get to that e.g. managing calendar see that section is a sign oh no we can’t do that and here’s what we don’t do it customers are very comfortable with hearing know it because it makes the yeses real in the business I worked in we kept our service back relatively narrow probably to the death of it to some extent as time went on however the fact that we can say to a customer no we don’t do that we were able to really flag and highlight why we don’t put more to the point why we do what we do and it’s hot as customers might of love what we did Fiji we work in a particular industry and I love the methodology in a similar indispensable could you help us with this anyway by saying no assuming that it is impossible to do being clear about it just builds a lot of credibility no we don’t have the tool set to deliver the type of service product or capability that you’ve asked for there and I were the years you’ll see lots of customers to go I would like this company because you know I asked them to build things for me what do things and they come up with it and yes that can be great but it’s often fraught with problems because the customers expectations one thing the companies ability to deliver them or another how many stores have you heard What sales person says yes yes yes nick can bring the whole company reputation down the concourse a lot of conflict so saying no it’s very powerful and should be considered as powerful as a capability because the demonstrating that you absolutely excel and focus specialise in what you actually say yesterday and if not gonna water that down


This is all too hard

What are the things that I find interesting it’s apprising as the customers perception versus the sales tax perception gonna get a couple of examples of the experiences I’ve had that was so polarising so interesting in itself and were thinking about doing any corporate sales process it is common to have a presentation of final presentation or amid tender presentation whatever commonly they’re booked for an hour and a half or two hours in my industry and I’m sure it’s so many other industries where they have to tenders.

In those presentations you very much get very different outcome some people be highly prepared very detailed something very sale Sunday will be very factual some the wall really nailed to be frank someone and I will talk about one story where I felt was one of the best presentations.

One thing does stand out One particular vendor will never stick to the timeframe of the presentation time and time and time again over 15 years I’ve seen that vendor if I’m not there or via customer feedback to have a two hour allowed a slot but then take three hours. The interesting thing about this is when I talk to the vendor their feedback will be amazing what a wonderful presentation we were getting on so well it was going so great we ended up being there for three hours etc etc they really gave us a lot of time we felt we really got through our things well.

Timer timer for 10 when I talk to Customer they will turn around and say oh my god we couldn’t get rid of them out when I’m on and on and on one of us had to cancel another appointment they kept saying can we have a bit more time to have a bit more time and I said do you know what we just wanted to stick to our time frames and why am I not completely ruin the bid it wasn’t to the most part an advantage to take more people’s time they felt that they were being greedy the time in indulgent and beyond all else the fact that there was a lot of time for two hours which should’ve been enough it made them look disorganise they weren’t able to plan prepare and present and that reflect poorly

Another angle on the switch it was very interesting was a customer major pharmaceuticals company working with a major vendor and getting very close to a decision the vendor was very enthusiastic and really really wanted to get inside the customers business and demonstrate their interest in learning in the ability to deliver value for all intensive purposes sales people love this and management because they’re doing workshops are getting engaged to getting inside the business. However in this particular case which was towards the end of a fairly long tender The sales people wanted to go visit one of the warehouses and distribution centres now the person was leading the team that had pretty much never been to one in their lives because they just worked in an IT room.

They rang me and I said you know what this is just getting all too much they really want to me to go out and spend half a day going through the distribution centre I’ve never been there in life it’s just I know they’re enthusiastic and they want to demonstrate they understand our business but it’s just getting too difficult for me and in that situation the enthusiasm of the vendor trying to really get under the hood of a customers business really demonstrate that they’re interested was actually pissing them to Customer off I don’t like this if we have to do it all this all the time it’s just too hard we think we’ll just stay where we are so I guess I’m listening that is it’s gonna be presented as easiness gotta fit into a customer wants to operate what’s the companies executive management want to qualify things and want to reinforce hell they want things to operate and I want to sales people to demonstrate this deep engagement open customers just want to get on with your work figure out who would fit their best business and move forward so that’s a very fine line in a balancing act and often I’ve done and over dusted in sales teams

So let’s play it out- your sitting at your seedy office Corporate dragged you back to 3 days a week, its 10 am Tuesday morning, paperwork piled high from invoices to orders to contracts with a dimly lit fluro light flickering above. You’ve got a major report to write for the visiting CEO who’s sprung an unexpected deadline on you for an update on the “penski file”. You’re very frustrated because the train was late, it stunk and half way to work you had to hop off as nature called badly (due to the late night kebab after one too many beers at the footy club old boys reunion the night before),  so you were late and by the time you got to the office you’re favourite coffee shop had run out of coffee beans (yea I know what you’re thinking can never happen but go with me here).  The only thing that will save your quivering mind and get focused to finish the report, is to be able to lock out the world, (without Warren the office “talks a lot but does nothing literally everer” who is also the nephew of the CEO interrupting), with you’re favourite tunes  on your new state of art digital screen air buds. Ah yes the saviour. But where are they? You’ve scoured your pockets twice  . You’ve rummaged through your desk and even the briefcase that you never use. No not in the bin with the greasy toastie rapper you got from the second worst coffee shop when you were forced to coffee downscale to.  And like a flash, you remember you can track them. You’re not that tech savvy. To be honest you didn’t remember you’d actually had Warren talking at you for 15 minutes about his new membership to the “one on earth you assume” ferret owners club!  say “ why don’t you just track them” ? Warren thankyou and please fuck off now” (you used nicer terms”).  You open the app and as the tracker searchers your heart sinks. It’s not with you “I must have left it at home” damn no hang on that’s not home, that’s um that’s moving, what ? Wtf it’s now 2 suburbs a way.. it’s still moving. At that moment like a bolt
Of bitter lightning it strikes you.  Remember that urgent call to nature.  Well what we hadn’t mentioned was it was a relatively unpleasant process. Not only did you say good bye to the prior nights kebab in an unholy ceremony to the displeasure of fellow
bathroom goers, you managed to cut you’re finger on the toilet roll dispenser whose edge belonged to  a plastic surgeons knife and you’d had blood pissing every where.  In the panic of stopping the flow and trying to desperately dispense more paper from the toilet paper guillotine (which in itself is usually one the mysteries of modern society the “one sheet of paper at a time public toilet roll dispenser”) you neatly placed your earbuds on top of it!  Damn Fuck / Shit - @#.. !  Damn - as you watch the app you realise it’s not in the toilet anymore it’s found a new home!  It’s on its way somewhere in the opposite direction to you.  So you press the alert Button.  At that moment the phone rings. GENIUS!  Like a saviour’ you feel genuine Christmas Day excitement. Your wife was right “put you’re phone number on the box, brilliant”, perfect timing..  you’re sweaty palms grapple to press the green answer button.  You answer trying to hide you’re excitement (thinking you also need to sound assertive you don’t want to pay a ransom),  “hello can I help you” - silence for 1-2 seconds.  You sit with patient excitement the train coverage may be a bit shitty “hello” you say, can you hear me”….  Then you hear “Oh hello sir, ”?  “Hellooo” you enthusiastically state.  “Oh excellent, how is your day today”.   He asks (but doesn’t wait for an answer), “good”  he says for you.. You think we’ll it’s going to be better. And then it hits you like a lighting bolt of your own crap. “Well Mr Sir, I’m ringing to be on behalf of acme electricity company, can I ask you a few questions about you’re electricity current supplier”?  Before you could even move your now quivering lips he proceeds. “Acme electricity company is calling people like you to offer a great deal on you’re energy can I ask you want your monthly consumption is?”  You’re still silent. Is this a joke? Was my headphone guy having a prank you thought?.  “Um” You said. “This isn’t the best time Um” he then said “that’s ok this will only take a few minutes” ….  ARRRRRR. FUUUUCCK! This guy is serious, this isn’t a joke. He’s about to wheel off the most overdone canned sale speel You’ve ever heard (200 times this year).  At that moment you feel a burn in your crotch, damn, You’ve now knocked over the remaining gulp of shitty coffee left, You drop the phone, as you look up Oh fuck no, it’s Warren he’s coming like the fin in jaws, no don’t tell me, he’s got a fucking ferret in his hands!  nooo - as your  mind is a about to explode, crotch is burning, Warren and ferret approach you look down and notice your finger is now bleeding all over your new white shirt and then you hear the phone and realise oh shit this guys still talking! You put the phone to your ear and here “and as I said we can help you save up to 5% off
Your bill would you have one handy”? 
“What” you shout ? I said do I have an Electricity bill handy”? “Well as a matter of fact yes I tend to carry my electricity bill everywhere what a fucking amazing coincidence !  “Oh great” he says! He actually believes you!  At this stage Warren is sitting across from you stroking his ferret with a super weird look on his face, you’re finger is throbbing you’re sore tired and had enough and you finally lose it. Your shitstorm of a morning is finally about to explode “no you fucking idiot who the fuck carriers their electricity bill around with them on the hope of your call, now fuck off and stop fucking ringing me” you slam the red Hang up button with the Most Aggressive bloody thumb action you can muster and slam your phone on the desk.  Warren abruptly gets up and leaves.  The ferret has just clawed his neck in the excitement!

Now,  there you have it a day in the life of a telephone sales person!  And it’s you! You’re the caller.

Ah you didn’t see me going here did you?   

But there it is.

Our salesman / rep / bdm / client partner / telemarketer (whatever fancy title you’re given to a shitty activity) you’re allocated a morning cold call session as budgets are looming and you need 2 more sales.  But you have absolutely ZERO CLUE what the fuck is happening at the other end of the phone! EVER! You NEVER DO.

But you allocate 10-12noon on a Tuesday as that’s “the best time to catch people” !

So what could you do?

Can you do it better? how do you get off a call where you’ve had your arse handed to you and immediately call the next suspect?  FIRST CALL!

Well First remember it’s fucking really really really really fucking hard. And thousands of people do it every day. In fact our Warren hating mate back in the office probably gets 20 of those calls a day! Does anyone ever think what his days like? Or do they just start Speeling ? 

What you may not have noticed there were a few little lines that in the art of fairness and sacrifice is worth a try. To me it’s polite and is just worth considering.    Let’s play back the call but ad a few lines wherever:-

1) “thankyou for taking my call”. -  now not too pushy but polite. It also announces it’s a business call. 

        2.      “The reason I’m ringing you” (must at least have some tepid relevance).. then the kicker to me
        3.      “Have I caught you at a good time?” 
Now that is such a dangerous and bold question. If we think of our Mate above we know the answer.  We knew it reading his story (but didn’t on the call). Now who knows what shit storm people are dealing with but hopefully you got the picture -  in that case the answer was no. However what if what you’re selling is higher value. Wouldn’t you like to ask that if you were the third caller that day?   What a relief for that guy you actually gave him an out, you showed empathy.  But more it opens up conversation..  let’s play it out.  “ hi thanks for taking my
Call I’m xx from yy and I’m calling you because zz have I caught you at a good time”…. If he says no go away then you had no hope! If he’s moderately busy he may say - not really or I only have a minute etc… -  if he’s doing ok you’ll probably get a yes…. We’ll from then your platform is very different. But let’s step back. When you get the No if the person at least stays on well you kind of have a no but… so then is your chance to be a normal reasonable professional human being. “I understand is there a better time to call” . Now again our mate above anytime would be better and that was an extreme example. But imagine a moderately less pressured situation but the person does have Warren in the room and doesn’t have time to talk. They have their earbuds and just need the report done.   By asking if there is a better time to call your busy etc.   You may genuinely get a “actually I’ve got a major report I’m in the middle of”  Fridays are better!   And that’s it. I haven’t promised here absolutes - just options, for
You the sales person - you don’t know what you’re meeting on the other end. Some empathy, options can often fl gain respect. So you agree to leave the person alone, wait 2 Fridays and try. By then he’s forgotten you or more willing to take a call and you know Fridays are an easier day usually for him.
You call again “hi it’s xx from yy we spoke the other day, how did the day go, did you get the report done” ? Now that sounds cheesy but the spirit is the same. I recall a customer had an ERP rollout.  He told me. I left him alone. I called 3 months after, refreshed his memory of my prior call and then asked how his project went. It went great he was really proud and wanted to share the good news.  Now after that can you imagine his reception? I’m his new best friend. I respected his time. I understood he had priorities to manage.  Also I was genuinely interested in that project.  The speel at that stage is almost always guaranteed at least a fair lesson as you’ve had some negotiation and compromise already.  Sales is all about trust in my opinion and if you show zero empathy for your client why would they trust you. By understanding their circumstances, being professional you won’t will them all but you will get earshot of reasonable people and also potentially not burn a future client by giving them the out in their moment of trauma!



Are you getting too close.

One thing I have observed particularly large long-term strategic accounts other relationships that are buildup between customers and suppliers sales rep Deception bay account managers or client partners these are people that have to interact constantly with a customer and they build up very close ties often lunch together attend hospitality events etc Now this would vary from trade to trade so I can only talk for the trade I’ve subserved and also my own and something that I was taught by the master in my tribe is that you cannot times become just too close to a customer it’s hard to test figure out exactly when that happens sometimes it be when you do business together that goes the opposite direction e.g. do you work with them to help you with something there is usually one obvious signs that will emerge where potentially the friendship bridge has occurred and it can be very damaging to business and it goes something like this over the course of a month and year two years 35 years when the customer need something it is a transaction is a professional and friendly transaction but it is a transaction there will come a point where the word favour will occur a ghost something like would you be able to do me a favour I’m wondering if you could help me with What happens is when you get too close and again this sounds cruel but the expectation of the provision of some degree of services as a complimentary component of friendship occurs in consulting roles I have seen it happened to myself. I will have a great relationship with a customer do plenty of work with them but then over some period of time usually many years the meetings will merge into lunches and so forth in the customer will great great pleasure in meeting with me over lunch but there will be some only simply providing them free information or helping them do things where usually I would charge for this may be providing the market information and guidance nothing confidential with generic information and they go thanks mate can’t wait to see you soon and go off and do the work themselves in fact as I type this I’m going to have lunch with a customer of mine who I am extremely fond of he would have to be one of the sweetest people I’ve ever met he’s been a reference customer first for many years however probably the last five years why we would lunch a couple of times a year have a drink talk regularly and I adored him would meet me and tell me how he had gone and done the job himself and how proud he was at the results never once did he seem to tweak the payment minute why didn’t you use me any more and really was I taught him a lot and maybe a budget restraints order for a bit instead of fighting to get the job for me it was easier to let me down and do it himself because it was hard for him to get the finance to use me and he knew I would understand because I was a friend think of it this way if you were very close friends with somebody it’s a lot easier for them to let you down then if you’re a professional business colleague providing a service you’re also more likely to ask a friend for free advice guidance favours or free service. This is in an evil thing if humans interacting in business I’m not saying that you can ever avoid it i’m just simply saying that potentially the most successful people are those ones with a little bit of distance a little bit of ruthlessness and if they do develop a friendship by very clear with that friend that that shouldn’t impact the professional relationship and how much you depend on that as a component. if you think about this can also be offensive though if not managed well e.g. you’re now great friends with this long-term customer and you’re not prepared to give them advice to favours Gaw whatever and you make it very clear that your service isn’t free. You actually see this a lot in small businesses where young people start out they might be making candles or Viking cakes family and friends who use them or refer them and they want discounts or freebies I’ve got a friend that does this my sister could do this for you everybody wants a tree want a favour and if you have a friend or relative that’s running a business or starting a business the worst thing you can do is asked for them to do it for you for free or discounted or favours you should play full retail price to help them with their business and in a way it goes the same right up the line If people feel like they close and you’re you’re a friend and you’re a trusted supporter they won’t even really know themselves that they have turned their expiration expectations into friends and family style relationship and you’re going to lose out

Good talker is really (I mean rarely a good sales person


I don’t know about you guys but I have the last five years whenever you’re streaming through social media how often you hit with these e-commerce sales guys tight singlet T-shirt man the fast talkers build your own website learn this to learn that learn how to do remote selling blah blah blah Seems the Internet is absolutely shit with these people and I just can’t help but think I guess they make a living maybe they do but if you’re reading this now tell me are you sick of those people and do you would you ever trust them faster they talk the shop at their tongue is doesn’t impress you or is it just make your eyes roll over I see Tony Robbins massive had a right onto that my screen basically takes the whole thing up and I gotta say I just cannot scroll fast enough to shut him up that’s probably one of the great things about social media is the ability to click and move forward and not have to hunt free remote control and move on anyway if you’re with me on the spirit of that within reason I think it also rolls into business sales corporate and a price and of course even consumer that most of this story is focused on what we cool the medium to large end of town there’s one sales person I’ve seen bounce across some of the largest organisations in our trade feedback is is really got a sale he sort of they’ve done on that one and one and a half year did to you space been lucky enough to manage sister move and follow them he’s a top bloke I like him a lot so don’t get me wrong it’s not really a personal criticism it’s more for professional one. i’ve been across numerous deals where the customer have really just had enough of the amount of dialogue that would come e.g. they might ring him for a simple question and they would know that the conversation might be 10 2030 minutes a lot of qualifications a lot of reinforcement etc etc expected in his mind he assumes he is a fantastic salesperson and doesn’t miss a beat but to the most part I’ve experienced it put customers off one of the customers I’ve adored you always make me laugh.
She took great pleasure in the sales processes of things and we always had some fun she used to go out with a supplier go to lunch with them and give them a present and then at contract time in the last present she gave you was a pencil sharpener I assume you will get the metaphor if not she said contracts coming up that’s for you to sharpen your pencil She took like pressure and having a bit of a laugh until occasions this particular salesperson Mya was involved in the bed and again she quite liked it but every conversation was a talk it was a talk. So she developed a own cunning little trick she would ring me to deal with him One day she rang me and she was in a hurry and she said I’ve been talking to was calling Fred Fred and I figured out how to benching she said I need you to ask him something PS I just can’t face calling him today but what I want to do with this. She told me the question she wanted me to ask and then she said but I need you to start the conversation with this for your own sanity ring Mann say Fred i’ve only got a second because my battery on my phone is about to die can you tell me then let him answer the question as soon as you have the answers she said hang up you can then separately send him an email later saying apologies I was on the road didn’t have the charger.

Now I’m probably show you at all agree that if a customer despite liking a sales person does not want to get a 10 2030 minute conversation of when they want to interact even though he’s generally being friendly and generally trying to build rapport as a sales person well that’s not a good sign for her to ring me give me a strategy of how to hang up on him and then she couldn’t face talking to him was the death dolls. I also remember another occasion with a large hospital group the salesperson had from what their view was an absolutely fantastic relationship with this customer their description went something like this I get on great with them we always got on so well win me in a coffee shop once a week in the morning we talk about everything with the football the weather the weekend it’s just such a friendly relationship I feel very confident that I’ll be able to get business with. Ironically the customers perception was literally the opposite it when something like this he never giving a natural word and sideways and I really have no intention of expanding the business with the supplier but I am required to meet with them because I have some supplies so instead of meeting in the office I need to be in a coffee shop have a coffee let them talk about the weather the weekend of the footy and completely irrelevant things to me so I can just get the meeting out of the way get back to the office and get back to work. Now I focused a lot on relationship and the value of trust in building trust but there is also a point of personality and where a customer may want to have some level of control in the conversation and the relationship is it all adage is you’ve got two ears in one mouth use them we sort of forget that are times particularly in the large into town when there’s a lot to talk about however The same principle is never changed it is wise to try to be fairly concise with the customer as bunch as possible I’m not saying that if you’re at the footy with a social event you can’t chat away all you like but in basic day-to-day interactions where you’re involved in the transactional type thing Things quite brief particularly in a tender process where it’s a simple exchange of information every exchange information is definitely not an opportunity to re-qualify the customer back to the customer reinforce your value it’s more about gathering information at times sales people need to remember to stop selling.
\ Sorry but customers lie-

i wanted do add this little story not
Really
As a corporate learning of such, just something that still cracks me
Up when I think of it. In the last century I worked for a newspaper
Called the Gold Coast News. A news Corp publication. I managed the mermaid beach to tweed coast territory. I was in my early 20s and I have been talk my way into a sales job in life. It was actually very interesting and I will digress little bit the story of this magazine it was a full colour A4 A3 size newspaper in gloss paper that was affectively a lifestyle newspaper it was fantastic I really loved it it was probably my favourite job ever. It had motoring dining Real Estate became a really big part of it and advertising agencies jobs it was a door a weekly newspaper that was delivered for free to people‘s homes just like the normal local paper but something a little bit more upmarket and trendy a fantastic idea I thought.

What was very interesting though is the history of the paper was put in as a territory protector back in the day local newspapers were the thing that was very profitable and the large corporations own literally hundreds of them around the country every week the local paper will come out in my area the leader would be the bullet in the sun the star the mail there always called something like that at night. In Melbourne there was an absolutely vibrant local newspaper business owned by one of the major corporations one of their competitors massively smaller planet with a great idea to come up with a fantastic lifestyle Tyler Mack newspaper and cut across their territories they didn’t cover everywhere but they cut across some of the more affluent areas in the very strategic about the delivery it was fantastic and receive well and people would great read the glossy colour and not the local newspaper it was a huge risk to the large News Corporation So what did they do they bought the name rights Thor every other state in the country in the same name of that that newspaper they’ve ended literally exactly the same same newspaper and launched in Melbourne Sydney Gold Coast and Brisbane and I was part of the Gold Coast unit. For magazine or newspaper as you a call is extremely successful because Real Estate did very well in it and yep this was before the Internet before Real Estate domain etc so Real Estate was all about the newspapers and when you had a full gloss colour newspaper the agencies for cosmetics and so forth and Real Estate realise took a shine to it. Anyway it rained for about two years long enough to basically bankrupt the competitor in Stockton steal their idea and stop them from going anywhere else which to this day was a pretty incredible lesson for small business owners on our large business will just absolutely be ruthless in blocking their competition that was a big lying to me for the other learning to me was our managing director was actually also managing the local newspaper.

Over the course of two years we started taking more more business from his local newspapers because the advertising agency started to go with us I believe it was at a stage where one of the major cosmetic brands took an eight page advertorial in the Centreville magazine and removed their ads that he called New York and said this things gotta go you gotta shut it down.

Without any notice whatsoever we released I think maybe our 80th magazine and the date launched we were all in the office for our weekly meeting and the sales manager general manager called us all out and said everybody gather round that was our last publication we are now officially closed some of you will get offered redundancies some of you will be offered a transfer within the company you have half an hour to pack up your desk and we locking the doors for good when meeting at the bar across the road to get wildly drunk and that was the end of an era the end of a fantastic job that I love probably more than anything else mostly because my territory was all on the beach and mostly restaurants are used to shout me breakfast lunch and dinner one hour every visit them because they also love the newspaper anyway that wasn’t really well what I want to talk about here but it’s a great story Eleanor and I first couple of weeks of learning the print trade I was an advertising rap and we would go around and talk to the various customers in the territory and the rule Waze customers that what you would call the repeat customers that they like this certain position in the newspaper probably the most interesting ones with the car dealers because as you would know in newspapers they do a lot of sales in of cars in the newspapers particularly high gloss colour ads on this occasion we walked into a massive car dealership it was the largest one on the coast we welcomed in given a cup of coffee and sat down with the manager at the boss whatever he was. He said to our my trainer and I guess my peer marie who is one of the funniest guys I’ll talk about it later but also a fantastic salesman Mari I’ve got great news for you I’m gonna do a four page spread we have a huge sale I can’t do anything else that I want to come back next month and then will be blocking out huge. With some more general chitchat he walked with us out. I was super impressed and Murray was extremely excited. I said that’s amazing what will that be worth of thousands that was gonna be a huge commission in those days anyway the month went on and it was time to go back to get the copy for the ads and get on with it the standard process was to see the customer they would give you what they want to put in you might send out photographer to do all the photographs you’ll get all that wording there theme you would come up with concepts and work with the editors to come up with the advertising was always a bit of a joint effort but the newspaper did most of the hard work so we headed off to the dealer and he should’ve seen got a cup of coffee sit down with us and said what can I do for you guys Marie little bit confused and said I’m here for the full page spread this but said you want to do last month The room has met with stunned silence was that staves I heard it I have one of my big learnings in what I would call business or corporate sales which was really my first hurrah at it to be honest even today I’m astounded by astounded by it. He said and I quote Murray I lied. To that Murray jaw dropped to the ground said what do you mean you told me to come back and you had a huge advertising campaign you wanted to do and he goes what can I say Mari we’re used car dealers ! Said it so calmly and starks are happy joking way for a minute I thought he was joking and marie did but he wasn’t.

It a big smile on his face to be frank a grin from here to here and I guess as a sales guy himself he probably took a little bit of pleasure out of taking the piss out of other sales people and could see through any of our Speel and tricks.

I just couldn’t believe it and to be frank I don’t think Mari could either but what happens then really taught me a lot about Mari as a person and I guess having a thick skin and the trade.

Murray started laughing. He could see the amusement in the fact that they were car dealers and they had just completely lettuce our sales guys young sales guys up the garden path he taken great pleasure and got him him all revved up about the sale only did drop in in the shit. Something probably happened to car dealers constantly where consumers leave and fall into that big black hole of promises. With that we finished explaining pleasantries and once again walked off Mari should his hand had a laugh and said he got me on that one talk soon. Interestingly enough they did. Murray I quizzed Marian and I said I just can’t believe that and he said mate that sales particularly when you’re dealing with other sales people you’ve just got a cop it on the chin don’t take it personally. He was slightly annoyed but he was also quite amused what is interesting now is because he took that with such good humour and effectively joined in with the laugh of the customer he did do a huge amount of business with that customer it just wasn’t the right time that month and it was the easiest way for the person to say it but Murray didn’t burn the bridge didn’t crucify the person for what they were And gained many sales from him throughout the course of the time I was there after that. What I learned that day was the circumstances change commitments can be made that aren’t real commitments there just put offs the time wasters or whatever but you can’t take it personally and you just have to soldier on through Don’t play the situation play the man in this case I think the car dealer took a real Shine to Murray because Murra my saw the humour in the situation.
Mari was a very funny guy I lovely guy I like him a lot I learnt a lot from him I learn a sense of humour I learn patients and most of all I want to roll with the punches and just keep moving forward. I would say to this day he is one of the funniest people I’ve worked with and I still remember one of the most senior financial managers from the business was visiting and our payslips were being handed out Mari opened it and he used his usual joke he started shaking his head as if there was something seriously wrong with it and he’s is stated quite loudly no no no this is wrong this is far too much I can still remember the look on the senior managers face from head office looking at Murray thinking is he actually saying that he’s unhappy and he’s been paid too much all in all it was just Murray’s quick wit and funny view of the world.
As a side note I also recall that at the time I was a fairly skinny kid and a bit of a muso and I did have quite a resemblance to the very famous Australian artist known as Johnny diesel (later in life known as only Diesel), Murray had done the typical Aussie thing and come up with a nickname for me. I was affectionately titled “two stroke” around the office!
Get your marketing department off their arse. (What’s in a logo)

In the spirit of one of those wonderful 80s movies I can’t particular think which one maybe was actually called this merges an acquisition is something that has gone on for decades and decades if not for ever. Particularly in the corporate world in evolving industries companies acquire companies. That’s all good well and good and there’s a lot of good reason for it.

It’s exciting thing to watch an industry evolve and players by business after business after business after business if you look at companies in Australia like TPG the amount of brands that they have the same thing for Vocus same thing for Aussie broadband it started to emerging that mid 2020s.

This will be something in all industries but I’m only referencing telecoms particularly in some of these companies have probably probably household names To most.
M

Now merger stories out of the way one of the things that company seem particularly bad that are changing logos on merged businesses. Let me explain company I acquires company be. Company a merges all of the services and products intercompany be. The staff are brought together some rationalisation occurs. Now unless that company is deliberately maintaining that specific brand name say for example TPG keeping Vodafone as the mobile network name Them there is merit in the marketing teams getting off their arse and updating collateral. Again this sounds so particularly petty but that’s sort of the point of the stories you just don’t know where it might be relevant. Let’s take company a has acquired company be 6 to 12 months ago and they’re pitching to a new customer The documentation for a tender response is received some parts fit list company are in documentation of some company be some company see you might have a description of our product works but then in the project implementation description or the service levels whatever it has company bees documentation or logos or names in other words it might be one consolidated beers bin for one consolidated corporate manage service or solution in whatever try that is but then 1234 different themes different logos different brands across some documentation.

In the presentation the vendor ghost great lengths to explain the value of integration and how well things are being soon together that the business is fully merged and fully converged and won’t be any issues with finger-pointing.

However the first thing the customer notices is it there is no consistency with the documentation there are multiple brands as noted above I’ve had numerous situations over the years we are a customer looking inside how can I trust that they’re fully integrated and fully collaborative if they can’t even get off their arse and change the logos on the documentation to One. Over the years of times I’ve actually quiz the supplier on that have agreed to say yes with it really slow we need to update the document and I’ve said is it one service is it one solution I said I absolutely we’re just waiting on Martin to update the collateral.

I have seen two major deals go pear-shaped and lost by a potentially favourable and good food vendor based on put simply the documentation brands being inconsistent to each other. Again it sounds petty but the customers viewer if marketing can’t change the logo how an earth could the engineering department have fully integrated as well because this all starts up at the top.

Senior management are not always the answer
Time and time again I’ve witnessed a phenomenon that seems to be endemic in modern corporate sales

Arise the “executive engagement”.

Now this one is definitely going to bruise a few egos and might really shock a few somewhere over the last goodness knows what 10 to 20 years we’ve seen the senior management final meeting evangelists arrive on the same and/or were still the first meeting where they need to stand the authority in qualify getting involved. If you look at large corporations and track the history of these Singh management yep most of them probably have a degree in business where they act out most of the study in their mothers basement got themselves into the family company or somewhere in the finance team or the business analytics team whatever very rarely with a door-to-door road dragging their arse around doing front in sales or a merge through basic door-to-door jobs I’ve started off in one rap and in reality smart as they may be as mature as they may be vacant often carry in air of arrogance and often come across very similar to each other in separate organisations e.g. I have set in many meetings with senior staff weather outside please and I’ll be in the intro and I have and a vendor be vendor sees senior level manager state manager or CEO managing director or whatever and after the meeting with Customer Care go well I’m not better off
Nobody is really differentiated their selves they’re all just the same exact ones are a course that with the CEO of one major provider is in Australia and then his counterpart at one of their competitors also one of the largest companies in Australia after both meetings I’m no better off I really haven’t got a clue after all of that. And point is how much actual selling experience or dated a week to week month-to-month hard-core sales to these people to it’ll be fair to say that 80% of the time is managing internally either managing up or managing in town doing reports document strategies managing staff‘s behaviours etc etc. They then get wheeled into a customer meeting in a meant to dance so in a way even though they might be highly intelligent and a lot of them very quality people if you comes just a little bit of her mind you know what’s bigger than your you know what it’s a bit of becomes a pissing contest. One of the meetings I said I think the meeting half an hour for meeting talked about the persons favourite exact favourite exotic holiday spots now my procurement contact had a great old chat with him and our really assumedly bonding except the fact that what he didn’t realise is the procurement manager was on about 150 grand a year pretty little bunch of anywhere I just kind of just pissed him off. I’ve seen numerous instances where the deal is done it is one and then manager Wilson and I after the meeting the customer says I don’t want to do business with someone so and again these people inside the business are the big guys in town they’re in charge they’re the boss so they walk in and we all that sort of authority and power and sometimes a customer can be intimidated or just frankly feel that the egos are too big for their art for their room. They also might the times feel sorry for the sales team and run a mile.

It’s fair to say that the new trend of senior managers coming in the qualifying I’m over qualifying everybody practically at the beginning is a hit and miss situation I’m not saying for sales people not to do it and not to develop executive Piering engagement but we very careful to not make it seem like the executives are putting the customer on trial and there to talk about themselves and all of their own. They must be briefed about the customer particularly if they are the incumbent supplier and they go in and ask questions about the customers business and not actually know about it and I’ve seen this many many times. If they make promises they need to be able to follow through with and they really need to be briefed on what the actually therefore the meeting is about how they can have otherwise have how they can add value otherwise I can come across as very superficial.


The master of warmup talk

As I scan through my book to see what I’ve captured I did a search on the word weather as I was absolutely sure I had kept this but it seems I had it maybe it was just so obvious and it slipped past.

In the early 1990s I had the fortune good or bad to get a job as a door-to-door vacuum cleaner salesman with my then Godfather one of the greatest sales people I’ve ever seen one of the things that I learnt from him was around

Quite a few interesting habits that I have carried through in my sales life and I have observed great sales people do the same I don’t know if it’s conscious what but in general it seems to make sense.

I remember arriving at a customers home with him in Sylvania in Sydney Australia a fairly average home Brickhouse assume three beds pretty simple sort of home.

I can’t remember the weather and most of the time unless it’s a massive storm boiling hot freezing cold the weather is the weather there all the time. Anyway we walked into the lounge room for this demonstration and Nick immediately started talking about a whole bunch of stuff in the garage it turned out that the people did pottery they had a whole bunch of pottery and a pottery wheel in the garage that was to the side when we walked in by chance his wife was very interested in those types of crafts as well also he said. He started talking about the pottery in for the first 5 to 10 minutes that’s all we spoke about it was actually really pleasant the prospect was so excited to talk about it and they really build a fantastic rapport.

The thing that really struck me is a 21-year-old lucky was I hadn’t looked around at all when we walked out of there I turn to the right to have a look in there it was playing for the eye to say that I hadn’t noticed we did get the sale and referrals and had a fantastic evening I said to Nic after it I didn’t even notice those things. That’s when he’s lying to me and maybe it’s pedestrian that when you walk into somewhere observe and talk about your surroundings find something of common interest might be a football scarf might be kids photographs on the beach or somewhere you recognise he said everywhere you will go you’ll recognise something that you can find common ground this is a fantastic lesson in life if you’re trying to build some sort of rapport but the other thing said to me was absolutely confronting. He said everybody just talks about the weather but let’s suggest that 70% of the time just an average day so if you always sleep with the weather it’s pretty superficial he said so unless it’s a cyclone or the heat wave I never ever talk about the weather I make an absolute rule that I cannot talk about the weather that means I have to find something else that keeps common ground to talk about now in the corporate world the office surroundings the view the decor common ones people use but if people end up in the office of somebody there is generally gonna be personal interests around from family photos to sporting events to whatever anything isn’t just talking about the weather is a better conversation in the initial stages.

Yeah for Road warriors I add another one to that in the modern world and that is traffic or commute or delays now while it is a real go to to talk about how much traffic there was how many people were on the train etc etc a little bit like the weather it doesn’t always go down so well when somebody arrives to a customer meeting and complaint about the commute even though it is a common discussion in capital cities with congestion tends to start a conversation on a negative note.

To arrive at a meeting on site Jesus traffic‘s busy today all the schools back in isn’t it how long does it take to you get here I hear all the time and while it’s fine it does send a message to a customer it was a bit of a pain in the arse driving to and then maybe their offices in a shitty location it is much better to find something positive to talk about even if the Makkah nation is wow I haven’t been in this part of town for ages jeez it’s great isn’t it lots of restaurants must be buzzing e.g. something that is common ground not negative while this again sounds pedestrian if I had a dollar for every time the first conversation I see from sales walking in his how hard it was to park at hard it was to find the place how bad the traffic was or how crappy the weather is I would certainly be significantly more wealthy than I am today.

Everybody’s busy

If you haven’t figured out by now if you’re only new to the game or if you’re reading this for shits and giggles you’ll find that there’s a massive amount of psychology in sales it’s quite bizarre to be frank how much there needs to be.

As I’ve said before the human night in the sales process Never ceases to amaze me. Now I don’t know if this is right or wrong so I’m gonna let you was a reader ponder it
If you’re a customer/buyer Reading this it be interesting what your perspective is of course I can’t talk to you tonight. However it is fair to say that sales people’s habits of appointment making and diary management is directly related to a customers perception of the value in busyness of that person is.

What does this mean in real terms what size sales person has absolutely nothing on and a prospect contact them or they’re trying to figure out an opportunity no matter what and it’s almost to music they will never say I’m completely clear all week‘s clear etc I will always go I have a window between 10 and 11 on this day or two and three on this day in amazes me how often I see it And the crazy stupid as it sounds it’s almost a requirement because it’s forced by customers because if a sales person isn’t busy it’s already an ex against their name people want to deal with busy people because that means they’re in the hand inside by this false diary behaviour they appear busier than they are. Now the reason I know this is bullshit is it I talk to actual sales people get to know them and they tell me the truth but more to that is when the market is quiet for whatever reason I get more contacts from south people than anybody because they’re looking for opportunities if you were them are really open really honest and I’ve got to know them very well and personally I like them and they will just be frank to say yeah it’s quiet haven’t got much on the very open with the diaries but when it comes to the customer always have to play this game and it really is a stupid game but again it’s psychology nobody wants to buy from an unsuccessful person somebody that isn’t connected somebody that isn’t busy so the false diary is something that like it or not I recommend



Welcome to Tuesdays
Many years ago, I worked with a wonderful interesting colourful character I have a huge amount of respect for the heart and soul that this person has and anybody that knows he knows him to be one of the most genuine interesting and back your word the sales people on the planet Barnard.
Two things about him that really stood out to me it’s no matter when I arrived at work in the office between maybe seven and nine earlier on very odd occasion he was always there he said it up like a home his desk was absolutely full of colourful interesting home like things.

When I started there it was a very competitive corporate Business where it was doggy dog and even to today a lot of people I know in that business who may have been inverted Commers ranked higher than me still seem to have some area of looking down on me even if in reality I’ve made more money had more freedom more tournament and work more in the role of done Little digger side it’s fair to say that he was always a pleasure to be around I still remember his beaming smile when you would arrive first thing in the morning and his trademark statement where he welcomed you to whatever day it was welcome to Tuesday he would boast the other thing I remember about him was he pulling me aside and helping me use the company CRM to prospect that’s the story for another chapter but getting my head around the CRM leads contacts histories all that sort of stuff is absolutely key in a lot of corporate sales jobs and I suggested people take plenty of time to get the heads well around it so they can track down whatever Info they possibly can tickly finding Customer still haven’t been in touch for some time but might of worked with the company in the past that is key
Despite being a massive corporate organisation there was literally zero induction into Running managing to CRM which was extraordinarily painful and probably the biggest piece of crap Sarah Mcgrath used however he took the time to help me find customers help me run through and help me work through particularly finding what I would call Lorraine through that state he said to me just remember this this is Wass Telecom that is who you working for it is your business you’re a sole operator and your trading the currency of your time for this organisation to make the most of it and learn all the tools in the trade to do it he was absolutely brilliant His moral compass in dealing with customers was outstanding he was very good at working in the non-for profit sector and dealing with charities because they just knew he had that level of insincerity.

Ironically though she had a quirky dress sense nothing particularly unusual and I really don’t want to dig into it too much here however he was quite quirky he had two aspects of his dress sense that would different to other people now he wasn’t a cross dresser or anything like that he just add to trademark looks now probably things not commonly worn in modern society not completely unknown but not commonly worn what blows my mind about it and you may recall my stories on pink suit man is how polarising those tiny things were to customers you were dealing with a guy that was exemplary in his technical knowledge absolutely high moral compass fantastic mentor supporter yet because he would walk in with one small piece of clothing he was often dismissed and also remembered for that again each to their own everybody brings their own trademark and personality however it never ceases to amaze me as much as we are meant to be very open-minded and excepting and understanding how deep down in the corporate buyers conscience very subtle things that aren’t the norm might distract them from taking a person seriously so maybe the next time you want to buy that really Lary English style stripey shirt it’s quite confronting the pinstripe shit Sue the crocodile boots Excessive drooling jewelry or even dressing down casually it’s highly likely wise to think about the dress sense of your target audience if you dress like them immediately at least been able to fit into the norm again this seems to be something that people pretend isn’t real but I’m sorry it is
Are relationships important

Ah I apologise in advance as this is going to be one long chapter as there is a lot to cover.

The really annoying and simple answer is yes, no, maybe! - all of the in between.

It’s fair to say they can help or hinder.

I’m going to share a bunch of examples and let you decide. >

Harvey Norman Christine - does she had a good relationship

We ran a tender for a huge multi national.

At the end of the process it came down to. 2.. It generally does..

Vendor A - ultimately won. It was not an incumbent

Vendor B - was surprised at the loss. There were also not the incumbent. vendor B was the cheapest. Vendor B had an “excellent” relationship at a Senior Management level:

Vendor A won out on overall solution and tool set.

The reason Vendor B was so surprised not to win is they believed the relationship between their company and the customer at a senior level was significantly superior. Now to be drank if was kind of. The Senior Manager knew the customer for years. They had a professional and courteous engagement over many years. However the relationship is wasn’t what they thought. It’s not that it was but it was just a professional. That’s fine. But it wasn’t anything more than that and the majority of the relationship was forged where the contact was at a competitor anyway. So it certainly got them a seat at the table but didn’t make much difference. However here’s the kicker because of that assumed relationship the sales strategy leaned heavily on that assumed relationship. As the “relationship holder” was Senior they could dictate to the sales people on letting them lead. However this person who I respect greatly is an absolutely brilliant operator. Excellent manager, excellent at working the internal process, committed, dynamic. However not in sales all in all. Now that’s again fine but if a company hangs sales out to dry if they don’t sell well equally they must assume sales has a value. On that note what I have observed a lot particularly in the smaller business space that if the Senior Manager can build a relationship with CEO, Board or Owner that works quite well. It’s not complete but it has a massive kicker. I have heard many times a customer CPO etc SSR
Crusader me are the board member hair is connected or we have jewel boards or our board chairman is well connect with their board chairman it’s often the boards that are very well connected so that’s really were thinking again that’s slightly different that is Etto ownership board senior level when it comes to standard business the sort of relationship where I’ve got a good relationship can probably almost breach that probity limit e.g. it’s a family member it’s a cousin or The fact that they’ve not just met in the boardroom and shook hands and have this professional relationship have spent time I like it not on the golf course going out for dinner and ending up in Wheeling themselves out of some CD club at 2 am in the morning together and then laughing about it the next day and doing that over years and they’re definitely people across all walks of corporate mostly life that that has currency and yep it sounds pretty cheesy but if it’s a genuine connection to the stage where they can sit in some seedy place together for hours on end and you you’ll let your imagination do the work well they’re obviously gonna have a level of trust with each other that goes along way and the things with a lot of senior managers they don’t and can’t and wouldn’t go to that level and I’m not saying it’s a good thing but it is what it is.

Wednesday for example a large corporation signs a contract with a new supplier although tend to go out together and celebrate it there they want to go out for the drink together at the end of it the senior management isn’t there mostly is it so on one hand the semen is got a great relationship on the other hand the celebrations the high-fives the drunken we gonna make this project work and then the actual sleeves rolled up and making the project work done by the front and operators the sales people the account managers and the customer operations people so when it comes to a renewal or comes to a new opportunity it’s those guys that are playing on the front end of it where it makes a difference.

So what am I mean by this I mean you can leverage your senior management relationships you can leverage the board but don’t lose sight of the fact of what a sales person is I’ve gotta own the process they’ve got a play their cards right they can’t lean only on a senior manager no matter how powerful they play they need to guide them they need to control them if the senior manager is gonna enter a presentation and I’ve seen this numerous times and talk for 20 minutes about how clever they are and all their achievements customers eyes are glazed over I had a customer presentation for 90 minutes with the first 29 minutes the senior manager talked about themselves the customer said to me after it what a wanker simple as that deal gone I didn’t like him.

…………..
f
Full of those sales people out there that are seeing advice left right and centre in training all of this I want to tell you something that might be some level of reassurance. This is definitely for young guys that’s gonna ruffle a few feathers.

I started my day is out on the retail shop floor companies like Myer freedom furniture Etc. Electricals all manner of products I then was given an opportunity to work in direct sales through my godfathers as my dad had been a door-to-door salesman for 40 years and I had watched every high and low imaginable given he was a commission only salesman open it I really only got 5 to 7 years of understanding just how hard it was if I knew it all before he dropped out of a heart attack on the way to one appointment when I was 16 and he was 50 oh
I then moved into advertising sales from his limited managing territory which then after some time in that progressed into the telecoms industry I had 12 years of direct sales work working for major Tacko comms companies potentially globally recognised names and then I moved into a consulting role where we provided benchmarking in tendering for affectively government and top 1000 companies where we ran tenders my job is to find corporate business retain and manage tenders benchmarks etc.

Now I’ve manage to raise a fruitful family on one income in one of the most expensive cities in the world for 20 years I own through multiple properties and I’m pretty crap with money to be frank.

I’ve worked for major News corporations in advertising sales vacuum cleaner sales major retailers and major telecoms or ICT companies always in a sales role always face-to-face with customers always with a target on my head And always in a corporate enterprise business development capacity.

In my role over the last 15 years I have attended over 2000 shortly e.g. a tender might have five or six different fenders on it there might be two meetings there might be a shortlist final meeting so on and so on so I’ve seen a lot of same same same and that’s one thing that struck me in working through this book I want to look at find hundreds of amazing anecdotal variance of what one person did terrible emoji on purpose did great as you’ll see through this but there isn’t hundreds of them to the most part I’ve watched very professional well presented sales teams with select presentations articular interesting people present and that’s part of the thought process everybody is trying to show somebody the fantastic edge what they did write what they did wrong however a lot of sales processes and things are death by 1000 cuts as much as the ravage corporate sales person will either be triathletes an alcoholic a comedian a verbal master etc etc e.g. they’ll bring something that is electric to the table the majority of them to get hired into corporate and enterprise have a lot of consistent traits I they are motivated to turn up to work be they want to make plenty of money see they can generally talked anyone and will D they don’t give up easily.

I have also watched sales people I could think of at least 100 that I’ve met in the same capacity in competing companies Ezme they move from company a to company B and have equivalent success so if it’s all about the product how does a good BDM move from company to company and still be successful with a different product and why do I continue to feel calls from sales managers asking if I know any good BDM‘s they run a growth pattern they want there is something special about great sales people they aren’t that common they really are they do move up the food chain of sales as far as an organisation is concerned with the vast majority of them don’t end up running their own companies and they don’t end up in management is management want to keep them in sales so they incentivise them enough to do so but the actual win in a process can be so subtle so minor i’m being knocked out of a process is just part of the game now sorry if I repeat this and the editor hasn’t picked this up but I do remember being in the IT manages office or five company tend at where we were developing a shortlist and it looked up at me and he said Andrew please remember I’m trying to find reasons to get rid of Vanders from this list not keep them that was a really interesting lesson she get 456 respondents who are potentially Seymour pricing professional teams good engagement good documentation on how on earth does somebody shortlist and honestly you can be really fickle really fast really brutal but yes often just on the basis of The fact that only one vendor can win!

Back to the moral of this section in my confronting point one of the motivating factors of getting off my arse and writing this was I actually know I have the run right I have enough wins enough losses and I’ve watched enough processes to be able to be educational on what is fact not watching a textbook but what I have actually seen and experienced.

Was motivating to me is Singh and your number of people that I’ve known across the corporate and enterprise industry over the last 30 to 40 years who couldn’t sell ice in to somebody burning in the desert I’ve never sold anything and so at some stage I manage to flip and they flipped to politics Few of them sales coaching motivational speakers a lot of these motivational speakers have moved to that framework because in my opinion in general in life they were lazy they never won any big sales in the first place someone still actually doing that they flipped sideways to watch might seem like an easier side hustle I’m not saying that they don’t add value every person that I’ve seen out there that is doing training and coaching that I’ve known that have previously been in corporations were useless sales people are all they weren’t sales people little I didn’t add any value and the reason I’ve moved sideways into those roles is they burned up failed sales roles sorry again that is pretty heavy to say but I just put it out there to pre-warn people that are in a door-to-door sales role or a corporate sales role don’t beat yourself up for doing what you do if you’ve been there for long enough and making decent money and then you are successful you are a late something very special and I’m sure every day you open Facebook or tick-tock or whatever and you see these list of bullshit artist yes some of them might of been lucky written the social media wave God days what deals that made in the background door I think you can think of a few even if you say that but to the fast majority there would be thousands to the failed sales people trying to figure out a side hustle or Reinvention. I’m not saying don’t research don’t read consider these things but I am saying saying that unless the person has done 2030 years in hard grind sales I wouldn’t give them the level of respect that they ask for the people that can really mental you and help you are those people the demonstrator that success again if you look at LinkedIn resumes of some of the people you’ll see one year in one job two years in the next year and a half next in my experience in the corporate world it takes any idiot 69 months to find that fee and any stupid company a year or year and a half mostly to figure out the persons fault with weight and they both figure that out often that sales person jumps from company to company to company knows that trick for the fun of it go and have a look at some sales coaches sales mentors and have a look at a LinkedIn resume and you’ll see a listening of rolls where they have survived under two years and I also know as an absolute fact there’s one serve even remove companies and rolls off the profile even rolls or up two years

…………………..

Does the product matter

Throughout reality salespeople is coming to a realisation at times that your company is no longer sellable this means one of two things they you don’t believe in the product any more and therefore you can’t sell it this can be from many different factors or put simply the customer hasn’t the company hasn’t progressed with the time and you’re virtually standing in a modern day blockbuster video that him and die Was the thing but it’s been superseded by more relevant products if you’re working a fantastic company with fantastic colleagues that is incredibly difficult thing to realise and it can sleep under your feet over a period of months and years where slowly sales orders go down leadtimes blowout it could be a variety of factors where you’ll see very loyal customers choose to buy elsewhere or wake up for decisions or even if you’ve been out there so long some of those law customers have retired definitely a lot of companies rely on some form of comfort level with the customer and product superiority the Ra those times where is a sales person you really are trying to sell ice to an Eskimo and despite what marketing Guru tries to convince you that is impossible to sell ice to Eskimos no one can and you may find yourself in a situation where you just fighting too hard it’s just gets to a stage where you have to be prepared to go it’s not me it’s a product if you’ve been successful person in different organisations with good products It’s time to make a change. Seven examples of this in companies that you would think there’s so many examples of this in companies and sometimes you can’t see it for yourself but think a big Kodak was again how big blockbuster work was imagine you’re a CD store which was the life of the party imagine you’re selling Betamax when VHS comes to town at the moment you’re seeing this for example in petrol cars that are nonhybrid see Toyota with a waitlist for 18 months For products in the advance of electric cars if you’re just and SUVs you’re selling a standard petrol sedan I expect to experience on the sales floor somewhat different to what are used to be again but in saying that there’s still a massive demand for cars and if there is a shortage particular type of cars like site Toyota hybrids well you’ve still got a reasonable shot but imagine industry where this abundant supply of better tech It’s taken over what you say so it’s time sometimes to move on the sad as it is


Text book versus reality

As it stands today I’ve met literally thousands of IT Professionals.

They come in all shapes and sizes. There are those with degrees out the wazzoo, etc etc. Ones that are strategic but not that technical (lots of CIOS). Some amazing mad geniuses. Often they are extraordinarily hard to impress! Don’t even try. Many are very very unique and thanks to IT or alien genetic engineering for their existence (or both)‘otherwise national mental health care facilities would need to exponentially expand! As a side note a personal Thankyou to many of them to their contributions to small business in keeping pot dealers in business and without them maybe Willie Nelson would have well overpaid for his weed over the last 30 years.

Now that out of the way.. by a looooong way, by far the most incredible, resourceful, detailed IT Architect who has deployed or made fly IT environments ranging from the largest Banks in the Southern Hemisphere to 200 Billion Essential Infrastructure Projects, has not only
Not gone to University, I expect he’d be lucky to name 3 globally. He spent the early days on the tools and just figured shit out !
Rehearse the meeting

While it sounds pedestrian, annoying and just too much work I would not
underestimate rehearsing any major presentation where a team / group present.

When you think about it a great stage play / (and other thespian pursuits), require a great script / story and rehearsals. A great script may be let down by a lousy performance / poorly rehearsed.

In my experience of maybe 2000 vendor presentations regardless of product supplier, customer competitive landscape, those that were heavily rehearsed definitely faired better.

One vendor in particular I observed over the last 5+ years pitch was so rehearsed at least in first demonstration meeting I reckon I could even do the speel myself.! And they won often and often the perception was set in that first presentation. One procurement manager who was tough got out of a presentation and simply said after first meet “they are the ones”. Now this was a company they had not heard of before the tender!

Now what is also equally pedestrian is some habits that I’ve seen (one I thought was only an industry urban legend until I witnessed it myself), that in general appear to be either the ticket to the exit lounge or at least blotches on the buyers score page. Here are some of these in no particular order (all witnessed) all often either talked about, laughed about, complained about by customers. I have not listed these in any particular order and I’m not saying you have to be perfect it’s just food for thought.

1. If you are bringing management, support. Virtual or extended team to present with you, do not introduce yourselves to each other in the meeting. Yep.. I know you’re thinking what I’m thinking. Didn’t you rehearse? Meet in the coffee shop? The car park? But no, the team enter introduce themselves to the customers team and then to each other ! Nothing better demonstrate lack of preparation and unity if parts of your team do their first intros in front of the customer. Customers want to see a untied front.. (funny that).
2. Get the customer name and logos right. Again do some read throughs and try to ensure you have the right companies name in the presentation.
3. If you have props try to find a way to make sure they work. Now this one’s broad. Any industry could have a giggle here. In Australia when the mobile internet was launched, the then Telstra CEO organised a media conference. Now in the “rehearsal”, they figured out while the mobile network actually had no coverage where the press conference was. So they set up a booster work around in the rehearsal. Successful launch no one knew but my mate who is a techy in the press (or was). Expanding in this one I’ve seen product demos that don’t work, online system demos that are meant to be simple where the user either cannot access it or when in where can’t figure out how to use it. I think one of the stand outs which lucky was just an industry function was one of the largest video conference companies in the world promoting remote work where the video was so poor and laggy with their interstate remote team they had to give up the meeting! It seemed the internet was poor. Again maybe an internet link but CBD to CBD in major capitals should have worked.
4. Leaning on vendors to answer questions when they are not the actual manager and deliver of the solution
5. Insanely complex presentations that don’t address the audience
6. Being late
7. Taking way long overtime
8. Forgetting to charge a laptop or check what connectivity is at the customers premises to make sure the laptop plugs in and works.
9. Being too looong for the audience. Now I believe I have the prise for this one. Many years ago I had out together a telecommunications solution for a huge wholesale markets. One that has hundreds of whole fruit markets. The CEO had sponsored me in and we just had to get board approval. Now, the board of that fruit market looked like a scene from the Godfather (meets Grumpy old men). Old suits, crunched up faces, big rough hands. Big Moustaches. They had probably spent the better part of 50+ years starting work at 3.00 am! Accordingly the CEO board meetings regularly started at 6.00 am. Anyway my meeting started at about 11 I recall. By maybe 11.30 of crapping on about stuff they had no understanding was (young and no clue) 2 of them were actually physically asleep and snoring! Thankfully the CEO had pre warned me it was a risk. Now, I did win that deal however I guess as a lesson is plan for your audience and don’t bore them so much the Audience actually falls asleep.
10. Make sure if in the very rare instance there is a “dress code”, be it hard shoes, or suit pants you’re prepared…
11. Take back up notes as in case nothing works
12. Know the content. If you cut and paste out of product info and don’t know what you’re own stuff actually means it’s a pretty bad look and I’ve seen that numerous times particularly where acronyms are used for certain processes.
13. Be mindful of the use of fowl language
14. Arrive sober. Yep you heard me..
15. make sure there is nothing that could be considered obscene on the laptop / computer desktop. (Yep).
16. Let the customer know the size of your crew so you don’t end up room hopping when you arrive with 12 people to a 4 person conference room.
17. If you are the incumbent make sure your execs know a bit about the customer and their existing services (and issues).
18. Arrive at the right address. I have seen numerous times people despite having an address arriving at the old office as they “knew where head office was”. Now to be fair at times customers cause this as the invite says something like “kangaroo room”…. Eg they often forget to add the address.
19. Don’t talk over the customer.
20. DONT sit in a presentation tapping away on your phone when it’s not your turn to present, just put the phone away… and turn it onto silent
21. Confirm the meeting is on
22. Don’t complain about having to do the meeting (as you’d rather be out surfing or at the pub)!
23. Check any multi media will transfer on the big screen. Another fuck yo I did was convince management to hire an advertising agency to put together a partnership visionary video presentation with exciting sound and visuals ($10,000 later) only to then find the embedded video doesn’t play on the big screen! Nothing bette than having 15 people huddle around your laptop in a boardroom to watch your $10000 promo video on your greasy cat fur covered laptop screen !
24. Remove confidential customer files off your desktop.
25. Arrive..on the correct day. (Yep),
26. Do not ignore anyone as you NEVER know who’s the influencer
27. Be rude or demanding to reception when you arrive
28. Expect parking provided or complain it isn’t
29. Dis your competition without reading the room and doing it when the customer has opened the door.
30. Bring yourself treats to eat - also while this is my pet hate don’t bring you’re 2 litre cycling bucket of water and if you have to don’t drink 2 litres in the meeting and need to piss 4 times !
31. These days try not to finish a cigarette just before entering
32. Don’t linger at the building/ office foyer smoking / vaping
33. Wear offensive or polarising clothing
34. Leave the camera off when on video and part of the presentation team
35. Don’t worry I will leave room for some “dos”.. btw..
36. Don’t do death by PowerPoint unless you can speed through it and talk to it.
37. If you are going to stand to present and stand with your back to the audience, make sure they are not watching workman’s crack…
38. If you’re an incumbent get dirty laundry out of the way before or you front
39. If the presentation is interstate when ever possible be there the night before! Oh and where possible do No have a mate arrive with his pyjamas in his briefcase and proceed to drink into the wee hours of the night only to find him needing to be let back into your room in his underpants on his knees not knowing how he got there … (yep I know).
40. Just enough coffee
41. Don’t send Senior Management to do your dirty work, own the presentation and appoint them specific roles / tasks. Ideally more high level business vision, “your safe with us” themes. (Customers know it’s the people that have to do the work day to day that count.
42. Don’t pitch cost savings if you have no clue what the current supplier is charging.
43. No matter what a categoric shit show and disaster a customer has managed to get themselves into with their operations, set up, etc DO NOT rub it in their face. Now there is no issue with identifying areas that are risk, vulnerabilities, improvements or opportunities but in general it’s much better to present taking action on these where it’s third person story. Eg “you mentioned you have this challenge, we’ll customer xx did as well and we were able to help them by yy”…. In that method you are reinforcing experience and even reference customer. Rather than rubbing salt into their wounds. One on One maybe OK but when it’s a group audience it can mean frying an IT manager (or whoever) on the stake in front of their colleagues and they will be forced to take a defensive stance. It’s something on my trade I had to be careful of. A client hires us to effectively replace or enhance their expertise. That cba be very threatening. We would always be mindful of our language particularly where we find a customer well out of shape. Let’s say you meet a customer who’s pricing is so off it’s clear they were shafted (and we’d know) last contract. That’s the one thing we would know for sure, but if we pointed out that without having some back story / approach we would be done. If staff had changed it was easy we could all roast the previous staff, and they would look like experts bringing us on. However if we knew the staff had been in place since last contract and they did a shit job, we would tread as carefully as a cat on a hot tin roof.
44. Don’t play games. At one stage of my sales career there was a gag - a trend to sneak in a ridiculous word into a meeting. Before the presentation someone would have to choose the word. Some examples I recall. Elephant. Ginormous (we must have had a size theme). Purgatory, (used at a Catholic run charity entity)…. Audacious. Non Plussed. Using a term like “you must be non plussed at thar”, to the customer definitely raises a few wtf eyebrows! Anyway, you get the point. It was actually a sales presentation or meeting strategy to keep mentally sharp. Eg how do you slip it into conversation. But it was a stupid distraction to be frank.
45. All in all the mojo is this. Sort of try to consider the process as a type rope walk. Tread carefully, be practiced. Be calm. Bring the right tools. Have a safety net below you (your colleagues) in case you go off track and somewhat hope your competitors trip up and fall over. 100% some will.

It aint over til the fat lady sings.
I want to share a story from my early life in sales as a large telco.  Back in the early 2000’s there was a major retailer in trouble financially. Their CEO announced to the market that he was going to make some drastic changes to reduce costs.  He made savings commitments in the millions (before starting).  One of the areas was IT and Telecoms. They were in a bit of a mess and with a major incumbent and been there for ever. However, they were prepared to take all options. I won’t go into the big dance of the process, beyond saying this. After an epic effort we “a unlikely winner” won. We were appointed the business. We then proceeded to contracts and spent 3 to 4 weeks in the contract phase.  I then got a call from a Procurement “coach” in there, who was resigning and said 
“be careful I think the market has word and they may fuck you”.   Now, anyway, we got a call from the “head guy” saying that they have just been offered a cheque the size of a Sydney Apartment from the incumbent.  Now, from all we knew the process was finished and they would negotiate with us quietly. We were gutted.  But they said, we still want to trade with you but we cannot ignore the offer. We did the calcs and decided a) it wasn’t worth it and b) all in all it just sounded like BS and the CEO didn’t like the approach as the tender was finished and done…  All in all, the CEO looked after me, met with their CEO (left his limo running before the meeting downstairs), went up and basically told them to go jump (in an impolite way).   Now I really scratched my head on that deal for years and years. I thought it was just a tactic to drive us down further.   Anyway, one day I was standing around the work snooker table (losing) and talking about that company and that story. It turned out, my company were aware of the deal. I told the story of the one that got away.  It has always been my position that it was bullshit.  I said as much telling the story. Then, one of my colleagues said, no it wasn’t. My boss then said “he would know”! By coincidence the guy that sat next to me, (top bloke) not only knew about it, he was the sales rep in my competitor that offered the cheque! It was true! I couldn’t believe it was true and even more he had been sitting next to me for years and we had never just discussed it.  I guess nobody talks much about old sales deals.  The one comfort I had told myself was that we were never going to get the deal and the contract negotiation was a ruse, that was easier! It turns out that it wasn’t. The customer was 100% genuine and the contract phase was real. The incumbent had only been told they were still considering their options and to wait.  DAMN, that was like a bomb going off.  What a smack in the face. As the story went on, this colleague (an average sales guy to be frank but lovely dude), had been rescued by a last minute innocent comment.  When we were appointed the business, we had a strict rule. Keep it 100% hush hush.  Don’t celebrate. Don’t announce the win. Get the paperwork done in great confidentiality and then celebrate.    Sadly our General Manager was pretty ego driven and just couldn’t help himself. He organised a floor drinks at the local bar and took as many who would go. Bought cigars, champagne, the whole harrah.  Anyway after the celebration the team went back to the office on Monday and one of the girls who was friends with one of the team members said what’s the big Celebration about and they said oh we won XX Customer.

Well now this lady was very professional she wasn’t directly involved in the deal
At all but by some very now frustrating coincidence to me retrospectively she just happened to be bedfellows with the competitors account manager that was on the deal.

Add more salt to the wound is as the story goes the way he found out was she basically said in conversation when she was with him as a apparently innocent comment Tough luck on that account and he said what do you mean and she said don’t you know we’ve won it and he said first I’ve heard of it.

So according to him she hadn’t been aware that he wasn’t aware that he lost the account and up until that celebration of drinks nobody knew that we had one again he reinforced it was a innocent comment and so did she but all in all he was telling me this 15 years later and he didn’t have really any reason to lie He said she just assumed we knew and of course once I went into the business and I told them what was going on they redid the books and came up with a special offer to keep it

Now I’ve heard of spies send all of that sort of stuff in corporate espionage but this deal she had worked there for me over five years and I’ve been there for I think for years so it’s unlikely you would put somebody in as a spy for five years to prevent a deal you never know it’s gonna happen I believe to this day it was totally insane but again loose lips sink ships and I don’t lie over to the fat lady sings so if you’re about to snacks for Deal from the competitor!
THE GAME OF CHESS
In sales training there are these things called “key differentiators” Other words for them are platinum bullets.  What are the 3-5 things that will mean you are irreplaceable. EG what do you bring to the table that no one else can. And, how can you create that need for that platinum bullet.  I have now observed over many years sales teams use these at times, from not at all to an absolute strategic focus.   For the one person reading this who isn’t in sales, but liked the cover so bought this at the airport on the way to your wine tasting trip away from your partner, let me expand slightly.  People buy for reasons.  Say a car, these days fuel efficiency or no fuel costs is a platinum bullet over petrol (as long all else is equal), but then there are many electric cars. So what are the other platinum bullets?  Lets say 10 year warranty? Maybe, but not if you are someone that trades up every 3 years for the newest model.  Resale. Well maybe except if the buyers general habit is to keep a car for ever.  Think of that, they arrive to the car sales guy. He says do they have a trade in. They say no. Conversation goes, ‘ive had betsy for 30 years and I will be keeping her”. He may well be someone where a loooong warranty is a platinum bullet.  So maybe from here you can guess that there are reasons for buying and that, different people have different needs. I once sat in a presentation for which I spoke about earlier from the amazing presenters where they demoed the solution / service etc. Well in this deal, they did the usual amazing, fantastic demo and presentation I had spoken about.  I thought it was brilliant. When they left, the CEO was not particularly impressed.  He said “I don’t really care about all that stuff”, he then pointed to the IT help desk in the other room across the isle from the board room and said “that’s what I hired them for”!   Now, all in all the IT team even though it was a technical offering were not invited to the presentation. It was just how that company rolled. So you get the picture  I guess.  Everything has a value but different to all. That is how commercial trade works and in corporate sales (and life I guess) people will hang their hat on 1-3 things they want. However in corporate sales, if people do respond to this, what if there are 3,4,5 10 evaluators and people in the room? Ah isn’t that tricky? The simplicity of finding the platinum bullet that really hits a persons hot buttons, but, a group of people you are presenting to. Well this is sort of the same as presenting to mum and dad. Both have to agree, but it gets more complex. If the sale is something for the home, in general you are selling to mum. Dad will live by the term happy wife, happy life (mostly).   Again, this can vary on the product etc, but there will be some form of leadership and consensus. 
If you think of a company, often there is a scoring, a vote, other times someone has a strong view and leadership. Without digressing too far, it is interesting to see in deals who can have that vote.  In 15 years at this gig (roughly) it appears to me that I have seen the “ruling” voter / influencer be, CPO, CIO, IT Manager, CFO, General Manager, Network Engineer, IT Category, down to the Operations Manager, Call Centre Manager and in one major retailer with hundreds of stores the Service Centre Manager, which was a glorified title for office manager.  Rarely have I seen the Board, or CEO make the call. They would approve a commercially sound done deal recommendation. Now like my example of the bed partners or a board room buddy it tends to go with the recommendation. All in all those last minute board things are pretty hard to stop, shit happens. In the case of the Service Manager, that person was very unassuming from a title, dressed down, certainly no executive title, but they were god. What they said, was what would happen. I learned later down the track how incredible an operator that person was and the logical reason why decisions were left to them.  They were incredibly detailed and pragmatic. 
So, firstly have I seen the “platinum bullet” thing work ?  Almost every time. Now I would digress, slightly, platinum bullet can be price, however it can’t be pitched as that as in a normal world and I generalise you may not know if you are the cheapest anyway.  Another little problem is how often a vendor may want to sniff around at current costs of the supplier and base their deal around say a 20% saving off them. Not considering that that supplier might reduce their rates and or other competitors will just price to their own accord and be the winner. (One in particular has done that in our industry) and I think it has cost them billions of $ in lost revenue and also not always the cheapest win. If it is too cheap people will justify in their heads why. EG there must be something missing for that price.  So, while price is definitely very relevant the “value’ (yep there is that word) is key.  What is value. Value is something that a service or solution delivers that the end user sees as relevant and helpful or key to them (e.g. platinum bullet).   
I won’t list platinum bullets here specifically as it is relevant to the trade you are in, beyond reinforcing it should be a key part of the thinking. What is special about you and what is the sauce on the pie the customer wants or needs. And of course, sales One O one but, making sure they see what that bullet is and trying to align them. To be frank, all things aside, once you have a platinum bullet or 3 (3 is usually enough) most else doesn’t matter, on the basis that you walk the tight rope carefully.  

NEVER TOO MANY COFFEES
In my early days of door to door sales, I was told to accept everything. EG customer hospitality, if they offer you something you take it. That meant literally back then I may have had 10 coffees in a day.  Ridiculous as it sounds, when you go to many cultures homes saying NO to hospitality is basically the end of your chance of selling anything. Imagine selling some consumer product, you go into the home, the families pride and joy and famous across the 1000 extended relatives, lets think My Big Fat Greek Wedding family and you say no to grandmas homemade Bunt Cake!  Give up now!.   I have consumed everything from Sake that would run Elon Musks latest spaceship to the spiciest of foods, to the strongest coffee to even smoking with a customer. Anything (mostly legal goes). Now, this part of course needs to be measured and you will find in another chapter I address becoming friends.  In some situations, the more you enjoy the hospitality the more it may deflect from your purpose of being there so that is one of those tight ropes to walk. Don’t piss them off.  Take and share hospitality, enjoy it (as that is a benefit of person to person trade), however don’t let it completely overtake.  If presenting/demonstrating and offered Grandma’s cake, accept it, but maybe take it to where you need to set up etc (where possible).  Where ever hospitality is involved it is always better after the business it out of the way or before, definitely not during. Again I side track slightly from the world of corporate sales. But imagine a sales presentation that is catered and half way through lunch arrives.  The worst time to present is over a lunch, it will take over.  It will be very hard to stay focussed for the customer and you.  Now there of course are exceptions, but remember my “walk the tight rope”, this is another tightrope.  You choose not to eat. You are allergic, you genuinely wanted to puke up Grandma’s Bunt Cake.  All in all the message here is I have seen shared hospitality has a lot of currency in business trade. EG over dinner/ drink etc in the corporate/ enterprise space (after all there is billions spent on corporate hospitality) and it works, however I am specifically talking about the other way round. EG, you can take a customer or prospect to lunch, dinner, the footy, for beers etc, (mostly in tenders that won’t happen), however I am talking about their hospitality.  Now, I am probably getting a bit heavy here however I have observed that those that break bread together, (eg customer offers you a tea/coffee/biscuit) etc if you take it, it is a brownie point (excuse the pun).  I have observed that often one of the reasons a customer may offer you a coffee is they want one! They may not say I am having a coffee do you want one. They may just offer it and when you say no, not bother. Again that stupid tight rope and maybe I am making a mountain out of a molehill, however I can attest to seeing it. Lets say you want to meet a prospect and he says, come to meet me over lunch, NEVER say, sorry I have already eaten etc etc.  Accept the hospitality, but then try to frame the purpose of meeting. If one thinks of diplomacy in international politics, from the Prime Minister drinking Fijian Cava, or that infamous story of George Bush Senior drinking so much Sake at a Japanese Prime Minister dinner that he had to have a bucket to spew in, it is par for the course.  Accepting and sharing a ‘customers hospitality’ is a small gesture of goodwill. And if that means 10 coffees a day, well that is how it rolls. 
People aren’t deaf.
Now, here is an annoying habit many sales people do. I don’t know where it comes from, however I see it so much. In small doses it is fine. In large doses it is as bad as refusing Grandmas Bunt Cake. 
Reinforcing what someone in the presentation says ad infinitem. 
Let me set the scene. You are presenting to a team of Senior People and you have specialists in your team and senior people. Your team are there for their specific value and purpose.  They wait patiently for their turn to present on what they do, their value. Could be implementation, solution, billing, reporting, ongoing management, service resolution, etc etc. Whatever that is, unless they are unrehearsed, mumble, speak incoherently, the sales person does not need to butt in and reinforce what they said over and over. 
Try this; 
Solution Consultant has the stage:  Slide Pack is up demonstrating the solution.    Lets call him Harry and the Sales Guy Sally; 
Harry; 
“Our solution is designed to notice if there is an issue with Widget A, as we set up a software package that constantly waches the uptime of the solution and it can be set to send an alert to us, or you the customer, so you can get an alert just like we do as soon as there is an issue (if you want) and we…
Sally;
“So if you want to get alerts like we do, we can set that up”.
Harry
“Um yea thanks Sally. Anyway, the system is set to parameters set based on the service level agreement that… “
Sally 
“You may want to customise the system to align to the service levels”. 
Harry
“Um, as I was saying, lets say in the solution we have offered you, your offces are not open 24/7 but your distribution centre is. Well you probably don’t want alerts for the offices, however you probably will want visibility of the distribution going down at 11.00 PM. Now just because we don’t alert you does’n’t mean we are not working on it, we just. 
Sally
“Because if you are sleeping the last thing you want is an alert for a site that’s closed”…. 

Now, readers, is the above already pissing you off? If it is in your mind are you thinking, please Sally can you shut the fuck up?   Well, if not, if I kept this going for 20 minutes I think this book would be put even faster into the budgie cage (if you got this far)!.   It is fucking annoying and it comes across as disrespectful of the presenter.  I am not saying never reinforce a key point, but time it well and read the room. If the room understands it it is better to agree (rehearse) each page/ section and after that, ask them if they have any questions. Don’t ask if it makes sense as that again tells them they are stupid.  I guess all in all it is all about showing cohesion, valuing that individual as valued team member and that comes across. The more sales will butt in and reinforce messages the more I tend to see customers eyes seem to glaze over.  No golden rule but often it is a nervous habit of sales people so they feel they have added value as a sales person.
Toys.
Ok, picture this.  You enter your 12 year olds bedroom to talk to them about them using their dads 3 wood driver to tee up and drive  lemons from the lemon tree from the back patio houses away and that one of the long shots, managed to smash through the side window of the neighbours car as he was reversing.  Now, as incredibly fun (and stupid that was, um I mean could be)… it is a serious conversation.  You will need to sit that little rat down and give them a stern talking to.  Highlight the damage caused, discuss the consequences on neighbour joe and the bill that you have that little Andy is going to have to week and mow, and car wash away.   I assume you get the picture.  I do digress, that particularly little Andy has spent the better part of his life chasing the sale and or the $. If only he realised way back then that a group of backyard lemon trees that seem to create so many that you could have the entire local neighbourhood of little shits over to golf them away, you could have sold them or made lemonade and well been on his way to his first fortune.  
Anyway (sorry to digress), but now, imagine that exact scene. You sit little Andy down, but then before you start your important lecture you hand him a fidget spinner or a rubix cube. Gone, no chance! Today if he had a mobile, you would take it off him to talk. 
Well, just imagine how often in a presentation / meeting, you start by handing out a brochure, or a slide pack etc etc.   That happen so much and you may as well give them fidget spinners.  If you read this and think back to doing this, the hand the brochure was a standard go to, but immediately the customer will start browsing through it.  As much as possible I would say that try to keep toys away from the presentation as I have even heard people tell me afterwards, they got distracted and didn’t get that part. Now, if it is part of a demo at a specific time then that is different. But again if you have an audience of 6 and you want them to read something short/ or fiddle with something, bring 1.  Pick the time, hand it to the person closest and have them have to hand it on.  You will see the others waiting for it. Do not move far from that. Until they have all had a play, then take the toy back and put it away. Do not leave it in the hand of the last person that gets it as A) they will continue to play with that toy and B) half or all of the room may well be distracted watching them play with the toy. Now again sounds basic, but I have seen this too many times derail a presentation.  Now at the header I said what they say when you leave the room, but this may be a side bar, but if they say “I wasn’t really listening I was distracted by the toy” then that is what they say.  The unsuccessful meeting doesn’t have to be about being rude, presenting with your plumbers crack showing, getting the company name wrong, it could just simply be that you yourself distracted them. 

Shoes:
I will make this section very short. Shoes, shoes shoes.  I never get the fascination with footware. I must admit for females the pleasure they can get out of shopping for shoes astounds me. It’s a bit like handbags. “Does this bag look good on me” I hear from my wife when she shops for bags. Now her bags are definitely a utility. I swear her bags are like the tardis. It is insane what is in them. However does this look good on me and “bag” just don’t roll together in my book.  It is the same as shoes. Ok maybe high heels sure, but that is where I end my care for shoes.   
Anyway, I would say, the variables on shoes never cease to amaze me how they may polarise a customer and is just such a simple thing. From my read for business days, just wear un offensive plane professional, clean and new shoes. That is it. No snakeskin shiny buckled boots.  No shoes with socks hanging out of them. No bright gairish coloured shoes. Unless selling farm or horse supplies, no cowboy boots. That’s it. While simple it can become the point of something to take exception to.
Consider the greater audience 
I was in a presentation a while ago. At the end of it, the key recommender seemed to change in his mood throughout the presentation.  He kind of went queiet. When I spoke to him after he said. It all just went over his head. Now, I didn’t’ see ti at the time, but it was a technical discussion. But all in all it had plenty of commercial stuff, but the flow of the meeting forgot about him. 
THE SAILING BOAT:
In another paragraph I spoke about I customers timing. The fact that it is their own. Well I can’t help but ponder if any experience reflexes this customer is the epitome of it.
I had a customer who to be frank I knew was being ripped off blind. In my portfolio I was required to chase him as a prospect. He was very accommodating and I liked him a lot but the concept of getting from accommodating to proposal to decision was almost impossible.
It wasn’t that he didn’t trust my organisation it was more that he was 3 to 4 years off a big retirement package and the less work he had to do The better. Of course I figured that out years later in any case as the years Wynton his company was owned by a parent company who chose to do business with me and my firm. By default as it was a group consensus he gree to follow on with this. The deal we had crafted was for other franchises in their group however it made logical sense for them and he supported it. It was also helped that a very smart and enthusiastic IT expert came in as his underling and was able to get the work done. However he didn’t roadblock it it was all about his ability to deliver transition and transformation. His company had very small budgets global budgets and old systems some of the oldest anyone would see that dated back to green screens so moving into the complex IP world was a huge challenge and of course every company could provide what we did sort off.

Ironically what we built all those years back effectively became a standard product everyone now uses 15 years later with application profiling sorry I’m off tracking no one knows what the fuck that means sorry about that and guess what to be frank even though he was the chief information officer either did he and that was one of the problems. Anyway I didn’t piss him off I kept in touch I supported we built when I call very nice relationship and ended up a very good customer and his underling I am still close friends with almost 25 years later.

The crescendo of this relationship was a family sailing day with my family his family and his underlying a family on his beautiful sailboat. At one stage he gave me the wheel and I don’t want to go into it too much here but I had never had the wheel of a sail boat before and I will never ever have it again and I expect if ever given the chance again his wife never let me near the steering wheel either! All I can say is do not get the captain to help you steer the wheel when he’s facing the wrong direction and you’ve had two bottles of champagne. However, what I do reflect here is I went from friendly banter for years where he wasn’t ready, able, motivated to buy, to doing a lot of business together and our families sharing a beautiful day on the harbour or at least Or at least until I took the wheel. As a side note despite our little mishap he was an absolute gentleman and I often think of him and that day fondly. This also makes me again reflect on an area where I spoke about playing the man not the ball I’ve never really cared about winning or losing a deal I really haven’t I’ve always worked in companies with what I would call sellable products and done okay I’ve never been wheeled out of a company on non-sales performance However is those people in those interactions that drives me.

To be frank there’s nothing I actually hate more than not winning a deal to ballot tender or a process for a company when I really truly enjoy interacting with that person. While it sounds cheesy I dine golf even holiday with ex customers and if they had of said no to me back then God knows what direction my life would’ve taken someone once told me I take sales quite personally and I wear my heart on my sleeve even though I’m quirky got a good sense of humour. That is 100% correct but for me it actually comes with genuine perspective of this thought above. If I had not of continued with that customer we would not have become friends and enjoy such a wonderful orbit special day.

A customers timing rarely Aligns to Senior Managements target calendar

Let’s put it out there. To the most part the customer could care less what your global head office thinks of their timing and buy process. Customers like again the consumer who only wants to buy a hot water system when they have no hot water are the same.

Unless very specific reasons of actual need or compelling event you could tell a customer a meteor is coming and they won’t buy a safe house underground unless they feel ready.

Now that probably makes sense, but here is the painful truth. The more you remind them of how desperate the Singapore Head Office is and how they are sitting of your shoulders the worse your case becomes. Customers appreciate that you have targets and pressures but to the most part they don’t only not care, there is nothing more like demonstrating to a customer the deal is all about you that telling that in essence.

As a middle man I buffer so much of that from the customer and have had to remind sales people that the customer just couldn’t care less. They really don’t. To use that old term once more, if I had a $, well if I did I’d have plenty for every time a customer has told me they decided not to buy due to that I’d have plenty. There are so many lines I hear. Often subtle- often not. Now customers can be there own worst enemy on this one as they often give incorrect timings are not transparent about decision making maybe actually taking a potential vendor on a ride to nowhere or they go off track during the buying cycle due to conflicting commitments.

What is true is companies might have not only a budget But resources they seek to prioritise and manage and also particularly in the trade of hardware or equipment have valid valid dates of pricing or end of the month pricing.

The crazy thing is the more messy the customers buying behaviour is the more it makes the sales teams seek clarification and Chase and potentially in sometimes accidentally air their own company politics to the prospect the more this problem escalates.

Sometimes while a customer appears to be buying I may actually not want to do anything at all however with the right sales patients and bandwidth they can come to a decision.

Over the years there is one specific organisation for whatever reason is always transparent about the pressure from above. They continue to clarify timing dates and share the pressure they are under with the customer.

I have seen this Australia wide with the supplier across maybe 50+ different sales reps and maybe 200+ processes. It is always the same heavy pressure from management meeting to clarify get timings senior management want to know this senior management have requested I am under pressure etc etc etc.

This management and organisational pressure has cost I would suggest hundreds of millions of dollars in revenue over the last 15 years of deals where if patients and hiding frustrations and internal politics was achievable The wind would’ve come.

Ironically within the organisation there was one shining light I dealt with. Now this person stood out from the crowd and I was often asked by the ferry company if I knew why he was so successful in his industry.

It was simple he had all the same tools brochures product pricing as others however he had a unique ability to roll with the customers timing punches and not talk them out of a deal to context I ran a tender for which he was affectively the final shortlisted party. In other words the customer had decided to use them.

The only problem was getting approval to use them as a new supplier was incredibly difficult and political in their organisation. So the team who had to work through this process and come back with various questions that had been fed down from the board chairman executive directors etc.

This person gently and promptly provided everything that was needed did not pressure them he worked within their system I would get a call from him once every two months to tell me what he was doing where they were up to and whether or not I had heard anything different for which I haven’t.

Month after month after month after month went by with question clarifications etc really felt like either pay the customer would do nothing or Either the incumbent supplier Would gazump them or it would all get too hard.

Anyway after about 14 months past the customer had “semi” down selected to that supplier the deal was
Done. Now that seems ridiculous however all in all some customers need more time than others.

I have definitely experienced that myself. I bid on a RFQ to run a tender. I didn’t get it. I was told I was beaten on price. I know that wasn’t why I didn’t win it and it wasn’t an issue it was a bid I had to play on. However the vendor that won the deal (a long term friend of my contact) didn’t get their tender to market until exactly 12 months after the initial appointment of consultant! That is absolutely unheard of in my trade for the products Procured! But that timing suited the customer.

Imagine pressuring a decision to start a tender (I do fall into this but for reasons of helping customers manage contract cycles and liabilities with their vendors), when the customer couldn’t care less it takes 12 months to get to market once they appoint the vendor !

Time and time again I’ve seen defeat snatched out of the hands of victory in this framework and the patient but diligent tortois win the race. Now I’m not saying vanish, or never contact: Regular contact is fine. Asking if they need any other info is fine, having a laugh is fine, even just continuing to build a relationship is fine but the moment we hear “Senior a management need” (or something like that) 99% of the time you may as well put salt in the customers coffee. In my trade our biggest challenge has always been managing the ebb and flow of jobs. Eg 3 jobs arrive at once with no notice. In our super busy years i have Had to knock work back as we were not given enough notice from the customer and therefore they could just get the job done within two weeks we probably could if we had it scheduled as we would time jobs around workflows it was not unusual over the years for me to meet a customer provide them a quote and then randomly off the fax machine 46 810 weeks later receive a purchase order followed by a call from the customer this was always exciting but hard to manage.

However I have had the privilege of working with some what I would call sales gurus over the years far better than me and the things they always port me and probably did better than me probably because they were already rich by the time I met them was the subtlety of patience the sense of humour my last director used to demand any follow-ups were simple and he literally never asked you to follow up with that you you would generally go to him and say this is been a long time what should I do and he would say send a two word SMS any updates nothing else just to words. His position was senior people who are busy and under pressure can easily respond to Eve very simple message and if it is that simple it can never carry your own pressure.

I could dig into this in great detail but if any sales person is reading this now I guarantee when you have been wanting to follow up on deals particularly where is it direct customer involvement you sit with an open email re-writing and crafting and thinking about what to say sometimes you end up with a diatribe of crap that you delete other times don’t send anything at all procrastinate because I don’t want to pressure at least for my trait if I do are you any updates with genuine proposal imply gets the result we want that result is an answer and that’s about it.

During the last 15 years I have worked across many different scales of business and I would Side Bannon government is the slowest every component needs consultation multiple approvals complex documentation complex approval frameworks when tenders are complete it is a huge job for the people in the trade made harder obviously by the odd dodgy idiot and it can have a large resource drain. So as frustrating as it can be being supportive being available keeping questioning message very gentle never mentioning the senior executive needs to die is third Tesla as that is the recipe for failure.

Ironically from my read it is often the senior management that get involved at the end stages when the deals looking good and start lying on the pressure That’s fine that’s understandable and after all they’re all just trying to run a business and keep cash flows available but sadly I like it all most customers don’t give a fuck and rightly so as their timing budgets internal processes resource challenges and decision-making can vary greatly from Customer to Customer and all in all is theirs.

Be careful on holding back your best price as you may not be there at the end to show it.

Based on what they have here we don’t think they can catch up.

The above statement was said to me in a major corporate tender for a shortlisting process.

A vendor who could be extremely competitive had kept their competitive Inc dry in round one of the process. It was their perspective that the real magic happens at round to shortlist and negotiation. In other words as long as they got through the hurdles of the initial round based on their competency and set solution and market credibility they would then unleashed the hounds and stand out from the pack with coming in with much better more realistic pricing.

The only problem was in the eyes of the customer and they couldn’t be convinced otherwise because they were so far behind two other competitors they felt even if they were to run harder at the end the other competitors may likely also discount in the gap would still be significant. They felt that it would slow down the process and no guarantee the vendor could get to where they wanted to go.

This one is a mistake I see quite regularly. While there is nothing wrong with charging a premium for value and or to be strategic about being able to stand out in the shortlist phase of a deal holding back too long might not you see you at the table at all.

It is not unusual in the down selection process for the non-incumbent most expensive to be ruled out unless there is something drastically special about the solution. This may be network coverage that no one else has which is a massive mitigating factor in the Australian Mobile telecommunications marketplace however for everything else not so much in fact being in the middle of the pack not at the very bottom not at the very top when I do an analysis of every process over the last few years seems to be a good place to be.

HOOK LINE AND SINKER
Some years ago I had the pleasure and equal displeasure to work with as customer who I would suggest as the greatest negotiator I’ve seen. His reputation extends across many vendors. His negotiation tactic is best described as a never stopping ruthlessly clinical death by 1000 cuts!

I learned a lot about the art of negotiation from him. I expect he was also an excellent fisherman as he’s drop the bait and we’d take it over and over. He had an affectionately evil nick name for which I will resist in sharing here as as it stands today he has progressed to a very senior position and he deserved it. He was truly ruthless.

Now when I said I thought it might be good to share some stories from the other side this one I always remember. He was so ruthless in his tactics and negotiations that the industry got wise to him after some years. When he would visit his supplier the word would go around “he was arriving” staff were instructed to clear all files off desks. Desks needed to be spotless. This was not a office neatness / beautiful rooms contest. No. the instruction was to put under lock and key ANYTHING, relating to price, proposals, contracts etc. while a big stretch the business had taken a view that some of his requests were based on his own observations of market intel on site. In retrospect I know now it wasn’t, rather be privately used the best benchmarker around. Such he could unpick and argue his case with confidence of industry wide for sight of what the great deals were. All in all though while he had that forsight he had a true gift in the execution and use of that knowledge.

Little by little your margin would crumble as you were pulled out of the profit waters hook line and sinker.

HIDE YOUR DATA

Now following on from our super powered negotiator, this story may make a lot of sense and also surprise a bunch of people.

Before I get into this story though I want to reflect on the trigger. I was reading a better call Saul Facebook page and someone wrote about their concern that Howard’s PI could access the office so easily to change a picture. They figured that it seemed far fetched anyone could get into an office so easily. Well if your a BCS fan and remember when Jimmy and Kim were up to their hijinks and the “double crossing PI” was able to do a picture swap well you may enjoy this story. I am also adding that for office and senior management of something that surprised everyone.

In one of my earlier corporate roles my organisation at the time loved training I seem to have had a fairly significant training budget and I learnt a lot back them and there was always something new.

One day we all got called to a meeting in one of the large training rooms and it was just called something pretty generic and we really didn’t know what was going on but that was fine they did a lot of different types of meetings that all head specialist names so it wasn’t too unusual. It was positioned as a briefing from an outside consultant on an important matter.

This building was the Ernst and Young building we were on a secured floor on level 22 by memory. To access the floor unit at ground you needed to scan through you obviously also needed to have access to the floor and he also needed to be able to open the doors at the floor.

Anyway we all walked in and sat down and there was a present at the front of the stage. Brown hair brown no comb over probably would’ve been reasonably suitable character in better call Saul.

He had a slideshow which introduced himself and then straightaway commenced presenting slides. As slide by slide progressed slowly but surely there were veritable out right gasps in the audience. As he looked around the audience you saw shocked faces open mouth‘s and a hell of a lot of confusion.

After about 20 or 30 slides the slideshow was over. What he had presented to our team with confidential documents that span across the entire office floor of customers payslips banking details contracts pricing schedules etc etc. Put simply the sort of stuff that are often lying across staff desks sitting on top of filing cabinets and or in unsecured filing cabinets.

This was a security briefing on how easily somebody with the right skills could get hold of secure and/or confidential information.

It was pretty amazing to be honest what this man had done over the course of two days was simply arrive nicely dressed courtiers and polite and entered through security with other staff who really didn’t look sideways but when they were opening the door they just let him through he had an area of confidence God knows could’ve been management from anywhere hundreds of people on the floor.

He explained that when he got to the floor people would open the door for him or he would just follow them in nobody would say a thing. What was even more mind blowing is he said over the course of several hours over two days he simply walk the floor walk to desks where somebody might not of been there picked up some form of document by ruffling through walked to the floor photocopier took a photo copy of it walked back to the desk and placed it where he found it and he did that dozens of times.

He was not an employee he had no ID there were probably 100 to 150 professionals working on that floor of all ages not one person asked who he was not one person set a thing.

Incredibly when we thought back the odd person had noticed him and really not paid any attention however 99% of hadn’t even noticed him.

Obviously the presentation was pretty profound and when you think of my little story of hook line and sinker it goes to show people can do. There’s really no moral of the story here but if you’re a corporate manager or senior manager office manager reading this book out of curiosity see what it’s like out in the sales field or whatever it might just be a fantastic learning and thought process it’s certainly blew our minds away and definitely fit at least sometime changed our habits of storing tickly customer information and documents. There is so much heat on securing customer files credit cards personal information online for hackers etc I am sure that the vulnerabilities are also still very much in the physical office domain
Procurement always stamp their fee.

Over the last 15 years I have have the great pleasure of working with maybe 200 different procurement managers or more. Many of them an absolute pleasure to work with who would become good friends I’ve learnt from greatly and respected as well. The ones I respected the most of those that were able to utilise the insights that we could provide make them their own and use their Craft to cultivate the outcome that they want I’ve always been incredibly impressed by the fact the procurement managers might go from a telecommunications presentation to purchasing laundry to looking at flights of cars power Real Estate potentially all in the course of the same week extraordinarily interesting that massive diversity in product.

It’s also interesting to see the behaviours of procurement in front of customers and then to me one very long-term McEwan partner who I consider a close personal friend now always blows my mind he would have to be one of the nicest people I’ve ever met just a beautiful soul a pleasure to be around but in the procurement process when dealing with offenders when he can be absolutely ruthless. Always kind kind me some amusement was that he would potentially tear shreds out of somebody in a professional manner and then turn to me privately and say hello how was that? Was I to Hard? His real sensibilities always under the hood of the professional training in negotiation he would apply. Again he would not be aggressive he would not be rude but you would be assertive in a way that was very affective. Now I say this as if it’s a past tense however we still work together as I type this.

What however is interesting and maybe quite revealing for procurement and part of the reason why I wanted to provide a little bit of insight from the other side is hell summer prices in the buying process don’t resonate with the vendor‘s.

I recall being across an RFP and the incumbent was probably in the box say in the procurement will pushing very hard from much more substantial outcome than what the vendor sought to offer. Usual negotiation soft stuff now in this case the procurement lead was playing absolute hardball. If we don’t get what we want we will leave we are serious we’ve had enough etc etc All of the hardlined statements of our bags are packed blah blah blah.

All in all the message was strong if we don’t get what we want we’re going to choose a different supplier.

The problem was this was the same pitch pitch from procurement and all that company over the last 10 years in every contract cycle. Every contract cycle they were forced by company policy to go to tender they didn’t want to leave they simply were required which is a real pain in the arse for sales people live in frank they sort of shenanigans.

Every time we count to play hardball and make substantial threats but every time they would renew with that supplier at the end of the day so over a period of time the procurement hardball strategy slowly met deaf ears.
So much so the sea incumbent supplier would not budge they saw this behaviour over and over and in the words of the incumbent offenders mouth‘s to be honest I can’t remember who was it said it and whether or not they were reflecting what their own pricing team and management team had said all the right of you but it went something like this.

“ Procurement are just stamping their feet but it’s a dance with seen many times and they never walk away. He always does this we don’t take it serious as that’s what He does”.

So how did this person go sheeted each time Bliss affective it became over time because all in all the threats of walking away etc etc never happened. They literally paid no attention to his threats and not only that the fact that Pete always negotiated with such an aggressive approach and never left meant that their pricing strategy was even less aggressive than what it would’ve been with maybe no procurement at all in other words to them he was invisible. It’s one thing I’ve maintained in my role and talking to customers and having market clarity and absolute IP on what is happening in the market and particularly what sort of deals your customers peers are getting from their own supplier was key to getting a good deal. More and more I’d say that the stamp your fist on the desk approach I want more just didn’t work particularly if it was the second or third time in contract cycles.

The Bird Cage

In the previous section I reflected on a company employed very specific procurement approaches particularly based on company rules that saw them in a poorer commercial position over a period of time.

Extending on this I recall a company actually it wasn’t a company as such it was a government agency one of the largest ones in our state.

Some genius and set up a procurement policy where they required to go to tender every two years. I have any organisations over the last 20 years particularly large ones political ones or government in their mind the longer the tender and the more complex the better e.g. the readers will take it more seriously and we were more likely to get more comprehensive responses in market interest if we send out war and peace because it will look real. One of the biggest failings I think in business strategy is expecting that you’re the recipient of your tender or request is actually engaged in all of your own internal process in politics as you are well used to laugh in sales management would lock themselves in some cozy resort for 3 to 4 days drinking piss every night and through the day deciding on what the organisation needed to do to meet their targets at the end of each session they have a big back slap and convince themselves as all achievable. All of this done in isolation of reality of planet earth of humans failing of competitors of market trends it was more about we want this how we going to achieve it and the fundamental basis of how they would achieve it is by other people going in working their arses off. One of the greatest strategies if in organisations as when they want a big growth phase is they will come and tell me that they’ve hired for new sales people now that’s great but are they any good it’s a little bit like Manchester United arriving saying we’ve got four new players that’s fine but if you look at over the last five years they’ve had Ronaldo they’ve had Cavani they’ve had quite a lot but the fundamental issue isn’t the players it’s the process it’s the coaches And it’s what’s happening in the opposition that they cannot control. How many times do you see the Socceroos or one of these teams say we did everything we could we played a good game and people are meant to tell their surprise at the local favourite NRL club is having a crap season no one ever stops to think that maybe they’re actually had a better season the last one on every metrics personally it’s just that the other clubs lift their game. Anyway I’ve got off on a little bit of a tangent and so I tend to do however where I’m getting to is that these organisations will get in the room decide completely in isolation what will be a good idea and if they go proud as punch this one in particular sent out almost sent the same 150 page tender every two years. Yep it was an absolute work of art but what would happen is when it was received it will be shared around the office across two different companies I worked across it would be printed off laughed at past around from sales person to sales person to see if anybody was stupid enough to bother with it Always to realise nobody was because everybody was wise to the gag they would put out this huge tender that would drag people through months of complex process as government departments constantly do which is another story for another day and then continue with their existing supplier. It was a common opinion in the marketplace The only useful thing to do with this tender document was to find somebody within the organisation that kept caged birds and ask them if they would like it to line their floor of their birdcage.
Persistence pays off.

In many books teachings writings from sport to music pretty much everything you will hear stories of never giving up on your persistence to get to an outcome now many of these our extraordinary stories of success. I’ll be at probably a lot grander than the message that I want to purvey here.

I messages persistence is often spoken about around continuing to try certain things until you get wins in the broader sense and that is definitely true in everything you do one more last time closer to a win blah blah blah.

But breaking that down to a much more simpler context one thing I have observed in this role crosswind is ideal with and also in prior experience across a variety of industries that persistence towards a specific person or target over a period of time can also pay off. Just because somebody says no today as much as we must probably hate to admit it when we get those electricity or solar Vanders that ring is in recently as is one day we might say yes and we do and I’ve seen that over and over. As long as the person doesn’t categorically piss off Play the right game at some stage persistence can pay off.

Many years ago when I was a advertising territory rapper on the Gold Coast again I always said that was my favourite job as a young person and it was what I haven’t said is how ridiculous the amount of territory cold calling Street walking you would do. I always had that habit in door-to-door sales maybe that was the foundation of door-to-door sales to literally go door-to-door.

In my early days of working at the Gold Coast news and I had a territory from Miami Beach them tweeted there with areas of what you would call industrial Estates or industrial retail strips those types of places you would go we would have somewhere like a carpet call the Captain snooze does medium retailers And door suppliers of some sorts of goods. These days we seem to have those secondary shopping Centre groups we will have all the furniture retailers in the betting retailers and selling on the Gold Coast you would find something similar but it might be one long Street. I would park my car at the beginning of the street I would walk in to the landscaper to the florist the carpet shop to the furniture shop to the Manchester shop to the lawnmower shop etc etc walk-in look for who’s in charge say hi it’s Andrew from Gold Coast news just want to drop our local paper off I’m your local rep if you’d like any more info please let me know here’s my card that was pretty much what you did. Most of the time people say thanks not interested see you later. Every week as much as you could afford to do it when you have the spare time to walk the street the same street the reason was was you need the types of organisations that would most likely use you at some stage but you just needed to be there. I remember walking to a florist dropping the magazine off and doing my usual g’day I said thanks very much we like a magazine we might do you some heads one day course one day generally in your own mind never comes I remember after about six months that particular Forrester walked in every week today he said no I said you know what we been thinking could we just put a little smaller then see if we get anything boom there it was. I hadn’t hassled the shit out of them but actually build a really nice friendly relationship with them and have friendly chats that was the nature of that job over a period of time they were ready. When I first see them they’ve actually signed up for longer advertising campaigns and if one thinks of this could be very helpful in all walks of life back then you had TV he had local radio which was very very competitive and very much a tough competitor you also had magazines brochures door-to-door pamphlets and other gyms papers and publications so that little florist who might not even have an advertising partiro in any given year would have so many different choices to advertising it’s so bloody confusing for him. However when you see them every week give them a smile you still got a job your magazines growing You get the opportunity to tell them some good success stories after awhile once let’s say there radio budget is finished and all they want to try something new you’re there you’re ready to swoop.
Yeah while I’ve been relatively specific in this book about the specific industry I’ve been in for the last 20 years these are just examples of processes and I think would reflect across dozens of different industries and ventures people go about. In that situation I just kept up contacts never given up and the right time came. In my job Our director had a very similar position are you had an expression that we float to the surface when we become a priority. Simply keeping in touch with somebody that you’ve had the opportunity to meet and keeping them informed of the market of what we were saying what we were doing would be the greatest chance of them at some stage going My turn. In my role I get a lot of sales people contact me but they tend to contact me once randomly or most of anything going any opportunity. There are those odd few that took it very seriously in engaging and keeping in contact very regularly and updating us on what they were doing when so they had and why. By far these were the most successful people in sales because lo and behold opportunities would pop up and you would think them or they would be contacting you just at the right time. Yeah I’m not saying Hailey[image: 🖤] you need to bed to the shit out of people obviously is by industry by industry but by being present being available being somebody that being somebody that has a consistency can pay off. One thing I traded on was that inside by competitors account management would fuck up leave all the company would fuck up in other words they always had the customers here but then somebody would resign and maybe they didn’t like the new person but love the person before I’ve seen that many many times I’ve heard Customer say to me you know what this guy was great we don’t like this one I think will go and see what’s available in market and in ironically because I have been in touch with them for many years they only need us when they go to market and they engage us however in the context of a competitor to an incumbent provider if they have kept in regular contact over many years a massive fuck up by their supplier a level of arrogance change in staff changing product quality for example are all things along the way that will have a customer eventually potentially go do you know what the person I trust more is the guy who is been talking to put the last 23 410 years sometimes it is a long time between many instances of same consistency and persistence with a specific customer e.g. I’m not talking about that whole grand plan of climbing mountains just keeping in touch with every customer that is in your base opportunities or float to the surface. These opportunities certainly would float to the surface with that consistency more e.g. the existing supplier really fucks up I’ve got the shits and I’ve had enough contact with the competitor and go you know what stuff it I think it’s time I tried someone you I really like that guy and then off they go. I’m not saying this is an absolute guarantee but what I am saying that I observe together over 20 years is it if people make one approach to their target customers and give up And/or expect gold mine on first meaning it really happens but being persistent available being prepared to provide market information that demonstrates credibility at some time that opportunity will come/. Yeah I reckon some sales people read this I’m go fuck that I’ve chased a company for five years and the guys never gonna change supplier but the one thing that gets forgotten with that story is it would say you contract the same company depending on the industry weekly monthly annually Who’s to say that that person won’t move on. So many times I’ve seen notes in CRM saying never contact this customer of the guys an arsehole so never use this button is consultants the wedded to their existing supplier. Then somebody new comes along and all bets are off some of my favourite customers had CRM notes of never ring them again. Now I get the whole do not call register but in professional business The prospect can get tainted by bad experience by prior sales person or particularly by a team member of the prospect who is genuinely not interested however nothing last forever in the question I would ask everybody reading this is if you had 500 prospects and you hadn’t contacted 180 of them in the last 12 months for example as you never get anywhere with them do you even know if the staff have changed or not. That’s why again someone have been persistent may find those opportunities he may have a company where the underling really likes you but his manager doesn’t the manager leaves a new person coming is Place and he’s prepared to listen so you’ve kept in touch with them and there is your opportunity.

If I had a dollar for every time I’d say the CRM god that said something like don’t bother calling the guy is a fuck wit I have a few extra dollars for sure I’m sure many will I do that but fuck wits move on and also at times fuck wits change their mind. Well a slight aggression I have noticed and worked to this fact if I have a supplier that is extremely hard to deal with and quite aggressive they can be good customers to me as maybe competitors can’t please don’t over a long period of time auto bother with them.

Signatories and decision-makers can be hard to find.

And 70 training books and manuals in target Account selling they will talk about having the decisionmaker in the room or involves getting to the decisionmaker is key influencing and I would say that this a lot of merit in that however in business particularly in larger corporate entities in general product document the final decision makers may even be potentially unknown to the people you’re dealing with. I recall a process a couple years ago where the evaluation team had come to a perspective of the supplier and contract that they wanted to pursue and they had affectively work through a process with the desired outcome that needs to be signed off at a particular time e.g. financial year.

What is the truck me about this large organisation was how many people were involved in this process I think only normal I kindly dealt with baby thousand people that actually play my mind to think how many people were involved in the process I could list the job titles here but it was not something I see very often I do see it but not that often. The head honcho of the group was an English person that was very well educated And a lot of people fed her. Even to present to her I had to get a brief from the head of procurement and be present my presentation to her when each milestone of our process progressed he would want to get the presentation upfront and get me to run through it they were that scared of her. To be frank when I met her I really liked her and I thought that she was a pleasure to deal with I didn’t find her intimidating at all but then again I didn’t work inside their organisation based on the months of interaction this organisational people would ask who the key decision maker is and it was obvious to everybody that was her. Anyway their preferred supplier came up with a deal that was what you would call to good to refuse on the basis that was signed and approved that financial year. When it got to time to make a recommendation and get approval of the deal despite there being senior business leaders had a procurement have IT general manager so on and so on it appeared that the signatory and approve who would want to get a detailed report and recommendations and asked a lot of questions was somebody I have never heard of during the process that person also just happened to be on a holiday in Asia with his family. They had to track him down on holidays organise a work briefing session with him in between boat trips and beach relaxation. It wasn’t an easy sign off if he said no then the deal was gone and he didn’t roll over with the recommendation. He had not been involved in the process because to be frank he was way too senior based on all of these senior people being in the business inevitably gonna be somebody that sits above all them I can’t remember his title but he could’ve destroyed the deal in a heartbeat. Ultimately she agreed to the deal and his sentencing is on those contracts which was science and I think Thailand resort from his vacation.

When you think about that and how many organisations talked about needing to get the decisionmaker of the strategy well good luck with that one and that isn’t ridiculously uncommon. I finish the process sometime ago where I preferred supplier was the recommendation and then the team sat around the room asking each other if they knew who could approve it. The team that had run the process and had a outcome they want knew that they needed to put a report together and put a lot of evidence as to the why they wanted to do something they actually did not know who that had to go to because different levels of authority and different signatory and approval process applied to different expenditures. The do you know if we need to go to the board on this one conversation happens a lot so if you think of a formal strategy where executive management need to get to the board but the board doesn’t sign off on the deal or have anything to do with it because it’s too small what a waste of time. I’m not too sure if this paragraph helps anybody with anything so sorry if it doesn’t but I just thought it was quite a interesting reflection when I’ve spoken about decision-making in process and our variable of convey. The fact that some customers actually don’t know their own approval processes and who the approved for Saj and in the prior case I mentioned 10 out of the 12 people within the process I dealt with had never heard of this person inside the deal was only when I went with senior manager said oh no this needs to go to blah blah blah Who is currently on holidays. As a side bar I do know that they were so excited to get this deal over the line because though they thought they cracked a pretty good deal and they had and they just wanted to get over with for them to find out on the last day of the financial year that the signatory was travelling throughout Asia on holidays was not exactly the news their team and hope for an added one ridiculous complication to complete the deal. So folks yep you can hunt for who the final decision maker isn’t who is in charge and who’s who you can only do your best behind the scenes in companies they take ridiculously different ways.
Do you keep the meeting or do you cancel.

Post Covid years this one is such an interesting subject we are told that if you’re not well then you need to stay away from people. Certainly that has a lot of merit and if you’re sick you’re sick however in the age of videoconferences if you say have a virus and you want to stay away from people does that mean you cancel the meeting. So here’s a question if you’re sick and I’m at your best are you better to let the customer know in a counsellor voting or do you get more kudos by persisting with them.

As I start the subject myself scanning my mind of processes and outcomes of what was the better idea.

Post Covid where there is more working from home I’ve come to the conclusion that on the basis that a customer meeting does not involve very tight timeframes for a large volume of staff on their side schedules rescheduling a meeting can be a positive.

As simple as it sounds for a new prospect Actually adds a tiny bit more interaction with them. An intro email to a presentation and go from an invite to an email chain of I hope you feel better Gee my kids have had that to Babar blah and see some relationship building and some humanity.
In general and again I think it’s good to do with work flexibility and post Covid with people to get quite sick customers becoming a lot more empathetic and flexible. These days I have less fear in telling a customer that unfortunately I can’t do a meeting due to circumstances. In saying that I hate cancelling meetings and only this morning I conducted a video conference from the backseat of the car that my wife wife drove where we were taking our son to an emergency specialist meeting at 8 o’clock in the morning. So I don’t cancel Whitely that’s my old habits I guess however more and more especially when I am busy when I am telling people I need to reschedule they are empathetic and understanding and it doesn’t screw the relationship. Equally I’m noticing customers and prospects more comfortable to flag their own issues and make changes but then stick to meeting.

Snatching de feet out of the hands of victory to.

Insure keeping with the title I’ve been trying to think of opportunities that I’ve sat across where meetings have been so polarising that despite a huge amount of hard work simple interactions I’ve gone the wrong way. As I paint before we call it snatching defeat out of the hands of victory scary thing is that can happen at any bloody time think the soccer game where you get a goal in the 96 minute. Sadly shit can go wrong at any time with many reasons.

Contextually I’m sort of keen on exploring the intellect of senior management in processes and their ability to read the room and the income levels or industries of people they deal with imagine a senior manager in a large organisation gets brought to final meetings or executive briefings with a broad range of customers. But so they have an enterprise and government portfolio. And they engage with let’s say a CIO or CPO or a senior manager. For the fun of it let’s just pick a CIO. Well the income of a CIO in a Government department versus a private medium-size enterprise versus a major airline can be millions of dollars a year variance I would expect a CIO at a major bank to be making several million where is the CIO in a non-for profit maybe 2 to 300,000 and a CIO in a government agency maybe similar or even less. So that senior person is used to engaging at senior levels and having those type of conversations are fraught with risk for example I said in a meeting awhile ago where a senior manager spoke to a CPO about their favourite resorts around the world they pinned down a particular one that would be out of 99.9% of people‘s budgets and wax lyrical about it how much it was their favourite place to go. They run a lot of money I guess and by lucky coincidence so was there audience CPR so they were able to find common ground. Now let’s take that same senior manager and wheel him out to a another customer, let’s say a company that is more of a medium-size despite being a house side line of industrial products. In that instance the senior manager would be on 150,000. Yeah nobody sits down and discuss is the salary so you have to apply some intellect to it. Imagine walking into a meeting where the previous person was earning 1 million and this audience is earning 150,000 and starting with a similar sort of conversation around how often you go to the fanciest resorts in the world. I recall a process that was exactly this this particular vendor was very successful All the law in the market was having a good run. The shortlist was too with these guys are pretty much a shoe in very confident.

So all in all the final meeting that would be assumedly a bit of a loving and tipped the deal over the line to this supplier was having senior managers rock on in say all the right things build the love and move the deal is a contract stage. The only thing is The two senior managers started talking about things that were completely out of reach to the senior managers in the customers business put simply while it had a large reputation and well known company nine the industry it was in wasn’t banking or airlines was a fairly basic industrial industry that didn’t pay anything like other organisations.

As the conversation went on it was very clear that the customers eyes were glazing and some of their questioning gave me the vibe that the deal was going south very quickly for this supplier. Ironically supply didn’t have a clue is that we just used to talking about their executive trips holidays finer things of life something that was often common ground for senior people to demonstrate their status in life I guess .

Anyway after the meeting the customer turned around and I think said something like I’ve never met to be wankers in all my life . Goodbye Deal.
I guess the moral of this story is talking to your audience and some level of humility particularly when you get to more senior executives within your own organisation as much as you can manage it is still worth considering. Not everybody is a member of the Qantas Lounge has a new Tesla or has international holidays when they are in Senior positions of the title does not come with the lifestyle. What I’ve also observed in economic downturns such as high interest rate periods which is what we have now is it this sort of talk computer even more distracting for a customer particularly if they are mortgage to the hill and in that stage of life where they do not have masses of disposable income.

There’s obviously value in peering in finding common ground boasting can definitely and a deal very quickly
It’s not over until the you know what Lady sings…


I sat down with the vendor the other day and they said would be really interested in understanding decision-making processes and while we win while we lose.  The very next day I’ve got a call from the chief information officer organisation who has been running a tender for a major contract.  He made his decision on his preferred vendor, however he on my instructions was open to the top two from the short list.   His requirement was to put a board paper forward to the CFO who would then present to the CEO.  Provided his recommendation to the CFO and that was ratified next step the CEO.  Was surprise he found himself going through a lot of hoops that you didn’t see coming.  How does this align to digital transformation?  Do we even need these products?  Luckily he had all the right answers.  Once they were provided further document was required to present up the line.  Some of the information you required needed to ask the vendor for.  Somehow and I’m not really sure how it was established that this difficult CEO had been installing installing new the sales rep from The vendor that the CIO had selected.  It turns out that the sales rep had once been his boss.  Now here is where the plot thickens.  At no stage had the CIO provided the CEO the name of the sales rep.   On writing this he isn’t sure whether or not to CEO realises that the sales rep is his old boss.   He also is not aware of whether or if he was it ended acrimoniously.  However, with the delays in the hoops to be jumped through, he suspects you did.  Now there is corporate responsibility to do the right thing for the business as the CEO so the blocker recommendation from the CIO and the CFO where there is a history between the sales rep and the CEO potentially acrimonious is very tricky.  Will find a way to reject it? What is going to happen as anyone’s guessing as I type this this is all I know.  We’ve been waiting on a CEO decision for many weeks now and it seems to go on and on the frustration of the CIO as he continues to apologise to responding fingers that there is no outcome.   Why am I telling you this?  The mystery of decision-making and hurdles along the way.  You never know when a deal a deal.  I’m going to assume I know by the time I finish this book and this sentence will change however every update is still Waiting don’t want to CEO Off just in case….   As I write this I think there’s the fat lady singing story coming to mind. I would call it something like until the ink is dry on the contract analogy.  This takes me to an other small story of a large global organisation that completed a process and selected a very well known global vendor for a significantly large global contract.  The tender was extremely lengthy complex technical etc. Etc.  The good news was I was able to park highly technical resources into their business.  So I had to do a sit and watch them talk in a language I barely understand. Techo speak…. Anyway the deal was done preferred vendor was chosen.  Not so fast.   One of the changes that it happened into that organisation that is something that we see very irrelevant in the 2020s and with globalisation offshore and AI is that the contract process was outsourced to an overseas law firm.   They did not tell well with the Australian culture and frustrated the customer significantly.  There were communication gaps delays and all round issues that drove the Customer to throw out. The negotiation process goes to the second vendor, reengage and end up signing with them.  In this instance, the local more teams could sit together work through various clauses of situations and driving outcome.  The cultural differences the lack of ability to get all the right people in the room together and what the Australian said as a level of discomfort in the spirit of the agreement ended the winning vendors chances and number two was able to pop in and win.  

Now I know you’re reading this and telling me what’s the solution.  Sadly flies on the wall cannot give you a solution.   As you could see here we are helpless.   The moral of the story is,  probably like a house of cards the sales process can fall down at any time.  It’s nice to know that as you never know when it’s your turn, but it will be and you just got a cop on the chin.  In saying that something to think about in general and I think it’s only getting worse is that the contract legal negotiation phase that comes often after large procurement processes can be laborious and overkill and I have definitely seen contracts fall over because of this.   Ideally the customer needs to feel like the contract represents the spirit of the offer and it has to be fair and reasonable for both parties.  Some discussion and process around this is very wise present some significant risk.    Many years ago I worked on a contractor as a sales rep in another operation.  We won the deal and proceeded to a very lengthy negotiation with the customer.  That Customer was very savvy.  However, they had ambitions for greater roles and they have achieved them and really wanted to push the point in this contract.  The contract was to provide a service for a large bunch of franchisees within their business.  The contract got signed eventually however by the time they had got through months and months of petty arguments on clause this and clause that about 75% of the franchisees is it given up Waiting Off and bought a solution for themselves.   I’ve seen that a lot.  Inexperienced Lawyers in a particular product or market fighting clauses such as liabilities indemnities and goodness knows where I’ve seen 100 contracts go through and the vendor never budges.   Now I’m no lawyer however in my flying in the wall role I’ve had firsthand experience of customers throwing the towel in as above and in other situations based on very minor contractual issues.  

ust make it bloody easy

Time and time again, I see customers inching towards a solution but they get stalled by the complexity.   No doubt there is always barriers for people to buy.  Money aside as in my space at home both my wife and I could spend countless dollars on crap until we run out of money and go why did we buy that?  However, in the corporate space there is a necessary expenditure.  Whatever the product be at laptops printers energy telecoms storage security there is always a budget.  So it’s not like customers aren’t spending money they just need to choose how to spend it wisely.  However what seems to be a hold up and I think organisations need to think about this is that final phase of how to or if.   For example of Customer is very close saying yes, but they may need to satisfy a few points for the board.  The test device.  A pilot.  Etc trial runs.  Time and time again I see Deal slipped away but it just gets too hard. Everything has been perfect that the people need to literally need to seemingly and I say seemingly because this is a Customer perspective write a novel or give away a whole lot of personal information to test a product?   If you think of this story how many times of energy have you thought about going on an overseas holiday?  You know the destination is great.  You’ve got the money.  You really need to break. You really need it.  But you jump online and start planning your flights your accommodation your transfers.  You start reading reviews.  You then figure out you’re going to need a whole lot of other things sorted does your passport last six months longer than your arrival?  Do you need travel insurance? If so who?  So the destination is absolutely fantastic but the final details of getting there just get all too hard and you go you know what forget it.  You revert to staying at home buying some seafood putting on some music maybe buying a beach umbrella etc.  I think I’ve done that many times even for weekends away your plan and plan but then you just give up.   

If all of this sounds familiar I would reflect on. This is a very common roadblock in decision-making incorporations.   The customer is ready to buy. They are very keen but the little boxes they might need to take and the process is to get them tick slowly slip away and become a pain in the arse and all too hard.   On a recent process of Customer needed to give private personal information to be able to do a product trial.  You gave up on it and ended up going and trying a personal route which didn’t go so well while he was reflective on it.  It was a bad taste.  And discussing the process he said why do they have to make this so fucking hard?…. And that was it. It was just so difficult.  We are really easy to engage with as an entity move to us in life will be easy.  But the concept of a pilot or a trial is almost impossible!  If there was one recommendation I could give this is probably a more senior level in organisations make it as easier as possible for a customer to try your product to sample your product  do you think of Wines and buying groups like that? They have dinner with wine tasting? They make it a beautiful experience.   Why is buying corporate services such a painful experience?  I reflected in another story where an old boss was buying a BMW and when he picked it up it had a bunch of CDs on the seat ready to go very clever sales ploy he bought that experience.  I recently arrived with a flat tire at a tire shop.  Now if you’ve ever gone to replace a tire at a tire shop, these guys are very busy but they’re pretty rough and ready.  I walked in.  So I was so busy I thought I’d just drive off but I double parked in the street because my tire was seriously fucked.  I trolled in and within five seconds probably the roughest looking guy there gave me a smile and said g’day mate how are you going? How can I help you?  I took on his language dial and said my tire is fucked. I think is it possible to look at it?  He said mate where’s your car? I said I’m double parked in the street. I’ll move it if you want.  And he goes no mate, that’s all good. Let’s have a look.  He walked out took a look and said alright mate easy be about 20 minutes give me a kiss. If you pop through inside there’s a coffee machine put your feet up and relax.  I said the keys are in the car he said sweet mate.  My entire interaction with this and was 30 seconds.  However, he was very well versed in the fact that you acknowledge Customer quickly and you just make life very easy.  The coffee machine was well stocked had good choices. Seating was plenty air-conditioning was on On a freezing cold day.   It was so easy for me in a way because I almost thought they’re gonna be too busy and I’m gonna be stuffed around standard counter waiting in a queue then be told I have to wait a couple of hours.  For one of the real workers to walk straight out all good mate will jump straight on it mate won’t take long.

To be honest, the only reason I double pipe because I wasn’t sure whether to walk into the workshop or the office or what but by the time I just saw a troll through there I’ve been spotted and served. 
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