THE SCARE THEM AND SAVE THEM MANIPULATION

INTRODUCTION
Provided by:www.TheWaterTreatmentStore.com. This was a technique used against me in the 1970s by a company whose
name | have blacked out. It is used against all of us by the Federal Government. It is how we got OBAMACARE.
Obtaining eompetitively-held occounts B the toughest kind of selling in our
Bbusiness. 1t requires plonning, orgonization, end continuous selling pressure on
the taget occounts. .

Selling competitively-held occounts tokes perseverance. It often takes severo!
months, ond may even toke yeors, before on occount is secured.

The sales strategles we will learn cbout In this section maop the course ond
presen! some proven fechniques for selling GEEEEEprogréams ogoinst the
competitor. It Is designed to mcke the soles rep think out long-term
strotegies, use detailed plans, end finally obtain the business.

We will see that there oare five logical steps in the se!lmg process, and eoch
step bullds upon the next In an orderly fashion.

We will see the need for carefu! planning of o sales effort 1o moke sure that o
we progress through the sales process we do not miss on importont step.

The five steps In the sales process are exoctly parallel to the five steps in the
sales pyromid.
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Just & we don’t normally esk for an order fram o0 unquelified prespect right
ofter having told him or name, we don't play the "Chess Gane” while we e
getting to know cbout o praspect's tbobbies and family life.

The use of plonned soles strategies ogoinst the competition olso mokes the job
of selling very enjoycble. It provides progress memsurements along the way,
ond it ploces the sales rep in on offensive position at all times.

Selling any kind of business effectively b an arganized ond plonned progression
of steps within the overall strafegy, each building upon the other, It is possible
to mecsure sales progress clong the way once these steps hove been identified
and understood. There Is nothing mysterious cbout selling competitive
business. You don't have to be o "born salesnan,” be six feet four inches toll,
play golf in the B0's, be oble to consume a quort of gin in three hours, be o good
ol' boy, o possess cny other mogical traits. Selling successfully is much
simpler than that. The following three ingredients occount for 90% of the road
to success

I. The scles rep must plan, In de?oﬂ., everything he will do In order to obtain
the business.

2. He must wont to sell the business cbove everything else.
3.  He must know that every competitively-held sccount con be sold.
Planing, desire, ond knowing thot 1t can be done ae Indispensable to

successful campetitive selling. The sales strategies we will study will speed up
the selling process only if these three things ae olreody part of the effort,
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INFILTRATION

Infiitration s 1he bosis for oll campetitive selling. Durlng thk phase of the
sales process the soles representative learns obout the plant ond the people in
the plont. Conversely, the people In the plont get to know the sales rep, his
compony and his capobilities. : ’

Duing the "Infiltration™ phase, the soles representative looks for ond develons
emotional reasons for changing suppliers as well &s technical and economicel
‘rexsons for changing. ' ‘

It Is Importont to understond that all the logico! reasons In the world olone
won't convince a prespect to change; the desire to do business with you, the
emotional remons, must be there olso. Think about this. How mony times
have you sold an occount becouse you got on unexpected bid request? How -
many times have you sold on occount where you had all the fechnology cold but

"did not know the people well? How mony times have you won where you have
hod less people exposiure than the competition? Probably not many times.

~We sell successfully only where we have done two things well:
I. Sold the prospect on ourse!vc; ad o-as o c&mpcny. (Emotional)

2. Sold technical expertise tronslcted Into benefits to the praspect ond his
compony. {Technicol/Economical)

It Is imporfant thot you do It In that order — first sell the people on yourself,
then sell them on what your procram can do for them.- '

Let's examine some typical emotional reasons for o prospect to chonge:
I. He likes onother sales rep better.

He likes cno.iher company better,

He feels the present supplier has let him down.

He thinks another company can do.o better job.

AT S o o

- He likes new thibgs.
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€& He hod a problem ond was reprimanded by his bess. ) .
7. He thlnlc he con look good to his superlors by moking a decision to change.

In order for him to oct en his emotional reasons, he must hove on engineering
rexson such os: : )

l. Aproblen discovered by a new supplier.

2. A‘bgt-ier method of doing the Job edvonced by @ new supplier.

3. Asupplier offering clearly superior services. o

& A less expensive source.

In oll cases, the emoliona!l needs of the prospect must be met before he will
occept the engineering reason for the change. This B the key to oll
competitive selling in our industry. This Is also the reason it takes {ime to sell
canpetitively-held business. Building ropport, maoking friends, becoming known
s an expert, ond estoblishing yor compony as @ good uliernative to the
present supplier all toke time.

Starting The Selling Process

Before you con sell onything you need o survey. A survey tells you what the
plant needs. We have established there are two kinds of needs ‘

i. Emoﬁpnc!
2 Technicol/Economical -

We therefore need two kinds of sirveys: o People Survey ond @ Technica!

A. People Survey

l. Start ot the top ond work down. An oppointment mode by someone's
boss won't be refused.

2. Alwoys have eoch oppointment refer you to someone else of
importonce. ..

3. Mcke calls on decision-mokers on oll levels. Use an equal level Nolco
person 1o moke the call with you where oppropricte.
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Moke calls en key Influencers In the plont (engineers, purchasing

ogents, etel.

Find out something obout eoch person's persong! life; le., fomnily,
bobbles, etc.

Find o friend who will tell you what Is going on in the plaont.

The key b to get to know the people who buy ond Influence buying, end for
themn to get to know you-ond other@llllD people. Have o goal on ecch call you
moke; l.e., talk obout o new product, find out how he feels gbout the current
supplier, how he feels cboui@l be Iniroduced to somecrie else, ete. On a
pers.onc! basis find out about the peoples personal likes ond disltikes, hobbies,
fcmdgeé:’.l Don't make unplanned colls — follow @ plan and achieve something
on ea . :

B. Technlcal Survey

2.

7'

Thr your people conlocts find crecs of technlcal concern in the
plot {cost, results, service), :

Get Irvolved by surveying this area.

Do not necessarlly go ofter the nggcs't opplication first. Estoblish
yourself os ¢ person with technical expertise.

Moke your contocts look good' fo thelr bosses. Let the utility
supervisor explain to the manoger how gg and he solved o problem.
(A good time would be over a lunch which you provided

Don"t atiempt to clese o sale before you have completed all your
people ond technical selling processes. Overlooking o key technical
point or an important decision-maoker will set you back months.

:e's'?'u times sell yourself oD You are the best. gl is the

Always ok for business. Go far the peripheral opplications thot e
exy to give to you (35L, small cooling systems od boilers,

condensate opplications). But remember, you must earn the rigat 1o

sk for it first by hoving done samething to solve problems.
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So!ve prob!ems bt dort glve away 1he sfore. Never solve @
technical problem and glve themn the total solution. Just glve enough
to pique their Interest, then &k for ¢ commitment for the business
pending @ complele 1ed'mccl investigation ond propesal.

MOST lMPORTANT be present ot every Inspection of competitive
equipment. Write good reporis on all of them.

_Continually shaw your Interest In your target opplication by doing
little ¢hings ond discussing possible  problems with  the
declsion-mokers and key influencers. P

Krowing The Conpetition

While moking calls to get to know the plont ond the people, It Is equally

. Imporiant that you get to know all cbout your competition. You ean't fight on

unknown enemy. Here Is a list of things you need to know:

l. The compony -

b.

Programs - 'strength.s ond weaknesses
Specific products - strengths and weaknesses

2.  The sales representative

c.
b.
c.
d.

e.

People skills - strengths ond weaknesses
Technical skﬂl;‘- strengths ond weaknesses
Age ond sex

Experience level

Terrltory boundarles

3,  Other people from the some compeny who also eall on the occount DM,
nationo! occoun! monager, etcl)

Once o good objective profile s developed on @ competitor, It may be 900d
strategy to zero in on o particula weck sales rep.




_s;mm Conditiors

By now It Is assumed that you are well-known In the plont. You have helped
scne key people solve problems; you know them personally through verious
forms of entertoimment, You are liked ond respected. You may even have sold
o few snoll opplicatiors. Now one of severdl things happens

I
2

5

&

The competition has a failire or poor result in @ mojor opplication.

The competitive soles fep no longer calls on the occount; he Is reploced by
oncther representative. : :

The maln supporier of the competitive soles rep Is mov:d'i'o onother area
ond is no longer Influential.

A known@lllbooster gets o Job as key Influencer or decisfon-moker,

There b exponsion er construction In the plant which allows you fo get
Involved with other people such as corstruction or project people.

The present supplier becomes eanplacent.

An oggressive sales representative will walch clasely for these changes thot
~will give him an opportunity to sell the business. -
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CREATE CONCERN ' .

So for we have learned what we need to do and know fo be recdy to sell when
on opportunity arises, such as o problem In the plont or o chonge in people.

This con many times be o long wait, too long for the oggressive sales

representative.

We will now learn to set up selling conditions by vorious techniques that e
well proven In our business. We are going to make things happen!

Walting for the competition or the plont to make a mistoke or o change that
will ploce the occount In an obtcinoble mode can toke forever ot'times.

Custimers . Meost of the tIme It tokes @ sales rep o create unrest ond concern obout

Note

camnpetitively-held opplications.

In every opplication there Is something that con be Improved upon, or there is
samething that someone in the plant k uneasy obout.

The "Crecte Concern™ Technlque Is deslgned for moking something hoppen
rather thon letting something happen.
A. Bxlcrule for success

l. Find o technical or emotional problem or oversight, Confirm it to
yourse!f more than once. _ | . '

2 K;wow your plant ond people well, (See INFILTRATION)

‘3. Know your campetition and how they would c.over the mistake or
oversight. (See CHESS GAME)

4. Know how you would correct the sHucﬁ‘on.

5. Don't discuss delclls with competitor's friend! Don't tip off
campetition prematurely.

B. The opproach

l. Once you hove uncovered a problem, discuss it briefly with the person
responsible In the plont. Don't give solutien yet. Study his reoction
carefully to see if be is concerned.

2. Discuss the problem with g key influencer. Study his reoction.
3. 'If they are no! concerned enough, discuss consequences of problem

(e.g., corrosion’in condensole system, fouling of heat exchanger, short
lon exchonge runs, eteld. Tolk obout COST.
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Selesan S & Once you have creoted redd concemn, esk for @ commitment for the
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business pending o major survey ond proposal. .

onn'tﬂ‘ )
Comsn! E. The sale

L
2

‘P‘ Lol

Du!ng survey find other areas of weckness.

During presenfchon siress aea where you created concern. Tclk‘
about other Texs olso but to Isscr extient,

Stress what 1he problem is cosimg or may cost the plant in ollars.
2

Stress how you wlill solve the problem.

Ask for the business.
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SCARE €M & SAVE €M

This technique B o destlc form of creating concern. The maln Idec Is to find @
very seriovs fechnical problem and ceate @ very serfous concern cbout the
relicbility of the plont operation. :

*Scare - ond Sove EmM” ls.d&s?gwed for very fst oction on the soles rep's
~=t., Ar -'sense of urgency Is necessary to make o successful sdle.

& rooch ond ;he sale

) © X
I must find o serlous problem In the plont (e.g., overfeed of
2. , cNoringtor out of order for days, pH control on tower very
-ad, bugs are dead in waste plant, etc).

i« You go to key people In plont; eall ¢ meeting. Howe your district

manoger there. The purpase Is to scare them ond then to offer
Immediate help. ' |

3. Dulng the meeting talk obout the consequences of the situation (l.e.,
boler being eaten wp, bugs in cooling system plugging up exchangers,
colclum scoling of heat exchongers). Make It os dranatic as possible.
Attoch dollars to consequences.

&. Tell them you have a solution but don't gTvé oway the store.

5 Ask for the business if you can demorstrale within one day o one
week or whatever, that you can solve the problem.

€. If the plont needs proof of the problem, provide It through technical

popers, hydrogzn study, Na study, micobio analysis, PAC-1 Pro work,
etc. .

7. Doltall fxt!
8  Ask for the business.
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The *Diversion” Technique k designed fo throw your competition off guard:
while you

DIVERSION *

strike o an occount where o selling condition has been estoblished.

Often this technique will involve other sales reps in your district end_other

plants.

The basic principle here Is to crecte o false or premature sales effort of some

plont er of enother opplication which forces your eompetition to be diverted

from your real target,

A. Baslc rules for success

2

.

I. Hove your homework done & explained In INFILTRATION,

2. Have o situation where the chonces for selllig quickly are excellent

. (e, technlcal problem, people problem, etcl. : .

3. If other plonts and soles reps are involved, plan viry carefully through
your district monoger, "

A  Bereody with all your resources.

B. The opprooch

1. Discover o major problem In the plant.

2. Find oncther problem hod by the same sales rep somewhere else in the
same plant or another plont.

3 Moke & quik hard sales push ot the secondary plant (get o sirvey,
bring In o continuous sampler, run @ condensate study, on elution
study, etc). Moke sure it Is done when the competition is in the plant
0 you are seen. Use os mony people & you can — troinecs are good
here.

A,  The competition will now spend lots of time ot the secondery plant.
NOW you go with the rea! push on the primay goal.

5. Follow oll the rules fram the "infiltration” technique and use all your
sales ond technico! skills.

C. Thesde
I. Speed Is of the essence with this technique. Don't let the secondary

plont's "problem™ dissipate before you conclude the sdle,
Mdke sure yo:: know the solution to the problem before you start.

3. Get firmm commitments for the business If problems are solved.

-15-
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v > & Ask for the order before writing ony propesdl. .
e

8. Perslst doily or twice deily asking for the order ofter the solution is
presented, . .

The worst result you con expect fram the "Diversion” Technique Is that you
have tied the canpetition up for seme time delending himself. The best result
Is that you end up with two or three new pieces of business. You can't fese.

oo

-16-
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MIX AND MATCH RS

An effectlve opprooch fo selling b fo mix your proespects with satisfied
custoners., This can be done mony ways; here are some suggestions:

l. Socld gathering .

_let-tcu': '

Irs pection of equipment of satisfied customer's plont
Joint lunch _ _

Mcoke o Joint call'with on equipment supplier

Make Jolnt calls with othe @D groups that have good reputations in the
plant C, P&P, etc)

The moln thrust here Is fo et someone else do part of the soles job. You galn

'

. credibility by association.

-18-
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CHESS CAME

The basic premise of the "Chess Game™ b to disam the compellter when you
ere clase to getting the commitment fram o competitive occount.

The "Chess Game™ necessitates knowing your ecmpetiter well, how he reccts
wnder pressure, what he will soy, end what he will do. This knowledge is then
Imported to the praspect in such @ way thot when the comnpetitor do=s recct,
the prospect will olreody know what he will do. This has the effect on the
prespect of diminishing the competitor's impoct becouse he already knew his
opprooch befarehand, - : o ’

The prospect olso needs some solutions befarehand so when the competitor
makes his predicted move, the praspect will not have @ need for his service.

A. The opprooch
l. Caefuly discuss with your district monoger what the expected
camnpetitive reoction will be; Le., chonge soles representative, change
product, bome office hit team, onalytical von, ete.
2 Tell the prespect whot to expect from the competiter, Also tell him

what you plon to do to neutralize the competitor's reoction. Below
are fifteen typical defensive strategies o competitor will uses

8. Inoexe the number of service ealls.

b. Bring In the technical people from corporagte hcoﬁqucrier: to
moke o show of force. :

c. Bring In o thick 1?echn1ccf report on the client's focility ond set
goals that the client and they will meet o solve the problems.

d. Bring In o customn product to help,

.. ér?ng In a newly developed product.

f. Change feed points within the system.

g. Blame the plont operators work hobits for problems.

h. Bring In on Inventory report o demonstrate that the chemicols
are not being fed as recommended.

. Get the district monoger Involved ond hove him discuss with
"George” the things that they will do, and how he will personally
g=! involved in the occount, :
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} Brl’ng In "old yeller " possibly the eriging! soles rep who sold the
eccount, who will discuss how bod things were befere they
errived on the scene moy yeors ogo. Reminkce obout the good .

old days.

k. Sendino shipment of chemlcols without ¢ P.O. (e:cptoining.ﬁnt
he knew that the Inventary was low ond that he didn't went them
to run out—the client has ploced orders before on verbals).

. Regquest o tria! of groce: "Give me six month’s tria! ond | wil
have everything straightened out™ » _

m. Use the strotegy thot they are a local 'cornponr; thot Is, 0 small
buslness versus big business.

n. Replace the sales rep with onother sales represt tative.

©. Send manogement In with their arying towels to exploin why the
ccoount Is so important to them ond why they must/want to keep

h.

By onticlpoting which defensive stirategles will be used by the competitor, you
con prepare the praspect. This opproach will take the sympathy awoy fram the
competitor and actwally turn It Into on entogonistic sltuction.

The "Chess Game” onticipates the canpetitio’s move ond counters i before
he mokes It. When he does make the move, the result Is @ worsening of his
stuction. He is checkmated.

o2l-







Finally..

Don't forget — ASK FOR THE ORDER!
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