Professional Selling Skills System

For

U.S. Navy Recruiting

The AchieveGlobal Professional Selling Skills system is a comprehensive approach to training designed to help recruiters conduct sales calls that foster mutually beneficial relationships with customers. The system includes:

· Core
· Applications
· Professional Sales Coaching
· Measurement 

· Train-the-Trainer
· Professional Selling Skills/ Reinforcement Tool (PSS/RT)
· Sales Performance Tool Kit (SPTK)
A full description of these components may be viewed by clicking on each of them. 
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PSS Core is the foundation sales training for all recruiting personnel. 

Measurement instruments that enable organizations to assess their implementation of the training programs in the system

Coaching is training for those recruiting personnel who will conduct on-going coaching activities for front-line recruiters and all PSS Core skill users

Applications is PSS Core reinforcement training for all PSS Core Skill users

Train-The-Trainer is the basic certification process by which NORU instructors, district and area trainers, RinC’s, and Zone Supervisors become authorized to conduct PSS System training programs

Core

Premise

The Professional Selling Skills Core program is conducted during initial recruiter training at NORU and is based on the premise that in today’s complex, competitive, and ever-changing recruiting environment, success in recruiting comes from helping one’s customers succeed. 

In practical terms, this means promoting an open exchange of information on sales calls that focuses on the customer’s needs. The goal of the dialogue is an informed decision about the best way for the prospect, center of influence, or DEPer and recruiter to work together for their mutual success.

Content
The content covered in the Professional Selling Skills Core program is organized into eight units. The first five units introduce an overall process and four key skills that are used on every sales call. The remaining three units focus on several challenging call situations and on the skills for managing them.

Outcomes

As a result of participating in the Professional Selling Skills Core program, recruiters will be able to conduct sales calls in a way that leads to informed, mutually beneficial decisions with customers, and, therefore, helps build long-term customer relationships. More specifically, they’ll be better able to:

· get their sales calls off to a positive start

· make good use of their own and their customers’ time

· promote an open exchange of information throughout the sales process

· ask good questions to develop a clear, complete, mutual understanding of their customers’ needs

· talk about the Navy and its features and benefits in a way that’s meaningful and compelling to customers

· respond to customer concerns openly and effectively 
· end their sales calls with commitments that are appropriate and clear

Applications

Premise

The PSS Applications workshop is based on the premise that mastery of PSS results from the integration of the verbal skills taught in the PSS Core program with one’s own customer, product, and competitive knowledge, organized according to the concepts of need satisfaction selling.

The workshop promotes skill mastery by teaching participants how to organize their product, customer, and competitive knowledge in a way that facilitates the use of PSS skills in their own sales interactions
Content
The PSS Applications program reviews the PSS skills and helps recruiters integrate their own customer and product knowledge with the skills. Before the program, the recruiters’ RinC, Zone Supervisor, or Chief Recruiter select the specific products, customers, and competitors that will be the focus of the workshop. During the program, recruiters learn how to organize what they know about the selected products, customers, and competitors so the information can be used in conjunction with PSS skills. Recruiters do role-plays, based on the realities of their own selling environment, in which they use the skills to sell the selected products to their customers.
Outcomes

As a result of participating in the PSS Applications workshop, recruiters will be better able to:

· organize information about their customer and the Navy in a way that facilitates use of PSS skills

· formulate probes to explore expressed customer needs and/or create customer awareness of needs (including needs for exclusive benefits)

· create compelling support statements about the Navy

· organize information about competitive products/organizations in a way that facilitates use of PSS skills

· anticipate, forestall, and respond effectively to customer indifference and concerns (skepticism, misunderstandings, and drawbacks)

· prepare more effectively for all their sales calls

Professional Sales Coaching

Premise

Professional Sales Coaching is based on the premise that the role of a sales coach is to develop a recruiter’s ability to achieve the best results the recruiter is capable of achieving. The program advocates a collaborative approach to coaching in which the key factor is a recruiter’s buy-in to a diagnosis of the situation and a plan for achieving desired results.

Content

Professional Sales Coaching explores the factors that affect coaching relationships and gives sales coaches the framework, knowledge, communication skills, and planning tools they need to support the use of PSS skills by the recruiters on their team and improve sales call performance. Coaches learn how to observe sales calls and conduct pre- and post-call coaching conversations. They also learn how to kick off the coaching process and facilitate the long-term professional growth of each individual on their recruiting team.
Outcomes

As a result of participating in Professional Sales Coaching, participants will be able to:

· focus on key issues to get maximum results

· save time and effort in their coaching conversations

· communicate in a way that motivates recruiters to improve their sales call performance

· create developmental plans to achieve long-term goals

· cultivate a developmental climate within their recruiting organization

Measurement

The PSS system includes three types of Measurement instruments that enable organizations to assess their implementation of the training programs in the system. Accurate assessment lets them make appropriate adjustments or identify follow-up activities that will increase the effectiveness of the training. The Measurement instruments are completed by the seminar leader and participants at the end of a seminar. They answer the questions:

· How did participants feel about the seminar?

· Was the training implemented according to established guidelines?

· Did participants learn the concepts and skills taught in the 
seminar?

Instruments include:

· Participant Attitude Questionnaire (PAQ): a 14-question document including questions regarding perceived value by the participant, initial reaction to the program and to the seminar leader.

· Participant Attitude Questionnaire Summary Form: intended to display group PAQ responses used to identify actions for maintaining or improving the quality of future seminars

· Participant Attitude Questionnaire Group Comparison Chart: intended to help compare up to five groups’ responses to any or all of the PAQ items to reveal trends, commonalities, or inconsistencies in rating patterns between groups

· Seminar Quality Checklist (SQC): intended to help assess the extent to which the seminar was implemented according to established guidelines

· Seminar Quality Checklist Group Comparison Chart: summarizes SQC results for up to five seminars to help identify trends in seminar planning and implementation.

· Training Effectiveness Action Plan: intended to help identify actions for ensuring the quality of future seminars.

· PSS Core and Professional Sales Coaching Mastery Tests: tests taken by seminar participants after completing the seminar to determine if they learned the concepts and skills taught 

Train-the-Trainer

The PSS system includes three Train-the-Trainer seminars: Core (2 days), Applications (2 days), and Professional Sales Coaching (2 days). These seminars give seminar leaders the knowledge, skills, and confidence they need to lead PSS system programs. Each Train-the-Trainer seminar is conducted by an AchieveGlobal master trainer and includes a review of program content and procedures, practice in leading key activities, and a discussion of the challenges associated with conducting the program.

This certification is required to lead AchieveGlobal seminars and workshops

Workshop Outcomes: At the conclusion of the workshop, participants will be better able to:

· describe the scope, intent, and business rationale for the specific workshop just completed
· discriminate between correct and incorrect responses and skill use by seminar participants
· respond intelligently to seminar participants’ questions about the goal, when, how, and rationale for each of the skills
· conduct key seminar activities in accordance with the recommended step-by-step procedures 
· successfully fulfill the appropriate seminar leader role(s) based on the instructional intent of activities
· accurately administer and tabulate the measurement instruments
· know what information is needed to prepare an Applications workshop and how to organize this information for use during the workshop
· articulate the content that is on and “behind” the seminar wall charts

Professional Selling Skills/ Reinforcement Tool (PSS/RT)
The PSS/RT is a CD-ROM tool designed to help recruiters review and reinforce the concepts learned in the Professional Selling Skills Core seminar, and to help the recruiter apply these skills in actual sales situations.

This program is run from a CD-ROM on the recruiter’s computer and is available at any time. The program can be entered and exited easily, and allows the user direct access to any area where a review is desired. 

A User’s Guide helps recruiters load the software and get started with the program. It also contains important helpful information that supports the CD content and provides a technical support telephone number.

The program contains:

· An Introductory module explaining how to use the program

· Skill Challenges to assess proficiency in each of the PSS Core skills

· Skill Reviews to check understanding using practice exercises and rehearse specific skills by completing simulations of sales situations.

· A sales call simulation to put it all together and practice skills learned with fictitious customers.

The program may be re-run as often as desired. User’s scores are updated each time the program is re-run. Comparison of scores over time provides useful information to users and coaches regarding progress in skill understanding and usage.

User scores from Skill Challenges and Sales Call Simulation should be printed out and used during coaching discussions with their managers to identify areas of strength and areas for improvement. Note that Skill Challenge scores should be printed out and saved after each session because this information is automatically updated after each use and previous scores are overwritten. Simulation scores, however, are saved for the most recent 5 simulations. 

Sales Performance Tool Kit (SPTK)
A series of 24 meeting plans to help recruiting managers lead effective sales team meetings and strengthen team-selling skills. These tools are designed to be easy to understand and conduct. The Sales Performance Tool Kit will explain the layout and the features of the tools so that the recruiting manager will understand how to use the materials and run effective meetings.

In the SPTK binder, sales managers will find three sections:

· Introduction: containing-
·  a matrix outlining the needs each tool is designed to address
· list of which tools can be used for one-on-one sessions or telephone calls
· ideas for combining tools into longer sessions or an entire curriculum
· a form for tracking sessions
· tips for running effective meetings
· Reviewing PSS Skills: containing-
· 13 tools aimed at reinforcing the skills covered in the PSS Core seminar
· Expanding PSS Skills: containing-
· 11 tools designed to expand and apply the skills covered in the PSS Core seminar
Each tool has the following layout:

· The title
· What the tool covers
· When you should use the tool
· How much time each variation of the tool will take
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