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Value Sell Overview

Use this document to get your team familiar with the Value Sell process and the essential elements of the process’s first two steps. 

Workshop Preparation

	Workshop Time: 45 minutes
Target Audience: Sales Agents
Workshop Objectives:
This workshop will help the team be able to:
· Describe the sales conversation flow and recognize its relation to the Value Sell
· Explain the importance of using Value Overview in every interaction

	Workshop Materials Required:
For Facilitator
· The VALUE SELL Overview: Value Overview Team Workshop Document
· Pages 2 through 9 provide discussion points of the content you need to cover
· Page 10 provides a roster to keep track of team members who have attended the workshop
· VALUE SELL Process Poster or VALUE SELL Process projected onto screen
· Value Overview poster
[bookmark: _30j0zll]For Participants
· VALUE SELL Overview Workshops Participant Guide








Use the discussion points below to review Value Overview with your team.

WELCOME the participants to the VALUE SELL Overview Team Workshop.

· HANDOUT a VALUE SELL Overview Workshops Participant Guide.

· STATE: This Participant Guide contains the following sections:
· Introduction 
· Goals
· Objectives
· Sections for each workshop including activities, job aids, and necessary information

· EXPLAIN that the Parking Lot flipchart will be used to capture questions or concerns as they arise during this session to be revisited or discussed at the end of the session.

· REFER participants to the Goals and Objectives on page ii of their Participant Guides.

· [bookmark: _GoBack]REVIEW the Goals and Objectives.

· REFER participants to the VALUE SELL Process on page ii of their Participant Guides and the VALUE SELL Process poster.

· EXPLAIN that VALUE SELL is:
	· The overall process for handling interactions in sales
· A systematic interaction flow to help you have the most positive and profitable outcomes with customers
· Designed to help you be more successful as an agent, and to create more productive interactions with customers



· STATE:  Before we get started with Value Overview, we are going to take a look at the VALUE SELL process as a whole and how it can help us, the customer and EPAM when used on every interaction.

· ASK: In times you’ve talked with a sales person, what are some of the things they did do to make you more likely to buy their products?
	LEAD the discussion to the answers in italic below:

	· Listened to me
· Showed me a product I really wanted
· Had “extras” that they could give me
· Various answers



· ASK: When someone shows they really are listening and care about what you need, how does that make you feel?
	LEAD the discussion to the answers in italic below:

	· Like I am a valuable customer
· That they really want me to be happy
· More likely to buy
· Various answers



· EXPLAIN that by using the VALUE SELL process, customers will know that we are working together with them to build a personalized solution to deliver services to meet all of their household needs.

· ASK: What questions do you have before we discuss the steps in the VALUE SELL process?  

· REFER participants to the VALUE SELL Sales Process on page 1-1 in their Participant Guides.

· ALLOW participants two minutes to look over the processes.

· ASK: Which items of the VALUE SELL Sales Process do you think will be most helpful in selling to customers? 
	LEAD the discussion to the answers in italic below:

	· Any bulleted item from page 1-1 with justification
· Various answers related to the bullets



· EXPLAIN that during your training, we will be focusing on the VALUE SELL process at a high level and how it can positively affect your success in selling to customers.  In the overview training we will take a look at:
	· The systematic process that you will be expected to utilize during every interaction
· Strategies and best practices to increase your success



· ASK: What questions do you have about the steps that make up the VALUE SELL process?

· ASK: Of the four major steps in VALUE SELL, which do you think will be the most comfortable for you to implement?  

· ENCOURAGE various participants to share which step they feel most comfortable implementing.

· ASK: What about that step makes you comfortable with it?

· ENCOURAGE participants to share reasons for being comfortable with the various steps in VALUE SELL.

· ASK: What concerns do you have in utilizing VALUE SELL?

· ENCOURAGE participants to share hesitations with the various steps in VALUE SELL.

· STATE: In today’s session, we will begin with the first step in VALUE SELL, Connect and Value Overview.

· ASK: When you hear “Connecting” what does that make you think is involved?
	LEAD the discussion to the answers in italic below:

	· Connect is the beginning/greeting
· Connect is between you and the customer
· Getting the conversation to go forward
· You need to Move the conversation from one place to another
· Various answers



· REFER participants to page 1-2 in their Participant Guides.

· EXPLAIN the key steps to effectively Value Selling are:
	· Greeting the customer clearly
· Beginning to build rapport with the customer
· Listening and reflecting the customer questions
· Framing the Sales Conversation (Setting the Agenda)



· EXPLAIN that there are a few things you can do as an agent in not just what you say, but how you say it, that can set the path for success in an interaction:
	· Attitude (don’t let prior interactions affect your disposition negatively)
· Pitch and tone
· Actively listening to what the customer is saying



· ASK: What experiences have you had as a customer with greetings and initial statements were really well done?  

· ALLOW participants to share prior experiences as customers.

· ASK: What experiences have you had as a customer with greetings and initial statements were poorly done?

· ASK: How did that change your outlook of the interaction?

· ENCOURAGE participants to share experiences with bad greetings.

· ASK: Why do you think it is important to effectively Connect?   
	LEAD the discussion to the points in italic below:

	· Shows confidence
· Builds rapport
· Ensures the customer you are there to help



· EXPLAIN that you (facilitator) will now read examples of greetings, and that participants should listen for:
	· Positive aspects of the greeting
· Areas for improvement in the greeting



· STATE: You should record your notes in the appropriate space on page 1-2 in your Participant Guide.

· NOTE: At this point, you should read the first example greeting below:
	Example 1: 
(speak in dull/monotone voice)
Hi there, my name is ____________________ with EPAM.  I’d like to help you with your issues, so what seems to be the problem?



· ALLOW participants one minute to write down their positives and areas for growth from the greeting on page 1-2 in the Participant Guide.

· ASK: What did the agent do well in this first example?
	LEAD the discussion to the points in italic below:

	· Used his/her name in the greeting
· Branded the conversation EPAM
· Offered to help the customer
· Various responses



· ASK: What could the agent have done differently in this example?
	LEAD the discussion to the points in italic below:

	· Should have spoken with a more positive tone
· Needed to ask for the customer’s name
· Various responses



· NOTE: At this point, you should read the next example greeting below:
	· Example 2: 
(speak quickly on this example)
Hello, this is ____________________ with EPAM.  I know you said you cancel our upcoming consultation, but I need to know your name before we get started.



· ALLOW participants one minute to write down their positives and areas for growth from the greeting on page 1-2 in the Participant Guide.

· ASK: What did the agent do well in this example?
	LEAD the discussion to the points in italic below:

	· Used his/her name in the greeting
· Branded the conversation EPAM
· Various responses



· ASK: What could the agent have done differently in this example?
	LEAD the discussion to the points in italic below:

	· Should have spoken more slowly
· Needed to ask for the customer’s name
· Should not use negative language in statement offering to help
· Offering to help could be taken as confrontational (I know...but…)
· Various responses



· NOTE: At this point, you should read the final example greeting below:
	Example 3: 
Good morning/afternoon, and thank you for visiting EPAM.  My name is ____________________, and I’m told your looking to set up a project management framework for your company.  I definitely can help you to ensure you have the best package for your needs, but first, may I ask with whom I am speaking?



· ALLOW participants one minute to write down their positives and areas for growth from the greeting on page 1-2 in the Participant Guide.

· ASK: What did the agent do well in this example?
	LEAD the discussion to the points in italic below:

	· Used a positive tone
· Used his/her name in the greeting
· Branded the conversation EPAM
· Offered willingness to help in a positive way
· Focused on helping the customer meet his/her needs
· Asked for the customer’s name
· Expressed confidence
· Various responses



· ASK: What could the agent have done differently in this example?
	LEAD the discussion to the points in italic below:

	· Various responses



· ASK: If you were the customer in these three examples, which greeting would make you feel the most willing to have a discussion with the agent? 
	LEAD the discussion to the answers in italic below:

	· Example 3



· ASK: Why would you be more willing to have the conversation?
	LEAD the discussion to the answers in italic below:

	· Agent was positive
· Agent was confident
· Agent focused on my needs
· Various responses



· ASK: What aspects of a clear greeting will you work on improving after this session?
	LEAD the discussion to the answers in italic below:

	· Various answers



· ENCOURAGE participants to share their areas for improvement.

· TRANSITION: The greeting is a very important part of every conversation, but it is only the first piece of Value Overview.

· EXPLAIN that after greeting the customer clearly, the next steps in Value Overview are: 
	· Listening and reflecting the customer questions
· Framing the Sales Conversation (Setting the Agenda)



· ASK: What do you think are the benefits of specifically reflecting the customer’s questions or concerns?  
	LEAD the discussion to the points in italic below:

	· The customer will know you are listening
· Begin to regain the customer’s trust 
· Customer more likely to be open to a sale opportunity



· ASK: What might happen if you fail to reflect the customer question?  
	LEAD the discussion to the points in italic below:

	· The customer will think you didn’t listen
· You might just come across as someone pushing products on them to make money
· Customer might shut down and not want to talk anymore



· EXPLAIN that after greeting and reflecting to Connect with the customer, you are then ready to move the conversation forward.

· ASK: What do you think is meant when we say “set the agenda?”
	LEAD the discussion to the points in italic below:

	· Providing the framework for the conversation
· Informing the customer of the conversation process



· EXPLAIN that: 
	· Almost any interaction can be a sale if you gain control and Frame the Sales Conversation early on
· This will look slightly different depending on the customer and individual needs
· It is important for the customer to know how your questions will benefit them, answering the question, “What’s in it for me?” (WIIFM) 



· ASK: What is the result when we gain control of the conversation and set the agenda?
	LEAD the discussion to the points in italic below:

	· Sets a positive tone
· Takes ownership of the conversation
· Gains buy-in from the customer and reduces objections and resistance
· Sets the stage to learn more about the customer’s needs
· Creates opportunities to change non-sales interactions into upsell/sales interactions
· Helps us maximize potential sales on every interaction by focusing on the customer’s wants and usage



· EXPLAIN: Now that you’ve heard various customer interaction greetings and thought about other ways to be effective from the start of an interaction, you will be placed into groups to practice greeting the customer.

· REFER participants to page 1-3 in their Participant Guide.

· REVIEW the purpose of the activity with the participants.

· EXPLAIN the directions for the activity:
	1. Select one member of your pair to act as the customer and the other member to act as the agent.  The third member will observe the interaction and take notes.
2. The customer starts the conversation using the prompt on page 1-3 in their Participant Guide, and the agent will provide an appropriate greeting.
3. The customer will use the details provided in the Participant Guide to continue the conversation.
4. After making a greeting and moving through Framing the Sales Conversation, you will rotate roles and repeat the activity with the next customer.
5. You will have six minutes to complete this activity.



· NOTE: The customers for this role play are listed on page 1-3 of the Participant Guide.

· DIRECT the participants to divide into groups of three.

· STATE: You will have two minutes for each part of this activity for a total of 6 minutes.

· ASK: What questions do you have before we begin?

· DIRECT learners to begin the activity.

· MONITOR participants as they complete this activity and answer questions as they arise.

· ANNOUNCE when it is time for each group to switch roles.

· ANNOUNCE when one minute remains.

· DIRECT users to stop.

· ASK: What do you feel like your partner did especially well during this activity?

· ENCOURAGE participants to share their thoughts about their partner’s skills.

· ASK: What do you feel like your partner could have done differently during this activity?

· ENCOURAGE participants to share their thoughts about their partner’s skills.

· ASK: What potential downfalls can be avoided by incorporating Value Overview into every conversation?
	LEAD the discussion to the answers in italic below:

	· Customer not trusting 
· Customer frustration
· Agent seeming uncaring or not confident
· Lower save rates
· Various responses



· ASK: What are some challenges you may have when Connecting and Moving? 
	LEAD the discussion to the answers in italic below:

	· Distractions 
· High volume
· Customer not speaking loudly or clearly
· Various responses



· ASK: What are some ways in which you have overcome these challenges on the job? 

· ENCOURAGE participants to share their experiences overcoming the challenges mentioned.

· REVIEW the objectives for this session.

· DIRECT agents to think about what they learned in this session and to set an action goal for how they will apply the takeaways from this session back on the job.

· ALLOW agents two minutes to write their action goal.

· ENCOURAGE volunteers to share their action goal and discuss the benefits as a group.

· STATE: It is really important that you keep this Participant Guide handy. Use this guide to help you when questions about the VALUE SELL process and greeting the customer clearly arise.

· ASK: How comfortable do you feel about using this guide?
	LEAD the discussion to the points in italic below:

	· Various answers



· ASK: Overall, what challenges do you think you will face? How will you overcome these challenges?
	LEAD the discussion to the points in italic below:

	· Various answers



· ENCOURAGE the team to come up with any additional questions.	

· WRAP UP the workshop by answering any additional parking lot questions your team might have about the VALUE SELL process and Value Overview.


Use the following section to keep track of who attended this team workshop.
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