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Introduction

•Dealing with different customer types
•Customer relations
•Day-to-day sales activitiesDay to day sales activities
•Closing sales
•Staying motivated



Today’s Presentersy

Wayne TurchettaDavid Bavisotto Wayne Turchetta
Vice President/Sales Manager
HMC Service Co.
Louisville, Kentucky

David Bavisotto
Service Department Manager
Illingworth-Kilgust Mechanical
Milwaukee, Wisconsin



POLL – Your Companyp y

1.  What is the total annual revenue at your company including all departments?
 L th 1 Milli $’ Less than 1 Million $’s
 1-3 Million $’s
 3-5 Million $’s
 5-10 Million $’s
 More than 10 Million $’s

2. How many salespeople do you employ total for all departments? 
 1-2
 3-5
 6-10
 11-20
 More than 20

3. What are the annual service revenues at your company (service department only)?
 L h 1 Milli $’ Less than 1 Million $’s
 1-3 Million $’s
 3-5 Million $’s
 5-10 Million $’s
 More than 10 Million $’s

4. How many salespeople do you employ in service sales (service department only)? 
 1-2
 3-5
 6-10
 11-20
 More than 20



Role of Sales Managementg

M ti tMotivate 
to keep 
them 

focused

SALES 
MANAGER
Hire  Train

Set Goals Supervise
Activities

Improve 
performance

Inspire 
confidence

Help 
overcomeovercome 
obstacles



Communicating 
ExpectationsExpectations

Why it’s important to 
continuously communicate y
expectations.

Expectations Comfort 
Z

Reinforce 
E t ti

Successful 
S l l

• Not always 
comprehended 

or embraced

Zones
• Have to break 

established 
habits

Expectations
• Ensures 

understanding 
and adoption

Salespeople
• Get distracted 
and off goal, too

p



Opportunities for 
Communicating ExpectationsCommunicating Expectations

Performance 
Reviews Job 

Descriptionp

Status 

Always Be 
Communicating

Interview 
and Offer 

Letter

Meetings

Sales 
Incentive 

Plan

Mentoring 
Sessions



Without Good Job 
DescriptionsDescriptions

• Leads to misconceptions orLeads to misconceptions or 
poor understanding of the job

• Salespeople engage in busy• Salespeople engage in busy 
work or “do their own thing”

Hi h t ti l hi• High potential new hires can 
easily go wrong



Job Description Basicsp

• Job title
• Position summary
• Key responsibilitiesKey responsibilities
• Additional duties

D t t i t ti• Department interactions
• Minimum qualifications
• Physical requirements
• Other requirementsOther requirements
• Disclaimer



Offer Letters

• Job title and 
description

• Outline responsibilities
 

• Define general 
activities
S t i iti l l d• Set initial goals and 
time lines

• Define compensation• Define compensation 
and incentives

• Include acceptance p
sign-off 



Sales Incentive Plans

1. Increase sales and 
profits for company

G l

profits for company

Communicate goals and 
2.Goals g

expectations

3.
Provide appropriate 
motivation



Incentive Plan Meetingsg

• Defines actual goalsDefines actual goals
• Clarifies 

misunderstandingsmisunderstandings
• Gain mutual 

tagreement



Status Meetingsg

• Weekly
• MonthlyMonthly
• Quarterly

Shows by actions and results 
how effectively they understand the expectationshow effectively they understand the expectations.



Typical Status Meeting yp g

• Success StoriesSuccess Stories
• Call Activity
• PMA

Weekly Service Sales
Team Meeting Agenda

– Bid activity/acquisition
• Small project work

– Bid activity/acquisitiony q
• Customer Relationships
• Network Opportunities/Outings

Ed ti /T i i• Education/Training
• Operations Interface
• Good of the Order



Mentoring Sessionsg

• Formal and informalFormal and informal 

• Show by example

• Eliminate 
misunderstandingsmisunderstandings

• Address problems or 
bad habits



Performance Reviews

• 30 60 or 90 day• 30, 60, or 90 day 
review for new hires

S i l• Semi-annual or 
annual for others

• Shouldn’t be any 
surprises

• Motivating opportunity 
for career 
d l tdevelopment



Tracking Sales Activitiesg

• Tracking progress is g p g
essential to success

• Many metrics useful to y
monitor

• Start with weekly call y
sheet basics
– Cold calls

A i– Appointments
– Proposals/bids
– Closed Sales “Trust, but verify.”Closed Sales



Tracking Sales Activitiesg

• More advanced factors or metrics toMore advanced factors or metrics to 
consider:
– Maintenance customer retention
– Customer satisfaction survey results
– Retention activities
– Actions to recover cancellations
– Profitability measures
– Billing practices and pre-billing strategies
– Forecasting hours and staffing needs



Tracking Sales Activities

Other possible performance indicators

g

• Other possible performance indicators
– Sales cycle time
– Referrals received and closed– Referrals received and closed
– Proposals presented/awarded
– Email and/or direct mail sent to prospectsp p
– Number of contacts prior to sales close
– Time spent on non-sales activities
– Up-selling attempts and successes
– Business cards distributed

Average sales and margin per account– Average sales and margin per account



Activity Reportsy p



Activity Reportsy p

Customer Name Contact Phone Notes/ Results/ Meetings Date/ 
Time

Next Step

1
2
3
4
5
6
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8
9
10
11
12
13
14
15
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17
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19
20
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22
23
24
25
26
27
28
29
30
31
32
33
34
35



Activity Reportsy p



Activity Reportsy p



Avoiding Inter-office Frictiong

Sales Sales versusversus Operations?Operations?



Avoiding Inter-office Frictiong

Sales Sales andand
Operations…Operations…Operations…Operations…



Exceeding Customer 
ExpectationsExpectations



Exceeding Customer 
ExpectationsExpectations

Customer Survey – Quality AssuranceWhat do our Customer Survey Quality Assurance 
Program (Dave)

customers think?



Sales Automation Tools



Benefits of Sales Automation 
ToolsTools

• All prospect info in one placep p p

• Monitor stages of sales process

C di t l i ti• Coordinate sales across organization

• Facilitate account handoff

• Faster status reports

• Create key performance indicatorsCreate key performance indicators

• Help salespeople become more organized and 
efficientefficient



Using CRM to Manage Salesg g



Using CRM to Manage Salesg g



Using CRM to Manage Salesg g



POLL – Sales Tools

1. What primary method do your salespeople use to keep track of 
h i d l i i i ?their customers and sales activities?

 Hand written records or notes
 Excel spreadsheets Excel spreadsheets
 Stand-alone CRM software on the salesperson’s PC
 Company-wide networked CRM
 Other software or tools Other software or tools



The Sales Activity Drilly
• Target markets and customers
• Find leads in those areas
• Qualify potential customers
• Cold call
• Set appointments

C t bid d l• Create bids and proposals
• Follow-up 

C stomer appreciation and• Customer appreciation and 
maintenance

Bottom Line:  Salespeople must be PROACTIVE!



Obstacles to the Drill

• No plan for successNo plan for success
• Being opportunistic

C ld ll l t• Cold call reluctance
• Not organized
• Not using automation tools
• Too busy to follow upToo busy to follow up



Marketing Programs

• Ineffective HVAC marketing

g g

• Ineffective HVAC marketing

• Can be a key resource 

• Sales Managers should take 
actions to get marketingactions to get marketing 
benefits for sales



POLL - Marketingg

1. Does your company have a marketing department or marketing 
resource?resource?
 Yes
 No

2.   What kinds of marketing activities do you think are/would be the 
most help in your selling efforts? (check all that apply)
 Advertising
 Web site Web site
 Social media
 Promotional literature
 Trade shows
 Testimonials
 Other



Implementing a Marketing 
ProgramProgram

• Marketing activities Sales Managers 
can influence
– Sales benefits from web site

P l– Press releases
– Success stories and testimonials

Participate with trade shows and industry– Participate with trade shows and industry 
organizations

– Seminars, articles, speaking p g
engagements

– Utilize social networking sites



Keeping Salespeople 
MotivatedMotivated

• Starts with an effective 
incentive planincentive plan

• Inspiring leadership

R i t bl d• Responsive to problems and 
obstacles

• Recognition for achievementRecognition for achievement

• Short term contests and 
SPIFFs to renew enthusiasm 
– Weekend getaway
– Gift cards
– Day at the races



Why Good Sales Teams Faily

The sales manager hasn’t 
d l d th i ht killdeveloped the right skills 

needed to effectively 
communicate expectations,  p ,
manage, and motivate the 

sales team
to reach their goalsto reach their goals.



Sales Management 
Competency RequirementsCompetency Requirements

• Skilled at keeping salespeople        p g p p
focused on goals

• Empower sales staff
• Reading salespeople for               

strengths and weaknesses
• Coaching and mentoring ability• Coaching and mentoring ability
• Able to run effective meetings
• Knowing how to hire well and when to fireKnowing how to hire well and when to fire
• Motivating salespeople to do the drill and 

ask for the order “Salespeople develop accounts; p p p
sales managers develop salespeople.”



Today’s Wrap-upy p p

• Good sales management is key to success g y

• Manage, motivate and continually communicate 
expectationsexpectations

• Many opportunities for communicating 

T ki id f f db k• Tracking provides performance feedback

• Tools, forms, and resources help everyone

• Must develop right skills to do the job well



Future Webinars

What makes a sales manager effective

Paving the Way – February 9Paving the Way

Path to Achieving Goals

Managing Sales
Setting goals and sales plans
Compensation

Goal Setting – April 13

What makes a sales manager effective
Identifying sales management priorities

Training

Managing Sales  
Activity

Sales 
Management

Sales 
Management

Compensation

Sales Activity – June 1
Type and frequency of activities
How to monitor performance

Coaching

ManagementManagement
Training – August 10

The 9-box training matrix
Training by skill and service sold

Coaching September 28
Best Practices

Coaching – September 28 
How to coach salespeople
Adapting to different levels of experience

Best Practices – December 7 
What other companies are doing
Resources of interest to sales managers

To register for future programs
http://msca.webex.com



Questions & Answers

What questions do you have?What questions do you have?



For Further Information

Barbara DolimBarbara Dolim
Executive Director, MSCA
301 869 5800301-869-5800
bdolim@mcaa.org

David Bavisotto
414 431 7142

Wayne Turchetta
414-431-7142
dbavisotto@ikmechanical.com

502-375-0440
turchettaw@hmcservice.com



Th k Y !Thank You!


