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 SEQ CHAPTER \h \r 1INSTRUCTOR:  
Dr. Allen Schaefer

OFFICE:  

Glass 252
PHONE:  

836-4116

E-MAIL: 

allenschaefer@missouristate.edu

OFFICE HOURS:     Tuesday/Thursday – 10:30 to 12:00; 1:00 to 2:00

Required Text:  (1) Customer Centered Selling:  Eight Steps to Success from the World’s Best Sales Force by Robert L. Jolles.  This book may be purchased as a used book from Amazon.com at bargain prices.  I strongly advise you order the Jolles book ASAP.  
Course Description:  Advanced Selling is designed to combine personal selling theory with actual practice.  It will build on and further expand your present understanding of the basic selling process.  It is designed for students who are planning a career in professional sales. Students are required to interview and/or shadow professional representatives, prepare or participate in both individual and small group in-class exercises, and participate as both a buyer and seller in sales role plays.  Professional sales representatives will occasionally be featured as guest speakers. 
You will learn a consultative selling model that can be applied to any selling situation.  Traditional selling is, by design, a manipulative process. Salespeople have a product with specific features for which they need to find a buyer. Customers have to be convinced of the reasons they need that product. With the manipulative process, the sales person’s needs and product that are the focus of the sale, not the customers’ needs, objectives, desires and hopes. In contrast, consultative selling suggests sellers act more like consultants and clearly determine the needs, problems and opportunities of his or her customers before making recommendations.  Consultative selling suggests bringing a problem-solving attitude to every customer interaction.  
Prerequisites to Advanced Selling are MKT350 and MKT352.  
Course Objectives:  The course will introduce the consultative selling model and the skills that make it work.  Students will learn skills in four specific areas: interpersonal skills, communication skills, presentation skills and problem solving skills.  You will learn about the dynamics of the sales call.  You will learn how to build meaningful relationships. You will learn how to plan for their sales calls on a micro and macro level.  You will learn how to effectively follow up their sales interactions. This course will expose you to theoretical and practical issues in selling. Other course objectives for the student to take away from the course:
1. Enhanced communication effectiveness and confidence.

2. A proficiency at a needs-based questioning process with your buyers.
3. A proficiency at identifying your buyers’ stage in the buying process.
4. A proficiency at strategic account planning and tactical process development.  
5. A proficiency at anticipating and handle sales resistance.
6. A direct experience of competent sales professionals.

7. An increased comfort zone regarding participating in video-taped sales presentations.

COURSE REQUIREMENTS

The following are brief descriptions of the various activities you will be involved with in this course.  More detailed assignment sheets will be available at later time on Blackboard. 

The Role-Plays

Our class will be partnering with at least one professional sales organization this semester and personnel from these firms will meet with our class to set us up with a role play and give you some real world corporate training experience.  You will be involved in at least one sales competition involving these firms this semester.  Northwestern Mutual has already agreed to partner with us for the uncovering needs role play.  Professional salespersons from Northwestern Mutual will serve as buyers and judges for the sales competition. Frito Lay recently confirmed that they will be our partner for the second role play which will also involve a competition.  
To be successful a salesperson, you must be proficient at certain skills, such as building rapport, asking questions, handling objections, demonstrating products, etc.  Role-playing provides an excellent opportunity for you to learn and practice these essential selling skills.  Each student will be required to participate in two recorded role-plays as a seller and one as a buyer.  For example, the first role-play will focus on gathering information from a new client to identify and develop their needs, stopping short of offering a solution. The second role play will likely provide you with an opportunity to engage in a very realistic selling situation, which will involve the complete selling process. 
Prior to each role play you are required to submit a paper detailing the plan of your presentation.  When creating the plan, be sure to read over the relevant text and notes material.  You are encouraged not to use any notes or outlines as a crutch during your role play.  Students that mindlessly read off their outline receive low scores on these assignments.  However, the visual aids you have designed for your buyer should assist you in recalling key information, so I suggest using those rather than your outline during the presentation.  Be sure to practice your presentation with a friend or classmate.  Since I use these plans to generate objections for your buyer’s use, you are not allowed to present if your plan is not received in a timely manner.   

The role play process used in this class is modeled after the sales training process normally used by large corporations.  This process will give you an opportunity to greatly enhance your selling skills.  The process works something like this.  The new camcorder purchased by the marketing department uses SD or SDHC memory cards.  You don’t need to worry about supplying the cards or having a device that will play them.  A short time after each of your role plays are completed, my graduate assistant will upload your recorded presentation file to the Blackboard site.  Once they are uploaded, it is your assignment to view and analyze each of your presentations.  Later, you will be given specific questions to address during your analysis. The process of evaluating yourself will likely be uncomfortable for you at first.  Camera-shyness is normal and many people are overly critical when they see themselves videotaped.  However, if you participate fully, you should be rewarded with an expanded comfort zone, which will enhance the prospects for success in your future selling career. Your self-critique will be due one week from time the role play is conducted.  
In-Class Exercises 

Learning to sell is much like learning to ride a bike.  As is the case with cycling, an intellectual understanding of the concepts and theories of selling is worth little without the actual experience of putting those concepts into practice.  Participative exercises are planned are several class meetings.  Point values of between three to ten points will be awards to those participating fully in these activities.  The value you create in this course will be directly proportional to the degree you do not hold back.  Because the selling profession places a premium on oral communication skills, many of the assignments will be submitted in oral, rather than written form.  For example, you may be asked to prepare and deliver a short (two minute) talk about how you’ve applied a particular rapport building concept in your life and the impact that it has had (e.g., active listening). You might also be asked to prepare a short presentation summarizing an article relevant to a particular aspect of selling.  Presentations such as these will typically be worth ten points.  

Shadowing Assignment:  To help you integrate concepts discussed and practiced in class, one of your assignments involves the shadowing of a sales representative on a few calls for approximately half-a-day.  You will report on your experience in a four page (minimum) written report (double spaced, twelve point Times Roman font) as well as an oral presentation.  Efforts to expand the paper length by adding unreasonable amounts of extra space will result in point deductions.  It is your responsibility to find your salesperson to shadow.  I suggest you find a salesperson in an industry that interests you as a potential career route.  The person you select for shadowing must be approved by your professor.  Plan to shadow your salesperson for at least a few calls. Get a business card from that person and staple it to your paper when you submit it.  Your shadowing paper should focus on an especially interesting call and address questions such as:
1. Who was being called upon and what was the call objective?

2. What did the salesperson do to enhance rapport?  How well did it seem to work?

3. What kind of approach(es) did the salesperson use?

4. How and to what extent did the salesperson use questions to uncover needs?

5. How and to what extent did the salesperson utilize visual aids in the presentation and involve the buyer?  

6. What kinds of objections were raised and how were they handled? 

7. Did the salespersons attempt to close?  If so, how?
8. What impressed you (i.e., struck you) most about your experience?
9. What impact did this experience have on the likelihood that you will pursue a career in this area of selling?

If you absolutely cannot come up with a suitable shadowing assignment, see me for an alternate assignment.  However, I encourage you to make every effort to secure a partner as this assignment is one of the most valuable experiences in this course.
Testing Procedures and Make-up Policy
Two 100 point, multiple choice exams will be administered, including the non-comprehensive final.  Exams will include material not only from the texts and articles but also from class discussion and notes, guest speakers, articles, DVDs, and student presentations.  Absence from an exam or presentation will lead to an automatic zero for that exercise unless the student is excused in advance or the instructor deems the circumstances surrounding the absence extraordinary.  Make-up exams in all likelihood will be given in essay form.  Any exams missed may be made up only at the discretion of the instructor.  Students may not make up an examination, a written assignment, an in class assignment of more than four points unless your absence was due to illness (documentation required); university sponsored activity (written notice is required in advance); or a family emergency (provide verification).  If at all possible, contact your professor in advance to communicate the specifics of your situation and then again immediately upon your return to campus to reschedule.  
Grading and Evaluation
All assignments unless indicated otherwise are due at the beginning of the appropriate class period.  Late written assignments will result in a 20% late penalty for each class period the assignment is late.  Make-ups are allowed on in-class assignments of more than four points if your excuse meets the acceptability standards as discussed in the exams section.  
Course Components Point Value

Scheduled Examinations

2 @ 100
200

Shadowing paper

  
 1 @ 40
  40
Role Plays



2 @ 100
200
Self-assessments of role play  
2 @  20    
  40
Role play plans


2  @ 15
  30
In-class assignments


?  @   ?
    ?
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90-100% = A; 80-89% = B; 70-79% = C; 60-69% = D; < 60% = F
Class Attendance and Conduct
Class attendance is essential and expected. Power-point slides will be posted on Blackboard with the key words replaced blanks to be filled in during class. It is your responsibility to retrieve these Power point files from Blackboard and print them off for your note taking purposes.  It is also your responsibility to find the key words corresponding to each blank. Those words will be provided to you during the lectures.  That is your chance to get them from me. Otherwise, I suggest you make arrangements with a classmate.
As for punctuality, I would advise you start your sales career with the habit of being on time.  Consider the impact such behavior would have on your buyers’ first impressions of you.  Rest assured that customers avoid doing business with salespeople that are habitually late and fail to keep their agreements.  I encourage you to view this course as an opportunity to practice punctuality.  If you are habitually late to this class, it is highly likely that you are also habitually late in other areas of your life, negatively impacting the workability of your life and your integrity in those areas.  To this end, I expect that you attend all class sessions in their entirety.  
I also request that you be open to coaching in the context of this class. Earlier jobs you’ve experienced may have lead you to adopt a high pressure and manipulative selling philosophy that runs counter to much you will be exposed to over the course of this semester. The process you have adopted may work well for the type of product and customers you were dealing with in that position.  With that said, I ask you to consider the possibility that the consultative selling philosophy presented here is more workable for the type of long-term business-to-business selling relationships where a foundation of trust is of utmost importance.  
TENTATIVE SCHEDULE
	Week 
	First Half – 6:30 to 7:50 pm
	Second Half – 8:00 to 9:20 pm

	Jan 11
	Introduction 
	Review of the Selling Process

	Jan 18
	History of selling
	History of Selling

	Jan 25
	Customer Cent. Selling (CCS): Ch 4, 5, 6
	CCS: Ch 7, 8, 9

	Feb 1
	CCS: Ch 10, 11, 12
	CCS: Ch 15, 16

	Feb 8
	Guest speaker(s) NWM
	Guest speakers NWM

	Feb 15
	 Negotiation
	Negotiation

	Feb 22
	 Role play one (group 1)
	Role play one (group 1)

	Mar 1
	 Role play one (group 2)
	 Role play one (group 2)

	Mar 8
	SPRING BREAK
	SPRING BREAK

	Mar 15
	EXAM 1 (self critique Role Play 1 due)
	

	Mar 22
	Guest Speakers
	Guest speakers

	Mar 29
	Objectives 
	Closing

	Apr 5
	Role play two (group 1) 
	Role play two (group 1)

	Apr 12
	Role play two (group 2) 
	Role play two (group 2)

	Apr 19
	Strategic Selling Part 1
	Strategic Selling Part 2

	Apr 26
	Strategic selling (win-win)
(Self critique Role Play 2 due)
	Strategic selling (win-win)

	May 3
	Shadowing presentations and written assignments due

	Shadowing presentations and written assignments due



	May 10

	EXAM II (Final Exam)
	N/A


Disclosure Statements:
Students who require assistance during an emergency evacuation must discuss their needs with their professors and Disability Services. If you have emergency medical information to share with me, or if you need special arrangements in case the building must be evacuated, please make an appointment with me as soon as possible.  For additional information students should contact the Office of Disability Services, 836-4192 (PSU 405), or Larry Combs, Interim Assistant Director of Public Safety and Transportation at 836-6576.  For further information on Missouri State University’s Emergency Response Plan, please refer to the following web site: http://www.missouristate.edu/safetran/erp.htm 


NONDISCRIMINATION POLICY: Missouri State University is an equal opportunity/affirmative action institution, and maintains a grievance procedure available to any person who believes he or she has been discriminated against. At all times, it is your right to address inquiries or concerns about possible discrimination to the Office for Institutional Equity and Compliance, Park Central Office Building, 117 Park Central Square, Suite 111, (417) 836-4252. Other types of concerns (i.e., concerns of an academic nature) should be discussed directly with your instructor and can also be brought to the attention of your instructor’s Department Head.   Please visit the OED website at www.missouristate.edu/equity


To request academic accommodations for a disability, contact the Director of Disability Services, Plaster Student Union, Suite 405, (417) 836-4192 or (417) 836-6792 (TTY), www.missouristate.edu/disability.  Students are required to provide documentation of disability to Disability Services prior to receiving accommodations. Disability Services refers some types of accommodation requests to the Learning Diagnostic Clinic, which also provides diagnostic testing for learning and psychological disabilities. For information about testing, contact the Director of the Learning Diagnostic Clinic, (417) 836-4787, http://psychology.missouristate.edu/ldc. 


Missouri State University is a community of scholars committed to developing educated persons who accept the responsibility to practice personal and academic integrity.  You are responsible for knowing and following the university’s student honor code, Student Academic Integrity Policies and Procedures, available at www.missouristate.edu/assets/provost/AcademicIntegrityPolicyRev-1-08.pdf and also available at the Reserves Desk in Meyer Library.  Any student participating in any form of academic dishonesty will be subject to sanctions as described in this policy.   


DROPPING A CLASS. It is your responsibility to understand the University’s procedure for dropping a class. If you stop attending this class but do not follow proper procedure for dropping the class, you will receive a failing grade and will also be financially obligated to pay for the class. For information about dropping a class or withdrawing from the university, contact the Office of the Registrar at 836-5520.



Cell Phone Policy: As a member of the learning community, each student has a responsibility to other students who are members of the community.  When cell phones or pagers ring and students respond in class or leave class to respond, it disrupts the class.  Therefore, the Office of the Provost prohibits the use by students of cell phones, pagers, PDAs, or similar communication devices during scheduled classes.  All such devices must be turned off or put in a silent (vibrate) mode and ordinarily should not be taken out during class.  Given the fact that these same communication devices are an integral part of the University’s emergency notification system, an exception to this policy would occur when numerous devices activate simultaneously.  When this occurs, students may consult their devices to determine if a university emergency exists.  If that is not the case, the devices should be immediately returned to silent mode and put away.  Other exceptions to this policy may be granted at the discretion of the instructor. 

