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Overview of Sales and Marketing
It is not the goal of businesses to hire and employ people. “Employer” is a role business plays only part of the time. Businesses are your customers all of the time, even when they are not hiring.
One of the duties of business services units is to provide outreach to employers. This includes contacting employers to determine their needs, offer services, and assist them, not only with staffing and hiring, but with information and resources for training, taxes, licensing and all other aspects of running a business. 
Marketing is solving someone else’s problem. It is more than promotion. In service marketing, perception is reality. You want to “sell” the benefits of your services, not the features. Make your products tangible.
In this section we will address some aspects and activities of doing outreach to employers to let them know what WorkSource does and how you can assist them. This section will give you a fairly high level overview of those activities. The sections following this one will go into more detail about who to contact, what to say, and following up with businesses.

Learning Objectives
After completion of training, staff delivering business services will be able to:
1. Apply basic techniques of initiating and strengthening ties with their business customers.
1. Identify areas of mutual interest between customers in the business community and the WorkSource system.
1. Network effectively with the business community, establishing productive relationships which result in more effective job listings.
1. Demonstrate the principles of business etiquette in all interactions with business customers.
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[bookmark: The_Warmup]The Warm-Up
The warm-up is the opening or beginning of the customer relations aspect of solution-oriented selling.  It is the first contact and the point where instant impressions are made, perspectives are verified, and trust is established.
So, it’s important to NOT jump right into a sales presentation.  Allow at least 5-10 minutes to get your prospect (a potential customer) into a buying frame of mind.  Remember, reaching a buying decision is a process requiring several points of agreement.
Create a Favorable First Impression
· Get acquainted with your customer.
· Make the customer comfortable.
· Establish the standard of professionalism.
Establish Rapport
· Express concern for the customer’s situation.
· Demonstrate competence (know the products and services that will meet customer needs).
· Be believable and honest; establish your credibility.
· Exhibit courtesy in all aspects of the business transaction.
Identify Areas of Interest
· Give the sales call direction.
· Focus the attention on the customers.
· Give clues to tell them what’s in it for them. 
· Gather information for the next stage:  Needs Identification.

[bookmark: First_impressions]First Impressions
“You never get a second chance to make a first impression…”
A familiar statement that rings particularly true for sales or transaction-oriented communications.  And although nonverbal communication plays a big part in creating first impressions, what you say and how you express yourself are equally important.
Appearance
	· Dress & grooming
	· Environment

	· Materials
	· Facial expressions

	· Eye contact
	


What You Say
· First words
· Opening statements
· Your name
· Role with the agency
· Benefit statement about the agency
How You Communicate
· Positive attitude
· Enthusiasm
· Enjoy your work
· Honesty
· Sincere interest in customer needs
· Desire to help create solutions
· Competence
· Knowledge of customer environment
· Awareness of competition
· Ability to work through problems to create solutions
· Self-confidence
· Knowledge of Products and Services

[bookmark: Establishing_rapport]Establishing Rapport
The essential ingredient in establishing rapport is being a good conversationalist.  This means being a good listener and asking questions that allow you to learn more about the customer.
You want to build upon favorable first impressions to establish customer trust and openness.  You need your customers to be honest with you in order to clearly define their needs and move into the solution phase.
Ask Questions About The Business’s
· Successes
· Needs
· Goals and directives
· Short and long term plans
· Pertinent issues
Listen Carefully
· Look at the customer.
· Be aware of the nonverbal messages.
· Listen for meaning.
· Try to create mental pictures of what the customer is describing.
· Concentrate on listening, not on your next response.
· Take notes (enter into SKIES later).
· Verify your understanding.

[bookmark: Identify_areas_of_interest]Identify Areas of Interest
While encouraging the customer to clearly define the interests of the company, you must be alert to those needs which can be addressed by your Business Services team.  This may involve directing the conversation, to flesh out the specifics of those needs, and how they match up with the services you’re able to deliver most quickly and easily.
Some of the areas in which you may be able to serve your business customers include the following:
Recruiting Qualified Workers
· Through posting WA… job orders
· By means of on-site “employer events”
· By scheduling them for upcoming Job Fairs
· By connecting them with Veterans Representatives (LVERs & DVOPs), or introducing them to Army Career and Alumni Program (ACAP) and Transition Assistance Program (TAP) Centers in your area
· Identifying resources for drug screening and/or criminal background checks
Other Human Resources Concerns
· Job Descriptions
· Salary Range Comparisons
· Labor Market Information
· Training / OJT contracts
Information and Referral
· Unemployment Insurance information
· Shared Work Program
· Rapid Response / Worker Adjustment and Retraining Notification (WARN) Act information
· Employment Law
Return to Table of Contents

[bookmark: Gathering_info]Gathering Information
You need to obtain detailed information about your business customers.  This means not just enough for a job listing, but sufficient to do detailed analyses of their needs, and create comprehensive Business Services Plans, as well as fleshing out the company’s profile in SKIES.  Getting this information may not be accomplished in your first visit or phone call, but be filled in over the course of several contacts.
Having a checklist of the information already gathered – and what remains yet unknown! – can be very helpful in this regard. The WorkSource Business Services Customer Information checklist and Suggested Questions may be used as such guides. Use as is, or adapt as necessary to meet the needs of your office/WDA.
Return to Table of Contents 
[bookmark: Cold_calling]Calling Prospective Customers for Business Services 
As Business Services staff members, you are in the unique position of representing a government agency, offering free services, assisting employers with compliance, and building a long-term relationship with employers.  You are representing the total WorkSource system and all its resources.  Keep in mind you are not selling so much as offering a service, and becoming a problem-solving resource to the employer.  However, you will use many of the familiar techniques of sales-oriented customer calling.  You will also develop ongoing relationships and be of service in solving problems. 
Keep In Mind When Making Customer Calls:
Attitude Is Important – The quality which can aid you the most is developing an attitude that is not easily discouraged, that believes in the benefits of WorkSource services, and is able to convey a positive feeling to our customers. That attitude and the impression you leave with employers reflect upon the total agency.
Don’t Take Things Personally – You may encounter anger, rejection and negative feelings that may initially seem to be directed at you.  You need to stop, step back and realize that you are not the target of other people’s reactions.  Ask yourself how you can relate in a positive manner to others, sensitively handle their issues, and redirect them on a positive track.
Don’t Make Assumptions – Avoid jumping to conclusions, and forming pre-conceived ideas.  Allow employers to speak for themselves.  Assumptions often prove to be false and lead to unnecessary problems.  
Listen for Cues – The ability to listen and really hear what the other person is saying is an invaluable skill in making calls.  This ability is useful during initial contacts and in responding to the employer’s real concerns.  
Develop a Service Attitude – Remember that you are there to serve employers and assist them in solving problems.  You are promoting a service and educating employers as to how WorkSource can add value to their operations. Always think from the employer’s perspective. 
Be Totally Familiar with Your Services – Be fully informed about the services and programs of WorkSource so that you can provide solutions to problems and better serve the employer’s real needs. 
Know Your Target Company – Before you contact a company, learn as much as you can about it from research data, and from talking with individuals who have had contact with that company. Research and become familiar with their previous experience with WorkSource.
Set Goals – Think each contact through ahead of time, to establish a goal.  Do not get too far ahead of yourself.  Set immediate short term goals.  Every journey begins by taking that first step. 
Anticipate Possible Employer Rejections – After researching the company, you may become aware of potential rejections, issues and questions.  Take time to reflect and anticipate possible employer concerns.  Think about possible answers.
Avoid Becoming Defensive – If you encounter hostility, avoid reflex reactions and any attempt to make excuses.  It is best to step back and listen to the information the employer is sharing.  Take an approach that asks, “How can I help you?”
Develop a Total Strategy – Establish a relationship of service instead of a “one shot” contact.  You may use a variety of techniques including mailings, phone calls, meeting face-to-face, and referral to other resources.  Your prospect call should fit in with your total plan of service to the employer.
Pinpoint Times to Meet with Employer – Set a time to meet with the employer instead of leaving it open-ended.  Set up the time and place to meet and be prepared to offer alternate times.  Do not attempt a more ambitious agenda than can be accommodated in the time the employer can spare to meet with you.   
You Create Value for the Employer – You create a value for the employer using WorkSource resources; to serve them, help them solve problems, and establish an ongoing relationship.
Plan What You Are Going to Say, But Don’t Be a Tape Recorder – Avoid sounding as if you are reading a script.  Think through what you need to say.  Approach the contact in an honest, open, and straightforward manner.  
Don’t Make Promises You Can’t Deliver On – Know your limitations and what WorkSource can realistically provide to the employer. 
[bookmark: Prep_sheet_4_cold_calls]Prepare in Black-&-White, Not Just Mentally – Summarize what’s already known about the company – from SKIES, from TAXIS, from their website, etc. – and review it before “dropping in” on them.  See the following page for a sample of this type of ‘cheat sheet’.  (NOTE:  These are specifically preparatory notes, in advance of actual contact, as opposed to the information you want to take away from that meeting.	   Return to Table of Contents
PREPARATION FOR A PROSPECT CALL
Company 													
Contact 													
Phone number / address 										
What do we know about the company?
    Size (number of employees) 			 Product 					
    How long have they been in business? 							
    Job titles / positions / skills 									
    														
    Previous experiences with WorkSource
    														
    														
    														
Possible objections or obstacles?
														
														
														
How can WorkSource help them?
														
														
														
														
Value WorkSource can add or resources & services which may assist employer
														
														
														
Result / next step
														
														
														
[bookmark: Networking_and_relationship_building]
Networking and Relationship Building
Networking is essentially establishing contact with someone before there is a need. It can be done individually, at group events, or online through sites such as LinkedIn (see Using Social Media). In order to network effectively, you will follow the guidelines of the warm-up described earlier: create a favorable first impression, establish rapport, and identify areas of interest. 
Note: when attending any networking event or meeting as a representative of ESD, be aware of ethical standards governing such things as participation in raffles and accepting gifts. Also, check the InsideESD Travel Desk for current policy on reimbursement for expenses, including meals.
Other points to consider:
· For in-person networking, go where your prospects are. In this case, businesses. Be prepared when you get there. 
· If you know who might be there, look them up (and the businesses they represent) in SKIES or through online search engines like Google or LinkedIn. 
· Early in the event and again toward the end, position yourself near the entrance if possible. This will make it easier for you to “see and be seen.”
· If it is a regular event or meeting, attend regularly and become a presence. This will help identify you and keep your in the thoughts of those you contact. It may take time to build relationships and trust. 
· Soon after an event, meet people one-on-one outside of the group, if possible. 
Some places to network:
· Chamber of Commerce meetings and events
· Any Business Journal event 
· A networking club or business organization where solid business contacts belong and participate 
· Someplace where like-minded people belong
· Civic and fraternal organizations
· Industry or trade associations
· Your best customer(s) trade association
· Cultural events
· As a charity or community volunteer
· Private club
· Health club
· Sports events 
· Parents of your children’s friends
The 60 Second Commercial
A useful tool to have when networking is a 60 second commercial. This can actually be anywhere from 15 seconds to 60 seconds, as long as it is brief, to the point, and attention grabbing. Have fun in creating one. It should show how you and WorkSource can solve problems for businesses, and also ask for a call to action on the receiver’s part. There are several views of how it should be done. Find what works for you or your office. Here are some ideas to get you started.
Start by creatively saying what you do. For example, instead of, “I am a business services representative from WorkSource,” say, “I (or we) help businesses solve their staffing issues.”
Ask a power question that will make people stop and think, and answer in terms of what WorkSource can do for them. Something like, “What are some staffing issues that you have come across?” or “What do you look for when hiring someone?”
Keep asking questions like this to find out their needs and how you can help them. Questions should lead to conversation and dialogue, not just “Yes” or “No” answers. Respond to the questions as appropriate so that it doesn’t sound like an interrogation, but rather a sincere interest in the business. Make a list of 25 power questions to have on hand to use when needed (not necessarily all at once!).
Develop a call to action. Create a statement, question, or closing line that ensures another contact. “You know, we had another business that we helped with that issue. Can we get together in the next day or two so I can tell you more about it?” Give them two options to meet, whether it starts with morning or afternoon, Tuesday or Wednesday, or this week or next. From there, go backwards to narrow down the time. Too many options delay decisions – make it simple.
Try writing your own commercial, using the template on the next two pages.

[bookmark: Create_your_own_60_sec]Create Your Own 60 Second Commercial
Your name 	
Your organization name 	
Services you provide 	
	
Benefits to the employer 	
	
What differentiates you?	
	
	
How can you make the employer’s life better? 	
	
What product or service knowledge can you share with your contact?	
	
	
What power questions can you use to find out more about the employer’s needs and to create interest?	
List 25: 	
1.  	
2.  	
3.  	
4.  	
5.  	
6.  	
7.  	
8.  	
9.  	
10.  	
11.  	
12.  	
13.  	
14.  	
15.  	
16.  	
17.  	
18.  	
19.  	
20.  	
21.  	
22.  	
23.  	
24.  	
25.  	

What can you use for a call to action?
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[bookmark: Business_etiquette]Business Etiquette
It may seem common sense to most of us to practice good etiquette in our day-to-day activities, particularly at work, but unfortunately we all “slip” on occasion and don’t display our best behavior. Business etiquette is known by some as the “secret sales weapon” because it is not included in most sales training, but can distinguish you from your competition. It is an important aspect of getting – and keeping – business. This section will go over some common best practices and behaviors to be aware of, especially when working with someone new.
[bookmark: In_general]In general:
Think professional. The first thing that you want to do is get yourself into a professional state of mind before you contact anyone. Think about your customers and what you can do for them, not what you can do for yourself or the agency.
Dress in a professional manner that meets your customers’ expectations. This may vary from business to business. If possible, dress in layers to be able to go up or down a notch if needed. Wearing a jacket is more formal than not wearing one.
Always stay professional even when you don’t think someone is looking. For example, whenever you are in the restroom, in your car, or on a break.
Be on time. This should go without saying, but make sure that you allow yourself plenty of time to account for any delays due to traffic or other unforeseen situations. If you do find yourself being unavoidably delayed, be sure to contact the employer immediately and let them know. You may have to reschedule due to their other commitments.
Have business cards. It is a way to identify yourself and give your contact information easily. When exchanging cards, always hold your card so that the other person can read it. When receiving a card take a moment to look at it and make a positive comment on the design or acknowledgement of some type, such as the address. 
Turn off your cell phone or other handheld device. At least turn it to vibrate or silent and make sure that the ringtone is off. This applies in the office as well. It is very distracting to you and those around you to hear a ringtone. You should be focused on the person in front of you unless you are expecting an urgent call. In that case, still keep it on vibrate but inform the person that you’re with of the possibility that you may have to take an urgent call. If it happens, make your response as brief as possible. This should be a rare occurrence, however.
Stand upon greeting people. Whether you encounter them at an event, or they come to your office, always stop what you are doing, stand up and shake hands. It shows true interest and respect.
Don’t chew gum or smoke in or near the office. If you do smoke, do it well ahead of the time that you arrive and have mouthwash or breath mints available to use. Be aware of any lingering odor on your clothing, as well.

[bookmark: Businesses_and_events]When going to a business or event:
Bring something to take notes with. Have your own pen and notepaper. Don’t ask to borrow anything while you are meeting with someone.
Don’t handle anything on someone else’s desk or shelves, unless it is offered to you. 
Sit down only when asked to and where you are offered a seat, even if there are other chairs.
Use the restroom someplace else. When going to a business, stop somewhere else before arriving if necessary. 
Name tags at events – preferred placement is on the upper right chest area, so when you shake someone’s hand your name will be visible. Your own company badge goes on the left side.
Be respectful to vendors at events. Grabbing giveaways without learning about the business is uncouth. Blocking the table by talking to someone else in front of it is disrespectful. Do not put any personal belongings on a vendor’s table. 

[bookmark: communication]Communication:
Know your targets ahead of time. Know something about the person that you are meeting and the company. If it is a networking event, know who you want to talk to and what you want to say. 
Know how your customers prefer to communicate. Go ahead and ask! Some prefer phone calls, some email, and some face-to-face. Don’t assume that what you like is the same for them. Adjust to what they prefer.
Etiquette begins when the phone rings. Take a moment before answering to be professional.
Avoid taking calls if you are in a meeting. It is rude to those around you and to the person on the line since you can’t give him or her your full attention.
When making phone calls, if the person sounds rushed ask if this is a good time, or when you could call back if necessary. Even if it is a scheduled call, things can happen at the last minute.
Return voice mails and emails promptly. Even if you can provide the information asked for immediately, acknowledge that you got the message and you are working on it.
Be proactive but don’t interrupt. If it is a group meeting or a networking event, don’t be afraid to step into existing conversation; but wait for acknowledgement, at least of eye contact, before jumping in.
Use small talk… but quickly move to the point of your visit. Make sure that you stick to the time period agreed upon before the meeting. If you run out of time, ask if the person would like to continue or schedule another meeting.
Focus on them. Show genuine interest. Ask questions, listen to answers, and offer value back. Look the other person in the eye, but don’t stare. Don’t watch others around come and go while you are having a conversation.
Practice listening skills. What the customer says is more important than what you say or ask. Listen for things that may not be asked.
It’s better to say “No” than to fail to deliver after saying “Yes”. If you are not sure if you can deliver on a request, say that you will check into it and get back to the person within a specific period of time. Follow through in that time even if you need to say that you need more time. Always under promise and over deliver!
Follow up with a thank you. Any time someone gives you their time, thank them. If you receive something in the mail or by email, let the sending party know that it was received, don’t make them call. Sending a short email is okay.

[bookmark: Website_resources]Website resources:

For further reading and information about etiquette, there are several websites you can access. The following three are all promotional in that they want to sell you their products: book, webinar, training, speaking engagement. Each does have a blog, however, that is full of articles and information at no cost to you. 
www.advancedetiquette.com  from Syndi Seid, authority on business protocol and etiquette. Click on “Etiquette Tip of the Month” to see her blog and articles. Syndi has also done several YouTube videos that are very helpful.
www.mannersthatsell.com from Lydia Ramsey, business etiquette expert. Lydia has both a section with articles and a blog accessible from her website. Her business is based in Savannah, Georgia, where manners and etiquette rule!
www.cliseetiquette.com from Arden Clise, a business etiquette consultant, trainer, speaker and columnist from the Puget Sound area. You can access several media clips and audio segments, and her blog from the website.
Another resource is KeyTrain. The agency has a license to use the product on the website. You must have a log-in to use it; so if you don’t already have one, ask your supervisor if you can get one so that you can access the career skills section. There are several lessons on work habits, communication skills, and business etiquette.
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