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role definitions explained...

online sales talent assessment

Ensuring the right personisin the right role is a vital What are the groups?

component of every organization’s talent management

o o Our sales and sales-support role definitions are divided
strategy: not only is this the key to optimizing the

into five groups, reflecting the focus of the assessment,

performance and return from your sales operations, it as well as the different styles of analysis and feedback

also facilitates retention of top talent. required for each type of role.

Therefore, selecting the right role against which to assess Group 1 isfor Sales Leaders.

eachindividualisessentialinordertoderive maximum
value foryour business fromthe Sales Talent Assessment Group 2 is for Sales Managers.

process.
Group 3 covers field based selling and account

management roles.
What do they mean ?

Group 4 covers contact center and retail roles.
Notallsales and sales-supportrolesarethesame. For

instance, SalesManagers require an entirely different set of Group 5 covers sales-support roles.
skills to perform in the role compared with the members

of the teams they manage. A Strategic Selling role is Many of our clients have a complex mix of different roles

fundamentally different inapproach from Solution Selling, within their sales organizations and their precise

although both require high-caliber people assessment needs vary over time. Clients often find it

beneficial to purchase a quantity of Sales Talent Assessments

Thus, each role demands its own specific set of by ‘Group’ rather than specifically by ‘Role’, subsequently
competencies andskills. calling off the specificrole assessments asand when
required.

We have listed below all the sales, sales-support, and

sales management roles currently supported by Note: Roles marked * are available in English only at this

, time. All other roles available in English (Intnl. and US);
SalesAssessment.com’s Sales Talent Assessment tools and . .
French; Spanish (Castilian and LatAm); Portuguese

associated reports. (Brazilian); and German.
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SaleslLeader

Role Description

SalesLeadersareresponsibleforagreeinganddeliveringthe
revenue targets for their organization. This involves a deep
understanding of the evolving marketplace and the need to
anticipate and prepare fortrends such that Sales Leaders require a
clearvision of where their sales organization is heading and how it
should be respondingto market conditions. They must not only
recognize the importance of having the right people in the right
roles within their organization but also be able to develop their
vision and attain their goals by getting the best out of their

colleagues.

This means that Sales leaders must have consummate

communications and people skills.

Whileremainingfocusedontheirvisionandspecificgoals, Sales
Leadersmustalsobeflexibleandwelcomechange. They need to
understand the importance of timely action, confrontingissuesas
theyarise. Effective Sales Leaders must enjoychallengeandbe
preparedtotakerisksandencourage others to do likewise: if they

fail, they treat the exercise as a learning experience.

...Abilities

Vision, strategy and direction

= Anticipate trends and prepare for them by developing a

clear vision of what they are working towards.
= Develop and implement a strategy to drive this vision.

= Focus on the future and have the flexibility to

welcomechange.

= Surround themselves with excellent people and not be

threatened by competence.

= Confrontissues as they arise and do not procrastinate.

* Enjoyachallengeandnot be afraid to take risks.

* Can and will do what they expect of others —they are

prepared to walk the talk.

» Behave consistently by keepingtheir principlesand values at all

times

Communicating the vision and motivating the team

e Communicate their vision to their teams in such a way that

itis both believableandachievable.
= Listentoand engage with team members.
* Be quick to give credit to those who have earned it.

» Treat staff as individuals by giving closer attention to
those who need it and lots of space to those who

deserveit.

Achievingthebusinessobjectives
» Setclearandachievable goals fortheirteams.

* Involve people in finding new ways to achieve

agreed goals.

* Encourage and reward co-operation within

andbetweenteams.

* Focus on getting things done by avoiding political infighting,
gossip and backstabbing and encourage those around them to

do the same.
* Encourage otherstotake qualified risks where necessary.

* Do not betray trust and treat confidential information

professionally.

» Checkthatsalesobjectivesarealignedtobusiness

strategyandreconfigureasnecessary.

online sales talent assessment
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-~ Sales Manager

Role Description

Theroleof SalesManagerispivotaltobusinesssuccess, yet is
typically one of the least understood roles within an
organization’ssalesstructure. Strictlyamanagement

rather than a ‘super-salesperson’ role, the Sales Manager is
responsible for critical decisions regarding hiring, developing,
coaching and controlling the focus, direction and performance of
the sales team, while also engaging with other strategic areas of

the business.

Undoubtedly, many Sales Managers are in roles for which they are

ill-prepared today.

Ever-increasing customer expectation of and the resulting need
for constant change in operating approaches and engagement
strategies within sales organizations mean Sales Managers
perform a crucial role. Sitting within the overall Sales
Management career stream, the Sales Manager typically also
provides input to and support for Strategy & Planning,
Performance Management, Quality Improvement, Change

Management, and Corporate Governance.

Tobesuccessful,aSalesManagerrequiresthecapabilities to work
effectively in three different and distinct ‘functions’ within the

scope of the role. These include the following:

...Abilities

Selling Management, which comprises —

> Opportunity Planning

= Territory Planning

* Quota Management

* Customer Engagement Planning and Process
> Pipeline Management

* Forecasting

Business management, which comprises —

* Business Acumen

* Organizational Awareness
* Relationship Management
= Financial Management

* Resource Planning

People Management, which comprises —

* Recruiting
* Hiring

* On boarding
e Training

* Coaching

* Retention

* Leadership

Please note: This Sales Talent Assessment focuses specifically on the skills
required to operate as a Sales Manager. Should you wish to also assess the
candidate’s relevant selling skills, there is a small additional sales skills test

available for each released Sales Talent Assessment salesrole.
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Enterprise Channel Manager

Role Description

TheEnterpriseChannelManagerisresponsibleforengaging with
business leadersinlarger or moressignificantchannel partnersand
for developinga high-level partner engagement basedon
achievingmutual,long-termbusinesssuccess.This senior role
requires not only sales skills but also some level of management

and organizationalskillsfromthe candidate.

Thisroleis defined as the ‘ability to manage your company’s
business relationships with a portfolio of independent channel
partnerstoachieveallrelevantsalesand marketing targetsandall
associatedKeyPerformancelndicators(KPIs) whether “soft” or

“hard™”.

Thisinvolves understandingthe business dynamics of the channel
partners, their target market and the goals and drivers of the
candidate’s own company. Italso requires the ability to create
‘win-win’ situations for all parties, with each channel together
with the ability to recognize when this is not possible and, the
diplomacy and tact to deal with the consequential changes that

would be requiredinthe channel structure.

...Abilities

Candidates for the Enterprise Channel Manager role require a wide

range of capabilities to perform the role, including the following:

= DeliverSalesand Marketingtargetsand KPIsfrom

nominated channel partners.

= Develop revenue growth plans with each channel that
underpin own- company strategy and setand agree targets

and KPls.

= Work with channel partners to deliver results from specific

Marketinginitiatives.

= Build strong strategic and operational relationships with

each channel partner.

= Provideleadershiponcoachinganddevelopingsales

teamswithin channelpartners.

* Growawideandbroad support networkacrossall
stakeholder groups and act as a catalyst, facilitating

delivery of key initiatives through virtual teams.

* Manage the delivery of a differentiated experience for

channelpartnersandendcustomers.

= |dentify and grow new channel partners, providing

businessdevelopmentsupportandexpertadvice.

= Be bold, yet tactful enough to close down relationships
with failing channels in a way that does not impact

negativelyonremainingchannelsorowncompany.



Key Account Manager

Role Description

Key Account Manager (KAM) is one of the most critical roles for any
organization and offers long-term potential for delivering
substantial revenue gainsand maximizingretention of the most
important clients. Note that this proactive role is a significant step
change from Account Manager, and can only effectively be filled by
high-caliber individuals capable of delivering a complex mix of sales

and business skills while operating comfortably at C suite level.

Thisveryseniorbusinessrolerequires:significantknowledge and
understanding of business strategy and goal setting; theabilityto
researchandanalyze marketdynamics; interpretation of results
and determination of likely outcomes andassociatedactions
required; creationof businessand financial value propositions;
high-level cross-company and partnerengagementskills;anda

strongsense of purpose, direction and leadership.

TheKAMroleinvolves detailed researchand analysis of the
dynamics within the key account and of their market, as well as
the ability to demonstrate how and by what means the
relationships willmutually enhance both businesses over time,
particularly relating to growing agreed, significant business
metrics, suchasNet Present Value (future free cash flow) for both

organizations

...Abilities

Candidates for Key Account Manager roles require a wide range of
high-level capabilities to perform this role including the ability

to:

= |dentify and prioritize key accounts by mutual future

growthinkeyfinancial metricssuchas NPV.

* Develop a deep understanding of the customer business,
strategies, markets, competitive landscape and operating

methods.

= Craft customer-focused strategies that deliver positive
impact for customer, customer’s customerand own

business.

» Create offering models for key accounts, engaging cross-
company or beyond as required to deliver real business value

propositions.

= Buildappropriaterelationships at senior levels across
customer, partnersandownbusinessandcommunicate

effectively.

= Develop clear commercial strategies that create true ‘win- win’

forall parties.

* Manage conflict atall levels, driving through acceptable

outcomes forall parties.

= Deploy effective negotiating and selling strategies in the
keyaccountandinternally, using other resources as required

toachieveoutcomes.



Account Manager

Role Description

The role of an Account Manager is to engage at C suite level to
proactively retain and develop existing client relationships and
income from a portfolio of significant clients, and also to develop
and grow new client relationships. An Account Manager is
expected to manage a client portfolio in order to maximize the

long-term mutual value of the relationship for both parties.

Account Managers build strong relationships with clients by
providing them with prompt and knowledgeable support and
guidance, becomingthe “go-to” resourceandtheir primary point

of contact within the company.

The role involves the ability to identify, define and present
propositions that provide mutual benefit to senior

management, both inthe clientand inthe Account Manager’s own
company, as well as having the ability to understand

and drive towards the achievement of pre-defined Key
Performance Indicators (KPIs). Skills and experience in
managingprojects,campaigns,co-ordinationofteam
members,developingtimelinesandsettingdeadlines
inordertoachieve clientand own-company objectives are also

required.

...Abilities

Candidates foran Account Managerrole willrequireanabove
average set of skills including specifically the ability to do the

following:

= Quickly gain an understanding of a client account, whether
existing or new, identifying the way they work, what they
expect from the company and, what opportunities exist in the

client for the company’s offerings.

= Alignthe company’s KPIs against the client’s expectations and
needsand developastructured account plantoachieve allgoals

andtargets.

* Establish close relationships with client stakeholders and
own company stakeholders, communicating goals,

objectivesandtimelinesclearly.

= Proactively seek to grow business within each client,

whether existing or new, for mutual benefit.

= Manage expectations of all stakeholders using highly
developed communication, listening, questioning and

reporting skills.

* Beabletoanalyzeresults, explainvariancesand update
accountplans,inaccordancewith changingconditions found

atany time.

* Developandmanage projectand sales plansto exceed all
targets, whilst concurrently improving customer

satisfaction.

= Deal with all aspects of campaigns and campaign
management, maximizing their impact and optimizing the

results.



Sales Account Manager
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Role Description

Therole of a Sales Account Manager is to proactively retain and
develop business across a wide portfolio of typically smaller clients—
while also identifying new clients as necessary—with afocuson
maximizing the revenue from each client by developing appropriate
relationships within the client, and finding new and innovative ways
to continually enhance the clients’ preference to buy from them,

rather than from any other source.

SalesAccountManagersaretypically very proactive, positive and
outgoing in nature and will constantly seek new areas of
opportunity within existing clients. They will have a very good
telephonemannerandwillalsobeverypersonableand persuasive
when face to face with clients. One additional key skill required by
Sales Account Managersis the ability to quickly qualify whethera
clientis a good, ongoing revenue prospect, and where this is not
the case, they will need to be able to diplomatically ‘park’ that
relationship, and fillthe revenue void by accurately identifying
and targeting new prospects where there is a better return

available.

...Abilities

CandidatesforaSalesAccountManagerrolerequireabove- average
qualificationskillsand will also be very capable of positively engaging
clients both over the phone and face to face. The skills required for

therole include the ability to:

= Quickly gain an understanding of a client account, whether
existing or new, identifying the way they work, what they
expect from the company and, what opportunities exist in the

client for the company’s offerings.

* Alignthecompany’sofferingstotheclient’sneedsand qualify

thescopeofthepotentialopportunitybasewithin the client.

= Establish close relationships with relevant client stakeholders
communicatinggoals,objectivesandtimelines clearly both to the

client and internally.

= Proactively seek to grow business within each client,

whether existing or new, for mutual benefit.

* Manage expectations of all stakeholders using highly
developed communication, listening, questioning and

reporting skills.

* Build an emotional bond with the client ensuring they
develop a ‘fondness’ for the company and offerings which will

drive a ‘preference’ to buy fromyou.

* Develop and manage documented plans to exceed all
targets, whilst concurrently improving customer

satisfaction.

* Deal effectively with all leads, whether from marketing
campaigns or other sources, maximizing their value and

optimizing the results.



Internal Account Manager
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Role Description

The Role of anInternal Account Manager is to proactively retain
and develop existing client relationships and income from a
portfolio of nominated clients and develop and grow new client
relationships or expand relationships within theclientas

appropriate.

AnInternal Account manageris expected to manage the client
portfolio in order to maximize the long-term mutual value of the
relationship for both parties by providing promptand
knowledgeable supportand guidance, becoming the ‘go-to’

resource and primary point of contact within the company.

The role involves the ability to identify, define and present
propositions to clients over the phone that demonstrate mutual
benefit, both for the client and for the Internal Account Manager’s
own company, aswellashavingtheability to understand and drive
towards the achievement of pre- defined Key Performance Indicators

(KPls).

Skills and experience in managing projects, campaigns, co-
ordination with other team members, developing timelines and
setting deadlinesin order to achieve client and own company

objectives, are also required.

...Abilities

Candidates for an Internal Account Manager role require an
above average set of skills including specifically the ability to do

the following:

Engage clients effectively and successfully over the telephone.

Quickly gain an understanding of a client account, whether existing or
new, identifying the way they work, what they expect from the
company and, what opportunities exist in the client for the
company’s offerings.

Align the company’s KPIs against the client’s expectations and needs
and develop a structured account plan to achieve all goals and
targets.

Establish close relationships with client stakeholders and own-
company stakeholders, communicating goals, objectives and
timelines clearly.

Proactively seek to grow business within each client, whether existing
or new, for mutual benefit.

Manage expectations of all stakeholders using highly developed
communication, listening, questioning and reporting skills.

Be able to analyze results, explain variances and update account
plans, in accordance with changing conditions found at any time.

Develop and manage project and sales plans to exceed all targets,
whilst concurrently improving customer satisfaction.

Deal with all aspects of campaigns and campaign management,
maximizing their impact and optimizing the results.



Business Development Manager

Role Description

Thepurposeofthe Business DevelopmentManagerroleis to
proactively develop new business streamsin markets or market
areas thatare less familiar to the company currently, or for new
offerings, while meeting profit, service and other company

objectives.

Theroleof Business Development Managerrequiresthe ability
to understand, interpret and deploy in the field, go- to-market
strategies (created by others) with the objective of entering
new markets, expanding coverageacross less familiar areas of
existing markets, or launching new offerings. This requires the
skills of a senior sales person, with additionally, a well-
developed ability to adapt positioning, negotiating,objection-
handling, closingandcustomer- engagementapproaches
dynamically,duringthe‘trial-and- error’ phase of developing

the go-to-market strategy.

To enable success in this role, skills are required to be at a
level above and beyond those of a senior sales person
(typically a Solution Sales person) and would particularly
include increased skill levels in: positioning; negotiating;
communicating; presenting; adapting approach to meet
customer needs; overcoming objections; reporting; and
closing. Further skills are required to analyze the findings
from these engagements and provide input towards
developing and evolving the approaches defined in the go-

to-market strategy for winning additional business.

...Abilities

Candidates for a Business Development Manager role require a
range of capabilities to enable them to successfully perform this

role, including:

» Evidence astrong set of Solution Sales skills, but with
specific skill areas of customer engagement and
communication being shownto be atanadvanced stage of

development.
* Demonstratea strong ability to think on their feet.

» Capitalize on their good knowledge of the company’s

current marketplace and offering set.

* Evidence a natural ability to take on-board new ideas, and
be able to easily integrate them into their current

salesapproach.

* Analyzeresults from each customer engagement and
structure the output to enable the adaptation of existing or

formulation of new business winning strategies.
* Display effective management skills.

= Show excellent presentation skills, as well as verbal and non-

verbal communication skills.



Strategic Selling

Role Description

Operatingat Csuite level, Strategic Selling delivers the potential for
significant revenue gains but is one of the most complexproactive
salesapproachesandrequiresskillsmore akintothoseofabusiness
analystthanclassicsalesmanship. Fundamentally different from
Solution Selling, the Strategic Selling role demands the ability to
proactively identify and position, for the customer, a way forward
in the face of a currentorimminentbusiness problem, wherethe

customer has yet to identify how to resolve it.

Aimsand...

Thisinvolvessophisticated researchandanalysisof the
dynamicsinthe customer’s marketplace, together with the
current customer situation, to uncover and understand
significant market drivers requiring a key business response.
With the aims of:

1) Alertingthe customer to challenges over the horizon.

2) Defining with the customer the potential business

impactsofthosechallenges.

3) Crafting joint options and solutions that can be
implemented successfully to obviate these defined
problems. Thiswillinvolveyourcompany’scapabilities/
offerings and may also require integration of third party

componentstoachieveacomplete solution. -

...Abilities

Candidatesfor StrategicSalesrolesrequirearange of

capabilities to perform this role including the ability to:

* Research and analyze the customer’s marketplace and

customer situation.

= |dentify current and impending customer business

problems fromthe market data.

= Selectcapabilitiesrequired toaddressidentified business

problem(s) withthe widest possible scope.

= Propose to the customer executive team a solution package
that not only addresses the current orimpending business
problem, butalsocreates competitiveadvantage forthe

customer’sbusiness.

* Engage others outside of direct responsibility, such as
partners, in the development of the proposition so that it

increases real and perceived value delivered.

= Develop andtrack a set of metrics (probably financial) to

demonstratesustainedsuccessovertime.

= Create a relationship with the customer whereby future
businessisassuredandcurrentsuccessescanbefully
leveraged in attracting other customers and opening the

doortoapossible long-term key account relationship.

= Capitalize the business value created for maximum mutual

long-term business benefit.



Solution Selling

Role Description

Solution Selling is the most complex form of reactive or customer
needs-basedselling. Operatingat Csuitelevel, it encompasses the
ability to craft for customers a complete, high-leveland complex
solutiontomeetacustomer business need where the way
forward for the business has already been determined by the

customer.

Aimsand...

Often the customer is still without clarity as to how he will move
forward—solution selling provides the ‘how’. Solution selling
developsanswerstomeet complexcustomerneeds and
sometimes incorporates the offerings of others, where
appropriate. The solution selling premiseis that customers may
know in principle what they need, but they may not have all the
capabilities to pull a solution together and deliver a high-impact

business outcome.
With the aims of:

1) Working with the customer to design both a solution to a
business level problem, but also to define the business

outcome, usuallyinfinancialterms.

2) Creating an opportunity to establish along term
relationship with a customer at senior levels within the
business, openingthe door toa possible long-term account

relationship.

3) Establishing own company as a significant business
partner with senior business level people within the

customer. S

...Abilities

CandidatesforSolution Sellingrequire arange of capabilities to

perform this role including the ability to:

* |dentify customer needs at main board or senior business

managerlevelearlyinthe buyingcycle.
» Determine how the need could be fulfilled.

= Analyzeandquantifythebusinessvaluethatthe proposed

fulfillment approach would offer to the customer.

= Specify what actions and resources would be required to

fulfill the need, by when.

* Sourceresourcesand capabilitiesrequiredtomeet the

need.

= Enlist partners where own organization is missing

capabilities.
* Oversee development of the solution.

» Deliver the business proposition to the customer’s senior

managementandotherkeystakeholders.

* Close the sale.



Application Selling

Role Description

Occurringat many levels within the customer, Application Selling is
the ability to identify opportunities within which to positionan
existing, fixed-scope, yet configurable, offering that delivers a
‘defined outcome’ for the customer to meet a ‘defined need’. This
can besolddirectlytothe customerasa stand-alone application
(e.g.anaccounting system) or through others as part of a more
complex solution (e.g. a just-in time manufacturing solution). The
level at which a sale takes place is frequently dependent on the

cost and complexity of the application being sold.

Aimsand...
With the aims of:

1) Evidencingtothecustomerthebenefitsoftheoffering

beingsoldinthecontextoftheirdefinedneed.

2) Showing the customer how their offering can be

configured to deliver the defined benefits.

3) Creating competitive advantage and a feeling of fondness for
their offering in the mind of the key customer

decisionmakers. -+ *—>

...Abilities

Candidates require arange of capabilities to perform this role

including the ability to:

* Prospect vigorously to identify opportunities.

* |dentify the customer’s need at a functional level.

* Evaluate how well own offering meets customer need.

» Build competitive analysis showing own offering in

favorablelight.
 Locate and access decision-makers.
e Constructacost/benefitequationforown offering.

* Positiontheofferingappropriatelytoallrelevant

stakeholders.

* Close the sale.



Transactional Selling

Role Description

Transactional Selling is the ‘ability to identify opportunities
within which to position a fully functionally defined, stand-
alone component’. Ascomponents tend not to deliver

‘end-user’ functionalityinthemselves,aTransactionalSale
usually involves technical integration of a component into an
application along with justification of why it will perform better
thananother.Hence, Transactional Sellingusually occursatthe

‘technical’ and‘procurement’ levels.

Aimsand...
With the aims of:

1) Evidencing to the customer the ease with which their
offering can be integrated into the customer’s own

offering.

2) Highlighting the key functional benefits of their offering to

meet the customer’s needs.

3) Creating a feeling of ‘fondness’ for the offering, such that
the customer feels a preference to select them as

suppliersoverallotheroptions. S

...Abilities

Candidates require arange of capabilities to performthis role

including the ability to:
= Prospect vigorously to identify opportunities.

= |dentify application areas within which the component

could contributevalue.
= Applyahighlevel of technical competence.

* Determine how much application benefit would result

from use of component.

= Build competitive analysis showing own component in

favorablelight.
* Locate and access decision makers.

* Close the sale.
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Contact Center Selling (outbound)*

Role Description

Contact Center Selling (outbound) is defined as the ‘ability to use
effective and professional sales techniques —over the phoneand
via e-media—toidentify new business prospects within a given
remit; qualify the prospect and the opportunity accordingto
company or marketing guidelines; effectively communicate the
offering, in terms and in a way that is comfortable and relevant for
the prospect; handle objections through active listeningand
objection-handlingtechniques; close either the sale if appropriate,
oralternatively, a meeting for a field-based representative with
the prospect; report effectively on Keyperformance Indicators

(KPIs)achievedfor all relevant stakeholders’.

...Abilities

Candidates for outbound Contact Center roles require a range of

capabilities to perform this role including the ability to:

* Prospect vigorously to identify opportunities directly on
the phone, or generate call-backs, from other own, or

companylead-generationactivities

* Workin a fast-paced environment, yet still deploy effective and

professionalsalestechniquestoengage and qualify prospects.

* Use accurate and reliable qualification approaches,
techniques andtools to minimize wasted sales time and

maximize the number of prospects entering the pipeline.

* Communicate well with prospects, in an engaging way, using
language, termsand a style that is both familiarand

comfortable to them.

= Handle objections effectively through appropriate use of

activelisteningandobjection-handlingtechniques.
= Close sales, or meetings, as appropriate.

* Report effectively for and to all relevant stakeholders on
performance against Key Performance Indicators (KPls) as may

be required from time to time.



Contact Center Selling (inbound)*

Role Description

Contact CenterSelling (inbound) is defined as the ‘ability to
engage quickly and effectively with all types of caller and
create rapport; to use effective and professional sales
techniques—overthe phone andvia e-media; togainan
understandingofthecaller’sneeds, requirementsanddesires
and, to quickly identify what actions it would be appropriate
to take to move the opportunity towards a sale, meeting, or

other relevant outcome.

‘To qualify the prospect and the opportunity according to
companyor marketingguidelines; effectivelycommunicate the
offering, in terms and in a way that is comfortable and relevant
for the prospect; handle objections through active listeningand
objection-handlingtechniques; closeeither the sale, if
appropriate, or a next-step action and to report effectively on
Key Performance Indicators (KPIs) achieved, for all relevant

stakeholders.

...Abilities

Candidatesforinbound Contact Centerrolesrequirearange of

capabilities to perform this role including the ability to:

» Engagethe caller quickly and effectively and use

communicationskillsandtechniquestocreaterapport.

= Rapidlygainafullunderstandingof a caller’s needs, desires

and preferences through use of good questioning technique.

* Accurately and effectively match own offerings to
customer’srequirementsand presentthemin suchaway that

it creates a feeling of ‘fondness’ with the caller.

» Handle objections effectively through appropriate use of

activelisteningandobjection-handlingtechniques.

» Close sales, or meetings, or agree next actions, as

appropriate.

» Report effectively for and to all relevant stakeholders on
performance against Key performance Indicators (KPls) as may

be required from time to time.



Automotive Retail Sales*

Role Description

In order to deliver the lifestyle aspirations inherent in the
automotive marketplace, the Automotive Retail Sales role requires
the deployment of professional sales techniques—in a showroom,
over the phone and via e-media—to identify and engage with

customers and prospects to deliver a specific brand proposition.

This involves qualifying the prospect and opportunity
accordingtocompany ormarketingguidelines while
effectively communicating the offering, in terms andin a
way that is comfortable and relevant for the prospect;
handling objections through active listening and objection-
handlingtechniques; closingthe saleinamanner that
creates customer delight; maintaining contact with previous
prospects or clients in a way that motivates repeat business

andreliablyachievesallgoalsandtargetsset.

Abilities

Candidates for Automotive Retail Salesroles requirearange of

capabilities to perform this role including the ability to:

Prospect vigorously to identify opportunities directly on
the phone, orgenerate call backs, from other own, or

companyleadgenerationactivities.

Work in a fast-paced environment, yet still deploy effective and

professionalsalestechniquestoengageand qualify prospects.

Develop quickly agood understanding of the customer’s
buying motivators and match your most appropriate offering

to them, so that it fulfills or exceeds them.

Useaccurateandreliablequalificationapproaches,
techniques and tools to minimize wasted sales time and

maximize number of prospects enteringthe pipeline.

Communicate well with prospects, in an engaging way, using
language, termsand a style that is both familiar and

comfortable to them.

Handle objections effectively through appropriate use of

activelisteningandobjection-handlingtechniques.
Close sales, or meetings, as appropriate.

Reliably achieve all goals and targets that may be set from time

to time.



Retail Sales Consultant*

Role Description

When consumers go into a store today they expect the
shopping experience to deliver significantly more than they
can get through ‘shopping the web’; indeed, they expect
Retail Sales Consultants to be able tointerpret, understand
andactontheiraspirations, needsand desiresinsucha way as
to create customer delight with each and every engagement.
TheRetailSales Consultanthasbecomethe face and voice of
the company’s Brand and hasto deliver on thatBrand promise
ineveryway. Thisrequires Retail Sales Consultantsto have both
strong sales capabilities, as well as the facility for exceptional
levels of customer service and engagement, toensurethe

consumerexperiencedelivered matches the Brand promise.

This involves effective customer engagement and questioning
techniques; the ability to absorb the information gained from
the customer; and the ability to present appropriate offerings
in such a way that they are clearly aligned tothe customer’s
expectations, inacompelling manner,andinamannerand
style thatis comfortable for the customer. Additionally, the
Retail Sales Consultant needs to reliably complete all
appropriate paperwork and other administrative tasksinan

effective, accurate and timely manner.

...Abilities

Candidatesfor Retail Sales Consultantrequirearange of capabilities to

perform this role including the ability to:

Workinafast-paced, multi-tasking, diverse environment, yet still
deploy effective and professional sales techniques to engage
with and qualify the needs, requirements and aspirationsof
customers.

Prioritise tasks as required to achieve maximum customer
delight.

Quickly develop a good understanding of the customer’s buying
motivators and match your most appropriate offering(s) to them,
such that it fulfills or exceeds their expectations.

Communicate well with customers in an engaging way, using
language, terms, and a style thatis both familiar and comfortable
for them.

Handle objections effectively through appropriate use of active
listeningandobjection-handlingtechniques.

Develop and maintain a deep level of knowledge about their
specific product range(s) and maintain at least a general
awareness across the entire inventory of goods andservices

offered bythe company.
Ensure their products are presented to best effect atall times.

Reliably achieve all goals and targets that may be set from time to

time.
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.-~ > Pre-Sales Consultant*

Role Description
* Have very strong communication and interpersonal skills;

A Pre-Sales Consultant’s role involves working closely with a .
company’s sales force to facilitate the development of effective
sales strategies and approaches. This role requires extensive

Be confident communicating technical and business
information to widely varied audiences;

technical knowledge as well as a good understanding of, and « Have and maintain a strong motivation to learn;
ability to support the sales process. Also required is the ability to ’
distil out and clearly identify needs through discussions with .

Have and maintain a good knowledge of strategic, conceptual

customers, whether the needs are expressed at the business or and consultative selling approaches;

the technical level, and the ability to translate these needs into
product requirements or system specifications and architectures .

Be linked in to Marketing with a good knowledge of developing
that deliver real business value for the customer.

marketing messages;

Additionally, this role involves analyzing competitor actions in .
the marketplace; provision of product or solution training to

sales; an awareness and understanding of product or solution

futures; scoping exercises and preparation of demonstrations for

clients; proposal support during the sales cycle; production of

responses to RFI’s or RFP’s; development of industry specific and

technical whitepapers; effective communication skills; good

research skills; and a service orientation.

Stay current on competitive analyses and understand
differentiators between the company and its competitors

...Abilities

Thisisa complex role and candidates for this role will be
expected to have a wide range of well-developed capabilities
including the ability to:

* Maintain a positive attitude when working in highly stressful
environments and to tight deadlines;

= Be highly motivated with a strong desire for success;

* Be proactive and innovative with a focus on customer delight;
* Understand business processes and business problems;

= Evidence strong analytical skills;

* Analyze, interpret and understand complex data and the
relationship between multiple data elements;

*  Multi-task, representing multiple subjects and products;

* Manage their time effectively ensuring they deliver good
results on time, every time;

*  Work well within a team, yet be able to take an independent
line when required;



-+ = Post-Sales Consultant*

Role Description

The Post-sales Consultant manages activities following a
customer sale, ensuring that customer implementations
are completed on-time and within budget, thereby
realizing the company’s sales and profit targets, while
meeting customer expectations for a successful
implementation.

The Post-sales consultant is responsible for ensuring
expectations are met for add-on sales and services and
for supporting the delivery of productivity and
profitability goals from the sales they support.

The role involves working closely with a very wide range
of people and departments such as sales; service;
engineering; manufacturing; technical support; finance;
project management; complaints and possibly more,
with the intent of ensuring that implemented projects
accurately meet the customer expectation and are
appropriately supported by key personnel both
internally and in the customer.

This role requires highly developed interpersonal skills;
problem solving skills; organizational skills; and
management skills; as well as a detailed knowledge of
finance, products, the business, the partners, and the
customers.

...Abilities

This is a complex role and candidates for this role will be
expected to have a wide range of well-developed
capabilities including the ability to:

* Manage and oversee the successful implementation
of projects sold by sales, prioritizing effort based on
maximizing total impact on productivity, profit, and
customer satisfaction;

*  Proactively assess the solution specifications in light
of changing customer requirements and recommend
changes that optimize the value for both the
customer and the company;

*  Continually monitor levels of satisfaction amongst
key customer and other stakeholders;

Develop success metrics, including Rol, business process impacts,
and others as required, and present these to customer and
other stakeholders in a compelling manner;

Co-ordinate closely with all stakeholder groups, regularly
reporting on project status and performance against success

metrics;

Meet assigned targets for add-on sales or up-selling targets
(where applicable);

Monitor all aspects of the implementation and pro-actively alert
the stakeholders to any customer satisfaction threats, or other
business risks associated with the implementation;

Ensure all reporting associated with the implementation is
effective and accurate, with particular attention to fiscal, legal

and logistical compliance issues;

Be a pro-active trouble-shooter when things go wrong, develop
contingency plans;

Be highly motivated with a strong desire for success, be
proactive and innovative with a focus on customer delight;

Understand business processes and business problems;

Analyze, interpret and understand complex data and the
relationship between multiple data elements;

Multi-task, representing multiple subjects and products;

Manage time effectively ensuring they deliver good results on
time, every time;

Work well within a team, yet be able to take an independent line
when required;

Have very strong communication and interpersonal skills;

Be confident communicating technical and business information
to widely varied audiences;

Have and maintain a strong motivation to learn;

Have and maintain a good knowledge of strategic, conceptual
and consultative selling approaches
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= Sales Logistics Consultant*

Role Description tactics and plans where necessary;

Today’s customers demand that products be designed, built and Act as the focal point at all times for ensuring customer

delivered according to their terms and in the current environment satisfaction, taking action to trouble-shoot problems if
of increased demands for product quality, massive product
proliferation, and ever shrinking lead times, the classic isolated
departmental approach no longer delivers the required level of
customer experience.

required;

Process customer orders, ensuring all relevant stakeholders

are informed as to what is expected of them, by when;

Enter the Sales Logistics Consultant. To meet these new demands,
companies are adopting a ‘customer-centric model” which unites
the activities of the company around its customers’ needs. They
are engineering-efficient business processes, managed by Sales
Logistics Consultants to co-ordinate all activities that generate and
satisfy customer demand, such as optimal order management
systems, logistics, manufacturing and accounting. customer;

Carry out any required credit management functions;

Liaise between all relevant internal departments to ensure on-

time, and correct delivery of products and services to the

The role involves working closely with a very wide range of people Deal effectively with any stocking, warehousing or logistics

and departments such as sales; service; engineering; issues arising;
manufacturing; technical support; finance; project management;
complaints and possibly more, with the intent of ensuring that
customer expectations are met and that customer centric activities
are appropriately supported by key personnel both internally and
in the customer.

Manage and control any transportation requirements;

Continually monitor levels of satisfaction amongst customer,

and other stakeholders;

This role requires highly developed interpersonal skills; problem
solving skills; financial skills; organizational skills; and management
skills; as well as a detailed knowledge of the products, the
business, the partners, and the customers.

Co-ordinate closely with all stakeholder groups, regularly
reporting on status, quality, and performance against success

metrics;

...Abilities

Ensure customer invoice(s) produced and sent according to

agreed billing schedule;
This is a complex role and candidates for this role will be

expected to have a wide range of well-developed capabilities

Deal with any customs or other compliance issues, highlighting

including the ability to: any areas of compliance risk;

* Provide appropriate support in the generation of customer

enquiries; Process any customer credits or rebates as required;

« Ensure all customer enquiries and quotations are handled Update all databases and other information systems to ensure

effectively and quickly and that the customer receives an a detailed audit trail is always available and accurate;

optimal initial response;

= Support sales in the generation of mutually effective customer

agreements during the pre-sales phase, challenging sales



-+~ = Customer Service Specialist*
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Role Description

Today’s customers demand and expect world-class service at all
times. They expect rapid, yet accurate and complete responses to
all their questions and concerns, delivered by knowledgeable and
skilled front-line individuals.

Enter the Customer Service Specialist. To meet these new
demands, companies are adopting a ‘customer-centric model’
which unites the activities of the company around its customers’
needs. They are engineering-efficient business processes, delivered
by front-line Customer Service Specialists — their role —to ensure
Customer Satisfaction.

The role involves working closely with a very wide range of people
and departments such as sales; service; engineering;
manufacturing; technical support; finance; project management;
complaints and possibly more, with the intent of ensuring that
customer expectations are met and that customer centric activities
are appropriately supported by key personnel both internally and
in the customer.

...Abilities

Candidates for this role will be expected to have a wide range

of well-developed capabilities including the ability to:

= Ensure excellent customer service is delivered in a timely
and accurate manner via phone, e-mail, chat, or other

means.

* Act as liaison between customer, account team, and
management ensuring optimal customer service and

business productivity.

* Analyze customer complaints and provide appropriate

corrective actions.

e Assist customer directly where possible, ensuring they are

effectively supported by others where required.

= Ensure customer satisfaction by meeting customer needs

in a courteous and timely manner.

Track, follow-up and ensure any outstanding customer

issues are resolved in a timely manner.

Use all available customer service resources and programs

in order to provide outstanding service.

Effectively maintain documentation and reports on routine

customer correspondence for future reference.

Provide support to the wider customer service team to
ensure continuous improvement in customer service

quality.

Have and maintain in-depth product knowledge.

Effectively communicate customer feedback to technical
and marketing teams in order to develop processes for

better serving customers.

Maintain weekly reports on customer enquiries, responses
and feedback in order to develop customer service

analytics and trends

Monitor compliance against contract, particularly relating

to fiscal, legal and logistical factors.
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