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Drivers of Digital Disruption:
 1. Mass Adoption of Digital Technology
 2. The Age of the Customer
 3. B2B-> B2C
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Source: Taming the Digital Dragon: The 2014 CIO Agenda
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 DeliveryDeployment
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Are you selling “D”?
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Or, are you selling the “C”?
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Or, are you selling the “C”?
 Collaboration Services
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 Enablement
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Source: Digital Double-Down: How Far Will Leaders Leap Ahead?, Accenture, 2014
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Digital Transformation
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UCaaS Market Growth Projections
 source: Gartner report: Unified Communications Market Transformation to the Cloud, 2015
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Future so bright you need shades
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 Digital Transformation - Obstacles and Challenges*
 *Source: Saugatuck Technology, “Digital Business” Survey(Nov. 2014, N=102 “C-level” IT / Bus. / Finance Leaders)
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Your job is this
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“Change is difficult.Not changing is fatal”
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You probably feel like this?
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Change happens
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Smell the coffee
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New Sales Toolkit
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“Fire your sales force”
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The old Golden Rule in Sales was:
 Find out what your customers
 want, and give it to them.
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Give your customers the ability to
 do what they can’t currently do
 but would want to if they only
 knew it was possible.
 The new Golden Rule in Sales is:
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Capture their imaginations
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“Reasons lead to conclusions.
 Emotions lead to actions.”- Saatchi & Saatchi
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 DecisionDrivers
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Horizon 10 - 6 months
 Horizon 26 - 12 months
 Horizon 312 - 36 months
 Selling at 3 Time Horizons
 Closing Current
 Opportunities:
 • Winning Deals
 • Pitching to Win
 • ClosingBuilding Tomorrow’s
 Business:
 • Industry trends
 • Industry competitive
 challenges
 • Collaborative strategy
 Building the Pipeline:
 • Solutions to Customer
 business challenges
 • Value Propositions
 • Account Sales Plan
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Business Transformation
 Operational Excellence
 Thinking Time Horizon Sales Success
 Business
 Objectives
 Operational
 Requirements
 Thinking at 3 Time Horizons
 Exec
 Management
 Operations
 Customer Organisation
 Decision Drivers:
 Value
 Cost
 Price

Page 29
						

Get it right

Page 30
						

Get it wrong
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CHANGEbefore you have to
 CHANGE
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The status quo is not a growth strategy
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Strategic choices
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DelusionalThinking
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#1: Irrational complacency
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#2: Catch the train
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#3: Excessive Short-term focus
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OLD THINKING
 NEW TECHNOLOGY
 FAIL
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Think outside the box

Page 40
						

Think outside the box
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www.flickr.com/photos/12023825@N04/2898021822
 UCC growth strategy
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- Peter Drucker
 “The greatest danger in
 times of turbulence is not
 the turbulence - it is to act
 with yesterday’s logic”.
 The Challenge of Change
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Prisoners of the past
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Overcoming change
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Destination thinking
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Compete for the future, not just
 the present
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You can’t teach an old dog new tricks
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Change your thinking
 www.flickr.com/photos/oriol_gascon/2172565951
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The hard way
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AND Thinking
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AND Thinking
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AND thinking
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AND Thinking
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Constraint-based thinking
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Constraint-based thinking
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Collective constraint-based thinking

Page 58
						

“All failure is failure to adapt, all success is
 successful adaptation.”- Max McKeown, Adaptability: The Art of
 Winning In An Age of Uncertainty
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Get
 (Make A Difference)
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Resilient Thinking
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FunnelFOCUS
 Sales
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 Focus on Selling Above the Funnel
 • Prospection
 • Qualifying
 • Needs
 • Proposal
 • Negotiation
 • Close
 Demand
 Creation
 Demand
 Capture
 • Market identification
 • Requirements analysis
 • Demand creating
 • Lead Generation and
 Management
 • Engagement
 The Sales Toolkit
 Q1 Q2 Q3 Q4 Q1Demand Generation Campaigns
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63
 Sales Engagement Model
 Discover Diagnose DeliverDesign
 20% 60% 20%
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Build on a Solid Foundation
 Discover - 10%
 Traditional Process Diagnostic Process
 Unstable Relationship Stable Relationship
 5%
 15%
 35%Presentation
 45%Closing
 Needs Analysis
 Qualification
 Diagnose40%
 Design35%
 Deliver 15%
 Consideration
 Confirmation
 *source: The Prime Solution by Jeff Thull, Dearborn © 2005
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 Find 3 Take Aways
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Selling Business Outcomes1
 The Customer Journey2
 Differentiate or Die3
 Asking Questions in Color4
 To Win More Sales, Tell More Stories5
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Product
 Place
 Price
 Promotion
 4P's
 Solution
 Access
 Value
 Education
 SAVE
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Educate
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Inspire
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Create a sense of urgency
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The New Sales Mindset
 Old Mindset (Out) New Mindset (In)
 Suppliers’ Solution Client’s pains and problems
 Methodologies and deliverables Results and outcomes
 Supplier push Demand pull
 Supplier’s language Clients’ language
 Short-term sales transactions Long-term relationships
 Selling Solutions Helping clients buy
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Game Changer
 Purchase
 before Adoption
 Adoption
 before Purchase
 Access Assets
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Start talking to the non-technical DMU
 about business outcomes rather than the
 underlying fast/secure MPLS networks
 Implication for sales:
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Enterprise Collaboration Enablement
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• The volume of collaboration increases
 • However, Collaboration is still “top-down” and tactical
 • Lower cost barriers to collaboration based on IP conversion
 • Standard enterprise IM and presence emerge
 • Socialize best practices, reward info sharing and collaborative behavior
 • Create a collaboration strategy to align tools with workflow
 • IT identifies solutions to integrate across silos
 Silo’d
 Enhanced
 Integrated
 Unified
 Transformed
 • Collaboration is unsupported & low volume
 • Information hoarding is common
 • Analog/TDM/PSTN• Collaboration solutions
 are tactical• Tools lack alignment
 w/work process
 • Identify key cost components to drive enhanced / IP technologies
 • Collaboration emerges as a competitive advantage
 • Champions emerge to
 drive business results via collaboration
 • Integration of silos – i.e. room to desktop video, telephony-enabled presence, web and audio conferencing
 • Select UC platform• Perform network
 assessment• Identify new equipment
 requirements (headsets, webcams, etc.)
 • Identify hosting partner
 • Collaboration is a key differentiator
 • Focus on productivity over cost savings
 • Employees empowered to recommend change
 • Users migrated to a single UC platform for IM/P, audio, video and web collaboration
 • Most voice is now on-net
 • Target key workflows to communications-enable
 • Identify development partners to help with integration between UC platform and enterprise applications
 • Collaboration is transformative –increasing agility, improving customer experience, and employee retention
 • A ubiquitous UC platform supports all communications
 • Organizations transform key workflows through CEBP
 • Establish monitoring & collaboration metrics
 • Engage industry experts to stay current on technology advancements
 • Expand the use of cloud-services
 CULTURE
 SOLUTIONS
 KEY NEXT
 STEPS
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Presence/IM Consumer Enterprise Click to Call
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 Current Adoption Curve
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 Presence/IM 0-50% 10-75% 50-100% 75-100% 100%
 Less utilization More utilization
 UCaaS
 Support
 ProductivityFuture Adoption
 Curve
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Constraint-based thinking
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Sales Transformation = Selling Business Outcomes
 OLD NEWThe IT Buyer The Business Buyer
 Selling into CapEx Budgets Selling into OpEx Budgets
 Technical Expertise Business Expertise
 Geographic Sales Territories Vertical Industry Territories
 Selling Features Selling Results
 Fixed-Price Contracts Outcome-Based Contracts
 Demonstrating Features Business Process Discussions
 Your Complexity and
 Underlying Architecture
 Your Consumption Model
 and Service Capability
 Maintenance Contracts "Apps Mindset"
 Face2Face Sales Skills Social Media Knowledge
 Source: Consumption Economics: The New Rules of Tech by J. B. Wood, Todd Hewlin and Thomas Lah, 2011
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Selling Business Outcomes1
 The Customer Journey2
 Differentiate or Die3
 Asking Questions in Color4
 To Win More Business Tell More Stories5
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The problem is that customers don’t buy
 the way we sell
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The Buying Decision Process
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Search
 Find
 Qualify
 Try
 Buy
 Activate
 Manage
 Up-sell
 Support
 Refer
 The Customer Adoption Cycle
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Generation C
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Collaboration Enablement
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Cut through the Red Tape
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Tomorrow’s workplace
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Tomorrow’s office worker
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Tomorrow’s mobile worker
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Selling Business Outcomes1
 The Customer Journey2
 Differentiate or Die3
 Asking Questions in Color4
 To Win More Sales Tell More Stories5
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Cart before the horse
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Build a better mouse trap
 www.flickr.com/photos/clementlivolsi/4596430458
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“If I had asked people whatthey wanted, they wouldhave said faster horses.”
 - Henry Ford
 1863 - 1947
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3 levels of clarity
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Basic Product/Service:• Technology• Price performance• Product quality
 E2E Customer Experience:• People• Perceived value• High touch• Exceed customer expectations• Delight and astound customers
 12 Support Services
 3E2E
 Customer Experience
 Differentiation: 3 Levels of Perceived Value
 BasicProduct/Service
 Support Services:• Levels of support• Quality of service• Systems• Processes
 Your Cloud Services
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Competitive separation
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Selling Business Outcomes1
 The Customer Journey2
 Differentiate or Die3
 Asking Questions in Color4
 5 To Win More Sales Tell More Stories
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Trust starts here
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Engagement the Customer
 Us
 Our Past
 Them
 Their Future
 NOW
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Diagnostic Mindset
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Using questions to Navigate
 Change
 Not all questions
 were created equal
 10
 2
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White Questions
 Green Questions
 Black Questions
 Red Questions
 Current situation
 Facts, data & information
 white snow: pure, cold hard facts
 Desired situation
 Future state
 Grass, trees, growth, can become
 Obstacles
 Important, powerful
 Dark, night time, can’t see in the dark. Turn on the light to see what
 stands between current situation and desired situation.
 Feelings
 Fire, explosive color, highly emotional-ve Red: “If Stan doesn’t do something he won’t make his quota. He really needs
 some help. Stan needs to talk to you.”
 +ve Red: “If Stan overachieves this year, he will probably be promoted to VP
 Sales
 Asking Questions in Color
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Listening to learn
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Insight-based selling
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Tell
 Ask
 Problem Solution
 Ask – Tell Quadrants
 Conversation Directional Compass
 • Describing the problem
 • Problem focused
 • Asking questions about the
 problem
 • Problem focused
 • Asking questions about possible
 solutions
 • Solution focused
 • Talking about the solution
 • Describing possible solutions
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Selling Business Outcomes1
 The Customer Journey2
 Differentiate or Die3
 Asking Questions in Color4
 To Win More Sales Tell More Stories5
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Telling stories in sales conversations
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“People buy from
 People they like....”
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Why Stories?
 Perceptions amplify or diminish data
 Stories impact perceptions
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To Win More Sales,
 Tell More Stories
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20th Century
 Scarcity21st Century
 Abundance
 Top Down / Hierarchical Shared Purpose
 Information sources Community Builder
 Competing Collaborating
 Revered for Credentials Trusted for Authenticity and Agility
 Communicating One-way Two-way Communications
 Leading with Technology and Tools Integrating Tools in Business & part of Work
 Measuring Activity Measuring Impact/Co-creation & Outcomes
 21st Century Leadership
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Whoever Tells the
 Best Story Wins
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business communication must be
 clear, rational and objective
 no place for emotion or
 personal connection
 Business Belief #1
 Business Belief #2
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Sharing a personal story, telling a story
 that makes a complex idea simple, or
 transforming an implementation plan into
 a living breathing future - that’s the secret
 to motivating someone to take action.
 Business Reality:
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“Reasons lead to conclusions.
 Emotions lead to actions.”- Saatchi & Saatchi
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+ Present
 Sustain
 + Future
 ATTAIN
 - Present
 Change
 - Future
 AVOID
 The Psychology of Change*
 Neg
 ative
 Positiv
 e
 Present Future
 *source: The Prime Solution by Jeff Thull, Dearborn © 2005
 Change
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1. Selling Business Outcomes
 2. The Customer Journey
 3. Differentiate or Die
 4. Asking Questions in Color
 5. To Win More Sales Tell More Stories
 Quick Review:
 Align all Sales & Marketing actions
 Differentiation: 3 Levels of Perceived Value
 Not all Questions were created equal
 Sell Results to the Business DM
 Competing to remain relevant to tomorrow’s customers
 The Psychology of Change
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Recommended reading
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What did sales winners do differently?* 1. Educated me with new ideas or perspectives
 2. Collaborated with me
 3. Persuaded me we would achieve results
 4. Listened to me
 5. Understood my needs
 6. Helped me avoid potential pitfalls
 7. Crafted a compelling solution
 8. Depicted purchasing process accurately
 9. Connected with me personally
 10.Overall value from the company is superior to others*What Sales Winners Do Differently, RAIN Group, 2013
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“Eighty percentof success isshowing up.”
 - Woody Allen
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If It Is To BeIt Is Up To Me
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“You don't learn to walk
 by following rules. You
 learn by doing, and by
 falling over.”- Richard Branson
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Get it right
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www.flickr.com/photos/horacio/3781750
 David R Ednie
 President & CEO
 SalesChannel Europe
 Ph: +33 676 60 09 25 (FRA)
 Email: [email protected]
 Website: www.saleschannel-europe.com
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