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SALES MANAGEMENT
UNIT 1 SALES MANAGEMENT PROCESS

1. Definition of Sales Management?

Sales management is the process of planning, directing, and controlling the activities and resources involved in the
sales function of an organization. It encompasses a range of activities including:

1. Setting Sales Goals and Quotas: Establishing targets for the sales team to achieve, which are often aligned with the
company's overall objectives.

2. Sales Planning: Developing strategies and plans to reach the sales targets, including market analysis, identifying
target customers, and creating sales strategies.

3. Sales Forecasting: Predicting future sales based on historical data, market trends, and other variables to make
informed business decisions.

4. Sales Training and Development: Providing training and resources to the sales team to improve their skills, product
knowledge, and effectiveness.

5. Sales Team Organization: Structuring the sales team, defining roles and responsibilities, and ensuring effective
communication and coordination within the team.

6. Sales Performance Monitoring: Tracking and analyzing the performance of the sales team and individual sales
representatives, using metrics such as sales volume, revenue, and customer acquisition.

7. Motivating and Incentivizing Sales Staff: Implementing reward systems, such as commissions, bonuses, and
recognition programs, to motivate the sales team and encourage high performance.

8. Customer Relationship Management (CRM): Managing interactions with current and potential customers, ensuring
customer satisfaction, and building long-term relationships.

9. Sales Process Optimization: Continuously improving the sales processes and methodologies to increase efficiency
and effectiveness.

10. Budget Management: Allocating and managing the budget for the sales department, ensuring resources are used
efficiently and effectively.

Overall, sales management aims to achieve the organization's sales objectives, maximize sales performance, and
maintain strong customer relationships.

2. Nature of Sales Management.
The nature of sales management is multifaceted, involving a blend of strategic planning, tactical execution, and people
management. Here are some key aspects:
1. Goal-Oriented: Sales management is inherently focused on achieving specific targets and objectives. These goals
can range from revenue generation and market share expansion to customer acquisition and retention.
2. Strategic: It involves developing long-term plans and strategies to achieve sales objectives. This includes market
analysis, identifying opportunities and threats, and setting priorities.
3. Dynamic: The field is constantly evolving due to changes in market conditions, customer preferences, and
competitive landscapes. Sales managers need to be adaptable and responsive to these changes.
4. Interpersonal: Managing a sales team requires strong interpersonal skills. Sales managers must motivate, coach,
and develop their team members, fostering a positive and productive work environment.
5. Analytical: Sales management involves analyzing data to make informed decisions. This includes sales forecasting,
performance tracking, and market analysis to identify trends and opportunities.
6. Customer-Centric: Building and maintaining relationships with customers is a core aspect. Sales management
focuses on understanding customer needs, delivering value, and ensuring customer satisfaction.
7. Resource Management: Efficiently managing resources, including time, budget, and personnel, is crucial. Sales
managers must allocate resources effectively to maximize productivity and achieve targets.
8. Process-Oriented: Establishing and optimizing sales processes is essential for consistent performance. This includes
setting up systems for lead generation, customer relationship management, and sales reporting.

1|Page




BHARAT MOHNOT
+91-9874645677

9. Ethical: Ethical considerations are vital in sales management. Maintaining honesty, transparency, and integrity in
dealings with customers, team members, and stakeholders is crucial for long-term success.
10. Collaborative: Sales management often involves collaboration with other departments such as marketing, finance,
and product development to ensure alignment and support for sales initiatives.
11. Results-Driven: The ultimate focus is on achieving measurable results. Sales management is often evaluated based
on performance metrics such as sales volume, revenue growth, and market penetration.
In essence, the nature of sales management is a combination of strategic foresight, operational efficiency, and
effective leadership, all aimed at driving sales performance and contributing to the overall success of the organization.

3. Importance of Sales Management
Sales management plays a crucial role in the success of any organization. Here are some key reasons why it is
important:
1. Revenue Generation: Sales management directly impacts the organization’s ability to generate revenue. Effective
sales management ensures that sales targets are met or exceeded, contributing to the financial health of the
company.
2. Market Penetration and Expansion Through strategic planning and execution, sales management helps an
organization penetrate new markets and expand its presence in existing ones. This can lead to increased market share
and growth opportunities.
3. Customer Relationship Management: Building and maintaining strong relationships with customers is essential for
long-term success. Sales management focuses on understanding customer needs, providing excellent service, and
fostering loyalty.
4. Competitive Advantage: Effective sales management enables a company to stay ahead of competitors by identifying
and capitalizing on market opportunities, responding quickly to changes, and continuously improving sales strategies.
5. Resource Optimization: Sales management ensures that resources such as time, budget, and personnel are used
efficiently. By optimizing these resources, organizations can maximize their return on investment and achieve better
outcomes.
6. Sales Team Performance: Sales managers play a critical role in hiring, training, and developing the sales team. By
providing the necessary support and motivation, sales managers help their teams reach their full potential and
perform at a high level.
7. Alignment with Organizational Goals: Sales management ensures that the sales function aligns with the overall goals
and objectives of the organization. This alighment is crucial for cohesive and coordinated efforts across different
departments.
8. Forecasting and Planning: Accurate sales forecasting and planning are essential for making informed business
decisions. Sales management provides insights into future sales trends, helping organizations plan their operations,
production, and inventory accordingly.
9.Adaptability and Innovation: Sales management encourages adaptability and innovation by continuously analyzing
market trends, customer feedback, and sales data. This enables organizations to stay relevant and competitive in a
dynamic business environment.
10. Performance Measurement and Improvement: Sales management involves tracking and analyzing sales
performance metrics. This helps identify areas for improvement, set benchmarks, and implement strategies to
enhance overall sales effectiveness.
11. Motivation and Incentives: Sales management includes designing and implementing incentive programs that
motivate sales personnel to achieve their targets. This can lead to increased productivity and job satisfaction.
12. Crisis Management: In times of economic downturn or other challenges, effective sales management can help
navigate the organization through difficult periods by adjusting strategies, focusing on key customers, and finding new
opportunities.
In summary, sales management is essential for driving revenue, achieving business objectives, maintaining customer
relationships, and ensuring the efficient use of resources. Its importance cannot be overstated in fostering the overall
success and growth of an organization.
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4. Definition of Personal selling?
Personal selling is a sales method where sales representatives interact directly with potential customers to provide
information about a product or service, answer questions, and persuade them to make a purchase. It involves a one-
on-one communication process, which allows for personalized attention and the ability to tailor the sales pitch to the
specific needs and preferences of the customer. Key characteristics of personal selling include:
1.Direct Interaction: Sales representatives engage directly with customers, either face-to-face, over the phone, or
through digital communication channels.
2. Personalized Approach: The sales pitch is customized to address the unique needs, concerns, and interests of each
customer.
3. Relationship Building: Personal selling focuses on building long-term relationships with customers, fostering trust,
and ensuring customer satisfaction.
4. Two-Way Communication: It involves active listening and responding to customer queries, objections, and
feedback, making the process interactive and dynamic.
5. Demonstrations and Presentations: Sales representatives often provide demonstrations, presentations, or samples
to showcase the features and benefits of the product or service.
6. Problem-Solving: Sales representatives act as consultants, helping customers identify their needs and offering
solutions that best meet those needs.
7. Follow-Up: Personal selling includes follow-up interactions to ensure customer satisfaction, address any post-
purchase concerns, and encourage repeat business.
Personal selling is particularly effective for complex, high-value, or customized products and services where customers
require detailed information and personalized assistance to make a purchase decision.

5. Steps in personal selling?

Personal selling involves a series of steps that sales representatives follow to effectively engage with potential
customers and persuade them to make a purchase. Here are the typical steps in the personal selling process:
1. Prospecting and Qualifying:

- Prospecting: Identifying potential customers (prospects) who might have a need or interest in the product or
service.

- Qualifying: Evaluating prospects to determine if they have the authority, need, and financial capacity to make a
purchase.
2. Pre-Approach:

- Researching and gathering information about the prospect to tailor the sales approach.

- Setting objectives for the sales call and planning the presentation.
3. Approach:

- Making initial contact with the prospect in a way that captures their attention and interest.

- Building rapport and establishing a connection to create a positive first impression.
4. Needs Assessment:

- Engaging in a conversation to understand the prospect's needs, preferences, and pain points.

- Asking open-ended questions and actively listening to gather relevant information.
5. Presentation:

- Demonstrating how the product or service meets the prospect's needs and provides value.

- Highlighting key features, benefits, and advantages tailored to the prospect's specific situation.

- Using visual aids, demonstrations, and examples to make the presentation more compelling.
6. Handling Objections:

- Addressing any concerns, questions, or objections the prospect may have.

- Providing clear, concise, and convincing responses to alleviate doubts and reinforce the value proposition.
7. Closing the Sale:

- Asking for the order and prompting the prospect to make a purchase decision.
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- Using closing techniques such as summarizing benefits, offering incentives, or creating a sense of urgency.
- Ensuring that all terms and conditions are clearly understood and agreed upon.
8. Follow-Up:
- Following up with the customer after the sale to ensure satisfaction and address any post-purchase issues.
- Maintaining contact to build a long-term relationship and encourage repeat business or referrals.
- Seeking feedback to improve future sales efforts and customer service.
Each step in the personal selling process is crucial for building trust, providing value, and ultimately persuading the
prospect to become a satisfied customer.

6. Methods of approaching a customer?
Answer: Here are brief descriptions of methods for approaching a customer:

. Direct Approach: Engage face-to-face in a store or at a business event.

. Telephone Approach: Contact customers via phone calls, either for initial outreach or follow-ups.

. Email Approach: Reach out through personalized emails to share information or promotions.

. Online Chat: Provide real-time assistance and support through a website or app chat.

. Social media: Interact with customers on platforms like Twitter or Facebook to answer questions or engage.
. Consultative Approach: Focus on understanding customer needs and offering tailored solutions.

. Solution Selling: Highlight how your product or service solves specific customer problems.

. Value-Based Selling: Emphasize the value and benefits rather than just features.

. Relationship Building: Build trust and rapport for long-term customer relationships.

10. Educational Approach: Provide information and educate customers about your products or services.
Each method can be adapted based on the context and the customer's preferences.
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7. Explain the process of presentation?
Answer: Here's a brief overview of the presentation process:
1. Preparation
- Objective: Define your goal.
- Audience: Understand who they are and what they need.
- Research: Gather necessary information.
2. Planning
- Outline: Organize your content into a clear structure (Introduction, Body, Conclusion).
- Storyline: Develop a narrative to guide your presentation.
- Visual Aids: Decide on slides, videos, or other visuals.
3. Design
- Create Slides: Use simple, clear visuals and minimal text.
- Consistency: Ensure a cohesive design with consistent fonts and colors.
4. Rehearsal
- Practice: Rehearse multiple times.
- Timing: Make sure it fits within the allotted time.
- Feedback: Get input from others and adjust as needed.
5. Delivery
- Engage: Interact with the audience, maintain eye contact.
- Confidence: Speak clearly and confidently.
- Adapt: Be prepared to adjust on the fly based on audience reactions.

6. Follow-Up
- Questions: Be ready to answer questions.
- Materials: Share any additional resources or materials if needed.
This condensed process ensures you stay organized and deliver a clear, effective presentation.
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8. Explain the styles of Presentation?
Answer: There are several presentation styles, each suited to different audiences, purposes, and content. Here’s an
overview of some common styles:
1. Formal Style
- Structure: Highly structured with a clear introduction, body, and conclusion.
- Content: Data-driven, with emphasis on facts and logical argumentation.
- Delivery: Professional tone, minimal interaction with the audience.
- Use Case: Business meetings, academic conferences, or formal events.
2. Storytelling Style
- Structure: Follows a narrative arc with a beginning, middle, and end.
- Content: Personal anecdotes, case studies, or fictional stories to illustrate key points.
- Delivery: Engaging, with a focus on emotional connection.
- Use Case: Motivational talks, marketing pitches, or educational presentations.
3. Visual Style
- Structure: Relies heavily on visual aids, with minimal text.
- Content: Graphics, images, infographics, and videos are central.
- Delivery: The speaker narrates the visuals, often moving quickly through slides.
- Use Case: Creative industries, design presentations, or when explaining complex data visually.
4. Interactive Style
- Structure: Flexible, allowing for audience participation and real-time feedback.
- Content: Q&A sessions, live polls, or demonstrations are common.
- Delivery: Conversational, with a focus on engagement.
- Use Case: Workshops, training sessions, or product demonstrations.
5. PechaKucha
- Structure: 20 slides shown for 20 seconds each, totaling 6 minutes and 40 seconds.
- Content: Concise and visually rich.
- Delivery: Fast-paced, with a focus on timing and rhythm.
- Use Case: Creative presentations, informal gatherings, or idea-sharing events.
6. Impromptu Style
- Structure: No pre-planned structure; speaker adapts based on the situation.
- Content: Draws on the speaker’s knowledge and experiences.
- Delivery: Spontaneous and flexible.
- Use Case: Unplanned speaking opportunities, last-minute presentations.
7. Persuasive Style
- Structure: Structured to build a case, often with a problem-solution format.
- Content: Arguments supported by evidence, aimed at convincing the audience.
- Delivery: Assertive, with emphasis on key points.
- Use Case: Sales pitches, political speeches, or advocacy presentations.
Each style can be adapted to fit different scenarios, depending on the message you want to convey and the audience
you’re addressing.

9. Explain how to manage customers objection?
Answer: Handling customer objections effectively is key to successful sales and customer service. Here’s a structured
approach to managing objections:
1. Listen Actively
- Give Full Attention: Let the customer express their concerns without interruption.
- Understand the Objection: Pay attention to the specific issue they’re raising.
2. Acknowledge the Objection
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- Show Empathy: Validate their concern by acknowledging it. For example, say, “I understand why you might feel
that way.”
- Restate the Objection: Paraphrase their concern to ensure you’ve understood correctly and to show that you're
taking it seriously.
3. Ask Questions
- Clarify: Ask open-ended questions to dig deeper into the objection. This helps uncover the root cause of their
concern.
- Explore Needs: Determine what the customer needs or what would alleviate their concern.
4. Respond Appropriately
- Provide Solutions: Address the objection with clear, factual information or alternatives. Tailor your response to the
specific concern.
- Offer Value: Highlight the benefits and value that outweigh the concern. Show how your product or service solves
their problem.
5. Check for Understanding
- Confirm Agreement: Ask if your response addresses their concern. For example, “Does that help clarify things for
you?”
- Gauge Their Reaction: Observe their response to see if they’re satisfied or if there’s further hesitation.
6. Close Positively
- Reassure: Reinforce the positive aspects of your offering and express confidence in its ability to meet their needs.
- Move Forward: Guide the conversation towards the next steps, whether it’s finalizing the sale or providing
additional information.
7. Follow Up
- Offer Continued Support: Let them know you’re available for any further questions or concerns.
- Reinforce the Decision: After the sale, follow up to ensure they’re satisfied and to address any lingering doubts.
By approaching objections as opportunities to better understand and address customer needs, you can build trust and
increase the likelihood of a successful outcome.

10. Different types of customers objection?
Answer: Customer objections typically fall into several categories, each representing different concerns or hesitations.
Understanding these types can help you prepare more effectively and respond appropriately. Here are the common
types of customer objections:
1. Price Objections
- Concern: The customer believes the product or service is too expensive.
- Examples:
- “This is out of my budget.”
- “l can get something similar for less.”
- Strategy: Focus on value, ROI, and long-term benefits.
2. Need Objections
- Concern: The customer is unsure if they need the product or service.
- Examples:
- “l don’t think | need this right now.”
- “We already have a solution in place.”
- Strategy: Highlight how your offering solves their specific problem or improves their current situation.
3. Timing Objections
- Concern: The customer feels it's not the right time to make a decision.
- Examples:
- “I'm not ready to make a decision.”
- “I need more time to think about it.”
- Strategy: Create urgency by discussing potential lost opportunities or by scheduling a follow-up at a more
convenient time.
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4. Product/Service Objections
- Concern: The customer doubts the effectiveness or relevance of your product or service.
- Examples:
- “I'm not convinced this will work for me.”
- “l don’t see how this is better than what I’'m using now.”
- Strategy: Provide testimonials, case studies, or demonstrations to prove the effectiveness and superiority of your
offering.
5. Source Objections
- Concern: The customer is hesitant due to trust issues or preferences for a different provider.
- Examples:
- “l prefer working with another company.”
- “I've never heard of your company before.”
- Strategy: Build credibility by sharing your company’s track record, certifications, or positive customer experiences.
6. Competitor Objections
- Concern: The customer is considering a competitor’s offering.
- Examples:
- “Your competitor offers a better price.”
- “They have more features.”
- Strategy: Differentiate your product by emphasizing unique features, superior customer service, or other benefits
that competitors lack.
7. Decision-Making Objections
- Concern: The customer is not the sole decision-maker or needs approval from others.
- Examples:
- “I need to discuss this with my team.”
- “l have to get approval from my boss.”
- Strategy: Offer to provide additional information or to speak directly with other stakeholders involved in the
decision.
8. Risk Objections
- Concern: The customer fears potential risks associated with the purchase.
- Examples:
- “What if it doesn’t work?”
- “I'm worried about what happens if there’s a problem.”
- Strategy: Address risks by offering guarantees, warranties, or flexible return policies to reassure the customer.
9. Misinformation Objections
- Concern: The customer has incorrect or incomplete information about your product or service.
- Examples:
- “l heard this product has issues.”
- “l was told it doesn’t do [specific feature].”
- Strategy: Correct the misinformation with accurate details and clear explanations.
10. Skepticism Objections
- Concern: The customer is skeptical about the claims made about the product or service.
- Examples:
- “This sounds too good to be true.”
- “I'm not sure this will deliver the results you’re promising.”
- Strategy: Provide evidence such as data, testimonials, or case studies that back up your claims.
By recognizing and categorizing objections, you can tailor your responses to address the specific concerns and help
guide the customer toward a positive decision.
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11. Bargaining strategies during negotiation?
Answer: Effective bargaining strategies can greatly enhance your ability to negotiate successful outcomes. Here’s a set
of strategies to consider during negotiations:

1. Preparation

- Research: Gather as much information as possible about the other party, market conditions, and relevant data.

- Know Your Goals: Define your objectives, limits, and what you’re willing to compromise on.

- Understand Interests: Identify both your own and the other party’s underlying interests and priorities.
2. Establish a Strong Opening

- Make the First Offer: Setting the initial offer can anchor the negotiation, influencing the range of possible
outcomes.

- Set the Tone: Begin with a professional and confident demeanor to set a positive tone for the negotiation.
3. Active Listening

- Listen Carefully: Pay close attention to the other party’s words, tone, and body language.

- Clarify and Confirm: Ask questions to ensure you fully understand their needs and concerns.
4. Building Rapport

- Find Common Ground: Establish a connection by finding shared interests or goals.

- Show Empathy: Demonstrate understanding and respect for the other party’s perspective.
5. Flexibility

- Be Open to Alternatives: Consider creative solutions or compromises that could satisfy both parties.

- Adapt Strategies: Be willing to adjust your approach based on how the negotiation unfolds.
6. Value Creation

- Explore Mutual Gains: Look for ways to expand the pie so that both parties benefit.

- Identify Trade-Offs: Offer concessions on less important issues in exchange for gains on more critical points.
7. Use Obijective Criteria

- Base Decisions on Standards: Use fair and objective criteria to justify your position and counteroffers.

- Leverage Industry Standards: Reference benchmarks, market rates, or legal standards to support your case.
8. Effective Communication

- Be Clear and Concise: Articulate your points and offers clearly to avoid misunderstandings.

- Use Positive Language: Frame your proposals in a positive manner to keep the conversation constructive.
9. Leverage Time

- Use Deadlines: Deadlines can create a sense of urgency and push the other party to make decisions.

- Pace the Negotiation: Take your time to make decisions, and avoid rushing to reach an agreement.
10. Manage Concessions

- Concede Strategically: Offer concessions slowly and in exchange for something valuable in return.

- Make Concessions Conditional: State that your concessions are contingent on receiving reciprocal concessions.
Applying these strategies can help you navigate negotiations more effectively, ensuring a more favorable outcome and
maintaining positive relationships with the other party.

UNIT 2 SALES FORCE MANAGEMENT
1. Objective of Sales Force Management?

Answer: The primary objective of sales force management is to ensure that the sales team operates effectively and
efficiently to achieve the organization's sales and revenue targets. This involves strategic planning, performance
monitoring, motivation, and resource optimization. Here are the key objectives of sales force management:
1. Maximize Sales and Revenue:

- Ensure that the sales force meets or exceeds sales targets, contributing to the overall revenue and profitability of
the organization.
2. Enhance Sales Productivity:

- Optimize the efficiency and effectiveness of the sales team by providing the necessary tools, training, and support
to improve their performance.
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3. Align Sales Efforts with Business Goals:
- Ensure that the sales team’s activities are aligned with the company’s strategic objectives and market goals.
4. Develop and Retain Top Talent:
- Recruit, train, and retain skilled sales professionals, while also providing opportunities for career development and
growth.
5. Improve Customer Relationships:
- Foster strong relationships with customers to enhance satisfaction, loyalty, and long-term business partnerships.
6. Optimize Sales Processes:
- Streamline sales processes and implement best practices to reduce inefficiencies and improve the overall sales
cycle.
7. Adapt to Market Changes:
- Ensure the sales force is agile and responsive to changes in market conditions, customer needs, and competitive
pressures.
8. Control Sales Costs:
- Manage and control sales-related expenses to maximize the return on investment for sales activities.
9. Effective Territory and Quota Management:
- Allocate territories and set sales quotas that are fair, achievable, and aligned with the organization’s goals.
10. Utilize Sales Technology:
- Leverage sales tools and technologies, such as CRM systems, to enhance data management, customer insights, and
sales efficiency.
These objectives collectively aim to build a high-performing sales team that drives the organization's growth and
maintains a competitive edge in the market.
2. Strategies of Sales Force Management?
Answer: Here’s a brief overview of key strategies for effective sales force management:

1. Recruitment and Selection: Hire the right talent by clearly defining the ideal candidate profile and using a structured
interview process.

2. Training and Development: Provide ongoing training and personalized coaching to improve sales skills and product
knowledge.

3. Performance Management: Set clear goals and KPls, and conduct regular performance reviews to monitor and
enhance sales performance.

4. Motivation and Incentives: Design competitive compensation plans and recognition programs to motivate and
reward top performers.

5. Territory Management: Allocate and regularly review sales territories to ensure optimal market coverage.

6. Sales Process Optimization: Streamline sales processes and implement CRM systems to enhance efficiency and
customer management.

7. Sales Forecasting and Planning: Develop accurate sales forecasts and strategic plans to guide the sales team.

8. Customer Relationship Management: Focus on building strong customer relationships and leveraging CRM data for
personalized sales approaches.

9. Collaboration with Marketing: Align sales and marketing efforts to ensure consistent messaging and effective lead
management.

10. Cost Management: Monitor and control sales expenses to maximize return on investment.

11. Retention Strategies: Foster a positive work environment and offer growth opportunities to retain top sales talent.
12. Compliance and Ethics: Establish ethical guidelines and ensure compliance with industry regulations.

These strategies help optimize the sales team’s performance, align their efforts with business goals, and drive revenue
growth.
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3. Structure of Sales Force Management?

Answer: The structure of sales force management refers to how a company organizes and manages its sales team to
achieve business objectives. Here's a brief overview:
1. Sales Force Organization:

- Geographical Structure: Salespeople are assigned to specific regions, ensuring broad market coverage.

- Product-Based Structure: Teams focus on specific products or product lines, enhancing expertise.

- Customer/Market-Based Structure: Sales teams are organized around customer segments or industries, allowing
for tailored approaches.

- Functional Structure: Sales roles are divided by function (e.g., new business, account management).

- Hybrid Structure: Combines elements of the above for flexibility.
2. Sales Force Size:

- Determined by market potential, workload, and sales goals.
3. Compensation:

- Salary-Based: Fixed income for stability.

- Commission-Based: Income based on sales performance.

- Combination Plans: Mix of salary and commission, often with bonuses.
4. Training and Development:

- Initial Training: For new hires on products and sales processes.

- Ongoing Training: Continuous skill and knowledge updates.

- Development Programs: Focus on leadership and advanced skills.
5. Supervision and Motivation:

- Managed by sales managers who set targets and provide support.

- Motivational strategies include incentives and recognition.
6. Performance Evaluation:

- Regular reviews based on sales metrics to identify strengths and areas for improvement.
7. Technology and Automation:

- Tools like CRM systems and sales analytics are used to enhance efficiency and decision-making.
This structure ensures that the sales team is well-organized, motivated, and aligned with the company's strategic
goals.

4. Size of Sales Force?

Answer: The size of the sales force refers to the number of salespeople or sales representatives a company employs to
achieve its sales objectives. Determining the right size of the sales force is critical for effectively covering the market,
maximizing sales opportunities, and optimizing costs. Here's how companies typically determine the size of their sales
force:
1. Workload Approach:

- Estimate Workload: Calculate the total amount of work required to cover the market. This includes the number of
customers, the frequency of sales calls, and the time needed for each call.

- Determine Salesperson Capacity: Assess how much workload a single salesperson can handle, considering travel
time, administrative tasks, and actual selling time.

- Calculate the Number of Salespeople: Divide the total workload by the capacity of a single salesperson to
determine the number of salespeople needed.
2. Sales Potential Approach:

- Estimate Market Potential: Determine the total potential sales in the market or specific regions.

- Set Sales Targets: Establish sales targets based on market potential and company goals.

- Assign Salespeople: Allocate the number of salespeople needed to achieve these targets, ensuring that each
salesperson can realistically meet their assigned goals.
3. Incremental Approach:

- Cost-Benefit Analysis: Analyze the incremental cost of adding an additional salesperson versus the expected
increase in sales revenue.
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- Optimize Sales Force Size: Continue to add salespeople until the marginal cost of hiring an additional salesperson
equals the marginal revenue generated.
4. Competitive Benchmarking:
- Analyze Competitors: Study the size of the sales forces of key competitors in the same industry.
- Adjust Accordingly: Use this information as a benchmark to ensure your sales force is neither too small nor too
large compared to competitors.
5. Company Objectives and Budget:
- Align with Objectives: The size of the sales force should align with the company’s growth objectives, whether it's
expanding market share, launching new products, or entering new markets.
- Consider Budget Constraints: Ensure that the sales force size is financially sustainable within the company's budget.
Summary
The size of the sales force is determined by balancing the workload, market potential, and company objectives against
the costs of hiring and maintaining sales staff. The goal is to have enough salespeople to effectively cover the market
and achieve sales targets without incurring unnecessary costs.

5. Compensation of Sales Force?

Answer: Compensation of the sales force refers to the structure and methods used to pay and reward salespeople for
their efforts and performance. An effective compensation plan motivates the sales team, aligns their goals with
company objectives, and helps retain top talent. Here are the main components and types of sales force
compensation:
1. Types of Compensation
# a. Salary-Based Compensation

- Fixed Salary: Salespeople receive a regular, predetermined salary regardless of their sales performance.

- Advantages: Provides income stability, encourages focus on long-term customer relationships, and simplifies
financial planning for both the company and the salesperson.

- Disadvantages: May lack strong performance incentives, potentially leading to lower motivation to exceed sales
targets.
# b. Commission-Based Compensation

- Pure Commission: Salespeople are paid a percentage of the sales they generate. Their income directly depends on
their performance.

- Advantages: Strong incentive to maximize sales, encourages high productivity, and aligns salespeople's goals with
revenue generation.

- Disadvantages: Income can be unpredictable, potentially leading to stress and short-term focus on closing deals
rather than building relationships.
# c. Combination Plans

- Salary + Commission: A mix of fixed salary and performance-based commission. This is a common approach that
balances stability with incentives.

- Bonuses and Incentives: Additional rewards for achieving or exceeding specific targets, such as quarterly or annual
sales goals.

- Advantages: Provides a balance between income stability and performance motivation. Salespeople have a secure
base income but are still incentivized to perform well.

- Disadvantages: The complexity of the compensation plan can be difficult to manage and communicate.
2. Additional Components
# a. Bonuses

- Performance Bonuses: Extra payments awarded for achieving specific targets, such as exceeding sales quotas,
acquiring new customers, or entering new markets.

- Team Bonuses: Incentives based on the performance of the entire sales team, fostering collaboration and collective
effort.
# b. Profit Sharing
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- Salespeople receive a share of the company’s profits, aligning their success with the overall success of the
company.
# c. Non-Monetary Compensation
- Recognition Programs: Awards, trophies, or public recognition for top performers.
- Perks and Benefits: Includes health insurance, retirement plans, company cars, expense accounts, or paid
vacations.
- Career Development: Opportunities for promotions, leadership roles, and professional development.
Summary
Sales force compensation typically includes salary, commission, bonuses, and non-monetary rewards. The right mix
depends on the company’s objectives, sales strategy, and the specific roles within the sales team. A well-structured
compensation plan motivates salespeople, aligns their efforts with company goals, and helps attract and retain talent.

6. Recruitment, Selection, Placement, Transfer, Training and development And Grievance Handling of Sales
Force?

Answer: Here's a brief overview of each aspect of managing the sales force:
1. Recruitment

- Objective: Attract qualified candidates for sales positions.

- Process: Involves job analysis, sourcing candidates through job portals, social media, and referrals, and promoting
the company as a desirable workplace.
2. Selection

- Objective: Choose the best candidates from the recruitment pool.

- Process: Includes screening resumes, conducting interviews, administering assessment tests, and performing
background checks to identify the most suitable candidates.
3. Placement

- Objective: Assign new hires to the right sales positions.

- Process: Match candidates’ skills with specific roles, assign them to appropriate territories or product lines, and
provide orientation to introduce them to company policies and expectations.
4, Transfer

- Objective: Reassign salespeople to different roles or territories as needed.

- Process: Transfers may be based on career growth, performance, or strategic needs, helping employees gain new
experiences or address performance issues.
5. Training and Development

- Objective: Enhance the skills and knowledge of the sales force.

- Process: Includes initial training for new hires and ongoing development programs focused on product knowledge,
sales techniques, and leadership skills.
6. Grievance Handling

- Objective: Address and resolve issues raised by the sales force.

- Process: Establish clear procedures for lodging grievances, ensure timely and fair resolution, and maintain open
communication to prevent conflicts and improve morale.
Each of these functions plays a critical role in building and maintaining a strong, motivated, and effective sales team.

7. Motivation, Leading and Communicating with Sales Force?
Answer: Motivation, leadership, and communication are key elements in managing a successful sales force. These
factors help ensure that salespeople are driven to perform, guided effectively by their leaders, and kept informed and
engaged. Here's a brief overview of each:

1. Motivation

- Objective: Inspire and encourage the sales force to achieve high performance and meet sales targets.
- Techniques:
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- Incentive Programs: Offer bonuses, commissions, and other financial rewards for meeting or exceeding sales
goals.
- Recognition and Rewards: Recognize top performers through awards, public acknowledgment, and non-monetary
incentives like trips or gifts.
- Career Development Opportunities: Provide opportunities for advancement, training, and personal growth to
keep salespeople motivated and engaged.
- Work-Life Balance: Ensure a healthy work-life balance by offering flexible schedules, remote work options, and
wellness programs.
- Supportive Work Environment: Create a positive work culture that encourages teamwork, innovation, and a sense
of belonging.

2. Leading
- Objective: Guide and inspire the sales force to achieve organizational goals through effective leadership.
- Techniques:
- Vision and Direction: Clearly communicate the company’s vision, goals, and strategies, and ensure the sales team
understands how their work contributes to overall success.
- Role Modeling: Lead by example by demonstrating the behaviors, attitudes, and work ethic expected from the
sales team.
- Empowerment: Give salespeople the autonomy to make decisions, take initiative, and feel ownership of their
work.
- Coaching and Mentoring: Provide regular feedback, guidance, and support to help salespeople develop their skills
and overcome challenges.
- Conflict Resolution: Address and resolve conflicts within the team promptly and fairly to maintain a positive and
productive work environment.

3. Communicating
- Objective: Ensure clear, effective, and consistent communication between management and the sales force.
- Techniques:
- Regular Meetings: Hold regular team meetings to discuss goals, performance, challenges, and updates. This keeps
everyone aligned and informed.
- Open-Door Policy: Encourage open communication by making it easy for salespeople to approach managers with
concerns, ideas, or feedback.
- Feedback Mechanisms: Implement systems for providing and receiving feedback, such as performance reviews,
surveys, and suggestion boxes.
- Use of Technology: Leverage tools like CRM systems, messaging platforms, and collaboration tools to facilitate
communication and information sharing.
- Transparent Communication: Keep the sales team informed about important company developments, changes in
strategy, and other relevant information.

Summary

Effective motivation, leadership, and communication are essential for managing a sales force. Motivating salespeople
involves offering incentives, recognition, and career growth opportunities. Leading the sales team requires setting a
clear vision, empowering team members, and providing ongoing coaching. Communication ensures that the sales
team is aligned with company goals, well-informed, and able to contribute ideas and feedback. Together, these
elements create a productive and engaged sales force that drives business success.

8. Performance Evaluation of Sales Force?
Answer: Performance evaluation of the sales force is a critical process in managing and improving the effectiveness of
a sales team. It involves assessing the performance of salespeople against predefined criteria to ensure they meet the
company’s objectives and to identify areas for improvement. Here’s an overview:
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1. Objectives of Performance Evaluation

- Assess Effectiveness: Determine how well salespeople are meeting their targets and contributing to the company’s
goals.

- Identify Strengths and Weaknesses: Understand individual and team performance to highlight areas of excellence
and identify where additional support or training may be needed.

- Provide Feedback: Offer constructive feedback to salespeople to help them improve their performance.

- Guide Compensation and Incentives: Link performance to rewards such as bonuses, promotions, and salary
adjustments.

- Inform Training and Development: Identify skill gaps and training needs based on performance data.
2. Key Performance Indicators (KPls)

- Sales Volume: Total sales generated by a salesperson over a specific period.

- Sales Growth: The increase in sales volume over time, reflecting the ability to generate new business.

- Quota Attainment: The percentage of sales targets or quotas achieved by the salesperson.

- Customer Acquisition: The number of new customers acquired, demonstrating the salesperson’s ability to expand
the customer base.

- Customer Retention: The ability to maintain and grow existing customer relationships, often measured by repeat
sales or renewal rates.

- Profitability: The profit generated from sales, considering discounts, returns, and other factors.

- Sales Activity: Metrics such as the number of calls made, meetings held, or proposals submitted, reflecting the
salesperson’s effort and activity level.

- Conversion Rate: The percentage of leads or prospects converted into paying customers, indicating sales
effectiveness.

- Customer Satisfaction: Feedback from customers, which may include satisfaction surveys or Net Promoter Scores
(NPS), reflecting the quality of service provided by the salesperson.
3. Evaluation Methods

- Self-Evaluation: Salespeople assess their own performance, providing insight into their perspective on their work
and areas for improvement.

- Managerial Evaluation: Sales managers assess the performance of their team members based on KPlIs, direct
observations, and customer feedback.

- Peer Evaluation: Colleagues evaluate each other’s performance, offering a different perspective on teamwork,
collaboration, and support.

- Customer Feedback: Direct feedback from customers can provide valuable insights into a salesperson’s
effectiveness in meeting customer needs and expectations.
4. Performance Review Process

- Regular Reviews: Conduct performance reviews on a regular basis, such as quarterly or annually, to provide timely
feedback and adjust strategies as needed.

- One-on-One Meetings: Hold individual meetings between sales managers and salespeople to discuss performance,
provide feedback, and set goals for the future.

- Performance Documentation: Keep detailed records of each salesperson’s performance, including achievements,
challenges, and feedback received.

- Development Plans: Create personalized development plans based on the evaluation, focusing on areas for
improvement and professional growth.
5. Challenges in Performance Evaluation

- Bias and Subjectivity: Ensuring evaluations are fair and unbiased can be challenging, as personal relationships and
subjective opinions can influence assessments.

- Data Accuracy: Reliable and accurate data is essential for a fair evaluation. Incomplete or inaccurate data can lead
to incorrect conclusions.

- Alignment with Goals: Ensuring that performance metrics align with overall company goals is crucial. Misalignment
can lead to the wrong behaviors being incentivized.
6. Continuous Improvement
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- Ongoing Monitoring: Regularly monitor performance metrics to provide continuous feedback and support.
- Adjustments and Updates: Revise performance criteria and evaluation methods as needed to reflect changes in
company strategy, market conditions, or sales roles.
- Recognition and Rewards: Acknowledge and reward top performers to reinforce positive behaviors and motivate
the entire team.
Summary
Performance evaluation of the sales force is essential for ensuring that salespeople are meeting their objectives and
contributing to the company’s success. It involves setting clear KPls, using various evaluation methods, conducting
regular reviews, and addressing challenges such as bias. The goal is to provide actionable feedback, guide
compensation decisions, and support the ongoing development of the sales team.

SALESMANSHIP AND BUYERS’ BEHAVIOUR

1. Function of Salesman?
Answer: A salesman's primary functions can be summarized as follows:
1. Prospecting: Identifying and qualifying potential customers (leads) who may be interested in the company's
products or services.
2. Selling: Presenting products or services, addressing customer objections, and negotiating to close sales.
3. Customer Relationship Management: Building and maintaining strong relationships with customers, ensuring
satisfaction, and handling any complaints or issues.
4. Product Knowledge: Having in-depth knowledge of the products or services offered and educating customers on
their benefits.
5. Market Research and Feedback: Gathering information on customer preferences, market trends, and competitors
to inform sales strategies and product development.
6. Sales Administration: Managing administrative tasks such as maintaining records, preparing reports, and
coordinating with other departments to ensure smooth operations.
7. Sales Planning and Strategy: Setting sales goals and developing strategies to achieve them, tailored to different
customer segments.
8. Training and Self-Development: Continuously improving sales skills and staying updated on industry trends and new
techniques.
These functions help the salesman meet sales targets and contribute to the company's overall success.

2. Qualities of Salesman?
Answer: A successful salesman typically possesses the following key qualities:
1. Communication Skills: Excellent verbal and non-verbal communication abilities to effectively convey product
information and engage with customers.
2. Persuasiveness: The ability to influence and convince potential customers to make a purchase by highlighting the
benefits and value of the product or service.
3. Customer-Focused: A strong focus on understanding and meeting customer needs, ensuring satisfaction, and
building long-term relationships.
4. Product Knowledge: In-depth knowledge of the products or services being sold, allowing for confident and accurate
answers to customer inquiries.
5. Resilience: The ability to handle rejection and setbacks without losing motivation, maintaining a positive attitude
even in challenging situations.
6. Problem-Solving Skills: The ability to identify customer problems and offer effective solutions, often tailoring the
product or service to meet specific needs.
7. Time Management: Efficiently managing time and prioritizing tasks to meet sales targets and handle multiple
customer interactions.
8. Adaptability: The ability to quickly adjust to changes in the market, customer preferences, or sales strategies.
9. Integrity: Honesty and ethical behavior in all sales interactions, fostering trust and credibility with customers.
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10. Self-Motivation: A strong internal drive to achieve sales goals and continuously improve performance without
constant supervision.
These qualities help a salesman succeed in building customer relationships, closing sales, and contributing to the
company's growth.

3. Buyer Behaviour. Short note?

Answer: Buyer Behavior refers to the decision-making processes and actions of consumers when they purchase goods
or services. Understanding buyer behavior is crucial for businesses as it helps them tailor their marketing strategies to
meet the needs and preferences of their target audience.
Key Aspects of Buyer Behavior:
1. Psychological Factors:

- Motivation: The driving force behind a purchase, often linked to needs and desires.

- Perception: How consumers interpret information and form opinions about products.

- Attitudes: Learned predispositions to respond favorably or unfavorably to certain products or brands.

- Learning: Past experiences influencing future purchasing decisions.
2. Social Factors:

- Family: Family members often influence buying decisions, especially for household products.

- Reference Groups: Groups or individuals that a person looks to for guidance in their buying decisions, such as
friends or celebrities.

- Social Status: A person's social standing can affect their buying preferences and brand choices.
3. Personal Factors:

- Age and Life Stage: Different life stages, such as youth, marriage, or retirement, influence buying behavior.

- Occupation: A person’s job and professional environment can affect their purchasing decisions.

- Economic Situation: A buyer’s income level and economic conditions can determine their ability to purchase certain
goods.

Types of Buying Behavior:

1. Complex Buying Behavior: Occurs when the purchase is expensive, infrequent, and highly significant to the
consumer, such as buying a car or house.

2. Dissonance-Reducing Buying Behavior: When the consumer is highly involved but sees little difference among
brands, leading to post-purchase dissonance (buyer's remorse).

3. Habitual Buying Behavior: When the purchase involves low consumer involvement and there is little significant
brand difference, such as buying everyday items like bread or milk.

4. Variety-Seeking Buying Behavior: When consumers switch brands frequently for the sake of variety, not necessarily
due to dissatisfaction.

4. Product Knowledge?
Answer: Product Knowledge is the comprehensive understanding a salesperson has about the products or services
they are selling. It includes:
1. Features and Benefits: Knowing the product's specifications, features, and how these translate into benefits for the
customer.
2. Usage and Application: Understanding how the product is used in real-life scenarios, including best practices and
potential applications.
3. Comparisons: Being able to compare the product with competitors, highlighting unique selling points (USPs) and
advantages.
4. Troubleshooting and Support: Knowing how to address common issues and provide support to customers.
Effective product knowledge enables a salesperson to confidently communicate the product’s value, tailor their sales
approach to meet customer needs, and build trust with potential buyers.

16 |Page




BHARAT MOHNOT
+91-9874645677
5. Customer Knowledge?

Answer: Customer Knowledge refers to the understanding a business or salesperson has about their customers,
including their needs, preferences, behaviors, and buying patterns. This knowledge is crucial for tailoring marketing
and sales strategies to better meet customer expectations and build strong relationships.
Key Elements of Customer Knowledge:
1. Customer Needs and Preferences: Understanding what customers are looking for in a product or service, including
their specific requirements and desires.
2. Buying Behavior: Knowledge of how customers make purchasing decisions, including factors that influence their
choices, such as price sensitivity, brand loyalty, and purchasing frequency.
3. Demographics and Psychographics: Information about the customer’s age, gender, income level, lifestyle, and
values, which helps in segmenting the market and targeting the right audience.
4. Customer Feedback and Pain Points: Insights from customer feedback, complaints, and pain points that highlight
areas for improvement and opportunities to enhance customer satisfaction.
5. Customer Journey: Understanding the different stages a customer goes through before, during, and after a
purchase, including how they interact with the brand at each stage.
Importance:
Customer knowledge allows businesses to personalize their offerings, improve customer service, anticipate needs, and
build long-term loyalty, ultimately leading to increased sales and customer satisfaction.

6. Types of Selling?
Answer: Types of Selling can be briefly summarized as follows:
1. Transactional Selling: Focuses on quick, one-time sales with minimal interaction, often for low-cost items.
2. Consultative Selling: Involves understanding the customer’s needs and offering tailored solutions, building long-
term relationships.
3. Solution Selling: Addresses specific customer problems by offering a comprehensive, customized solution.
4. Relationship Selling: Emphasizes building and maintaining long-term customer relationships to ensure repeat
business.
5. Provocative Selling: Challenges customers to rethink their needs by presenting new perspectives and insights.
6. Collaborative Selling: Works closely with the customer to co-create solutions, especially in complex sales
environments.
7. Insight Selling: Provides customers with valuable industry insights to guide their purchasing decisions.
8. High-Pressure Selling: Uses assertive tactics to push customers toward quick decisions, often focusing on urgency.
9. Direct Selling: Involves face-to-face sales without intermediaries, often in personal settings like homes or
workplaces.
10. Digital or Social Selling: Leverages online platforms and social media to engage with customers and drive sales.
Each type of selling is suited to different sales contexts, customer needs, and product types, allowing salespeople to
choose the most effective approach.

7. Effective process of sales?
Answer: An effective sales process often involves several key steps that help move prospects through the sales funnel
and ultimately close deals. Here’s a general outline:
1. Lead Generation: Identify and attract potential customers through various channels like marketing campaigns,
networking, referrals, or social media.
2. Lead Qualification: Assess the potential of leads to determine if they are worth pursuing. This often involves
evaluating their need for your product, budget, and decision-making authority.
3. Initial Contact: Reach out to qualified leads through calls, emails, or meetings to introduce your product or service
and gauge their interest.
4. Needs Assessment: Engage in a deeper conversation with the prospect to understand their specific needs, pain
points, and goals. This helps tailor your pitch to address their unique situation.
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5. Presentation/Demo: Present your product or service in a way that highlights how it meets the prospect’s needs.
This could involve a product demo, a proposal, or a detailed presentation.
6. Handling Objections: Address any concerns or objections the prospect may have. This may involve providing
additional information, clarifying misunderstandings, or offering solutions to potential problems.
7. Negotiation: Discuss terms, pricing, and any other details to reach a mutually beneficial agreement. Be prepared to
negotiate and find compromises that satisfy both parties.
8. Closing: Finalize the sale by securing a commitment from the prospect. This often involves signing a contract or
agreement and confirming the details of the sale.
9. Follow-Up: After closing the sale, maintain a relationship with the customer to ensure satisfaction, address any
issues, and explore opportunities for upselling or cross-selling.
10. Review and Optimize: Regularly review your sales process to identify areas for improvement. Analyze what’s
working well and where adjustments are needed to enhance effectiveness.
Tailoring these steps to fit your specific industry, product, or service can further improve the effectiveness of your
sales process.

8. Executing and Following up of sales order?

Answer: Executing and following up on sales orders is a critical part of the sales process, ensuring that customer
expectations are met and that the relationship is strengthened post-sale. Here’s how to effectively execute and follow
up on sales orders:
1. Order Confirmation:

- Review the Order: Ensure that all details of the sales order are accurate, including product specifications,
guantities, pricing, delivery dates, and payment terms.

- Confirm with the Customer: Send an order confirmation to the customer, verifying the details and addressing any
last-minute concerns or changes.
2. Order Processing:

- Internal Coordination: Communicate the order details to relevant departments such as inventory, production, and
logistics to ensure smooth processing.

- Inventory Check: Confirm that the necessary products are available in stock. If not, arrange for production or
sourcing from suppliers.

- Production (if applicable): Begin production or assembly of the order if it involves customized or made-to-order
products.
3. Payment Processing:

- Invoice Generation: Generate and send an invoice to the customer, clearly outlining the payment terms.

- Payment Follow-Up: Monitor the payment process, ensuring that the customer pays on time. Follow up if there are
any delays or issues with payment.
4. Order Fulfillment:

- Packaging: Ensure the product is packaged appropriately to prevent damage during transit.

- Shipping/Delivery: Arrange for the shipping or delivery of the order. Provide the customer with tracking
information and an estimated delivery date.
5. Order Tracking and Updates:

- Monitor Shipment: Track the order through its transit to ensure it is delivered on time.

- Customer Updates: Keep the customer informed of the order status, especially if there are any delays or changes in
the delivery schedule.
6. Delivery and Installation (if applicable):

- Delivery Confirmation: Confirm that the order has been delivered to the customer. If installation is required, ensure
that it is scheduled and completed professionally.

- Post-Delivery Check: Contact the customer to verify that the order was received in good condition and that they are
satisfied with the product.
7. Post-Sale Follow-Up:
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- Customer Satisfaction: Follow up with the customer to gather feedback on the product and the buying experience.
This can be done through a call, email, or survey.
- Issue Resolution: Address any issues or concerns raised by the customer promptly to maintain their satisfaction and
trust.
- Building Relationships: Use the follow-up as an opportunity to strengthen the customer relationship, potentially
leading to repeat business or referrals.
8. Documentation and Record-Keeping:
- Order Records: Maintain detailed records of the sales order, including all communication, documentation, and
transaction details.
- Analysis and Reporting: Regularly analyze sales orders to identify trends, improve processes, and ensure
compliance with company policies.
9. Continuous Improvement:
- Review Feedback: Use customer feedback and internal reviews to refine and improve the order execution and
follow-up processes.
- Training: Provide ongoing training for your team to enhance their skills in managing sales orders effectively.
By following these steps, you can ensure a smooth and efficient process for executing and following up on sales
orders, leading to higher customer satisfaction and long-term loyalty.
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