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Dear Sales Training Professional,

We are starting off a new quarter with new challenges and goals, especially with Healthcare Reform being passed.   We want to continue with our strategy of helping managers improve their coaching and training skills.  Our newsletter is geared to all pharmaceutical sales management people, first and second line sales managers as well as sales trainers and sales training managers. It’s our belief that the district manager is a critical person in the organization and we are committed to district manager training and development.  Now in our third year, our goal is to continue to provide management and training tips to our readers on a quarterly basis, and best of all, it’s free. 

In this newsletter we will cover the following topics: Strategy for Improving Product Knowledge, Tips for Improving Product Knowledge, Source Materials for Closing the Gap, Using Job Aids, and Motivating Sales Representatives.

We are also pleased to inform you that we will have the Spanish language version of this newsletter available too.

If you have missed any of our previous issues, you can find and download them on our web site at www.salescallplanners.com, on the “newsletters” page.

STRATEGY FOR IMPROVING PRODUCT KNOWLEDGE

INTRODUCTION

This Section provides an overall approach (ADDIE) for working with Sales Representatives, identifying product knowledge deficiencies, and 

 implementing plans to close those knowledge ‘Gaps.’

OBJECTIVES

At the conclusion of this Section, you will be able to:

· Describe and use ADDIE, the recommended approach for helping Your Sales Representatives improve their product knowledge.

· Prepare appropriate questions to determine the ‘level’ of a Sales Representative’s product knowledge.

PERFORMANCE IMPROVEMENT

Virtually all approaches to performance improvement follow a similar, step-by-step process. It is a logical, rational approach for identifying the problem/ opportunity and implementing steps for improvement.

Following is ADDIE…the recommended approach for helping Your Sales Representatives improve their product knowledge.

· ANALYSIS. In this first step, you analyze the situation to determine priority needs and whether training itself can help in correcting performance. What does the Sales Representative need to know? What does the Sales Representative actually know? Be sure to define the gaps in writing.

· DESIGN. You prepare your basic training program plan. It should be a written improvement plan prepared jointly with the Sales Representative. It should identify the steps to be taken to close the knowledge gap.

· DEVELOPMENT. Here you develop and refine the actual training program.

· IMPLEMENTATION. You implement the ‘program,’ test it, modify it as necessary, and re-implement it.

· EVALUATION. You are evaluating throughout the ANALYSIS, DESIGN, DEVELOPMENT and IMPLEMENTATION steps to ensure that all materials are practical, have specific objectives designed to address specific needs, etc. You then re-train if necessary.

SAMPLE PRODUCT-RELATED QUESTIONS

Following are a few sample questions that demonstrate the types of product knowledge questions you could ask Sales Representatives to check their level of understanding in the Analysis step.

PRODUCT X Worksheet

1. What is the PRODUCT X delivery system?

2. What is the primary route of excretion for product x and its metabolites?

3. What is the major metabolite of product x?

4. What is the dose-response relationship for effectiveness in treating “Y” with PRODUCT X at dosages of “Z” mg/day?

5. What is PRODUCT X indicated for?

6. What are the PRODUCT X’s contraindications?

7. In pre-marketing studies, what percent of PRODUCT X patients treated with 10-20mg per day experienced sustained hypertension?

8. What were the mean mm Hg SDBP increases observed in patients during pre-marketing PRODUCT X   10-20mg/d studies?

9. In trials of 705 PRODUCT X-treated patients, what was the incidence of seizures?

10. What impact does PRODUCT X have on heart rate?

PRACTICE ACTIVITY

In this activity, think of a less experienced Sales Representative. 

Identify only one aspect of product knowledge with respect to only one company product in which this Sales Representative needs additional work.

Using ADDIE, enter your plan in the spaces that follow. In some instances, you will have to ‘make up’ the steps and the results, since you will not actually be training the Sales Representative you have identified.

Analysis 

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Design

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Development 

________________________________________________________________________________________________________________________________________________________________________________________________

SOURCE MATERIALS FOR CLOSING THE ‘GAP’

INTRODUCTION AND OBJECTIVES

This section provides a list of resources that can be used to help Sales Representatives close knowledge ‘Gaps.’

USING RESOURCES

One of the more important steps in helping Sales Representatives improve product knowledge is to know what resources are available that can help fill specific product knowledge ‘Gaps.’

The process towards improved knowledge, as described earlier, can break down when Sales Trainers identify the areas for improvement, but fail to provide specific action steps…which focus on the resources the Sales Representative should use to improve knowledge.

Simply saying to the Sales Representative “it’s important that you improve in ____________, ____________ and ____________” will generally not be very effective unless you provide the Sales Representative with the specific resources for such improvement.

LIST OF RESOURCES

Following is a minimum listing of resources to which you and the Sales Representative can refer for improving product knowledge.

1. Internet

2. Product manuals, DVD’s, CD’s, etc.

3. CD-ROMs for specific product knowledge

4. Medical texts and journals

5. The Product Learning System itself

6. Getting help from trainers and other experts at company Sales Training  Department

7. Reviewing package inserts

8. Reviewing product monographs

9. Product Fact Sheets and Worksheet

10. Reviewing clinical reprints

11. Reviewing promotional materials for the product

12. Reviewing competitors’ promotional materials 

13. Reviewing prescription data 

14. Studying IMS data where available

And any materials that you, as a Sales Trainer, develop to help Sales 

Representatives improve product knowledge.

PRACTICE ACTIVITY

Identify an area for improvement in selling a specific Company product. Take any major Product Learning System and review it carefully. Identify items that pertain to product knowledge that could be used to help a Sales Representative improve in a particular area. Enter those items in the spaces that follow.

Area of Improvement:
Items to Help a Sales Representative Improve:

TIP: When developing the plan of action and the resources that will be used to help the Sales Representative improve in a particular area, it is best to do this jointly with the Sales Representative. Let the Sales Representative actually participate in the decisions of what material will be reviewed. This will help build greater motivation and commitment to achieving excellence in these areas.

USING JOB AIDS

INTRODUCTION

Other important tools to help Sales Representatives improve product knowledge are job aids that provide quick reminders prior to a day’s work or a sales call.

EXAMPLE: Following is an example of a job aid that helps the Sales Representative overcome objections when selling Product X.

	PRODUCT Y

OVERCOMING OBJECTIONS

	OBJECTIONS
	WAYS TO OVERCOME

	Objection 1:
	1.

2.

3.

	Objection 2:
	1.

2.

3.

	Objection 3:
	1.

2.

3.


Job aids are not used during a sales call. They are used prior to a sales call or at the beginning of the day, as quick refreshers of particular information. Here’s another example:

EXAMPLE: Here is yet another job aid: a checklist, on preparing for the day.

· Review all calls for the day.

· Make certain all materials are available for each call.

· Organize files in the trunk of the car.

· Make certain promotional materials are available.

· Organize samples for the day.

· Etc.

PRACTICE ACTIVITY

Based on the sample job aids and the previous discussion, in the spaces that follow, prepare two different types of product knowledge job aids that you think would be helpful for a Sales Representative. 

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

MOTIVATING SALES REPRESENTATIVES

INTRODUCTION AND OBJECTIVES

This section provides a brief, but important, list of ideas on how to help Sales Representatives understand the benefits of continuous learning.

MOTIVATING SALES REPRESENTATIVES TOWARDS CONTINUOUS LEARNING

As you know, there are indeed “different strokes for different folks”…different people are motivated to do things by different approaches.

There is no single best approach for motivating Sales Representatives to learn more and more about product knowledge.

Following are just a few tips for motivating Sales Representatives towards continuous learning:

· Continually praise the Sales Representative’s work as it improves. 

· Have more experienced Sales Representatives work on product knowledge with those who are less experienced or new.

· Explain to Sales Representatives that the industry itself is fast-moving and physicians are continually upgrading their own knowledge. Therefore, it is important that Sales Representatives stay up-to-date with the latest information. 

· Competition is keen. Sales Representatives at competitors continue to develop and refine their knowledge and skills about their products; and we must do this also.

· There is a growing threat from generic manufacturers which makes it even more important to understand product knowledge and stay current with industry developments.

· Continuous learning not only leads to more effective sales calls, but also to company career opportunities and salary increases. 

· Write a brief thank you note to Sales Representatives who have done some-thing important.

· Use product knowledge contests to motivate Sales Representatives.

· Recognize accomplishments of Sales Representatives, particularly with regard to continuous learning activities at District meetings or other public events.

· Ask the Sales Representative who has become a specialist in a particular product to present some information about it at a District meeting.

· For those Sales Representatives who are really outstanding, see if you can have them present information at a Headquarters Office training workshop.

· Ask your District Regional Manager to send a brief note of thanks to recognize performance of those Sales Representatives who have accomplished some-thing very significant within the continuous learning area.

· Encourage Sales Representatives to access various websites (www.WebMD.com, www.Medline.com) in order to stay up to date on industry trends, competition, etc.

· Write a brief article about a Sales Representative and submit it for publication in the local press, or a local/national pharmaceutical or medical magazine.

· See if it is possible for a physician, who has learned a great deal from a Sales Representative, to recognize that person at a local AMA meeting or other association meeting.

· Develop a local awards program. Distribute awards to those Sales Representatives who have clearly demonstrated that they hold continuous learning as a high priority.

In our next issue we will cover the following topics: Preparing Training Materials (Non-Electronic), Adult Learning Principles, Needs Analysis, and Preparing Training Objectives.

Sincerely,

Wayne Smith

Black Dog Publishing Company

