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Sales Promotion 


CUSTOMER CARE 

 Basics in Customer care :

Our Subscribers or Customers are most important for us at all times. Customer care is a very important aspect of business. Excellent customer care builds strong loyal relationship with our customers. The thumb rule here is find ways to make your customer happy as  No one accepts unhappiness happily .  Industrialist, teacher and student, doctor and patient, saint and satan - everyone wants to be happy. So, why not a customer ? Specially when he pays for what he wants. Since nobody ever pays for unhappiness, no one bargains for problems.

Ensuring customer - happiness or to put it in more acceptable jargon, customer - satisfaction is, therefore, fundamental to customer - responsiveness.   More the  customer-responsiveness, the more successful that business will be.

(A)   How to make every customer a “special” customer

          One line to achieve :-
 Speed 



: Disposal should be without delay

 Personalise


: Treat customer as your own person

 Exceed expectations

: Fulfil expectations of customer 

 Competence and courtesy
: Behave in courteous manner

 Information 


: Provide full and honest information

Attitude - ‘Can do’

: Response with positive attitude

         Long - term relationship
: Satisfy customer to build long term relationship

1. Fast Action in Execution of Work

Always remember:-

· Speed is competitive advantage.

· Everything is time-bound.

· Time is the scarcest commodity in the world.

· Fast Action secures Trust.

2. Positive communications

2.1    Talk the customer’s language
· Cut out jargon, and explain things well.

· Aim to be understood.

· Take responsibility for your communication - the purpose of your communication is the 
response you get.

· Make written communications short, specific and simple.

· If in doubt, simplify.

· Talk benefits, not just features.

· Talk our strength & ignore weakness 

2.2   Treat customers as you would wish to be treated as customer


Use language like :- 

· ‘I see what you mean’

· ‘Let’s see what we can do about this.

·  ‘I would be as concerned as you are’

· ‘I’m sure we’ll be able to find a solution’ 

· ‘Do you see any possibilities that I haven’t considered ?’

ALWAYS REMEMBER

       Always say what you can do, or will do, not what you can’t do or won’t do.

2.3    Positive response to “customer needs”  gets  positive results

   Use following more in your communication:

· I can ...

· You can ...

· I will ...

· Will you please ... ?

· Could I ask you to ... ?

· So that ...

· Here’s what it means to you ...

· Which means that ...

3.   The personal touch

Personalised service

· People like to buy from people.

· You build a business one customer at a time,  one purchase at a time.

· Use the customer’s name in all written communication.

· Courtesy, manners and politeness are keys to building trust, respect and loyalty.

· Get to know your customers - all of them.

· Pay 100 per cent attention at all times.

· Make every customer feel like your most special customer (not your only customer !).

4.    Keeping customers

        Customers are for life ...

Every year most businesses lose between 10 per cent and 30 per cent of their customers -           
 and they don’t even know who these customers are ?

5.  Turn complaints into opportunities

      Welcome complaints !

· Complaints are  disguised opportunities.  

· Problems are wake-up calls for creativity and commitment.

· People complaining are people to value - they want to stay customers and are simply telling you how to achieve it and keep their custom.

· Only 4 per cent of dissatisfied customers tell us, 96 per cent tell other people.

· Each unhappy customer tells an average or 10 or more people (13 per cent tell 20 or more).

· Resolving a problem quickly will turn 95 per cent of unhappy customers into return customers.

· 40 per cent of your perceived customer service is how well you solve problems.


Always remember:

It is vital that to achieve customer satisfaction quickly, whenever you get the opportunity to  fix a problem ... you do it quickly !

6.0
Give customers what they want ...

· Customers expect high quality service, and can go elsewhere if they don’t get it.

· High levels of customer satisfaction will ensure survival of  business

· Customers want to deal with people who are easy to do business with….

· Treat them as individuals

· Know their business

· Demonstrate that eyes are willing to do something extra for them.

· Inspire confidence.

· Outstanding customer service is not a ‘nice-to-have’ it is a ‘must-have’.

· It is too expensive to replace customers, even if it were possible.

· Managing and creating ‘moments of trust’ is the key for increasing subscriber base


Always remember:

The rise and fall of the company can generally be traced to their knowledge or ignorance of 
customer-needs. 

Our approach :

 The knowledge of customer needs and meeting them in shortest time frame lead in  
achieving customer-satisfaction at a level higher than the competitor’s.

(B)  Adopt the attitude that the customer is always right. 

It ought to be so, but this is not the situation in India today — in your company, in my    
company and almost everywhere.

See customers at other businesses. Put yourself in the place of a customer. Think customer. 
Act customer. You will be in  for surprises of your life time.

The big idea is – not to take your customers for granted. With the Indian economy opening up  
to foreign investors – so far it is just the beginning – your customers may desert you one by one 
today, and in hordes tomorrow. Then where will you be?

(C)   How to sell to the Customers

Customers, Customers, Customers ...

* Where are they ? ... everywhere !

* Who are they ? ... everyone !!

* When will they come ? ... any minute !!!

What will they like ? ... Whatever you sell to them with a genuine twinkle in your eyes, with a  
smile on your lips, with feelings from your heart and with their benefits in your mind.

Whether it is a particular “dhaba” on a highway to Ferozepur or the Taj Mahal Hotel at 

Gateway of India in Bombay, customers visit again and again not just because they get good 

food at reasonable prices, but also because they know that they will get something extra. And 

it is this extra which may take three years to gain and only three months to lose at a 

business.

Six Ways of selling of services :

1. Put yourself in your customer’s shoes.

2. Customer is the boss

3. Customer is the profit; everything else is overhead.

4. Customer is business. Business is people. People are customers.

5. The purpose of your business is to create customers.

6. Communicate continuously with your customers.

(C1)  Put Yourself in your Customer’s shoes

It is a basic and commonsense concept but it has been very wisely said : “Commonsense is 
not very common !” Spend ten minutes every day thinking how you can put yourself in your customer’s shoes. Difficult ? May be. But it will mean more sales. You will gradually learn from your experience. Listen to your customers; ask questions from them. Look into their eyes, do something extra for each customer and ask someone whom you respect to give you his objective observations. Admit your mistakes with your customers gracefully and learn from them.

Start thinking good of your customers and also start doing good to your customers in your working as well as sleeping hours. You will see the difference in your Profits Account as well as Happiness Account.

Now, the most important thing for a business is to always think of increasing its character, goodwill and reputation (CGR). Every act at a business either increases or decreases its CGR factor. The increases in CGR are inch by inch while the decreases in CGR are foot by foot.

(C2)  Customer is the Boss

“There never has been ... there is not now ... and there never will by any boss but the customer. He is the one boss you must please. Everything you own ... he has paid for. He buys for your home, your cars, your clothes. He pays for your vacations and puts your children through school. He will give you every promotion you will ever obtain during your lifetime ... and he will discharge you if you displease him.” – Earl Nightingale. Everything depends on how you treat this boss – your customer. The great law which lies at the foundation of all life ... business and personal ... is that our rewards in life will be in exact proportion to our service.

And, service to our boss – the customer.

Customer is the God in the U.K. and the U.S.A. Customer is the King in Japan, and, in India, customer is the Boss. 

Why boss ? Because a boss can fire you whenever he is unhappy with you or your work.

A customer can take away his business to a place wherever he gets better value for his money, better service and better ego massage. He does not have to give reasons for his action; it is his money and he can spend it where he likes or the way he likes.

(C3)  Customer is the Profit; everything else is Overhead

Over service your present customers a little bit because they are and will continue to be your best prospects for more business. Whenever you over service, your customers will make a mental note of the over service and gradually your good reputation will spread. It takes up to three years for such reputation to spread and in any business it is worth it.

When deciding to buy products and services, the customer considers not only what it costs him in terms of money, but what it costs him in terms of time. And it is well said that time is money. Therefore, sell convenience, may be by having longer working hours in your workshop and your stores, effecting home delivery, and so on.

Use your mind’s eye to remove the small difficulties and anxieties of your customers.

Your reputation will spread. “Smile by smile”. you will make your customers happy and they will reward you through their repeat business. Those who look after their customers reap the profits. Any activity which is not meant to profit the customer – now or later – directly or indirectly – is Overhead. And a business cannot afford the luxury of overheads. How to achieve it ? One of the ways is to become a “customer bhagat”. How ? Remember Hanumanjee was “Ram bhagat” and to prove it, Hanumanjee would “open-up” his chest to show a smiling Lord Rama within him. Similarly, when you start thinking of the good of your customers – good meaning profits of your customers – in your working as well as sleeping hours, you will become a “customer bhagat”.

(C4)  CUSTOMER IS BUSINESS : BUSINESS IS PEOPLE : PEOPLE ARE CUSTOMERS

Customer is business : Business is people : People are customers. That makes it a circle and all of us move in our self-created circles – big ones, medium ones and small ones. You must decide for yourself how big a CBP (Customers: Business: People:) circle you want to have.

CUSTOMER SATISFACTION

Once you have decided the size of your circle, let us now talk about customer satisfaction.

Customers – how to get them, serve them and retain them ? A very big question but with simple answers like :

* Help your customers to make more “money” with your products.

* Help your customers to reduce costs with your products.

* Help your customers to save time with your products.

ALWAYS DO
Increase customer awareness among your colleagues. You can have the best servicemen and the best customers, but unless they can work together it won’t work. The shortest success formula in the world ... “WORK WORKS”!

ALWAYS REMEMBER
Your customers are smarter than you think. You may think you are clever but they understand your insincerity very quickly. Be sincere and honest to your customers.

(C5) THE PURPOSE OF YOUR BUSINESS IS TO CREATE CUSTOMERS

No customers, no business. Simple. But more often than not we forget this simple truth. How to create customers ? This is not a simple question but the answers to it are so simple that very few believe in them and even fewer implement them. Here are the answers to the basic question : “How to create customers for the business?”
Remember the wise sayings: 

· “If you are not meeting your customers, you are forcing them to visit your 

competitors.” Look for opportunities to meet your customers–you can never 

overdo it.

· Become trustworthy to your customers.

· “The more your customers trust you, the more they buy from you.”
Never forget that even an ordinary looking customer is a decision-maker or influencer in his own house and his opinions matter a lot. He has enough common sense to see through your intentions to your trustworthiness. When you think that you can outsmart him you are only fooling yourself in the long run.

DEEDS Vs WORDS

One small deed for your customer accomplishes more than a thousand words.

Keep on helping your customers; keep on doing small, small deeds and they will keep on coming back to you.

HOW TO CREATE CUTOMER BASE

 “How to create customers for the business?” The answer is” “Competition is an opportunity.” Many of us self-discourage ourselves by believing one while that of the others is easy. No! It is human nature that an average man sees greener pastures on the other side of the fence.

Your customers are not aware of your departments or your procedures and policies. For them, every employee is the business. Cooperation amongst all of us is very important.

BECOME A CUSTOMER-FRIENDLY BUSINESS

How ? Not a simple task, but you can do it by following the “customer by customer approach”

It is wisely said: “Customers are your partners and, therefore, start treating them like your partners.” How ? When you sell your products, you give them “better ways” to make profits. The more the profits your customers make, the more they will buy from you.

Fortunately, any business can take advantage of a small business atmosphere. You can economically provide old-fashioned customer consideration in the form of personalised service. This aspect of business is even more important than other aspects like superiority of products, financial resources and physical facilities.

When does a business become customer-oriented ? As soon as a business starts rendering, through thought and action, the best possible service to each of its customers. This way, a business becomes great for its customers.

So, how to become a customer-friendly business ? Simple. Make it as your only goal.
     (C6)  COMMUNICATE CONTINUOUSLY WITH YOUR CUSTOMERS :-

         NEVER MISS TO SAY

“ Nice words to your customers whenever they have done business with you. Go out of your way to find such opportunities. Please never forget this aspect of thinking and smiling”.

Put yourself frequently in the shoes of your colleagues and customers. They too have brains. Yes sir, may be better than yours – sometimes.

Become a good talker. Anyone in a business who comes in contact with customers must become a good conversationalist–something which can be easily learnt with a little bit of effort. Remove your mental block that only a salesman needs to be a good conversationalist. Your customers are people and they love to be treated as people and not as machines.






STEPS TO REMEMBER

· A good conversationalist is one who comes to the point as soon as he sees in the eyes and in  
the body movements of the customer that the customer is ready to do business.

· Good talking is an art. You cannot learn it all in school or college or from books. Observe. 
Listen to others. See it all. Take and make mental notes. Repeat these in your mind while 
you are relaxing, trying to sleep or travelling.

· Become a good listener. 

· Good talking, being a good conversationalist is good, but being a good listener is even   
better.

· Listen without interrupting the customer. Difficult but rewarding. Let the customer 
talk. Keep on making notes and points in his presence.

A good listener’s antenna is always up. He probes the speaker’s mind fully. If the customer is happy, the good listener becomes happy. And if the customer is unhappy, the serviceman becomes sympathetic with an objective of giving more satisfaction to the customer.

INTER PERSONAL COMMUNICATION
FUNCTIONS OF INTERPERSONAL COMMUNICATION

Interpersonal communication is important because of the functions its achieves. Whenever we engage in communication with another person, we seek to gain information about them. We also give information through a wide variety of verbal and nonverbal cues.

One reason -We engage in interpersonal communication is so that we can gain knowledge about another individual. Social Penetration Theory says that we attempt to gain information about

others so that we can interact with them more effectively. We can better predict how they will think, feel, and act if we know who they are. We gain this information passively, by observing them; actively, by having others engage them; or interactively, by engaging them ourselves.

We also engage in interpersonal communication to help us better understand what someone says in a given context. The words we say can mean very different things depending on how they are said or in what context. Content Messages refer to the surface level meaning of a message. Relationship Messages refer to how a message is said. The two are sent simultaneously, but each affects the meaning assigned to the communication.

Interpersonal communication helps us understand each other better.

Another reason -We engage in interpersonal communication is to establish an identity. The roles we play in our relationships help us establish identify. So to does the face, the public self-image we present to others. Both roles and face are constructed based on how we interact with others.

Finally, we engage in interpersonal communication because we need to express and receive interpersonal needs. William Schutz has identified three such needs: inclusion, control, and affection.

· Inclusion is the need to establish identity with others.

· Control is the need to exercise leadership and prove one’s abilities. Groups provide outlets for this need. Some individuals do not want to be a leader. For them, groups provide the necessary control over aspects of their lives. relationships.

· Affection is the need to develop relationships with people. Groups are an excellent way to make friends and establish relations.

Communication is the most important skill in life. We spend most of our waking hours in communicating. But consider this: You’ve spent years learning how to read and write, years learning how to speak. But what about listening ? What training or education have you had that enables you to listen so that you really, deeply understand another human being from that individual’s own frame of reference.

Comparatively few people have had any training in listening at all. And, for the most part, their training has been in the Personality Ethic of technique, truncated from the character base and the relationship base absolutely vital to authentic understanding of another person.

The real key to your influence others is your example, your actual conduct. Your example flows naturally out of your character, or the kind of person you truly are — not what others say you are or what you may want me to think you are.

Your character is constantly radiating, communicating. From it, in the long run, people come to instinctively trust or distrust you and your efforts with them.

EMPATHIC LISTENING

“Seek first to understand” involves a very deep shift in paradigm. We typically seek first to be understood. Most people do not listen with the intent to understand; they listen with the intent to reply. They’re either speaking or preparing to speak. They’re filtering everything through their own paradigms, reading their autobiography into other people’s lives.

Empathic (from empathy) listening gets inside another person’s frame of reference. You look out through it, you see the world the way they see the world, you understand their paradigm, you understand how they feel.

Empathy is not sympathy. Sympathy is a form of agreement, a form of judgment. And it is sometimes the more appropriate emotion and response. But people often feed on sympathy. It makes them dependent. The essence of empathic listening is not that you agree with someone; it’s that you fully, deeply, understand that person, emotionally as well as intellectually.

Empathic listening involves much more than registering, reflecting, or even understanding the words that are said. Communications experts estimate, in fact, that only 10 percent of our communication is represented by the words we say. Another 30 percent is represented by our sounds, and 60 percent by our body language. In empathic listening, you listen with your ears, but you also, and more importantly, listen with your eyes and with your heart. You listen for feeling, for meaning. You listen for behaviour. You use your right brain as well as your left. You sense, you intuit, you feel.

When you listen with empathy to another person, you give that person psychological air. And after that vital need is met, you can then focus on influencing or problem solving.

This need for psychological air impacts communication in every area of life.

Empathic listening takes time, but it doesn’t take anywhere near as much time as it takes to back up and correct misunderstandings when you’re already miles down the read, to redo, to live with unexpressed and unsolved problems, to deal with the results of not giving people psychological air.

UNDERSTANDING AND PERCEPTION

As you learn to listen deeply to other people, you will discover tremendous differences in perception. You will also begin to appreciate the impact that these differences can have as people try to work together in interdependent situations.

Seek first to understand ... then to be understood.

Seeking to understand requires consideration; seeking to be understood takes courage. Win/Win requires a high degree of both. So it becomes important in interdependent situations for us to be understood. Make the human element as important as the financial or the technical element. You save tremendous amounts of time, energy, and money when you tap into the human resources of a business at every level.

Seek first to understand. Before the problems come up, before you try to evaluate and prescribe, before you try to present your own ideas—seek to understand. It’s a powerful habit of effective interdependence.

SYNERGISTIC COMMUNICATION

When you communicate synergistically, you are simply opening your mind and heart and expressions to new possibilities, new alternatives, new options.

You begin with the belief that parties involved will gain more insight, and that the excitement of that mutual learning and insight will create a momentum toward more and more insights, learning’s, and growth.

Once people have experienced real synergy, they are never quite the same again. They know the possibility of having other such mind-expanding adventures in the future.

Often attempts are made to recreate a particular synergistic experience, but this seldom can be done. However, the essential purpose behind creative work can be recaptured. Like the Far Eastern philosophy, “We seek not to imitate the masters, rather we seek what they sought,” we seek not to imitate past creative synergistic experiences, rather we seek new ones around new and different and sometimes higher purposes.

Synergy is exciting. Creativity is exciting. It’s phenomenal what openness and communication can produce. The possibilities of truly significant gain, of significant improvement are so real that it’s worth the risk such openness entails.

The following diagram illustrates how closely trust is related to different levels of Interpersonal  communication.

LEVELS OF COMMUNICATION

High            

Synergistic (Win/Win)

TRUST 

Respectful (Compromise)

Defensive (Win/Lose or Lose/Win)

          Low              

Low 





High

CO-OPERATION
The lowest level of communication coming out of low-trust situations would be characterized by defensiveness, protectiveness and often legalistic language, which covers all the bases and spells out qualifiers and the escape clauses in the event things go sour.

The middle position is respectful communication. This is the level where fairly mature people interact. They have respect for each other, but they want to avoid the possibility of ugly confrontations, so they communicate politely but not empathically.

Respectful communication works in independent situations and even in interdependent situations, but the creative possibilities are not opened up.

The synergistic position of high trust produces solutions better than any originally proposed, and all parties know it.

VALUING THE DIFFERENCES

Valuing the differences is the essence of synergy—the mental, the emotional, the psychological differences between people. And the key to valuing those differences is to realize that all people see the world, not as it is, but as they are.

And unless we value the differences in our perceptions, unless we value each other and give credence to the possibility that we’re both right, that life is not always a dichotomous either/or. that there are almost always third alternatives, we will never be able to transcend the limits of that conditioning.

Interpersonal Conflict:

Conflict is a part of most interpersonal relationship. Managing conflict, then, is important if the relationship is to be long-lasting and rewarding. Learn how to manage conflict in your relationships with your colleagues & customers and then complete the activity.

Conflict has been defined as “an expressed struggle between at least two interdependent parties who perceive incompatible goals, scarce resources, and interference from the other party in achieving their goals”. Important concepts in this definition include “expressed struggle”, which means the two sides must communicate about the problem for there to be conflict. Another important idea is that conflict often involves perceptions. The two sides may only perceive that their goals, resources, and interference is incompatible with each other’s.

Researchers have identified several problems that typically arise in conflict situations. First, the parties will simply avoid the conflict. This can be damaging, because it can lead to greater problems in the future. It is usually best that the individuals discuss their differences. Second, individuals involved in conflict may blame the other individual. Often, individuals go beyond the specific behaviour in question and blame the character of the person. When people use words such as, “He’s such a slob,” they are engaging in blame the other behaviour. A final problem that is often encountered in conflict management is adopting a win-lose mentality. Focusing on each individual’s goals/outcomes will help avoid using a win-lose strategy.

The climate in which conflict is managed is important.

Individuals should foster a supportive climate, marked by these traits :

· Description : presenting ideas or opinions.

· Problem orientation : focusing attention on the task.

· Spontaneity : communicating openly and honestly.

· Empathy : understanding another person’s thoughts.

· Equality : asking for opinions.

· Provisionalism : expressing a willingness to listen other the ideas of others.

A few final tips ensure that conflict is successfully managed :

· Conflict can be constructive. Recognize that conflict can strengthen your relationships.

· Be prepared. Plan how you will communicate about conflict in order to create a supportive 
climate.

· Be Involved. Do not withdraw from the conflict or avoid conflict situations.

· Withhold Quick Retorts. Be careful about what you say and how you say it.

· Review. Summarize what you have discussed and make plans to continue the discussion if 
time permits immediate resolution.

Marketing Skills & Sales Tips
1.0   Marketing:- 


Marketing is an art & a skill. In today’s competitive scenario, it is a must that all of us master these skills so as to successfully market our products. There are certain fundamental tools and if we remember them, we all can be a marketing expert

Definition of Marketing:.
“Marketing is the process of planning and executing the conception, pricing, promotion and distribution of ideas, goods and services to create exchanges that satisfy individual and organizational objectives.”

How does selling differ from marketing?

“Selling is one activity of the entire marketing process. Selling is the act of persuading or influencing a customer to buy (actually exchange something of value for) a product or service”.


The tools to be kept in mind while offering our services to Customers are:-

2.0   Characteristics of Services 

A service is any act or performance that one party can offer to another that is essentially intangible and does not result in the ownership of anything. The features of services are:
• In-tangibility :- It means that a service has no physical substance. We can not hold or touch 
a service unlike a product. The experience Customers obtain from the service has an impact 
on how they will perceive it.

• Inseparability :- A service can not be separated from the service provider. A service is  produced at or near the point of purchase. Services are produced at the same time as they are consumed.

• Heterogeneity :- The level of satisfaction which a service gives to the Customer varies with time and circumstances.

• Perishability :- A service can not be made and stored in advance unlike goods. It is a real time function.

3.0   Facilitator For Marketing the Product/ Services
•  

Affordability

· How much customers can pay? Accordingly offer them the best suitable plan . 
  

They will happily buy our product.

• Evaluating Plans-Value for money

• PC loans-Ready list of lenders & schemes, Tie-ups 

• Free Trial periods
4.0 Managing Competition:- 

Many successful organizations are now discovering that the challenge to their future is not necessarily from their competitors but from their own complacency towards their customers

ALWAYS REMEMBER

• Competition is an opportunity. It gives us a chance to improve ourselves.

• Competition is not an enemy to be feared. It is a friend which makes us realize our shortcomings and weaknesses and overcome them.

• None puts out other’s lamps. Lack of oil puts them off. If our dedication towards our work is not full, we are bound to be out of the market one day.

FEW STEPS

• Meet it headway and accept the challenge. We should be ready to face the competition by improving our service quality.

• Only those who can give the best for the least will survive, the rest will be for sale. In the competitive era, if we are ready to work hard, then only we will survive.

• Success doesn’t depend upon being at the right place and time, but upon being ready. Let us update our knowledge and renew our skills.   

• Never run down the product of your competitor- your customer will not believe you anyway. Their good/bad service will speak for themselves

• Never speak ill of your competitor. Tell your positive points and let Customer decide in your favour.

• One way to beat competition is to serve your customers better. There is no other shortcut to success.

• We have strengths and weaknesses so does our competitor as well. Make it a point to not only highlight your strengths but be honest about your limitations also. It gives a good impression in the long run.

• If there is any secret of selling, it is, in the ability to get the viewpoint of the customer. It helps in offering them a plan which suits his needs and will ultimately lead to a long term relationship.

• Everyone in business communicates with customers. Train them to be good listener, patient & express all the things in simple and lucid manner.

• The more liberal a refund policy, more likely to be able to avoid disgruntled customer

• A difficult customer is a dark cloud with a silver- lining. Let him be your guiding light in improving your level and standard.

• Handle a difficult customer with tact & sympathy. Put yourself in his shoes, see where it pinches, then mend it.

• Offer better, far better services than your competitor.

• Selling is only half job.

• The other half is servicing

• Fool me once, shame on you.

• Fool me twice, shame on me. 

• Selling in this supersonic speed era is not different from selling camels a 1000 years ago.

• Customers want to know the features and the benefits of what they are buying.

• Relate the features with the benefits and make your selling sentences. 

• There is new business out there, no matter how depressed the market. 

• All we have got to do is to find it first. There are no prizes for the seller who comes second.

• He who has a product to sell and whispers in a well is not going to get the rupees, but he who climbs the tree and shouts will.    

ALWAYS REMEMBER

•A satisfied customer is your best advertiser.

Tips for presentation

•Know your products and proposition. Be ready to answer queries about the service offered and the plans available

•Analyse your audience. There is no point in trying to offer them a service which they do not need.

•Structure your presentation. Repetition should be avoided give only required figures and facts . Do not burden them with unnecessary statistics.

•Deliver your presentation in a simple yet confident manner to relate with the customer and ultimately be able to sell to them.

•Use pause and silence. Let this be a discussion rather than be a monologue.

•Make them sick then make them well. Convince them as to how desperately they need this service and then offer them suitable plans.

Why customers Quit

 •1%                                                                    Die     

•3%                                                                     Move away

•5%                                                                     Form other Friendship

•9%                                                                     For Competition

•14%                                                                   For Product Dissatisfaction

•68%                                                                   For indifferent attitude of 

                                                                            Employees

The key here is attitude. A positive attitude towards your job , your colleagues and of course towards your Customers will make you a success in the field of marketing.

Tips for sales
Eight costly sales tips ……….

· Know your customer according to their Need & Want

· Don’t do sales in slow times only

· Don’t ignore current customer

· Use all technological means like Email, Contact mgmt. Software.

· Don’t delay sale product immediately on demand
· Use all tactics for sales like meeting and talking to new people of all ages

· Provide full range of product with technical and economical benefits If possible provide brochure

· To achieve spectacular results first concentrate intensively on qualified target population

Marketing & sales strategy for BSNL

Marketing vision of BSNL has to be based on the overall mission and vision for the organization.

The mission of BSNL
i. To provide world class State-of-art technology telecom services on demand at affordable price.

ii. To provide world class telecom infrastructure to develop country's economy. 

Vision of BSNL
To become the largest telecom Service Provider in Asia
Marketing Vision
· To retain the highest market share,

·  Build highest brand equity and maximizing the profits
OBLIGATION
1. Toward customers 
· To provide prompt, courteous efficient service and quality of products/services at fair and reasonable Price.
2. Corporate Social Responsibilities

· BSNL is committed to provide Quality Telecom Services at affordable price To the remotest part of the country.

· BSNL is making all effort to ensure that the main objectives of  new Telecom Policy 1999 are maximum achieved
· No telecom operator in the country to beat its reach with its wide network giving services in every nook & corner of country and operates across India except Delhi & Mumbai. 

· Whether it is inaccessible areas of Siachen glacier and North-eastern region of the country

· BSNL serves its customer with its wide bouquet of telecom services
What is the USP (Unique Selling Proposition) of BSNL?
A Government company which delivers. A government company which gives services better than private could be a deadly combination, which no competitor can copy. 
BSNL initiatives for providing facilities to customers
· Web based customer care portal launched in 26 territorial circles

· Online Mobile Bill Viewing has been made available to all post paid customers (all states), through our portal www.bsnl.co.in.

· Duplicate bill viewing facility for landline also available on this portal

· There is also any option in this portal to register your email ID for getting bill details over mail.
· Customer service centres in all major cities opened on all 7 days of the week.

· Extended working hours of Customer Service centres.(8 AM to 8 PM)

· Several new arrangements for modes of payment.

· Oxygen –out let for recharge and topup 

· M/S Easy Bill for payments of bills

· Payment through internet

· Payment through ECS

· Payment through credit card

· Payment through bill collecting agents at door step
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