Best Practices
in Sales
Training

Lessons from Industry Leaders

By Leo Lucas

O brandon-hall.com

Web site: www.brandon-hall.com
E-mail: info@brandon-hall.com
690 West Fremont Ave., Suite 15
Sunnyvale, CA 94087

Phone: (408) 736-2335




Table of Contents

EXECUTIVE SUMMARY 1
PART I - KEY FINDINGS 5
INTRODUCTION 6
ABOUT THIS REPORT 7
KEY FINDINGS 9
BUSINESS DRIVERS 11
DESIGNING AND IMPLEMENTING SALES TRAINING 13
PART II - CASE STUDIES 16
AVON 17
BELLSOUTH 27
CANON U.S.A. IMAGING SYSTEMS GROUP 34
CENTURY 21 REAL ESTATE CORPORATION 49
CINGULAR WIRELESS 59
E. & J. GALLO WINERY 69
SAAB 80
WYETH 90
APPENDIX 104
ABOUT THE AUTHOR 105

GLOSSARY 106



Best Practices in Sales Training

INTRODUCTION

~ o ~

This report identifies best practices in sales training by examining the training

programs of eight companies: Avon, BellSouth, Canon USA, Century 21, Cingular, Gallo,

Saab, and Wyeth. Each company selected for the report met these criteria:

A leader in their industry
Demonstrates success in sales
Links sales training to sales performance

Uses e-learning to deliver some portion of their sales training

The report profiles companies with substantial differences. The companies are from different

industries. They use different distribution methods, and they sell different types of products

and services. By analyzing the sales training methods used in such different companies, we

were able to find the methods most likely to work for all companies. By reading this report,

you will discover the most popular and effective sales training methods. You will find valuable

insights that will help you use e-learning effectively in your sales training programs. By reading

this report, you will also learn how each company:

Achieved results
Reacted to business needs

Planned and implemented new sales training programs
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ABOUT THIS REPORT

WHY SHOULD I READ THIS REPORT?
There are several things to learn from this report:

= Chief learning officers can see how these companies link sales training to business objectives

and review the business and training measures.

= Training managers can get real world examples of how leading companies plan and execute a
sales training program, including working with organizations, selecting vendors, managing the

team, creating blended learning, and delivering results.

= HR managers can see how these companies got real business results by providing an integrated
program of training performance support and management supervision.

=  Sales managers can find new ways to structure their sales training to get the results they want.

=  Vendors can get a deeper understanding of the needs of sales training managers and see the

real-world reasons they often have for selecting one vendor over another.

WHY THIS REPORT?

Our industry is filled with claims and case studies. Yet, we have found very little substance in
most case studies, so it made us wonder how much trust we could put into these claims. We
wanted to dig deeper to get a more complete understanding of particular problems. We
wanted to know why companies launched new sales training programs. What alternatives did
they consider? How did they design and implement their new programs? And, of course, we
wanted to know what they achieved. In this report, you will see in-depth coverage. Our goal is
to provide enough depth so you can get valuable insights to use in your own sales training

program.

METHODOLOGY

In the Fall 2003, we invited readers of the brandon-hall.com Dispatch newsletter, members of
brandon-hall.com online discussion groups, VNU newsletter readers, and members of several
training and development discussion groups to nominate companies with the best sales

training programs.

© 2004 brandon-hall.com ¢ do not reproduce version 1.0 7



Best Practices in Sales Training

We reviewed the nominations and selected companies that met these criteria:

= A leader in their industry
= Demonstrates success in sales
»  Links sales training to sales performance

= Uses e-learning to deliver some portion of their sales training

We wanted to study a diverse set of companies, so we selected companies from different
industries. We then narrowed the list by selecting companies who had just completed

measurements of their new sales training programs.

We interviewed senior training managers from each company for several hours. We asked
them the same set of questions. We reviewed our notes and draft reports with them. We then

wrote a final report on each company and summarized our findings.
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