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Like social media,
third-party surveys
48 | give customers the

i . emplovment e of the more interesting developments in
811011}’1111'[}’ 1.]1@} sacial networking is that the participants tend to have
more uninhibi raw emotional responses than neighbors
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should be more interested 1 what their customers are

IS 111V31U.able for 4 trulv fee ‘.,..‘_; and which forums those customers .I'!l‘ ';I!:‘ zing to :"\5‘!1-~‘~ them
home builder.

One of the most effective wavs to gain access to the head and heart of a cus
By Charlie Scott, Woodland,
O'Brien & Scott

through a well-designed, third-partv survev. Here are some of the

Studies by Woodland. O'Brien & Scott
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PN ELAME THE MARKET, NOT SALES REPS

FOR ONE WOODLAND, 0'BRIEN & SCOTT BUILDER CLIENT, statistics
showed declining performance by salespeople in their early work with
ire to- customers. Ratings were down for “sales presentation accuracy” and

Id “sales organization” performance (providing guidance, explaining op-
tions, assisting with early decisions, etc.). While the numbers implicated
the salesperson’s behavior or skill set as the source of the problem,
customer comments clearly showed it was the result of the shift from
SUr- a seller's market to a buyer's market. Customers are negotiating more,
uci pushing for more features to be included and demanding more flexibility
on options and custom features, while at the same time management is
asking sales to hold the line.

Misinterpretation of the statistics could have led to replacing
salespeople instead of focusing on aligning company policies to better
match current market demands, providing betier sales training and
negotiation skills, and, at the corporate level, developing better pricing
or communication tools. “Sales presentation accuracy” had declined
nploy- as management cut back on included features to achieve a lower price
point. Yet the models, Web sites and completed inventory still demon-
strated the “old” included features. Customer comments helped clarify
that the situation was more of an institutional misalignment than a sales
performance issue.
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