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'‘Open More DoorsToday!

Yes, you can crack the Performance Codes
today and generate significant opportunity and
results. John Highman is 'The Navigator, a
Leading Motivational Speaker, Corporate
Facilitator, and Sales Trainer. He is an expert

coach in the art of Communication Dynamics

and Business Stimulation.

These are the real 'genesis' factors in business and so essential to 6 Openi ng

D o o ttosniproving quality results all round.

Make no mistake, YOU CAN reach and communicate now to a wider market,
leverage your expertise, and create significant and new opportunities. In blending his
words, innovative tools, and encouragement, John helps you grow your own vision,
momentum, and results. He has presented to business professionals, and individuals
with messages based on encouragement, focus, and momentum. He is renowned for
the passion, relevance, and humour he uses to bring his insights and anecdotes to

life.

We can help your organization think, act, and communicate in new and positive ways
by using the systems and exercises we have developed over the past 25+ years to
open up the 'action genius' in people and teams. Sharing his philosophy each year
through Conventions and Seminars, John has earned the praise of Executives,
Leaders, and Individuals alike, activating them towards new levels of performance

and achievement.

Mo r €

Expl ore this brochure for our great progr ams
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THE BASICS OFELLING

Fast Track Introduction to the World of Selling

This program will build a good foundation for those new to selling. It is for anyone

who requires a briefing on how to work as a competent, professional salesperson.

How to sell without resorting to high-pressure techniques is the essence of

professional selling as taught on this program. The principles of effective selling are

explained and related to each del egateds

apply the principles in face-to-face situations. This is a very intensive, participative

program in which delegates will be given individual exercises and guidance.

Program Contents

A

A

> >

> > > >

The Vital Role of the Salesperson

o Why Telling is Not Selling
Why People Will Buy From You

0 Persuasive Communication
Making it Hard for the Competition
Developing Your Own Sales Plan

o How to Find New Customers

0 Why New Business is So Important
Preparing to Make a Sale

o First Impressions

o Selling Yourself

0 The Sale Before the Sale
Making Appointments
Opening the Sale
Establishing Customer Needs

o How to Ask the Right Questions
The Importance of Call Objectives
A Plan for the Call
Presenting Your Sales Case

How to Answer the Customer 6s

www.businessclasstraining.com
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o The Different Kinds of Objections and Strategies for Dealing with them
o Price Handling Techniques

A How to Close the Sale and Secure the Business For Yourself

A Your Personal Plan for the Future

0 What Each Delegate Needs to Work at to Ensure His/Her Success
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ESSENTIAL SELLING SKILLS

Improve Skills and Close More Orders

This program is for the salesperson who has some sales experience and who may

have no previous sales training or would like a refresher. The program presents the

skills and techniques required by a successful salesperson in a competitive business
environment.

The program is highly participative, the program tutor drawing on the experiences

and opinions of the delegates. The key points are reinforced with syndicate and
practical exercises to ensure that they are
business. The program is intensive and requires dedicated hard work by all

delegates. Delegate numbers are restricted to ensure participation and individual

tutor attention.

Program Contents

A The Professional Role of the Salesperson
0 Rules for Effective Communication
o How to Use the Benefit Concept

A Prospecting, Ways to Find More Business
0 Beating the Competition

A Your Own Sequence for a Planned Sale
o Pre-Approach Work
o Making Appointments
o Selling to Multiple Decision Makers
o Creating the Right Impression

A Opening Up the Sale

A Criteria for Purchasing
o Identifying Customer Needs

A Making an Effective Presentation
o Dealing With Difficult Questions
o Handling Price Objections

0 Reacting to Buying Signals

www.businessclasstraining.com 8



o Gaining Commitment
o Effective Closing
A Managing Your Time More Effectively
o Territory Management
o The Qualities for Success
o Del egatesd Next Action

A Practical Exercises with Tutor Feedback

i
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ADVANCED SELLING SKILLS

Master the Challenge of High Level Selling

This program is for the experienced salesperson that has a track record of success

and seeks to become even more proficient. The program is also aimed at anyone

who sells complex solutions to multiple decision makers with long sales cycles. The
program covers selling techniques, territory
maximise sales performance. Every salesperson will gain from the fresh perspective

taken on this program and the chance to re-think their current working practices.

This program is practical and pragmatic in content with considerable delegate
participation. The program starts by considering the role of each delegate and then
analysing the logical sequence for building sales. We then consider fundamental
guestions about the nature of persuading the various types of customer. This is
followed by a searching look at each step in the sales process.

Program Contents

A The Marketing Mix and Selling

A Motivations for Buying

A The Nature of Need

o Building Need Awareness
Consultative Selling Techniques
Communication Skills

Selling Complex Solutions

D> > D>

Managing a Long Sales Cycle
o Controlling the Cycle of Events
A Multiple Decision Makers
0 Analysis the Buyer Roles
o Dealing with Different Buyer Needs
A Investigating and Problem Solving
A Effective Presentations and Proposals

o Preparing a Proposal

www.businessclasstraining.com 1C



0 The Structure of a Sales Proposal

o Handling the Sales Meeting

o Confirmation of Agreement
Strategies for Dealing With Objections

o Opportunities or Barriers?

0 The Joint Solution Approach

o Trouble Shooting
Winning the Business

o Decision Signals

o Knowing When to Close

o Techniques for Closing Sales
Positive Behavioural Techniques
Introduction to Negotiating Skills

0 Getting the Best Possible Deal
Personal Effectiveness

o Tactics and Personal Plans
Pre-empting the Competition
Getting the Most out of Your Territory

Using Key Ratio and Forecasts

©O O O o

Time Management & Focus
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N
A

4

/

11



NEGOTIATION SKILLS

Minimise Concessions and get Great Deals

This program is designed for sales people, selling products or services, where

negotiation is part of the process leading to a successful sale. The program identifies

the specific differences between sales and negotiation. Delegates are taken through

step by step how to negotiate business deals that are acceptable to both buyer and
seller. It is an advanced level program for the more experienced sales executive to
hone their skills and techniques of sales negotiations.

opportunity to practice the principles learnt during this participative program.

Program Contents

A
A
A

Enhancing the Sales Proposal/Proposition
Establishing Client Requirements
Win-Client Model

Establishing Value for Money

Techniques for Presenting Price

o O O

Presenting the Sales Case

0 Valuing Benefits
Dealing with Difficult Questions

o Objection Handling

o Gaining Commitment

0 When Selling Becomes Negotiating
Communications and Body Language
Negotiating Styles

0 Analysing Your Own Style
The Principles of Negotiation

o Characteristics of a Successful Negotiator
Preparing for a Negotiation

0 Pre-Negotiation Research

o Planning the Negotiation Strategy

0 Setting Objectives

www.businessclasstraining.com
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A The Four Stages of a Negotiation

o

Estimating the Variables

A Costing Concessions

o

Establishing Your Bottom Line

A Negotiation Techniques

o

o O O o o

D> > > > D>

o Self Development Techniques for the Future

Creating the Right Climate

Opening The Negotiation

Establishing the Negotiation Parameters
Trading Concessions

Winning Outcomes

Dealing with Conflict in Negotiation

The Effect of Giving a Discount
Avoiding the Common Mistakes
Negotiating in Competitive Markets
Negotiating with Skilled Buyers
Confirmation and Contracts

Practical Exercises with Individual Feedback and Review

www.businessclasstraining.com
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DELIVERINGPRESENTATIONS

Getting the Sales Message Across

The ability to make professional sales presentations is becoming an essential skill for
the successful sales-person. This program is aimed at anyone who makes
presentations to new or existing customers covering every stage of the process to
enable delegates to maximise the effectiveness of their sales presentations. This
program is worth years of experience in learning the hard way.

Program Contents

A Planning & Preparing an Effective Sales Presentation

0 Setting Objectives

0 Your Delivery

0 How to Use Your Voice

0 Body Language

0 Developing Your Own Style

A Opening the Presentation

0 Sales Presentation Techniques
0 Communicating the Sales Message to Customers
0 Keeping Control of the Presentation

A Presenting with Benefits

0 Avoiding the Common Mistakes
A Visual Aids

0 Presenting with an LCD Projector

0 Using Presentation Packs

o] Preparing Visual Aids

A Presenting to Multiple Decision Makers
0 Gaining Customer Involvement
A Dealing with Objections and Difficult Questions

A Techniques for Ending the Presentation

www.businessclasstraining.com 14



SELLING BY TELEPHONE

The Right Way to Win on the Telephone

Selling by telephone is arguably more difficult than face to face selling. The program
covers all key aspects of telephone selling from cold calling to appointment making,
objection handling and closing the sale. It is a program for those who have to react
positively and be able to persuade pleasantly. To master the art of selling by
telephone requires an understanding about why and how people make decisions to
buy. To positively influence others, one must know about effective sales techniques
and make sure that high pressure tactics are not used.
Program Contents
A The Vital Importance of First Impressions
o Telephone Tactics
o Your Voice
o Questioning Techniques
0 Listening Skills
A Why People Buy
A Planning Outgoing Calls
o Making Cold Calls
0 Making Appointments
0 Opening a Call Positively & Connecting
A Using Benefits Effectively
Establishing Needs

\ >\

A Building Your Case
o Dealing with Questions
o Handling Objections
A Closing the Call and Securing the Business

Practical Exercises

\ >\

A Individual Self Development

www.businessclasstraining.com 15



SELLING THROUGH DISTRIBUTORS

Multiplying Your Sales Power

This program is for salespeople who sell their products (goods or services) through a
third party account. Typically these accounts are classified as distributors, agents,
stockists. The program differentiates and focuses on the selling approach needed to
maximise the sales performance "through" an account, rather than to the ultimate
(end user) customer. The person engaged in this specialised role will need to
possess all of the skills of the direct salesperson and more. This program
concentrates on the "more" aspect, providing a global approach to market
development and benefit. In addition to the specialised selling skills the program
considers marketing strategies to accommodate both end user and third party needs.
This embraces planning and implementing promotional activity, training and
motivating your selling outlet(s), and generally working together in a cohesive and

harmonious style.

Program Contents
A The Role of the "Specialised" Salesperson
0 The Role of the Third Party Account
A How They Differ
o Distributors
o0 Agents
0 Stockists
Profiling Your Ideal Account
Communication
Negotiation Principles
Distributor Selection
Establishing an Effective Network
Pricing Strategies

A Workable Agreement

DD D> D> D> > > D

Training for Success

o Building Long Term Relationships

www.businessclasstraining.com 16
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o Forming Partnerships

Developing Mutually Acceptable Business Plans

o Objective Setting
o Strategic Planning
Joint Promotional Activity
Contractual Implications
Motivating Third Party Accounts Staff
o Selling the Benefits
0 The Benefits to Your Distributor
0 Raising End User Awareness
Avoiding Market Conflict
Forecasting strategically
The Effects of a Concession
Managing Your Time

Action Plans for the Future

www.businessclasstraining.com
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TIME MANAGEMENT INEAMS

Achieve & Work More Effectively

The most valuable resource available to managers is time. It is a common complaint
that "there are not enough hours in the day" yet a typical manager devotes the
majority of available time to low priority work. The potential to achieve more in your
job and career is partly dependent upon how well time is managed. This is a
participative program in which delegates will be given a series of individual exercises

and guidance in improving their use of time.

Program Contents
A Time Management and Success
o Self Control and Discipline
0o What or Who Controls Your Time
A Time and Work Behaviour
o0 How to Best Use Your Time
o Choosing the Right Time
0 Your Prime Time
A Identifying Your Objectives
o Principles of Time Management
o Importance of Goal/Objective Setting
A Time and Planning
0 Prioritising
Deciding What is Important
Developing Yearly, Monthly, Weekly and Daily Plans
Planning Aids

O O O o

Analysing Your Time with a Time Log
o Do It Now
A Time Robbers

www.businessclasstraining.com 18



o Self and the Environment

o Managing E-Mail

o Techniques for Dealing with Paperwork
A Managing People who Impact on Your Time
A Analysing and Assessing Progress
A Action Plan

0 Your Intentions for the Future, Starting Tomorrow

¥
<}
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KEY ACCOUNT MANAGEMENT

Building Partnerships

Todayodés Key Account Mdefinedtenely anckdyndric approadhe ar | y
to the planning process not just for the present but also especially for the future. This

program offers an insight into the key strategic and operational processes as well as

the marketing principles that will enable delegates to understand the importance of

getting the strategy right and achieve.

Program Contents
A The Role of a Successful Key Account Manager
o An Introduction to Basic Management Principles
A The Ladder of Goodwill
o Why Customers Buy - Increase/Reduce Theory
A Situational Analysis
A Preparing Your Strategy
o Strategic Thinking and Strategic Planning
o Strategic Goals
o Operational Objectives and How to Achieve Them
o Developing Initiatives
A Implementation, Planning and Account Penetration
o Closing the Gap, Individual Gap Analysis
0 Stepping Stones to Implementation
0 Measuring Progress Against Objectives
o Gantt Charts
0 Responsibility and Involvement Matrix
A Understanding the Marketing Process
0 What is marketing?
o Marketing Mix and Selling
o Some of the Key Initiatives and Principles
0 Bringing It All Together
A Managing Buyer Relationships

www.businessclasstraining.com 2C



o How and Why People are Influenced by Different Factors
o Causes of Buying Stress
o What Motivates People

A Designing and Presenting Winning Proposals

A The Benefits of a Well Managed Meeting

A Meetings Model

Key Roles

Use Your Agenda to Your Advantage

O O O o

Setting Priorities for Client Meetings
A Case Studies and Syndicate Exercises

|V
i)
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PERFECT ASSISTANFORTEAMS

Enhancing Sales Executive Performance

For most organisations the most valuable resource is Executive performance. This
program is about Executive teamwork. The PA takes responsibility for much of the

organisation and co-ordination of an office. It is a task that calls for tact and

diplomacy as well as effective communication skills. A good PA makes an enormous

contribution to Executive effectiveness and requires numerous professional skills to

be successful in this role.

Program Contents

A What is your Role?

A Developing a Professional Image
0 Characteristics of a Professional
o Improving your Credibility
o How to Develop Confidence and Self Esteem

A How to Take on More Challenging and Responsible Activities
0 Taking the Initiative and Making Decisions
o Key Steps to Solving Problems
o Setting Priorities and Smart Goals
o Delegating Creatively
o0 Managing your Boss

A Managing More than one Boss

A Communication Skills to Enhance Your Value in the Workplace
0 Listening Skills

A Giving and Getting Instructions
o Saying ANo6é Constructively

A Handling Interruptions Well & Screening Callers

www.businessclasstraining.com

22



PRESENTATION SKILLS

Overcome Nerves & Present with Confidence

In the modern commercial world a good presentation will often add a positive
dimension to the decision making process. A talented speaker can carry an audience
or group. The ability to present powerfully and in a persuasive manner is a core
executive competency. Careers can be enhanced by a mastery of presentation skills.
This is the definitive presentation skills program that considers every aspect of the
presentation and how it contributes to the outcome. The use of visuals, their creation,
contribution and effect upon the message are discussed. Delegate numbers are
strictly limited to allow time for individual guidance. Practice sessions use VIDEO for

analysis.

Program Contents
A Understanding Communication
o What You Say
o How It Is Delivered
o The Balance and Audience Impact
A The Three Key Presentation Styles
o Informative
o Persuasive
o Explanatory
A Planning for Structure and Confidence
o Mind Maps for Structure and Content- Speaking Using Your Audience
Point of View
o Beginning, Middle and End
A Notes and Memory Aids
0 The Key Techniques for Quality Delivery
A Visual Aids
0 When Should They be Used
o Technigues when Using an LCD Projector

o Preparing Visuals

www.businessclasstraining.com 23



The Voice

o How the Voice Augments Professional Speech

o Understanding the Impact of Modulation

o Impacting on Your Audiences Willingness to Listen
Techniques for Handling Questions

0 Anticipate and Plan Your Responses

o The Four Key Question Strategies

o Chairing Question and Answer Sessions
Delegate Presentations

o Practice the Techniques

o VIDEO Recording and Review

o Analysis, Discussion and Review

Personal Action Plans

www.businessclasstraining.com
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TELEPHONE SALES AND SERVICE

Turning good morning into great business

This module is designed for people who use the telephone for their day-to day
interaction with customers, suppliers or work colleagues. Delegates will gain an
understanding of important telephone techniques along with the key principles of
customer service.

Program Contents
Why is Customer Service Important?
Who are our Customers?
Understanding the needs of callers
Customer care standards

Communicating by Telephone

D> > > > >

Points of Difference 1 Telephone v Face to Face Communication
0 The Golden Rules
o Using Your Voice Well
0 Questioning to Gather Information
0 Adopting Effective Listening Habits
A Telephone Techniques
o Answering Inbound Calls
Re-Routing Calls
Making Outbound Calls
Leaving Professional Voice Messages
Handling Awkward Callers

Showing Empathy and Understanding

O O O o o o

Handling Irate Customers
o Dealing with Complaints

A Instant Role Play & Your Action Plans
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CUSTOMER RELATIONSHIP MGT

The Sure Strategy for Building Business

In fiercely competitive markets where products and services are similar, putting the
customer first is a sensible strategy for building the business. Satisfied customers
return and tell others. Most businesses intend to provide good service but this is not
easy to achieve in practice. How can the manager ensure that good customer
service will prevail throughout his/her organisation? What are the simple practical
steps that lead to quality products and excellent service? This program answers
these questions.

The program is very participative and gets delegates to address these issues in a
practical way that clarifies the relationship between customer care and overall
business strategy. Examples show how a customer relations program can be
central to the business. The program method is by tutor led discussion with a series
of individual and syndicate exercises and case studies. Delegates will be encouraged
to build a personal action plan that can be applied to their business.

Program Contents
A Achieving Sustainable Competitive Advantage through Customer Relations
Management
A Backgrounds and Benefits
o Some Startling Statistics
o What Customers Expect
0o Why Retaining Customers is Harder than Ever
A Who Are Your Customers?
A Assessing Your Own Customer Relationship Performance
0 The 10 Characteristics of Your Service
o People and Systems
0 Using Gap Analysis
0 Getting Down to the Detail
A The Common Causes of Failure and How to Avoid Them

A Implementing a Customer Relations Program
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Planning the Strategy

Total Management Commitment
Knowing Your Customers
Standards of Service

Staff Requirements

O O O o o o

Keeping it Going
A The CRM Champion

Motivating People to Care for Customers

\ >\

A Measuring Customer Satisfaction
0 The Problems and The Solutions
o Designing a Customer Satisfaction Survey
A Dealing With Customers Face to Face
0 The Essential Skills and Attitudes
o Knowing How to Respond and Handling Complaints
o Deciding What Training Is Needed

A The importance of Team Work

A
]
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INTRODUCTION TO MARKETING

How Marketing Works to Build Business

This is the definitive program for those who want a full understanding of the
marketing function. All aspects of marketing are covered in an exciting and
interactive way with tutor led sessions, practical exercises and challenging case
studies. The first choice for those who perform, or who are about to perform, a

marketing role and who may not have had any formal training.

Program Contents
A The Elements of Marketing
What is Marketing?
Product and Sales Based Companies
Marketing 1 A Total Concept
The Marketing Mix

O O O o o

Marketing vs Selling
o Marketing Communication i Branding & Logo
A Marketing Research
o Internal and External Research Methods
o Qualitative and Quantitative Research
o Case Study
o Test marketing
A Market Segmentation
o Geographic, Demographic, Psychographic
0 Business to Business Classification
A Marketing Management
o Strategic Pricing Policies
o Factors Affecting Price
o How to Prepare More Accurate Forecasts

A Environment and Market Factors

A Product Development
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Product Life Cycle

New Product Development
Product and Market Strategies
Portfolio Analysis

Finding Market Gaps

O O O o o o

Marketing Plan Strategies
o Strategies for Dealing in Competitive Markets
Marketing Communication
o0 Advertising i Above and Below the Line
The Advertising Plan
Marketing on the Internet
o Publicity and Press Relations
The Role of the Sales Force
Sales Promotion Offers
Merchandising
Direct Marketing
Preparing a Promotion Campaign
Marketing Development Plans

Personal Action Plan

www.businessclasstraining.com
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TEAM LEADERSKILLS

Organising and Directing Effort

This one-day program has been designed specifically for the team leader who has to
manage people whilst still working as part of the team. Introducing the key skills
necessary for organising and directing work effort, it is ideal for recently promoted
team leaders or as a refresher for those who have not had formal training.
Program Contents
A The Role of the Team Leader
0 Team Leadership
0 The Mechanics and Dynamics of Team Leadership
o The Skills Required
A Successful Teams
0 Characteristics of Effective Teams
0 Recognising the Needs of Team Members
A Developing your Team
o Key Communication Skills
Communicating Effectively
Learning to Really Listen

Giving and Getting Instructions

©O O o o

Leading Effective Team Briefings
0 Giving Effective Feedback
A Maintaining Team Performance
o Setting Objectives
o Work Allocation and Delegation
o Training
A Monitoring and Control
0 Reducing Disciplinary Problems & Dealing with Problem Behaviours

A Personal Action Plans
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MANAGING THHEAM

Get the Best from the Team

Team performance depends directly upon the quality of management. This program

is all about leading your team to success through the application of sound managerial

practice. The program has been designed specifically for all managers who have or

expect to have responsibility for achieving results through others.

Delegates can expect to leave the program with the knowledge and confidence to

tackle one of the toughest managerial assignments, that of leading a sales team.

Program Contents

A

A

The Role of Management

0 The Essential Functions of Management
Specifics of Management

o Leadership and Teambuilding
Recruiting Sales Staff

0 Job Descriptions
Special Problems of Training Sales Staff
The Need for Knowledge

Selling Processes

O O O o

What to Provide and How to Present it
The Manager's Responsibility for Training
o Assessing What Needs Doing and Getting it Done
What Can you Do to Build Better Business
Counselling and Appraisal Systems
o Deciding When Needed
o Doing it Well
Effective Communications for Managers

Controlling the Internal and External Sales Operation

Case Study
Problems of Staff Management
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o0 Sales Staff Motivation
A Demotivation
o0 Recognising the Signs

A Managing or Doing

>\

Organising Management Time

o Delegation
Sales Reports and Information Systems
Developing Potential in the Sales Team

Management Styles

D> > D>

Future Trends and Predictions

www.businessclasstraining.com
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EXECUTIVE LEADERSHIP

Achieve More - Build Winners

Leadership is about making things happen, putting your stamp on the future.

Research clearly indicates that leadership skills can be identified and developed.

Program Contents

A
A

Competitive Factors
The Leadership Audit
o How Do You Perform?
The Hallmarks of a Successful Team
The Challenge of Leadership
o Managing vs. Leading
Leadership and the 7 Stages of Business Growth
Leadership Style
o0 Whatis Your Natural Style?
o Different Styles Create Different Team Climates
o Style Flexibility
0 New Research
Organisation and Control
o Providing a Vision for Your Team
o Setting Objectives and Performance Criteria
o Getting "Buy In"
Practical Teambuilding Exercises
0 Building Successful Teams

The Emotionally Intelligent Leader

o Knowing Yourself and the Impact You Have on Your Team

Team Learning Reviews

www.businessclasstraining.com
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A Communication Skills
o One of the Most Important Skills for a Leader
0 Team Communication Needs
A Growing and Strengthening Your Team
o0 The Four Key Stages, Which Stage is yours?
A Coaching: A Core Leadership Skill
o Demonstration
o Practice Using Live Problems
A Self Appraisal and Image
A Managing Change
o The Key Transitions
o Force Field Analysis
o Practical Steps
A Motivating Your Team
A Delegation
0 Benefits,
o Blocks and
o Stages
A Stress Management
o0 Symptoms: Self and Team
0 Personal Assessment
A Business Politics
o What Drives You?
o Different Drivers Mean Different Politics

A Action Planning For You and Your Team

www.businessclasstraining.com
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