00.Hurtte FM pages 8/4/08 12:58 PM Page $ N

FOTEWOTI...cceiiiiiiiiiiiiieet et vii
ACKNOWIEAZMENTES ..coiiiiiiiiiiiiiiiiiieiee et ix
2008 NAW Institute for Distribution Excellence Board of Direcctors
and OFfiCeIS.......coooiiiiiiiiiiiiiiiiii xi
INtroduction .........cceiuiiuiiniiiiiiiiiiiiniiiiiinniiinicieiiieiiieiiteiieniienennees 1
Origins of This BOOK.........cccoiriiiiiiiiiiiiiiiceeec e 3
How This Book Is Structured............ccocveeveiiiriiienniiiiniiiceiecenen 4
How to Use This BOOK ....ccccuetiriiiiriiiiiiiiieceeeececeee e 5
Part 1: The Specialist’s Role in Wholesale Distribution .............. 7
1. Defining the Specialist Position.........cccccccevvunniiirinnnniceeennnnnnees 9
Who Are These Specialists, ANYWay? ........cccooeevueeeeiriiinieeinninieeeennne 9
Can You Recognize One NOW?......ccccveeiiiriiiieeiniiiieeeniieeee e 17
Discussion POINtS........occcviiiiviiiiiiii 18
MOVING OTceiiiiiiiiiiiiiiiieiieeteeee et eeeeeeree et et e e e e e s e seanerenneee 18
2. Trends in Specialist Development.........cccccocererunriireennnncnenn. 19
Caution: New Trends Ahead.........cccoccovviiiiiiiiiiiiniiniieiiniiieceene 21
Specialists Can Build Business.........cccoveeeriiiiieieiniiiiieeiniieeeeene 22
Other Ways of Using SpecialistS.......cccceeeireviieeiiiniiiiieiiniiieeeennne 25
Specialized SPecialists? .......ccoeoouieiiiiriiiieeiriieeee e 28
Discussion POINtS.......coccoiiiiiiiiiiiiiiiie 31
MOVING O~@...eeiiiiiiiiiiiiiiiiiiccctee et 31
3. The Specialist’s Job Description ..........ccccceerrrunniiirinnnccrennnnnes 33
Why Have Job Descriptions at All?........ccccoeviiiiiiiiiniieiiniiiieeennnns 34
One Size Does Not Fit All........ccccooviiiniiiiniiiiiniiiiiiicecee, 34
Benefits of the Right Job Description.........c.cccceeevviiieeinniiiicecnnnne 35
iii

e



00.Hurtte FM pages 8/4/08 12:58 PM Page ?\F

Writing the Job Description ..........cccovvvieeeiiiiieeiiiniiceeeeieeeene 36
A Parting Thought ......ccooiiiiiiiii e 45
Discussion POINtES.......ccoovviiiiiiiiiiiiiiic e 46
MOVING ON.cciiiiiiiiiiiiiiiiiiiiiii 46
Part 2: A Playbook for Specialists.........ccccceuuurrrunirnnniirnncennnnnnnn. 49
4. How Specialists Fit into the Business Structure................... 51
Specialists in Mainstream Products.........ccccoeevveeiiinnicecinniieeeennn. 52
The Business-within-a-Business Specialist............ccccovvuiiiiinnnnncee. 56
Where Do Specialists Go When They Grow Up? .......cccecveeruneene 62
Discussion POINtS...........eiiiiiiiiiiiiiii 63
MOVING O@l.ccooiiiiiiiiiiiiiiiiiiiiiiii e 64
5. Measuring Specialist Effectiveness ..........cccoceevvrunnnrinnnnnnnnnn. 65
Two Kinds of Measures........cccccoeviiiriiieniiieniiieeiieceee e 66
CONCIUSION.....iiiiiiiiiiiiiiiiiicc e 81
Discussion POINES.......ccoovviiiiiiiiiiiiiiicicceeee e 82
MOVING ON.cciiiiiiiiiiiiiiiiiiiiie s 82
6. The Return on the Specialist Investment ...................ccuueeeee 83
What Do Top Performers Say?..........cccoevvviivviiiiniiiiniiiiiiiieiniiennnns 84
Let’s Crunch Some NUMDeTS.......ccccccovvviiiiiiiiniiiiiiiiiiccecce 87
CONCIUSION.....iiiiiiiiiiiiiiiiiic e 94
Discussion POINES.......ccooiviiiiiiiiiiiiiiiiciccecce e 96
MOVING ON.coiiiiiiiiiiiiiiiiiiiiiii 96
7. How to Select the Right Accounts...........cceeuureuncennncennnnennn. 97
Targeting 1071 ......ccooviiiiiiiiiiiii 100
Types of Targeting........cceevevuiieiiiniiiieeiee e 102
Using Specialists to Land Large Potential Accounts................... 105
A Parting Thought .......cccooeoiiiiiii 109
Discussion POINtS........ccccuiiiiiiiiiiii s 109
MOVING O@l.ccooiiiiiiiiiiiiiiiiiiiiiiiii s 110
8. The Multiplication Factor.............cccceeeuuiiiennienncennncennnennn 111
Give a Man a Fish.....oocccoviiiiiiiiiiiiiiicc e, 112
Training for Others ........cooovuiiiiiiiiiiiiiiiee e 115
Make Your Product Easy ........ccceveiiiiiniiiiiiiiiiiiiiiiiiniecee, 119
Stability in a Time of Change ........ccecccvveeiiviiiiieiiiiiiieeiiieeeee 120
Proactive Selling Is the Best Selling........cccceeeieieiiiiiiiciininneennnn. 121
Planning for FOLIOW-UP .......ccoiiriiiiiiiiiiiiiiiiiieeeeeec e 122
Sharing Information ..........ccccevviiiiiiiiiiiiiiiin e 123
iv



00.Hurtte FM pages 8/4/08 12:58 PM Page EE

Turn Mistakes into Learning Opportunities .........ccccccceervnnneen. 124
A Parting Thought ........ccooooiiiiiiiiiiiiiiicc e, 125
Discussion POINtS..........oiiiiiiiiiiiiiiiiiii 125
MOVING O@l..eeeiiiiiiiiiiiiiiiiii 126
9. Using Specialists to Build Customer Relationships............ 127
Relationships: Specialists and Salespeople.......ccccccceeeirnieeeennn. 128
Why Develop a Customer Relationship at All? .........ccceeveennee. 130
A Parting Thought ........ccooooiiiiiiiiiiiiiiiiece, 137
Discussion POINtS..........ouiiiiiiiiiiiiiiii e 137
MOVING ON..eeeiiiiiiiiiiiiiiiiii 138
10. Leveraging the Inside Sales Group and
Customer Service Reps.........cceeueireniiienniinneieenicrencennenens 139
Building a Communications Infrastructure...........cccccceeeeruneeeenn. 140
Catalog Information ..........ccceveiiiiiiiiiiiiiiiiiiiceec e 141
Training for CSRs and Inside Sales...........ccccoveiiieiiniiiieiinnnneeen. 142
Pricing ISSUES......cccumiiiiiiiiiiiiiiiiiiiiececee e 144
Handing Off the Baton.......cccecciiiiiiiiiiiiiiiiiiiiec e, 145
A Parting Thought .......ccooiiiiiiiiiee e 147
Discussion POINtS...........iiiiiiiii, 147
MOVING ON.ccooiiiiiiiiiiiiiiiiiiiiiii 148
11. Benchmarking: The Specialist’s Involvement with
Management ........c.cceeiinniiniiencinceniieniienitenieenietniesecsanseaneses 149
BUusiness LeVelS.....cccuivviiiriiiiiiiiiiiiieniiiccreccec e 150
Target ACCOUNLS ...oooviiiiiiiiiiieeeeee et 152
Manufacturing Partners........cccoevveeeeinniiiieeeiniiieeeeeeieee e 154
SKill LEVEILS ...eviiiiiiiiiiiiiiiiecceittec e 156
Potential New LineS......cccccceiiriiiiiiiiiiiiieiiiiiieceeneeec e 157
Business Planning..........ccccccvivviiiiiiiiniiiniiiine 158
Do You Need Help?....cooooviiiiiiniiiiiiiiiieeeeeeceeeeeee e 160
The Communication Habit............ccccooviiiiiiini 160
Discussion POINtS.......coovviiiiiiiiiiiiiiiiciieee e 161
MOVING ON.ccciiiiiiiiiiiiiiiiiiiiiiii 162
12. Specialist-Driven Sales and Marketing Plans..................... 163
Let’s Work Backward............cccocoviiiviiiiiniiiiniiiiiiiiiiciccneee 165
Things You Should Know Beforehand ..........c.cccceevviiiiinnnnnceenn. 166
Getting Started..........ceeiiiiiiiiii e 168
First Stage: The Plan .......ccccceiiiiiiiiiieeeeeeeeeeeeee 170
Second Stage: Milestones........cccueveiiviiiiiiiiiiiiiiiiniiiieieeeeee 170
v



00.Hurtte FM pages 8/4/08 12:58 PM Page gﬁ

IMpProving YOUr PTOCESS......ccoovrvvimiiiiiiiiieieieceie e 172
Parting ThouUughts ......ccooviiiiiiii e 173
Discussion POINtS.........cccccciiiiiiiiiiiiiii, 174
MOVING ON..cooiiiiiiiiiiiiiiiiiiiiiiii e 174
13. Streamlining Relationships with Manufacturers
AN VeNdOrS .......ccuuuieiniiiinniiiiniiennieteiceenietiiceesieessiecsssceses 175
Crafting Relationships ........ccooveviieiiiniiiiiiiiniiceeieec e, 177
Tips for Handling the Relationship........ccccceeeviiiieeiiniiiieeinnnneen. 187
When Your Business Crosses Multiple Vendor Territories.......... 189
A Parting Thought .......ccooooiiiiiiiiiiiiceee 190
DiSCUSSION POINES....uuiiiieiiieiiiiiiiiiiiiiiieee et 190
MOVING OT@l.ciiiiiiiiiiiiiiiiiiiiiictceeeee e 191
14. Tricks of the Trade..........cccccieeuniiiniiiinnirnniiieneicennicieeccennnees 193
The 90-Day Sliding WINdow ..........cceeiriiiiiiiiniiiieceniieeeeeeeee. 194
The 24 Things Every Specialist Should Know.........c.cc..cccoeeuenee. 197
Literature Maintenance ............cccccovviiiiiiii, 200
Product Launches and Promotions .......cccccceeeverreriiiiiniiiececeeeeennn. 201
Dining Out with Customers and Their Spouses..............c.c........ 202
Lead FOIOW-UP ......cuiiiiiiiiiiiiiieeeeeieeee ettt 203
Specialist’s Competitive File ........ccccooviiiiiinniiiiiiiniiiieienieeen, 204
Second- and Third-Shift Seminars..........ccocceerveeiiniieenieenneenns 205
A Parting Thought ..o, 206
DiSCUSSION POINES....uuiiiieiiieiiiiiiiiiiiiiiiiieee e 206
MOVING O@L..ceiiiiiiiiiiiiiiiiiiiiii e 207
15. Showing Value...........ceuuuiiineiinniiiniiinicieniieenicennieeeccenenees 209
Measure Customer ValUue.........occeeeeiriiiiieiinniiiieeeniiieee e 210
The Specialist as Hired EXpert .........ccccovvviiiiiiiiiiiiiiniiiiiciinen, 210
Measuring Value .........ccoooviiiiiniiiiiiiiiiiiiiiec e 217
Backward-Directed Value for Vendors.......cccccceeeveviiiiininiiieeeennn. 218
Discussion POINtS........ccoiiiiiiiiiiiiiiiiiiiieeee 221
MOVING OTcciiiiiiiiiiiiiiiieiteeeeeee et e e e 221
16. A Final Word .............ieuuiiiniinniiiniiinniieniieniceeecieeecesenens 223
About the AUthOT ..., 225
NAW Institute for Distribution Excellence Publications................... 227
Vi





