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Foreword

Every day in businesses wherever | go, | meet sales
professionals that are experts at what they do and are
technically excellent. They have passion and drive for

their subject and deliver fantastic value through their

solutions.
But there is an area of their role that is difficult I and that
is sales. These often somewhat introverted experts find it

so hard t o step out of their comfort zone and actively
promote what they do

It is the part of the job that causes distress and tension

whenever it needs to be done. It is quietly talked about

around the lunch room or over a wine or beer and often

involveswords | i ke dAif only | didndét hav
knowing looks between kindred spirits.

You can put it off , but when all is said and done you

cannot avoid it, canyou  ? It has to be done. So this book

is for all you reluctant sales professionals that would

rather not @dosal es® but know you have t

This is a sales fable as opposed t
The value comes from seeing the ideas rolled out and the

difference they make in the life of Sam, our hero. Please

enjoy it for what it is. An easy read with many practical

and usable ideas mixed int o the storyline .

Some of the real learnings in this book have nothing to do
with sales and everything to do with people. You may

have to watch out for them as they are a simple

paragraph later in the book.



You will also notice some repetition of themes a nd ideas
with various examples i no apology. That is how we
learn.

May some of the ideas make your lives easier and happily
more productive.



Who is Bill James, CSP. B.Com

Bill James is a humorous, authentic
and content -driven business speaker,
who inspires, educates and

entertains audiences throughout New
Zealand and Australia - well
anywhere actually!

The buy Iline for his col
Saleso is 6for people t
selling but have to anyway and giving

experts an unfair edge.

He spec ialises in working with those who are technically

expert at what they do and deliver solutions with sincere
passion but who find the idea of promoting what they do

and asking for the sale a real challenge.

By aligning them with the sales process they have to use
and showing them how to frame themselves as the

answer to the client 's challenge, he has helped thousands

to step up into a sales role safely and with integrity.

He also leads the best in sales to become even better

wi t Hard éedged s o f t sHatimake allidhe tifference
and provide that 1% advantage that gets you over the

line where others fail.

As a | e ad e dollar dmarketirggr , dhe creates offline
guerrilla -style marketing solutions that leverage existing
marketing activity for no or low cost. It is not unusual to

see effectiveness double.

His sales and marketing ideas work everywhere from one
man operations through to large multi -nationals.



A Certified Speaking Professional, Bill was awarded the
New Zealand Speaker of the Year (2015 -16) and was
previously the Business Speaker of the Year (2012) . Heis
also past national president of the National Speakers

Association of New Zealand.

Having achieved his Bachelor of Commerce with a double

major in marketing and personnel, Bill has enjoyed along
and successful professional sales career. A National Sales
Manager at just 26 years of age Bill has worked from
selling dining clubs door to door through to negotiating

million dollar contracts.

His experience spans B2B, B2C and telesales from ca rs to
insurance, banking to dining clubs.

Wherever he goes, he sets records from achieving 430%
of his first year's target in the insurance sector to
quadrupling his branch turnover in the banking and
finance sector.

He gets results.
Outside of his professional life, Bill has been married to

his wife and business partner Sue for 30 years and they
have two daughters.
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Chapter 1

Sam Porter sat in his office, with a worried look on his

face. Everything shook as if he was living in an apartment

right next to a train track. The office on the mezzanine

floor had originallybeen t he factory foremands
a wall with the overhead c r a n watks , and shook every

time it rolled by. Sometimes it seemed as if the

placement of the office was an indicator of how his

organi sation felt about 6ésal esbd.

That said, they were always quick to remind him that

sales - the lifeblood of the factor y - was in his hands. He
needed no reminding. Sales had not been good recently.
He could blame the economy, the factory for missing
deadlines or even his own stress levels getting in the

way. The simple fact was that the sales techniques he

had trusted through his entire sales career were just not
working anymore.

6Maybe | need to change jobs, 6 he
he let out a deep sigh and stared out of the window. His

desk and o6Iln Traybé were both sta
documents, all mar ked O6VERY URGENT

He was overwhelmed and knew he simply could not
respond properly to them all.

The costing department down t he hall always complained
that they never had enough notice of upcoming tenders
and he suspected that sometimes they just took a guess.




I f so, then guessing too high so tha
lose money meant that the price he submitted may have

cost the m the tender anyway. Too low meant a financial

loss. It was a nightmare.

Sam prided himself on tidy, concise and complete
presentations. How could you do that based on
guesswork, stress and panic? He stood up and stretched

his tired muscles. Should he mo ve on and leave it to a
younger person with the energy to cope?

He wandered down to the lunchroom and sat with a

coffee. O0Dr i nki ntgeset,do oh enamyt todr ed as |
looked at the mug his daughter had given him inscribed

with 6Best Dadd on it.

Guilt pulled him back to his office.

A strange wave of panic hit him when the phone rang.
AHel | o, Sam Porter here, how may | h e
he had rehearsed and spoken a thousand times, carefully
crafted to exude a confidence he didn

He breathed a sigh of relief; it was his wife Penny . She
was one person that knew he was having problems.

AAmber <call ed, Tony has some free ti
the Pubd t hjiasd tehveeyniwiagnt us to join th
Amber and Tony were their closest friends. They ran their

own growing business and often spent their time going to

seminar s and conferences. 6Business

guest speakers for ten to fifteen minutes at a time. What
value could you gain in that short a time?

His repeated excuses around the a mount of work he had

were met with  obvious di sappoi nt ment. Samés hea
Penny was his rock and, on top of everything else, he

didndédt want to disappoint her.

AWhat time?d0 he asked.




A7 p.m., 0 she said, iSo we can go?

i Ok , but | wi || htheveeso tcan gatsoene y o u

work done. 0

iGreat, 0 she said excitedly, Al ol
that way | dondét have to be too cao

He could imagine her smiling and felt guilty. It
highlighted how much he had been neglecting her and he
knew deep down it would probably not change for a
while.

Sam sighed again and opened a tender folder. He
frowned at an ambiguous clause and picked up the phone

to call the company that had put out the tender. When it
was answered on the first ring , it caught him by surprise.

i Sam Porter here, o he sai d, a
pl astered on his face from year
wanted to clarify the meaning of
he continued.

ay o (n N

AXRT 1894209, clause 7.1.10 hfel alnlsv
just find the tender number éo
The <calll di dnot go wel |, a quest
been asked by another tenderer , and an email had been

sentto all tenderers with the answer.

Feeling foolish he thanked them and wondered what kind
of negative impression he had left. The time pressure he
was under was making too many cracks like this appear.







Chapter 2

AWhere are you?0 Penny asked,

your ticket. o
Sam glanced at his watch, 7 p.m.

Al dm on my wa afted armHut eeddurde.

Almost tripping as he took the stairs two at a time he was

in his car in a minute.

AWherebds Penny?0 Sam asked as
where Tony was waiting with a disapproving look on his

face.

il had to park three str isdeakes

he

awa

around here, o Sam defended hi mself

ACome on then. Penny and Amber
out here.o

The Poster procl ai rmebdo n®B 1 Lflia yaeA
wondédt make it!'é and Sam mentall
self-help guru, justwhath e needed!

They showed their tickets and entered the small room
behind the bar. Every seat was filled, except for the two
that Penny and Amber had been fighting to save.

To S a nefles, Penny looked pleased that he was there

and had even gotten a beer for
She reached for his hand , and he began to relax. It felt
good to stop working and be with Penny.

The MC started the proceedings. The president said a few
words and new members were introduced and loudly
applauded. Then it was time for the guest speaker.

ar ¢

MES
y r



ifLadi es and Gent | emen, BAP, Busi nes
proud to present our International Speaker, the man who
shows us how to simplify our selling,

The audience applauded loudly, surprising Sam, who had
been prepared for  a lacklustre evening.

The man from the poster walked from beside the slightly
raised stage to the front and paused for a moment.
Without preamble , he started straight into his talk

AfiHow many people here work in sales?o

A numberof hands went up. Penny grabbed
and held it up for him, even though the last thing he
wanted was to attract attention to himself.

AAnd how many of you really enjoy it
out of bed in the morning and just cannot wait to put in

those long hard hours? To go knock on one more door to

see i f someone wil!/l be kind enough to
Sam like so many other s in the room lowered his hand

back down to his lap. At least he was not alone in that

sentiment.

fi | truth , we all are involved in sales. Every day we try

and sell concepts and convince people that our ideas are
right. How many of you work hard to get your kids to tidy

their bedrooms? Or that your idea is the one to follow at
work? Or, | wonder, how many of you were convinced

you should be here tonight? We ALL sell. Every day, in
some way, we try to move people in the direction we

want them to go, to influence their thinking to our point

of view.

fiThat uncomfortab le feeling you may be having as | talk
about sales is called reluctance. It is natural when we talk
about sales, not just in you, but in most people.




iSo what is it that makes O6sal esd
out such a reaction? How about we try a little wordplay to
demonstrate? | have a word written on this whiteboard

and | will show it to you in a moment. | would like you to

shout out the first wor d that comes into your heads.

Woul d you al/l be happy to do that 7

Murmured agreements came from the audience , and BiIll

pulled the cover of the whiteboard to reveal the word

0 SALESMANG. He then went around t
for associated words. The list grew as he wrote them

down.

When he has finished , there were a dozen or so words
like dishonest, sneaky, contracts, car salesman, white
shoes, door -to-door, liar, and many others.

ANot particularly flattering ar e
therein lays the problem. A question we must ask
ourselves. If you feel that this is what a salesman

represents, then how can you possibly represent yourself

assomething you find so unappealing?9d

The audience was quiet in thought.

fi Ata very basic level, you betray that you are not
comfortable about something to your potential customers
and they pick this up. They almost certainly do not
understand what it is that makes you feel uncomfortable,
but the fact that you are is interpreted as hiding
something, that your product has a fault, and all sorts of
other negative assumptions depending on what they
think. "

ifRemember that when you are selli
see have preconceived ideas themselves and will often
look for fault, and there you are providing it. "




Aln point of fact, o Bill continued, f
anything. You govern your actions and your level of

honesty in how you sell. No one else can do that for you.

Even a boss that says to grab a deal and make it stick at

any cost is not actually there with you when you are in

front of a customer. It is up to you to decide how you do

the job. "

AAnd influencing how and what the ottt
is actu ally what you are there to do. If you have an
excellent solution and it will genuinely help them solve a

probl em, why woul dnét you present it
influential way? You do not serve the potential client if
you let them purchase an inferior solu tion from a

competitor simply because they can sell better than you.

AfHave you wever | ost an internal pro
that you know would not do the job as well as you but

they have the connections and interviewed better than

you?06 Heads neddedfinhar room. AThe ¢
is not better off , and neither is the client that gets the

inferior product. "

iOne | ast thing to think about befor
person you are seeing knows why you are there. They

understood what you do for a living when they made the

appointment 1 you are representing an organisation and

selling something to them. They get it. They actually want

you to show them what you do, to solve a problem they

feel they have, show them new ideas and stop them from

making mistakes. Th ey invited you there to do those

things and will feel short  -changed if you fail to do so. "

AThey know why you are there and expe
something or you are wasting their time. It is only us that
have the problem with this. Not the customer. "




fi ©night it would be a pleasure to provide an insight that

almost everyone in sales has overlooked. It is so basic

and easy to do that you can adopt it tomorrow and gain

immediate improvement. You will gain more sales, be

seen as someone that can make the grade and quite

possibly be allowed the freedom to operate as you would

Il i ke to. Would that be a good subj
The audience was ga ining enthusiasm with a proposition

that promised so much.

fiThat 6s good tet &smowwo Sosit that. W
seen that everyone is involved in sales in some way, let

us focus on direct sales. For those of you who work

directly in sales, what area s do you work in? May | ask

you?0 Bill said, gesturing to Sam.

AENngi neeriilngSasmlresspl i ed, dutifully
Bill nodded, pointing to another one of the audience

members who had put their hands
responded.

Others said cars, appliances and one sai d, 6ev
this. o

inAnd ar e y o ua sdles o mr an engineering
background?06 Bill had returned hi s
AEngineering, 0 said Sam, wi shing
engineering instead of getting involved in sales. Others

also admitted t o starting in other areas and moving into a
sales role.

fiwell, our journey starts with a trip back down memory

lane i at least for me. Please come with me. When | was

a child in primary school in  England , | had a real passion
for singing. | had a  three -octave range which was pretty
cool and a lot of fun. You can sing just about anything

with that range. "




AWhen | was ten my family emigrated
and in those days you usually travelled by ship; our ship

was scheduled to leave from Southampton. | had been

part of the local brass band , and when we were about to

board the ship, my dad saw a trumpet for sale at the

market on the dock and spent his last two pounds buying

it forme. "

ANow you have to understand that it
but more importa ntly than that, it was a gift from my

Dad. | loved my Dad , and | decided right there | was

going to focus on playing the trumpet. | stopped using

my voice to sing.o

Bill continued, iwe arrived in New Z
Takapuna in Auckland , and 1 join ed the Takapuna City
Silver Band, and the school orchestra as well. "

He paused and looked across the crowd. To Sam, it

looked like he was staring right at him. Surely it was his

imagination and an  overtired mind. Bed would have been

a good idea , but at le ast Penny got to go out for the

evening, whi ch was somet hi ng. Bill 6
back.

AThe clues were there right from thi
school, my orchestra mistress pointed out the parts of the

music that she wanted me to push the keys, but where

she preferred , | did not actually blow. If you spend 5

years on book one and never get pa st page 17 there is a

hint there, right? The Takapuna City Silver Band was a

great band , and whenever we performed , | proudly got to

be the banner boy, dutifully holding
it was the smile of a proud schoolboy, leading the march

with t he band behind him. "

AfBl ess the rhino hide of yout h. It I
that they j ust di dnodt dare have me actual
remember those things you used to think you were really

amazing at, but adult hindsight reveals them differently

toy ou? Basically , my playing stunk! 0

10



He looked around the room and noted the laughter and
saw the realisation in the audience.

AFor the sake of authenticity, I
you to an old friend. o6 Bill bent ¢
case and quickl y opened it. When he stood up, he was

holding a very old and beaten up trumpet, polished, but

very obviously dented and showing its age.

With a slightly far -away look in his eyes, he continued,

ANow | suspect | know what you ar e
bet hat bad, could he?6 Who woul d
the trumpet?0

Sam found that something in the story had struck a

chord, and he didnot know what, b
to hear Bill play the trumpet and he joined in with some

others who were encouragi  ng Bill to play.

AiSeriously, were you not pidkingsupeni n
the trumpet as a quiet laughter went through the room

He held it lovingly, put it to his lips and began to play.

Even an wuntutored ear «weayugbod .t el |
wasnot as bad as someone who coul
woul dnot be comfortable to I|isten
and everyone applauded.

He smiled back at them and placed the trumpet gently
back in its place on the stage.

i know you ar e ecausepllistapped and gnovb
reali se that much of the applause at school was for the
same reason. o0 A few people chuckl €

Al n my | ast ysehad, |toughhliwguld try out

for the school show. So | dusted off the voice | had not

used for half a decade and gave i
effect. AAnd | got the | ead role |

11



Without further preamble , Bill stood up straight and
began to sing . Even with no accompaniment, he sounded
pretty good, certainly better than Sam. When he stopped,
the whole room applauded loudly. He smiled and nodded

in appreciation. They fell silent and sat back down; he

took a sip of water and continued.

fiSo the real lesson | learned from the trumpet was that |

was a singer! But a Il those years of playing the trumpet

meant that | hadn,fand theeealnsadsessnisgi n g
that | should have been getting better at my natural

talent. That was where | could provide val ue to people

that listened to me. My motivation was pure i | played

the trumpet because | loved my Dad. But when | stop to

think about it, he would have had much more pleasure

from my singing than he ever did listening to my terrible

trumpet playing. After all, guess who used to hear me

practising at home?0 Once again the audi

would have been very disappointed to think that he might
have had something to do with me NOT singing and using

a pretty good voice. As it turns out, for all my good
intention, | was not doing the right thing by him either.

e n(

Ailn fact, when you think a bit deepc¢

AThe reason | am shari ng thathliam st ory

a salesman and the most important thing about being a

successful salesman, or most oth er things for that matter,

is to be real 1 the real you. Play to your natural talents ,

and just because someone has given you a trumpet, it
doesndt me an y ou wi || be good
motivation was well founded , but my decision to learn to

play was just the wrong one for me. And as is so often

the way it took me far too long to realise.

AYou wil!/ see other amazing sales

sales and doing things you would love to do T but you are

not them. Try their ideas but always realise that you can

only work with the ones that are a natural fit for you. You

can only be you , and you need to use the tools that fit

your hands. The key is to play to

12
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Bill &ds voice dandpebeakmeaerystlin e

AFol ks, t he me snightdse sifpderonet h dut it
can change everything about the way you achieve sales
success and leave the nervous approaches and false ideas

behind. It is this. Being real gets the deal . Simple as
that. o

Into the silence of the r ccalgetsBi | |
the deal . 0

Now Sam found his  curious attention focused on every

word Bill said, he was not sure how it applied to him , but
something was bubbling away in the back of his mind that

sai d, 6you are not a real sal esmar
to admit it. Maybe he should give up, find something that

suited him better. Perhaps that \

sipped his drink as Billb  egan speaking again.

fiOne reason this is such a key i
savvier and possibly more judgmental than ever and they

are looking for the lie in your words. They check you out

online now and know a lot about you before you even

arrive , and most have heard it all.

fOne thing they are not used to
approach and the genuine you that shows up. Just as

they can tell when you are nervous or hiding something,

they can tell when you are the real deal. It is very
obvious ."

fi | appreciate that having limitations can seem a
disadvantage , but you can frame almost anything so that

your potential client finds it acceptable and even an
attractive idea . Wel | , al most anything.
example. "

| have a friend who is South Afr ican. Could | ask if there

are any South Africans here tonight

13



Sever al hands went up, i Wel | pl ease
accent but it does kind of go with th

A few chuckles came from the crowd.

AMy friend sold i nsyweaveregharigad one da
coffee at a local cafe. Something was bothering him , and

after a bit of a silence he finally got it out and asked what

had been preying on his mind. o

With a pretty passable South African accent he continued,

AaBi I I, h e s ai matter with thasé people heee? |

try to sell them insurance ,andt hey just dondt buy!
A asked, how are you trying to sell
and he said to me, with his big finger pointing straight at

my face, 0 61 -slaoyokt,o ytonuermeedThensur anc

crowd laughed in understanding.

ANow here | have to tell you he was
salesman in South Africa; obviously that approach works
there, and it was working here among those that had

emigrated from South Africa. But it
with people that were used to a gentler approach. Would
you buy?06 Bill asked. Heads started s

ASo we talked about di fferent ways
different markets , and we worked on his approach. He
tried a different approach. It went something l'ike thiséo

Bill continued in his South African accent and told the

story as i f he was his fri e,nadd Al am
I am selling insurance, and | have observed that New

Zealanders have some ideas in their head about what

that represents. What | have found is they think we are

good at what we do; we work hard and do a good job.

But if they had to pick a rugby scrum of someone to have

their back in a tight spot, that we are the sort of people

that would also be handy in that situation. The sort y ou

would pick in a tight corner. "

14



AfYou see the reason peopl eecausend t c
of my rosy disposition and a nice smile . It is because if

they have to make an insurance claim, they want

someone who will get it paid for them. That is the real

tim e we know if your insurance product and our advisor

are any good. People use me for the simple reason that |

will roll up my sleeves, walk into an insurance company

and fight for them. | will walk out with whatever money |

cangetfor them. 0

Bill dropped the accent and continued.

AYou see, he had made a virtue o
naturally was, a  no-nonsense , intelligent guy that you

may not invite around on Saturday but a great person to

have on your side when you need him. How do you think

his sales we nt from there? Today he is making good

inroads into the | ocal markets. o
Bill paused, i Leti cameyouaspdt whero u
someone isheing f ake? You can tell right

The audience nodded in agreement.

AiSo do you think your customer s 1
see that in you if you were to tr
not ?0

Looking around, Sam could see that this had caught the
attention of a few and got them thinking. Some faces did
not look too comfortable

AYour <clients wildl spot it i mmed:i
not genui ne. It doesnoét matter wh
what <c¢l oses, what features you pr e

genuine you are when you do it.

15



ANor do they have t o wor k out w
uncomfortable about this i they justdo 7 and they react

by moving away from you and your offering. It is quite

possibl y one of the easiest ways to lose your rapport and

connection with a client. "

AFraming I i ke t his al | owko yguo u t o r
naturally are and  so many of the things that you try to

hide. It is very powerful . Would you like another example

off rami ng?o

The audience made it very obvious that they did.

AfOk then. Suppose you are a pretty
have worked on y our product knowledge but you are

young and green , and the clients do not seem to be

accepting you. Maybe you are trying too hard or using a

new script that you are still getting to know or do not

really like. It is not working. It is not you. "

iOne t you ecogld do would be to approach the client
completely differently. How about son

In yet another  theatrical voice, Bill started to relate the
approach.

i Mr CI i e ngretty hewdere , but | am not slow. My
job is to make you happy enough with whatever you are
interested in that you buy one, and | am willing to
counter newness with a heap of enthusiasm to make that
happen.

iNow | have done inyeadhtlerileswtalked
to some of t he key people here, looked at your buying
trends , and | can see some gaps between what you get

and what we supply. But, | do not know your business

like you. You will have reasons you buy some things from

us and not others . It occurs to me that making
assumptions about those reasons could be a really bad,
and possibly arrogant, idea. "

16



AiHow do you feel about spending a
some of my ideas and areas and telling me why we do

not stack up , so I getitand also focus on the areas you

wantto f ocus on?o

Jaws were dropping in the audience.

Bill dropped his voice and contin
reframe a supposed weakness into a perfectly acceptable

approach. Can you see how credible that new person has

become in the eyes of the client? How e ntirely honest and
forthright he has been?bo

Again there was nodding throughout the crowd.

Sam suddenly realised that Bill was not saying he was not
cutoutto be a  salesperson . Rather , he was saying that if
Sam was to succeed he needed to become the
salesperson c al | e d Il8eSneaded.to focus on being as
good as he could be and use all that to his advantage. He
was going to have to figure out exactly what that meant,

but he was suddenly pretty sure it did not include wearing
himself out trying to be all things to all people.

There was a long moment of silence when suddenly he
snapped his focus back to the stage and noticed Penny
looking at him as she had noticed his thoughtfulness.

AfSo the take home from tonight i
genuine and ma ke a virtue of who you naturally are! You

cannot be anyone else . |t is about framing your natural

abilities to a client so that they can see the advantage in

working with you as who you are. o

Once again he had stopped on stage and paused to

ensure he had all their attent i on. ifiBeing real
deaBeing real i s one of the RO0s we use
make the transition to being much more successful in the

area of sales. The rest will have to wait for another day ,

but they are equally valuable. | have left a brief overview

and an offer to buy a book for those interested. "
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nlf anyone woul d | ifttler tldave leftak t o me
few cards on the table near the door , or you can fill out

the small request form you will find on each seat. There is

a box by the entrance you can place them in or please

feel free to hand them to me directly. My email is also on

the board. o

Bill thanked the audience and bowed as they applauded.
He picked up his trumpet and left the stage.
Sam headed for the table and was pleased to be quick

enough to grab a card, although the handouts had all
disappeared.

AThat was great, o0 he said smiling
hand.
il think thatés the first ti me | h a

mont hs, 0 Pehampiy. sai d

Samds face clouded over as he r
unfinished tender sitting on his desk. He would have to

get up early to get it done. But how would he start to do

things differently? For the first time in a long time Sam

felt a positive feeling  about going to work.
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Chapter 3

AHel | o Sam, o0 it was Tony, and Sar
talk but felt he had to.

AHow did you enjoy | ast night?209
ifilt was good to have a break, 6 San
il was wondering if you would 1ik
am havin g coffee with him next week , and you can come
along if you want to?0

i am so busy, o0 he replied, whi ch
to get this tender into the city on Monday morning, which

means | will have to work through
iYou seemed pretty interested t h
take Il ong for work to crowd you

double take. Tony was right.

fiwell, 1 am meeting him in the city at ten on Monday
morning if you want to come along.
Sam thought for a moment he was going to be in the city

anyway and how long could a coffee take? And he
realised he really did want to.

ifiSure, ©o he said, Al ol l join you.o
AfGreat, o0 replied Tony, Al will em:
cof fee shop, see you at ten. o
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Sam hung up, and | ooked at the phone, the initial

inspiration he had felt during the evening had worn off,

but he knew there was something in what Bill had said.

He was |l ooking forward to seeing Bill
quite sure why.

Sam enjoyed not setting his alarm and was not surprised
he woke at 8am instead of his usual 6am. He had needed
to sleep.

After a shower , he had gone down to the kitchen to find

the Saturday activities were well under way. He had

earned a swift rebuke from his daughter Jess when he

asked a bout ballet. It seemed that netball was now the

new thing and her look said he should have known. And

she was right. He was suddenly aware how out of touch

he had become with his family. At |
uniform meant he was on safe ground, although h e only

received a grunt of acknowledgement when he tried to

make conversation.

A Must go, 0 he said to Penny, getti ng
and kissing her on the cheek, already thinking about the

tender waiting on his desk at work. At least there

wo ul dn @nyintereuptions on a Saturday , and he could

get lots of work done.

By the time he got to work, he had pretty much planned

out his day. If everything went well, he could take some
time off tomorrow to spend with the family, something he
hadndét dawhde.f or

He was surprised to find the door to the workshop open
and someone welding behind one of the protective
partitions. He waited until the sparks stopped flying and
looked around the corner. It was Art Searle, the
fabrication supervisor.

AfiHel Fo, & he said
on

in gre ting, Asurpr.i
a Saturday, I though al | overti me
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Art Searle had been with the company for longer than
Sam, he was a bit of an institution in himself. If there

were a company barbeque or teamin afunr un, Art would
have organised it.

He flipped up his welding helmet, black smudges on his
face that told Sam he had been working a while. He
smiled, pleased to see someone else on a Saturday.

AMorning Sam, got to get this fini
Monday and since when did supervi
He laughed.

iSame here,o said Sam as he turne
ATender due in on Monday morning,
all day. o

Sam sat at his desk, feeling his planning for the day
evaporate as he became overwhelmed by the piles of
paper. He fought the urge to just leave it and go home

and sat down and stared at it for a few minutes,
wondering where to start. He switched on his computer
and leaned back in his chair closing his eyes and tried not

to think about anything. He opened his eyes and noticed

his email program open with a list of new emails. He
arched his eyebrows as the list kept growing, before
finally shuddering to a halt.

He blinked at the list and wondered if he could just press

6del et ed but knewimpdnantr enfonnatiodird b e
there. He took a deep breath and started to scan the list

only clicking on those he felt might be the most

important. It took Sam nearly an h our to work through

them , and by the time he closed his email, his neck was

stiff from being hunched over his keyboard.

21



He stretched and lifted the pile of papers for the tender

from its file and started going through them. It was heavy

going. Sam shook his head and stood up deciding to go
and see how Art was doing. The company had a rule that

no one could work alone in the workshop , So he wanted
to check on him, although really he knew that he was
looking for an excuse not to tackle the painful job of
getting the tender documents together.

Sparks were flying from behind the screen , S0 he walked

past not pausing to look in. Instead , he walked out of the

side door which was propped open and stood in the sun.

Sam wondered how Paul was doing with his rugby

practice; he coul dnodt remember when
him. He bit his lip and went back inside determined to get

the job finished so he could take tomorrow off; it would

be good to be home with the family.

He became immersed in the tenders and worked throu gh
lunch. He started on the bill of materials, pricing out the
different sections and plate thicknesses for the tender he

was working on.

He could not find the costings and so emptied the file out

and leaned forward sifting through the leaves of paper,
turning them over and checking every piece looking for

the missing estimates. Desk drawers and other files
followed with no result.

He stood up shaking his head; they must still be in
estimating! He breathed deeply and left his office walking
alongtheme zzanine towards destimatingd.

Somet hing was odd, he couldnd6t quite
but something wasndét right .thefehen it ¢
were no flashes and sparks coming from the welding

bays.

He headed towards the welding bay, expecting that Art
was mere ly having a break, or was in the toilet.
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He rounded the corner of the partitions and found Art
clutching his hand to his chest.

=1

Are you ok?0d he asked, his own vo

iCut my hand, o Art replied, fiGri nc
throughtheg | ove. o

Art still had his glove on with blood seeping out of the cut
in the leather forming a spreading stain across the chest
of his overalls.

Al 6l | get the car, Il dm taking you
as he turned and ran to his car and drove it right into the

workshop. He opened the door for Art, who slumped

down in the seat looking pale. Sam fastened his seat belt

and jumped back in. He didnot pay
speed I i mit signs and was soon
emergency entrance.

il nbedp here!odo he said, running t
grabbing an orderly by the arm.

ATher eds been an accident, heds [
out, leading the man outside.

An orderly arrived and lifted Art from the car, placing him
in a wheelchair.

AArouy alright?0 asked the orderly
appraisal Sam nodded, his mouth feeling dry.

iYou better sit down, O sai d t he
returned a minute later with a plastic cup of water.

ils he going to be ok?0 Sam asked.

1

| am n o ing Hisatreatment, but | do need to ask
ou some questions, 0 he replied.

<
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Sam responded in a daze as the orderly wrote the

answers down. iHis wifeds name is M
response to a particular question #fb
address or home number . Sorry. | suppose his man ager

woul d, o he replied, i And | think |
number . 0

AiThank you, 0O sai d t he orderl vy, hea
nurseso6 station. AiYoudre lucky it i:
with him real soon. o

Sam placed his hands over his eyes and slumped in the

chair. He felt shattered. Hedi dndt remember moving
couch or falling asleep, but when he woke it was getting

dark outside. He felt awful.

As he retrieved a coffee from the vending machine , he
asked the nurse behind the desk if there was any update
on Art. Al brought him in...., 0 he gl

hours ago. 0
The nurse looked at the computer.
i H evas discharged hal f an hour ago, 0 she repl

AThanks, 0 said Sam, gl ancing again
o06cl oc k pam goingpback to work now. He would

have to go in tomorrow to get the tender finished. At

least Penny would be pleased to see him home.

ADaddy, 6 shouted Jess, excitedly frol
he walked in.

AJess, 0 he replied, AWas the netball

Penny got up from the table and Sam noticed there was
no place set for him, when did that start happening? Jess
nodded and smiled as he sat down at the vacant space at
the table, while Penny arrived back with a plate of dinner.

AfWe werenodt e x p e sthien gdeagiya happy he
was home.
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During dinner , he caught up on family life and Penny
about the accident. Penny knew Mary Searle and said she
would call her the next day.

Sam slept with his phone beside the pillow so he could

grab it and turn off t ~ he alarm before it could wake Penny.

He crept out of the bedroom , and within a half hour, he
was at work.

Picking up where he left off, Sam searched through the
files in the Estimating office, b
estimates at all.

He decided to call George Calder, the senior estimator. He
had to have the estimates to complete the tender and
George would know where they were; why were these
things always such a rush?

The phone rang and rang, finally going to voicemail.
AProbably gomehd imithtithngrred under hi
He went back to his office and sat staring at the tender

forms.

He wrote in a figure for coatings and continued with the

next part of the tender. By just after lunchtime , he was

finished.

He read through the document, paus ing at the coatings

figure.

ASince when did | start making u
himself, before turning the page uncomfortably

He pressed the print button and sat back feeling relieved .

He went and made himself a coffee while he waited for
the printer to warm up and produce the document.
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He enjoyed sipping the coffee and even took the time to

l ook through | ast Fridaydéds newspaper
the printer, where he found an error message flashing on

the status screen. |t read, O60OUT OF T
He opened the stationary cupboard , but not only was the

first box empty, so was the second and third.

Sam turned off the printer and went back to his office.
Packing up his laptop, he headed home; he knew what he
had to do.

AYoudbr e TiThamein time for l unch! o said P
excitedly, as he came through the door.

ifiYes, 0o he replied, fJust need to pri
I 6m finished for the day! o

AYou wil] have to fight with Jess f
making butterflies, in all sorts of designs and colours. o

Jess was also pleased to see him; she relinquished the
printer and gathered up her pages into a pile before
sitting in the corner of the room cutting them out with
some scissors.

Sam plugged his computer into the printer and sent the
documentt o print.

AThey reallygpretty , 0 he said to Jess, |l ook
butterflies. She smiled and stood up presenting him with
one, which she had printed O6Daddybd

was genuinely touched that his daughter had taken the
trouble to include him.

Sam settled into lunch and, for the first time in what
seemed like forever, relaxed and enjoyed time with his

family. The two children opened up , and he caught up on
rugby and netball, school and the latest trials of youth.

Hi s wifeds smil e asve salised lpeljusthasiu r
to make time for this.
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He was smiling as, later in the afternoon, he went back to
check on the printing.

He had not reacted well to the realisation that the pages
were...not right somehow. The first two pages were fine
then t he printing began to fade, and by the tenth page,

the printing was a light grey at best.

They were out of black ink.

The joy of the afternoon evaporated , and in desperation
and anger, he had stormed through the house racing
against time to get to the supplier before they closed. He
had said some unkind words to his daughter about using

all the ink on 6her stupid butterfli
scowls from both Jess and Paul. As he drove home with

the last ink cartridges in the shop, he reflected on a low
point as a father. He would have to apologise to Jess. He
stopped at a petrol station and bought a bar of chocolate

for her and one for Paul as a token gesture.

It was a little after 7 p.m. when he finished printing the

tender and reread it again. The coa ting costings still
bothered him. It was like he was reading something
written by a stranger. He ignored the voice that was
gnawing at him and placed the tender into an envelope,

whi ch he put in his car, just
it in the mornin  g.

The family didnodt seem to be
chocolate bars sat untouched on the kitchen table, but at

least the tender was finished! He could not help but feel

there was something wrong with the way the priorities of

his life were lining up at the moment.

27

esod



28



Chapter 4

Traffic in the city was always bad in the morning and the
tender needed to be deposited in the tender box by 9
a.m.

Even leaving early, Sam only just made it on time.

Sam was inching his way forward when he remembered
he was supposed to meet Tony and Bill for a coffee. It
was on the way and decided to make the detour to meet
them. After a lucky car park find Sam ran into the café,
hoping he wasndét too | ate.

in, o0 said

iSam, dgotoo see you a ,
d to shake.

a
reaching for Sambés ha

Sam was surprised and gratified that Bill remembered his
name and he hoped the tension he

voi ce, as he shook Bill s hand.
nCof fee, or s o masked Toaya k f ast ? 0
AJust a coffee, 0 he replied, pl ea:

as he sat and started to get his breath back..

AYou |l ook |like you had a bit of
Bill.

ANowhere to park, o Sam replied st

AAnd you hdeéeératbedrop off?20d Bill

a

[

fiThat too, 0o he said, smiling at Bi

it seemed like the first chance in ages to just stop and sip
his coffee, which he should have realised would be too
hot. Al | iked the trumpet story, o
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AThank you. It gets people thinking, o

AWi th thevorkbadgen peopl e t wedhad itods
to betruetoyours el f, 06 said Sam, bl owi ng ge
the surface of his coffee.

AVery true, 0 said Tony, iBut thatoés
t hat r i gBitnodsledl | ?0

In response to Swkn®Bs |puzxzodingd nued. i C
ask you a question Sam?Doyoulike sel | i ng?o

AWwel |, | dondét dislike sell,iandg, but |
there are days | would rather be an engineer ,0 replied
Sam.

AExactly. o replied Bill safedpsople@ har den
have some aspect that they do not like or lack confidence

and sk illsin

AYou see, 0 Bill continued, Al t i's no

to do 1 you have to want to do it. Even the best in sales

have sticking points that they find very hard to get past.

It could be cold calling, handling a price objection, closing

the business or an y one of a number of areas. The
combination of fear in these areas and often outdated

sales techniques can sabotage their efforts .0

filf you are to succeed in sales you have to accept that
you are in sales. You have to accept you are in the role
before you can progress further. Many people fight this
and find many reasons why sales do not work for them.
By accepting that you are in sales, even if you do not like
sales, allows you to start looking for better ways to do
things. o
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AfAs an anal ogy, Dbelfeve youware tho watert

there is no reason to learn to swim better. Once you

accept that you are floating in water and floundering you

are open to ideas on how to swim better. To be honest

with you Sam | do not think this is your problem T you
knowyoua re in sales! 0o Sam certainly
was right.

fiTo help you connect and be successful , we add a level of

dhard -edged s o f t skillsé that are easy
action and that those same people want to use. They feel
comfortable to work with and give

AfWe think you omesnoésahéesvérom with
comfort zoned. I t foczisedr and pased uat o me
honesty and open conversation. It is really a Il about
respecting the other person, their needs and

understanding  where they are coming from.

iSo what does that mean?0 asked S
grasp.

Bill replied, AA major factor i s
replacement for the sales process you use i itis an
overlay that will make it so much more successful. When

you apply a sales process without understanding yourself

and the person you are dealing wi
as often. The soft skills make the sales proces s actually

work. They are  hard -edged soft skills for hard sales
situations. 0o

i We wor kannuinberhof R 6 $0 demonstrate how you
can do this. You heard about the first when you saw me
present. It was about being REAL . Did that make sense
to you?0 ilesked B

iYes it did, o replied Sam. iSo t he

ASur e. A second RELATE tolpenple wrm the
process of selling . It is vital,o said Bill
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=

That 6s ahortvagnér, @ added Tony,
el ate, you dondét do business.

o

Sam frowned trying to think how he could relate to
someone on the other end of an email exchange who he
had never met.

iOkay. What do yetate ?e &dle bgked.
AHaving an emoti onal or personal C
them recognise your face and appreciate having you

around. Make a deeper connection at
Bill replied.

ASam, do you ever present a great

potential customer that you think hits all the right notes,

but when you ask them to commit they tell you they wil I

think about it?06 asked Bill. Sam thol
to admit it did happen.

AThe thing is that you have shown th
option 1 at a logical and practical level. What is missing is

a feeling that they should act on your information. You

have educated them , but not inspired them to action.

Maybe it is about you understanding what is at stake here

for the company but also the potential gain or loss for the

person you are dealing with. Do you understand what will

make them take action beyon d simply providing a

business level option? "

AThe 1 ogical side of uisbutvtiisithte open th
personal and emotional side is that convinces us to take
action. "

ALet me give you a simple example of
side will impact something as simpl e as an emai |
continued Bill.
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ASuppose you receive an emai l fro
want to hear from as you are worried about what it
contains, or maybe you simply do not like them. It could

be anyone in authority or a difficult client for example. "

AYou decide when you wil!/l open th
put off opening it for a while to put off what you may

find?o0

Al guess so,0 replied Sam, thinkir
he knew he had to deal with today that came in

yesterday.

Withas mal | knowing smile, Bi Il sai d
reaction. Logically we should open it and deal with it as

leaving it only makes things worse. But emaotionally we

put it off. Your emotional reaction has overridden your

logical mind. It happens all the t i me. o

Sam asked for a minute to scribble down a few notes and
added the email he had been putting off at the top of the
page. He would have to think this through and might pull

out a couple of recent presentations to have a look at
them from a different a  ngle. He already knew what he
would find.

The interesting thing was what he heard made sense. Not
at a logical level. It just felt right.

iBut how can you relate when you
in person?0 Sam asked.

i Wel I l et s | ook ain dyyw knowttleen d e r a
name of the person you were dealin
Sam opened his mouth to answer and then realised that

he couldnét remember it, it had b

on the last email and hit reply!

Bill looked at Sam sy mpathetically, AiDonot
woul d be surprised how many peo
anything about the people they des
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AfYes, but they arenét the successful
iltds hard sometimes to relate, o said
nl s it?o0 Bi It heans ka&dld eadn,d A Di d | greet

name when you arrived and did | recall why you were in
the city?0o

13

Yes, 0 said Sam.

How di d it maikthat lyhaduemeneberéd and
entioned those details when we met t
Good, 0 he replied.

313 1

1

Di d help us re -establishing a connection? Like | was
elating to you?d6 Bill prompted hi m.

—

fYes, o said Sam.
iwWas t hat hard for me to do?0 Bill as

Sam shrugged his shoulders and noticed Tony smiling ,
and he wondered why.

il wi || tell y o uBill bwesng bis wite,add s ai d
leaning slightly towards Sam.

il asked Tony to remind me of your n
were doing in town.o He paused and
that hel ped me relate to you, so it v
Sam smiled; he could see how that had not been hard to

do and how he could do the same. Rel
hard.
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Bi |l continued, fiSo greeting you
why you were in the city was about relating to you and

that means connecting at an emotional level. If | had

greetedyou wi t h, 6and what was your na
would have been no emotional response, no real

engagement. When you relate to them, then people like

being around you. 0

iPl ease donodt think this is about
would always try and make it pers onal greeting anyway,

but it does also make a better con
Sam nodded, filt al most feels Iike
he said. ABut how do you go deeper

Tony beamed and jumped straight i
but once you think it through it is actually really easy.

Since | started this | have found many ways to learn

more about someone, such as contacting the receptionist,

their Executive Assistant, resear ch the companyds
to learn about the business, looked at their website to

find testimonials and case studies or their latest news,

social media, asked other people | already know that

know them, and a whole heap of other places. It is
amazing where you can go to find out more information. "

ANow when | go into an office | r
are clues everywhere; from photos to trophies, from
sports memorabilia to model cars on the desk. It is
amazing how easy it is to find way

Sam sat wide -eyed, thinking and taking it all in. Maybe it
really was not so hard now that he gave it some thought.
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i should mention that di fferent p e
l evel s of connection, o continued B
accepted that there are four personality types i and |

seriously suggest it is worth looking into as it provides

great insights into how and why people buy. But to keep

this at a simple and easy to use level, and recognising

that this is pretty basic, you could divide people into

logi cally driven and emotionally driven as a basic first

step. o

AfThose you ap pareolaghly logtcdilyadriven will
want to keep the conversation at a business level. How
could you be relevant to them ? 0

This time Sam thought he hadddbei t . fil
relevant by getting to the point more quickly. You know,
less chat and more direct. | meet a lot of these types

when | am working on RFP6s and tend
get to the point and want figures, details and a fully
worked presentation set out in their format. | am

guessing they are the ones that spot typos and spelling
errors.o

AfCertainly some of them are. Thatos &
soon judge how people want to relate to you. Simply
respond in a way that suits their style of communication.

Let 6s see. | f someone was soci al and
at a more personal level, what sort of mannerisms would

you expect?0 Bill asked.

Sam looked lost , so Tony chi med i n. AThese pe

inclined towards conversation. They want to know about
you and the company. They want to get to know you a bit
before they go on. They also tend to want to talk options
through. Their desks are uswually mor e
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fiwhoah! o said Bil |l iSomeone has be
personality types! Well done. Look Sam, the emotional

type of person is always more chatty and ready to engage

at a personal level. Some are more interested in telling

you about themselves , and others reall y need to know

who they are dealing with to be comfortable working with

you. But make no mistake, even the most logical person

judges you at an emotional level first.

Ailt is simply how humaihweaerhardput t
wired t o O0feel & abowtef 90 me twei ndgt hi nk
something. It is a basic function of the older part of our

brain. The one that controls the
form opinions and feelings about something without even
realising we are doing it. But once we have, everythin g

they receive goes through that fil

AnSo, i f I get a negative feelin
company, then whatever you present after that has got to

fight hard to not be seen with doubt. | am now looking for

fault. If | have a good first impression, then | tend to look

for the good in your suggestions. ¢

Ailf you are ready for some mor e,

l egs still t o g o RELEMARCEN. e0x ts afi RIO Ti osr
Sam had not heard the silence. He had been lost in

thought but came back into focus now.

AWhile the first two | egs have a
emotional connection, the next one is more logically
based,06 sai d Bill

iBut wh at does t hat me an exact|
relevant 2?0 asked Sam.
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i Re | ece &rabout addressing the needs of the person

you are relating to, the one you are being real with and

showing respect to. It is about having something to talk

about that is in their minds right now , and that has

importance to them at a business, and quite possibly a

personal level. It allows you to grab their attention within

seconds. In a busy world with limited time to spare they

will judge quickly whether they want to listen to you or

not,soyou really do have only seconds t

iAFor i n s¢ thimcorwersation relevant to you? Does
it make sense to you right now and is it the right time to
hear this stuff?0 asked Bill

Sam thought for a moment and then noc
or | woul dnot be here, o0 he replied.

Tony | aughed; ANosawdul di f, d hadndt

my sales act together, | probably w
now. What Bill has to say has been very relevant to me,

which is why | invited you to join us
AQuite so Tony. But Sam, you are und:¢

| recall, and yo u could be working on some presentation
right now. | bet there was an element of scepticism in

your mind about what you might find when you got here

too wasndt there?0 Sam nodded.

Bill continued fAso you are here becse
might find some  solutions to your current challenges. It

was relevant enough to you to give up precious time , and

| owe it to you to give you the value you need to justify

that ti me. I need to respect that.o

APeople are time poor these days ant
time jus tto do a simple catch up and fact find; you could

get quite a negative reaction. They often just do not have

thetime ,0 sai d Bill
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AOn the other hand, if you compel
the first minute because your conversation is in line with
somethin g that is of importance to them, you will find a

warm response waiting.o

Sam shared a thought. ifSo how do
to a potential customer? They are not always so
forthcoming, especially with tenders and processes that

happen at armdés |l ength?o

iGreat guestion, Sam. Wh a't have vy
asked.

il have to say it was hard at fi

ideas really worked. Firstly | found that it is a small
world. As part of the research | was doing on the client, |
simply started to as k different questions and look for
different clues. Newspaper articles, the internet, the
receptionist, suppliers, other people in their organisation

ALL give you information and clues .0
fi started asking about the stres:s
under that | was going to see, about whether they

wanted very factual information or were they the type of

person that wanted to get to know me first. It was useful

finding out about whom they reported to and what they

were like, how important the job | was quoting on was
and what was at stake. "

iYou know, t he interesting thing
Tony, iwas that it was the personal
as much as the business need. When | started taking into

account what the individual had to gain or lose | started

to get a better connection. They opened up and shared

much more valuable information. | was giving them what

they needed to be comfortable in t
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AiNi ce obséravnad i weary i mportant, o0 said
me Sam, do you know anything about your clients along

those |l ines?0 Sam had to confess that
to defend this based on a lot of his work being at ar moés

length, but Tony was in the same situation , and he was

succeeding in presenting ideas that h it both aspects.

AfThe | ast RERWTATIGN foorsai d Bi | |

This time Bill just carried on. AiRep
feeling of reliability and trust that precedes you. When we

impact at all these levels and deliver what we promise,

we bring the client to the conclusion they can trust our

reliability; especially when we do this over multiple
interactions. 0

A Wh at i s your track record? Do you
credibility that they need in order to rely on you?
Remember, their reputation, possibly eve n their job rides

on the decision to trust you with the contract. Put simply
ican they rely on you?o

i We tal ked about setting a positi
reputation is the frame that exists when you are not

around. It is what people say behind your back. Thi s is

waiting for you before you even start a conversation and

can be the most powerful frame of all
A lot is determined by the organisation in terms of how

they conduct PR, articles written about them, and other

active image creation. But a lot is also at your doorstep to

control. How did you treat them last time you dealt with

them? What feeling and impression did your last tender

| eave with them?0

AThat just makes sense. That i s
automatically doosacat batSadasm good,
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i Ab s ol ubutedidyou relate it to the person running
the tender , so it related to them or did you just rattle out

the same old material. You know T cut and paste style?

They can tell, you know. Did you use their language and

phrases in the tender or stick to your j argon? Did you put

your best into it so that even if you do not get the result

you hoped for, you stildl buil d ol
Bill.

That gave Sam an awkward moment.

But Sam was warming to the topic now and punctuated

what he said by pointing h is finger in front ¢
you do the four RO6s well you get r
AYou get results even i f you dono
said Tony.

Bill smil ed; it hadnot taken Tony
f our , dRd & looked like Sam was learning quic kly too.

Time and again it struck Bill that people have to be ready
to hear what he had to say. If there was no pain
recognised, people usually were not really interested in
looking for a new idea to try.

Altds just that the resul heskindd ou ¢
you want. Losing a tender is a result, as much as winning
one is,0 said Bill

A shiver ran through Sam as he thought about the tender

he had just delivered, not a kilometre from where they

were sitting. He knew he hadnét a
R & in handling it, and he had a sinking feeling that he

already knew what the result would be.

fiYou have touched on anot her 6RO

well , 0 continued Bill. ARESULTS i
be obvious to all, but it is not always so. There are many

who build a relationship with a client and forget that the

purpose of doing so is to get a re
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AThey spend time and energy in the I
the prospect may actually ask them to sell them

something. You owe it to yourse If and your business to

remember that it is all about the end result and know

when to move on. o

Sam understood the point but realised he hardly ever
created a relationship, let alone held on to one too long.
His limited time meant that he bounced reactiv ely from
one opportunity to the next, often not following up as he
should.

AA wpltésented tender is a result, eve
it. It tells the company that you had enough respect for
them to do your best. That can influence how they look at
you next time,0 said Tony.

AHaving al/l t h e -MmKsgouriimeragil @rcveth d e
the company both for them and for you

Bill could see that Sam was looking a lot better than when
he arrived.

Ok, o said Sam, AfReal, Rel ating,
Reputation. o

He continued, i Wh at the four R6 s, t a
youis actual | y a,naod threa RELARTEONSHIP

You will build the relationship , and it will put you in a

better position now and the next time. Or they might

point you in the right direction for
Bill paused to see if Sam looked like he had had enough

for one day, but he still looked keen, so he kept talking.
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iAnd in tender , as in mo st t hi
component s; t he Iogical and the e
the oOrelatingd amwides.t hfeh e mrteloenvadnc
t he idarbeill i t yd ar sides. Mest think gheycda I

the logical side well, but few actually perform at anything

but a surface |l evel. However, ito

usually find is missing and it almost always influences the
ease of the decisionproc ess . 0

Sam frowned, iSurely when it cort
mostly about the logical; all they are interested in is the
technical stuff and the price. o He

AMostly the pricel! o

iAlt mi ght appear that way, but
impressio n they have of you  and your company and the
way you interact with them ,0 said Bill

iDal e Car nesgmeedesades ago that 85% of the
buying decision is emotional and t
mar ket . | f peopl e dondt intenprets t y
eve rything you say and do differently than when they do

trust you, 0 said Bill

iSo, itds abouand théhemotibnal aspects lof

the sales process, 0 Sam repeated
commit it to memory.

AYou might think of it thefactstahde har
the soft stuff, or how people fee
trying to clarify the terms.

fiSo the concreteé., 0 said Sam, t ai
Ails about 6thingsd and can be | o
Bill.

AAnd é¢motve i s about feelings,o0o Tony

that he could contribute.
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Bill smil ed, il assume that as an en:

of the |l ogical stuff?0

AfYes, O said Sam hesitantly, as he
tender he had just delivered; hewasnét surealpe had
been on top of the logical stuff in his work on the tender .

He thought he had been relevant and shown reliability but
now realised he had indeed cut and pasted almost all of
it. He wondered if he had just ticked the boxes without

ticking the boxes tha t really mattered to the tender

manager.

AfOuch, 0 said Sam, noticing the clock
get going, too much to do.o

iBefore you go,0 said Bill, Al am pr
some of my clients as akind of a O6thank youbd.
welcome to ¢ ome along if you think it would be useful. It

covers a lot of this again  , but you might find the refresher

useful once you have tried a few of these ideas, and |

always try and throw in a few new things you may not

have already heard. Ixtdtswsekhedludleld 3 e
you an invitation if you like?0
AThanks, 6 he said as a reflex, but f

thinking about the next tender and what the traffic would
be like on the way back to the office.
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Chapter 5

Robert Portman looked at his watch and frowned, he

wasnoét happy being at work so | a
figures on the spreadsheet on the screen in front of him

and ran another graph. The ggod;oj ec
at this rate , they would be out of bu  siness in six months if

the bank didnodét play ball. He wou
together and let them know how critical things where. He

hoped word woul dothérwise g théy would sstart

to lose their trade suppliers and the confidence of the

custo mers they had and that really would be the end.

The email read: Meeting 10 a.m. i GM6s Office.

Sam hoped the meeting wouldndt ¢t a
of work to do today and could do without the distraction

of a talkfest. He pul Iderdndopened t he t
it to the first page. The wording leapt off the page at him,

he had copied the capability statement from another

tender and hadnot had time to read i
to things which were irrelevant to this tender and left out

others, whi ch were relevant.

He winced and mentally kicked himself; he hoped there

were no more mistakes as he turned the pages. He

glanced at the financial breakdowns and had an uneasy

feeling in the pit of his stomach as he saw the figure he

had put in for coatin gs. He fired off an email to
6Estimatingd asking where their e:
they were not too far off what he had guessed.

He was beginning to relax as he thought everything else
was ok when he took a second | ook
section and did a double take. How could he be so stupid?
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They had asked for details of welding certificates held,

not the quality certification! What was the matter with

him? Too easy to cut and paste and not read properly ! He
knew that it was enough to sabotage the tender and he
was the one that had done it.

Robert had an office that doubled as the boardroom so it
was often used for all kinds of meetings. All of the senior
management team were there when Sam arrived He
slumped into the last remaining seat at th e board table,
still angry with himself about the mistakes he had made

with the tender.

Robert looked up from his tablet computer and shared a
less than warm smile upon the group. Looking at their
faces, he could tell that they were used to meetings and
most of them felt they had better things they could be
doing. They might rank this one a bit higher when they
heard what he had to say.

iThank ydakingf ther time to come here on short
notice, 0 said Robert.

AYou al/l know that ti peasisaede fiandh,
most of you have been through tough
could see he had their attention, which was good because

he was going to be brutally honest with them.

A Wel | this time it i s more than to
critical! | f w e ingthg rind some ssermus t br
contracts, the bank, andothecatveascwlpport wus
out of a job.o

Every eye in the room was staring at him; he looked
around the table making eye contact with each of them.

There were many emotions looking back, but the most
common one was worry . It reflected the feeling that had
been building in all of them over the last few months.

iWhat can we do?0 asked Ray Carter,
manager.
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iWe can keep dandvh knawoysu e already
doing that and try and minimise o vertime. But most of all
we need sales and not just any sales, we need sales with

a margin.o

He glanced at Sam as he added the last words.

Sam tried to smile , but i t wasnot easy. He w
aware of the pairs of eyes swivelling in his direction.

il f anyone has any ideas, | would
Robert, looking for a flicker of an idea in their faces.

ifiwWe have to do things differentl:
Fabrication Manager. Al mean i f tl
they are, we would be stup id to carry on with the status

guo. O

He looked around the room for support , and a few people

nodded.

AfWe need to oontractsmadr esai d Sam, his
little shaky. AiAnd | mean fast | al
tied down by |l ong tender processes
fiyes,0 sai d Robert pointedly. fiSam,
are almost killing yourself now trying to get tenders in ,
butyou are absolutely right. What n
iSl ow down, 0O sai d Sam instincti ve
thought. He just wanted to offer so mething to those

worried faces. Now those faces looked back at him
questioningly.

AAnd how does that help?0 Ray aske

i We need to spend more ti me on
replied; then remembering something that Bill James

sai d, he added, i adakelthewime to lBUdd t ©
good relationships with the companies who are calling the
tenders. o
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AAre you saying that you ar e goi ng

sl eeping?d Robert asked, and then ad
numbers game Sam. Put in enough, and you pick up

s 0me. g how it das always been. That is how sales

work . 0

Sam wondered what Bill would say to that and it struck

him how little knowledge on sales there was in the room.

Sam returned to his office and sat at his desk, it was
probably too late, but he opened his email and checked

the name and contact details for the person who was the
contact for the tender he had just delivered. He rehearsed
what he was going to say, then picked up the phone and
dialled.

He was ready ; smile on face, jovial manner, opening line,
everything prepared.

He listened to the phone ringing, and then a voice on the

other end said, fAHell o, Mark Mason sy
Sam opened his mouth to speak, but n o0 words came out

finaly ,he managed to say, iHel | o, Sam Po
Somet hing was stopping him, then he

words, he had to be himself, he had to be real.

il am sorry to bopbhuhEkhave hao anotvea r k

look at the tender we pre  sented and realised | have not

presented it as accurately as | could have. The simple fact

is, with lots to do and not so much time to do it; | did not

get all the figures correct. There is no excuse, but |

wonder i f itds possible topyBlend you
doesnét affect the price, o0 said Sam.

AUnfortunately Sam, theand thernldést come t
are pretty strict, no changes once submitted. But |

appreciate you letting us know. It will make our job easier

as we might have wasted time trying to und erstand

somet hing that was incorrect. o
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Sam nodded even though Mark coul d
deflated; it had been a long shot anyway.

Aioh well . I under st and ,yboutuitwaposi t
worth the call. Thanks anyway, 0 sa

There was a moment 's silence from the other end of the

phone, and t hen Mar k sai d, YoirTel |
company has a good name in our market , and |
appreciate you letting us know, not many would bother I f

you email me details of what mistakes there are, | will
makesure t he review team knows. 0O

Sam smil ed, it w duet nitbwas beter thamc t
nothing and probably better than he deserved.

fiThank you. | would appreciate that , @e said, meaning it.

iYou are welcome Sam, good | uck wi
replied, befor e hanging up.

He sat back in his chair and reflected on what had just
happened. He hadnoptactipedté sah e .0 sf a
Instead he had just been himself , and t he sky hadi
fallen in. In  fact, he was quite happy with how the
conversation went, all things considered. Maybe there

was something to this. Being who he was had had a

positive effect, especially on him! You have to be real!

What had Bill said? O6Being real ge

He had a tho ught. It was about relationships , and he felt
that he had just taken a step towards building one. What

would Bill suggest as a  follow -up? After a few thoughts ,
he sent a brief email thanking Mark again for his
generosity and promising the additional inform ation
before days end.

That felt like the right thing to do as well.
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It sprang into his mind with a flash. Mark had said that
their company had a good name in their market. It had

been a factor in him allowing the leeway of letting the
decision -making team have the details of the wrong
information. Reputation. There it was in action.

He focussed back on  his desk and wondered if there was
an elf that kept piling paper on it each night while he

slept. Within ten minutes there were three neat piles of
urgent, very urgent and &@an wait. 6 Everything else he
placed into an empty cardboard box that had held reams
of photocopier paper. Soon he started a second box. It
seemed wrong to throw it away , but he had the feeling it
would not get looked at again either

He picked up the very urgent pile and separated out the
three tenders that were due out that week. He quickly
scanned each one sticking post-it notes of scribbled
thoughts here and there.

He then scanned then, emailed them to estimating and
head downt othatdepartmentH e di dndét want a repe
the missing coating estimate to happen again.

He stoodby t he Esti mating Manager Rod Hyn
and waited until he looked up from his computer screen
and raised his eyes questioningly.

il have just sent youtenders for pricing, o0 s
nodding at the screen.

Rod sighed, i donodt know who is goi
have hardly any staff |l eft here.o

i The bgerd first is the most urgent and the biggest

job,0 said Sam, iYou heard what Rob
sal es! 0o

Rod | ooked ar ounldvill sehckit omto o nBascai;

he can get started on it when he finishes the coating
guote for you. o
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Too | ate, 0 Sam replied, ithat wa:¢
ake a guess. o0

—

Rodés face fell, @Al hooopde, Oy ohuer sgauieds
iSo do 106 Sam replied.
al ol hel p Bascar after |l unch, W €

tomorrow afternoon, 0 said Rod.

ifiThanks, 0o said Sam, not feeling en

He was back at his desk when Rebecca walked in; it was
a habit she had that she never knocked. He smiled, even
though he could do without being disturbed.

Rebecca sat down on the chair opposite his desk without
being invited. She took out her notepad and tapped it
with her finger.

AiYou said we need to hape,bBDesher sk

fiyes,0 he replied, wondering where t
going.

iwWe already have them, 0 she said.
iwWe do?0 he said, wrinkling his br
She nodded, AfRobert knows, andols t 0

know most of their executive assistants . 0 Sshited in a
self - satisfied way.

ABut | dondto he replied, filand
manager that | need to know anyway
She shrugged, Ailf you tell BEAd a n
introduce you, 0 she said, a very

no-nonsense demeanour.

51



Sam blinked, was it really t hat Si m
know this before? He reached for the tender documents

and wrote the name of the contract m e
piece of paper, handing it to Rebecca.

AJust one name then?0 s hegoodsdeal d. Sam
when he heard it. Three more names followed.

AThanks, 0 he said, feeling a bit bew
out the door. A raised eyebrow and a knowing look were
sent his way as she left the room.

He spent the rest of the day cutting and pasting the

details from previous proposal into the documents. He

wasnot going to be <caught rushing w
easiest bit to get right.

Altos all about respect, o0 he said,
piece into the first tender and then carefully re-read them

to make sure they were correct. He noticed several places

where a slight rewording of a phrase or a different way of

presenting information, even a different order of

information to fit the priorities of the client, would make

all the difference. He made the changes and was

surprised at the difference it made to the overall effect

and approach.

He realised that Bill had been right; to produce something

that was shoddy just screamed, o1 h
youd at the person reading it. At | e
part right. Making the changes meant the person reading

the document might very well feel that they had been

listened to and that some thought and attention had gone

into the presentation. He knew it would make him feel

better if it was him i so he followed that instinct.

He had a flash of insight and pulled out the original
tender documents and covering letters and reread them.

It was easy to see it once you knew where to look. Each
one had their own phrases and terminologies, different
tittes and ways of explaining what was needed.
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Sam went through the responses again and customised
the language and aligned the terminology to match.

He arrived home just in time for dinner, which was an
achievement in itself. For the first time in a while he
actually felt good about his day, despite the nightmare
workload that would be there by the end of the week.
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Chapter 6

AHow on earth am | supposed to ma
this?06 asked Raj P a thandls, in thehair,o wi n g
which was not something he was usually driven to do.

AwWhat 6s wrong?0 asked Sam, who he
the workshop roller door instead of the side door he
usually entered from.

fiThat,0 sai d Raj, waving his hand at
can | possibly work with that!o

Sam looked closer at the offending pipe and winced.

Ails it usual to work with an oval
AAnd that is the problem!o soai d K
t he bench top. i We have to cut
together at an angl e ! ltds going to take h
to get it even half right ,and it 6s going to | ook
i

0 o]
backyard amateur with a gas axe d

Sam al most smil ed, he hadnot hear
6gas axed before, he was al ways
languagea nd woul d usually have said,

AWhy didno6t we roll it ourselves?
the job as one he had tendered on.

ifGett i mpmg-rolled from China was supposed to be
cheaper. They didnodt even roll it
marks ont he sur face! 0

Sam sighed, he felt sorry for Raj , and he knew that the
profit margin on this job had just been decimated by the
extra labour costs required to fix the mess.
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i We need t o get decent j obs, Sam,

forced to cut corners to surviv e, 0 said Raj, shakin
head.

Sam nodded, feeling an extra weight on his shoulders. il

wi || do what | can Raj,0 Sam said an
stairs to his office. Despite the lousy start to the day,

Sam got the tender done quickly and sent off in a courier

bag.

The day took another dive though when he received an
email from Robert asking to meet with Sam urgently.

iMorning Rebecca, 0 he said as he pass

Sam took another deep breath as he placed his hand on
the door handl efickeeo Robertds of

iGood Morning Robert, o he said in his

AiMorni ng Sam, have a seat pl ease, 0 sa

Robert looked at Sam over the rims of his reading
glasses.

iSam, someti mes | spend my weekends
play golf so | can socialise with our customers and

suppliers, not all of them, but enough to keep our

company name out there. That 6s part
said.

Robert fell silent for a moment.

AfYesterday | played wi t h Victor Ab
Cal decott Weir.o

Ashi ver we nt down Samds spine; t hat
where he had rushed the tender documents and made

mistakes. A Sam it takes a |l ong time to bu
and, do you know the fastest way to | os

asked, with a pained look on his face.
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Sam shook his head, not trusting himself to speak.

AYou can | ose a reputation a | ot
when people laughat you,0 sai d Robert, filand
happened on Sunday! o

(

Sam frowned unsure why someone would laugh at their
company.

AWhdgid they | augh at us?0 he asked

AfBecause you put in a tender pric
was less than the cost of the paint! They joked that we

would definitely be getting the job because no one else

came close to us on pricel!o

The blood drained from S amdés face as he renmn
making up the figure.

AWho in estimating do | have to fi
i None,0 sai d Sam, il t was my faul t
get the price to me, so | had to ¢

Robert closed his eyes and threw his head back.

iSam, you know how tough things al
win jobs that we take a loss on ,and we candét afford
| aughed at. What am | supposed to

Sam had a sinking feeling in his stomach and began to
wonder how he was going to tell Penny that he had lost
his job. Robert looked at him for what seemed like an

age.

i Sam, we canot af ford any mor e
understand what | mean?o RP asked
fYes Robert, no more mistakeso he

slightly relieved.
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Rebecca was still absorbed in her work as he left. He was
determined not to let Robert down again as he returned
to his office.

Sam immersed himself in the next tender paying special
attention to every detail and thinking about what the
client would focus on and why.

He had a lo t on his mind and almost missed the email
from Bill James, inviting him to the seminar he had

mentioned before. Sam would have ignored the email ,
but something Bill said st opped hi m. The word 01
flashed into his mind. Bill had personally invited him and

the least he could do was to think about going.

The seminar was only an hour long, plus an opportunity
to network. It was during breakfast but if Robert could
network while playing golf, then perhaps Sam could do
this.

He replied to the email, accepting the invitation and

i mmedi ately felt better. Sam opene
tendersd file and began to wonder h c
give each one the attention they needed.

Some of them were not exactly their core business, but i t
was a numbers game of O6put i n many ar
up a fewbd. Or was it? What if there

relating to the customer? If they were relevant to the
customer shoul dn érélevanth toyhe workshey b e
tendered?

Sam diall emdmBielrl qhoping he woul dnot
intrusion.
ABill James. 0

For a second Sam didno6t know what to

[ I he sai d eventually iitos Sam
iend. I hope you dondt mind me call

-
- W
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fiHello Sa m. |
seminar, I

6m | ooking forwardheto
6m glad you can come al ¢
AThanks for inviting med Sam repli
about what you said about relevance and was wondering

if it works the other way? Should | be making sure the

work we do is redskedBlint to us?0

ASur e. It ma k e s  doe yosr estrerigths. Mawger k
you actually looked at what you do well and compared it
to the tenders you get?0 asked Bil

iiNot y
e

t, but | am starting to t
epli 0

e
d, fil just had to ask. o

-

iWel ler tlaicnly think so. Why do you

il am going to go through all the
the last year and see which really suited us ,0 said Sam.

AAnd then you are going to compar
against the tenders you are responding to right no:
said Bill.

AfYeds replied Sam.

AfAnd then what?0 asked Bill

APut more effort into the jobs we
succeeded at in the past and ma d
asked hesitantly.

AfMake sure you dig a bit wirkedper [
Spotting the right ones is easier if you really understand

why . I woul d probably ask t he
replied.

Sam hadnét thought of asking the c

AThatds a great idea. o he said, fi
you! o
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ifiSam, 0 cBhtlinued i f you can di scove
companies really buy you, then you have also found
reasons that people would pay more for what you offer.
You can move away from a price war and towards a value

proposition. That would be great for your margins. o]

AFrom the other end make sure you L
makes money. There is no point winning something to

keep the workshops busy if you are not making a profit .

The numbers always tell a story. Now f ree to call again if

you need me. 0

Sam thanked him and sa t at his desk digesting what he
had just heard. So this could be an answer to finding
more margin as well?

It wasnot g o i n gHe twould have te taleythe

6Tenders Wondé files home, which Penn
he had to find the time to do this. It was important for

the business and himself. Sam wasnot
about what would happen if he made another big

mistake.
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Chapter 7

Penny had not been happy when Sam arrived home with
the file. He was left mostly to himself and poured over a
notebook until he fell asleep. Sam woke early with a sore
neck.

Sam made himself a coffee and looked again at the clock
on the wall and decided to make one for Penny, it was the

least he could do after last night , and then he needed to
get an early start on the day if he was going to get to
Bill 6s seminar on ti me.

Traffic was not as bad as he had expected, though he had
forgotten to put the address into the GPS , so he nearly
got lost despite the fact he thought he kne w the area.

He found Bill laying out nametags on a table.

AiHel l o Bill, o Sam said reaching fo
fiHel | o Sam, great t o see someone
here early, o0 said Bill, shaking Sae
AThe traffic was much | igbuled béad
Sam replied.

ASo how is the family?0 Bill asked
Aok, 1 guess, 0 Sam replied, AJust wi

spend with them. o

AiBal ance in |ife is important, o s
need to make things |like sales re
have to steal the hours we should be spending at home.

Work hard on both those areas Sam. 0

61



Sam nodded. The way he was doing his job was stealing
hours that really belonged to his family.

AHow are you going with the relations
you are tendering to?0 Bill asked, w
arranging some printed articles beside the name tags.

Sam glanced at the title on one of t

Permi ssion. 8 Bill noticed him reading
AYou can take a copy i f you Iti ke. It
of asking permission. Very powerful once you get used to

it.o

Sam picked it up and scanned the pag

thought about asking permission too much and reading it
would give him something to do while he was waiting for
others to arrive.

fi Jst a thought for you Sam. See that name badge
t

here?o
Sam | ooked at t he suggested name a
Par ker , Seni or Designer, Par ker and

flashed a look of confusion at Bill.

I n response t o t he | ook, Bill cont
daught er of a family engineering firm. Even though she
has the title of Senior Designer , she has a number of

jobs, as happens in family firms. | know she is looking for

more work in light engineering, air conditioning and

refrigeration. She is also pretty new to the whole selling

idea. Could be a chance to get to know her and maybe

give her a few ideas in the sa les area. It is all about
contacts and referrals which do make

Sam felt it might be the blind leading the blind, but he
was also learning that connections counted. He thanked
Bill for the thought.
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A woman entered pushing a trolley o f cups and saucers

and everything needed to make coffee and tea and

positioned it along the rear wall. She plugged in a kettle

and a coffee maker and arranged biscuits on a plate,

which reminded Sam that he hadnét

ACoffee wildl he rsemadly Bsddn as if
his thoughts.
Sam smiled and nodded, and said AT

ifiWe are going to talk some more
Different people pick up different things as they need

them, 0 said Bill, iHow did you d
side of what you are doing?ao

Al am trying, o6 Sam replied. He ren
had said. Al did find out that our
CEOb6s of companies we deal with
Assistant knows most of the other EAGE sai d Sam.

AAndow i s that helping?06 asked Bil

i The CEA bBes name is Rebecca, offered to find out
the details of the contracts manager on the current

tender, 0 Sam replied.
iGreat! o sai d Bill, i And di d she
asked.

Sam looked a little  sheepish.

il havenot foll owed up with her, o
AwWhy havendét you followed up witdh
no-brainer, 6 sai d Bill, a smile stildl
guestion pointed.

fi have been too busy, 060 said Sam
sounded lame. i | have been chasing quot

sure we have accurate tenders. o
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Bill nodded understandingly. AYou kn

problem is?0 he asked.

ANot really, 06 Sam replied.

it sounds to me as if you are tryi.
carryingthewhol e |1 oad, 0 said Bill

Sam breathed in sharply, he wasnoét

response , and he realised that Bill was probably right.

Bill smiled reassuringly. il magi ne a
Imagine holding it on your own versus having even one

person help, w hich halves the load 1 how does that feel?

Better?0 Bill asked.

Sam nodded.

A h atdonght of it that way before. | need to get all

the help | can get, o he replied.
AEven if they only take a quarter 0

quarter less that you have to carry . Focus on using their
strengths and not simply moving stuff on. That way
everyone is at their most effective , 0 said Bill

It was so simple and  obvious that he knew Bill was right;
he needed to share the load and Rebecca for one could
help with th at.

Aln this day and age, Sam, you <can
business for the help if needed. Virtual Assistants can be

anywhere in the world, cost very little and are pretty

smart 1 although you do need to find the right one. | can

suggest a couple of websites if you would I|ike.o0o W
Bill excused himself and turned to greet the next guest.

His thoughts were interrupted by the next person

arriving , and he went back to reading the a
Permi ssion. 8
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The room slowly filled and Sam was interrupted by
numerous people who came and said hello to him , and
business cards started to change hands. He was pleased

that he had found enough in his jacket pocket for
everyone. Hearing his name called broke his thoughts. It

was Bill , and in a few seconds, he had been introduced to
Alison Parker.

AAl i son, Sa business similar to you but makes
some different componentry. He has been working in

sales and has a pretty good idea what you will find as a

light engineering company out there. | would sugg est a
cof fee some time. o0

The framing of why Alison would find Sam a good person
to talk to and how the coffee opportunity had all been set
up simply and easily by Bill was not lost on Sam. Open,

honest and simple . He turned to Alison and shook hands ,
and they fellinto an easy conversation about their relat ed
businesses.

A few minutes later Bill began speaking.

AHel | o everyone. Ther e i s no poi
since if you are here, you already know me and | know

you. | will, however, make you one promise today, and

that is that | wondét play my trumg

A ripple of laughter flowed through the room.

fi T h ges together is to say thank you to you all. Most of

you have used my service s or have introduced me to
people who have , and | consider this a room of friends ,0
said Bill.

Sam had wondered about where he f
sure he woul d be a cust grhetrhe emight Bi | |
recommend him to people in the future. In fact, the mor e

he got to know Bill, the more likely that seemed.
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Alt i s a given that you al | have [

without saying.o Bill |l aunched into
caught the whole room up. Al f client:
door you could add such value. When th ey turn up at

your door you can provide great results and solutions. If

only they would come. .. D0

Bills voice trailed off , and the room wondered what would

cC ome next. AThe rie adb yog lhave the o n
leverage to take your mastery to their world and interest

them enough, talk the right language, have the right
approach, and bring them into your world so they can
experience your mastery? If you cannot do that, what use

i's your mdletsikencehuny in the room.

Bill continued. fASo we construct pl ar
us make this journey possible. We build a bridge between

our mastery and our prospects to cross over and bring

them back. We call it a sales process. We all have a sa les
process, dondét we?0 asked Bill

The looks on the faces of those in the room indicated that
not everyone enjoyed their sales process and maybe
some of them did not have such a good one.

AAnd someti mes they work and somet:i
sometimes the y work for one person or a certain
personality type and not for another
paused and watched heads nodding quietly.

ALi ons arand dicksrare ducks , and t hat 6s t hat .
Some people can sell and some canodot!
case ? 0

Sam listened attentively determined to get the most he
could from the session.

ATher e ar e a few fundament al things
proper attention to them, you can start to make the sales

process more you, more comfortable and certainly more

effective ,060 sai d Bi |l
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fil mentioned that l'i ons ar e Il i on
before, and that may seem a strange thing to say, but it

is true. | meet many that wish they could hunt more like

a lion in the belief that it will make them better at sales. 0

fiwell, maybe it would. But they are not hunters and
never will be. They  have the ability to paddle hard in a
direction, to communicate, to ask intelligent and deep
guestions that lead to real solutions that serve the client

as well as the organisation. This is their strength. They
are ducks and should try to be the best ducks they can

be."

fi T hleons have that ability to boldly knock on doors and
also make the deal happen. They can close. But do they

sell what the company wants sold more than what the
client needs? They are usually very good at persuasion
and influence. "

AThe fact remains that we are wha
can move towards the skills the other persona has, we

fundamentally are what we are. We can enhance our

strengths and learn how to work with our challenges. The

four RO6s help us do this.

iwe all know about reading, wr i ti
those arenét the ROs | want to ta
are just as fundamentally i mporta
talk about them; is that ok with you?o0 Bill asked,

around the room.

Sam didndt notice himself nodding

iGreat! o said Bill, AiThis is abo
solid, pillars to build that sales process bridge on, that |
call the four RO&s. I'n all pgllearsj ous:

a bridge looks pretty unstable and unreliable. The good

news is that these pillars fit under any bridge you have.

You do not have to reinvent your sales process. In fact,
all sales processes do the same thing T give you a path
towards sales. "
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nAt 3 Bales c we often meet companies that are
going to throw out their sales proc ess and try another
one. But sadly they will have no better luck than the one

they already have once the novelty of newness wears off.

The problem is often that it has bee
Supermandéd and is being used by somec
ClarkKent. 6 A few | aughs met this comment

AYou see, it is not really the sales
us back. They all fundamentally work. It is how we are

using them thatis t he probl em. At O0Three Piec
work to add the missing pieces of your sales jigsaw. This

is the missing ten to twenty percent that will make it

work for you. "

Ailt is about al i gmwithnthe salésprocessu, ar e

so you feel more comfortable and able to use it. We add

who you are to the process and customise it to you, so

you can work with your strengths and be successful. So

you do not feel like you have to change and become

some 6sales dogd you dondt want to be

Behind Bill was a whiteboard and as he had been talking,

Bill had drawn a bridge span on it. Now he added four

pillars underneath the bridge. This is the bridge between

your Mainland of Marketing and the Peninsula of

Prospects you so would like to reach and attract. It rest S

on four pillars. Thése are our four F

AKnowi ng them wil/| show us what sto
successful today; itbés about aligni
works. It is about showing people, just like you, how to

adapt the sales process to suit who they are in stead of

trying to adapt who they are to the sales process. Guess

what T that very rarely works. Would that be worthwhile?

Are you happy with that?0 he asked.

Again everyone nodded.
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ATwo of the pi |, laadrtwo asereraotidnal.ghec a |
first one we come to is an emotional one called being
6 Re,aahdoi t is about being real t o wh

As he wrote Or eafdllé, Binl It haskKad,stfiW
say thesaesmmadd6 6what comes to your n

The same sort of words that everyone had come up w ith
the first time Sam saw Bill was repeated.

AfOkay, okay, | think we get the ic
From a young age, you start to create the code you live

by, and you have strict ideas about what you do and do

not want to be. But to do the job requi red of you, you feel

that you must become someone that you have just

described as being untrustworthy and a shark and all the

rest. It causes a real disconnection between who you are

and who you think you have to be to do your job. "

ABeing real eqdt;s itthbes cAs si mpl e a
spot fakes. When you put on this mantle of sales, you try

to become someone you do not want to become. At a

basic level, the customer will pick up that something is

wrong; you will betray yourself every time. You have go t

to be real. Take the sales jacket off otherwise things will

be strained and the customer will sense the falsehood

simply because you are nervous about it and they will

pick it up fast. Something will simply not be right. So for

yourselves and for your salespeople herebds an invit
Pl ease be yourself!o

Bill paused , and Sam looked around at the faces of those
attending, he had never seen so many people looking so
studious at a seminar, the message was undoubted ly
getting through. He wished his CEO could have been
there.

Bill continued, il f you are a bast
buy from bastards! o

Now people looked shocked!
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filt is true. Very brash and almost rude people make

plenty of sales simply because they are honestly

representing themselves to others. Here is the kicker
they donodt buy from bastards

nice; it feels false and j ust doesnét w oThek

falseness is far worse than the brash person being honest
aboutwhotheya r e. 0

fil can see some of you thinking that if | am a bastard,
some of the customers may not like me and then they

wono6t buy from me. Let me tel
they

who would never buy anyway;
they are not connected to you. 0

filf you are very sensible you pass those people on to
someone who they will connect to, to someone who can
be real in relating to them. Think of it as a form of pre
gualification. o

Bill paused for a moment before continuing

ALet me gi ve yexamplaofleingneal ira real
sales environment. | have done some work with an
engineering company , and they were having trouble
closing. They would explain all the technical stuff and
things were going well but when it came to getting the
sale, it just all fell apart. If you think about it, they were

giving them the 6informationd,

act! "

Al n real ity t he peopl e sel
admitted that they hated sales. They actually told me that

they hated having to sell. It just wasnét who

it is quite understandable, after all, they go to university
for between four and seven years and, as far as they

were concerned, a salesman goes and completes a SiX -

hour course,andt hat 6s it. o

ng
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Sam thought about what Bill wa s saying, he could have

been describing him. He didnot |
because to him it really did mean pushy people selling

vacuum cleaners and used cars that broke down as you

drove off the sales lot.

iSo when the engi neer ssalegmople and yi ng
close the deal, they  weren 't being themselves and it came

through. They had built a good solid understanding and

relationship , but when it came time to actually do the

business, the engineers felt awkward and nervous about

it. This simple act had changed the way they talked and

acted. They telegraphed that nervousness and the

potential clients picked it up and reacted by backing off. "

i You see, t he client does not h a
they feel that things are suddenly not going well, they
just have to react. "

AiSo we sugge iy leeihg horiest gnd real with the
customer and got them to say something like this "

"l spend 9 7% of my time looking after people like you ,

and | love doing that. | know what you need inside out,

every technical detail. When we supply you with

something , it will work perfectly every time , and if for any
reason it doesndt , | k nolwpefate w t o
flawlessly. But 3% of my job is asking people, just like

you, to buy from us. | am not good at that. | am just not

a salesman. If you are happy working with me on the

technical stuff, | guarantee you will be happy with the

solution we come up wit  h; but to be honest, if you expect

a sl ick sal esmands cl ose that 6s
polished or clever. | could simply ask you about what you

need and put thoughts and ideas together for your
consideration. We can modify these as you direct until we

create the solution you are looking for. Is that ok? Can

we work together |like that?o

Bill paused and you could have heard a pin drop.
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ATheir sal es went up 28% in 3 mo nt

customers donot l'ike beingWkeenl d eith
we asked their customers as we did in a survey, they said

they didnét | ike "eing sold either!
il would | ike to sheg-stepsplan® hedpi mp | e
you align your sales process. Would t

receiving a positive response, Bill continued.

A Fi r swork yhrough your sales process, mapping out
what the critical elements are. Second, circle any area

you are not really comfortable with that represents that
moment you have never been able to reconcile with who

you are. Then thirdly, work out how you can make the
process more real to you and get past those roadblocks
because you will find, every time, that is where the sales

are being lost.

ioOur second pillar is also an emotio
need to ORel ate6 to have a relationst
because emotions are 85% of the buyi
Bill, writing O6related on a pillar &
whiteboard and drawing a circle around it.

AYou wil!|l recall the example we hav
with the engineers, right? Maybe you can relate to how
they felt.

AfHave you ever presented a great prorg
been sure you have done everything right. You present
well and feel you have explained all the features and done

a great job. So you try to get a commitment , and they
say, 0 Bill | et it hang in the air f
continuing, Al ol l think about it! Ev e

Once again the nods ran through quite a few of the
attendees.

iMaybe it was because you could have
false persona of some kind or been nervous. But there is
also something else that could be missing.
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AfiMaybe they have received all/l t he
a logical evaluation , but they are missing the motivation

to act. Guess what? That is an emotional response.

iHeeds the thing folks; the heart
Dal e Carnegie said that a |l ong ti
today. o

Sam thought about the hiking boots he bought last year,

he remembered thinking, 6t hey mak
hi k eanddalso that the price was high, but probably

worth it since they looked so good and made him feel the

part.

AThere is another adage we have p
buy from those we |like and trust'
them to reinforce the message.

ALet 6s atlsonwething like using the services of a

babysitter . If you are a  babysitter , how can | trust you

with my children, which is a very emotional thing, if |

dondt think they are going to be s

AiHow can | trust you wli t Hom§t bturs
you? Is there any difference? In this modern era, we
donodt al ways t hink of things I i
important. So you must relate to the people you want to

do business with, you must have their trust, you also

need to make a connection at an emotional | eve
As i f wa s reading hi's mi nd, Bill
tendering for work, treat the tender as your customer.

ltdés a bit |l i ke the nurse at t he
mum as the hip replacement in bed
lovely Mrs Jamesd in bed five. Whi ch
you?o

Sam smiled, even though Bill had taken him through this
before, he was really enjoying the different approach and
presentation style. It was making him think and feel more
confident by the minute th at he needed to get these
fundamentals right.
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AYour c u s havemea rméx of emotional and logical

reasoning but the most important  reaction every time,
the one that is set in moments and without any logical
reasoning , is how they feel about you and your of fering.

It is the emotional response.

AEven the most | ogical person is rul
instinct. It is how we are hard -wired . This is the frame of

reference, positive or negative, that the rest of your

information passes through and is received and
perceived. 0

Bi |l paused for a moment . il s this
continue to the next pillar?d Bill a
Agreement was unanimous.

ASo | et us mov e on t o pillar numbe
logically based and is all about your reputatio n. Can you
deliver the goods?d Bill filled in tt

the leg of the bridge.

Bill looked around at the faces in the room as if waiting
for a response, but there were none.

Al of y O were buying a photocopier, v
Xerox or a Zoowambha?o Bill asked
AfWhat 6s a Zoowamba?0 someone behind &
AExactly!o said Bill. AWoul d | be r
would all steer towards the known name with a reputation

for qu ality? "

AWe have al |-uscempanies, ina fatt, we have all

probably been approached to buy from one , and we have

all probably seen them losing business to established
competitors who charge twice the price. Why is that, why
are people willingtop ay twi ce the price for thi

Bill paused before continuing.
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iltds because there ar envithod gtaetni no |
up. Their reliability isnoé6t known.
will be there to service the equipment they sell, or even if

they can deli ver or, worse still if they really know that

what they supply, will meet your needs. "

il n maituations , twice the price from someone well

known is worth it, just because you know that what you

get is what you need and that it will perform reliably. In

ot her words, they are reliable!o

He looked around the room.

AiCan | rely on you? Do twochpthatave t
says, 6trust me , ?' Nourwepltdtion avid | i ver
precede you. What does yours say about you? Do you

have the right case studies and the right testimonials?

Are you reliable?

Alt comes down to your | evel of e
The first is your level of commitment. It is simple. Will
you commit to doing what you need

The audience looked comfortable with this idea , so Bill
continued.

ANow | know you ar e thinking t h
commit to being reliable , but when it comes to the tough

situations, will you REALLY commit ?

A Wil | you be honest when they as
dread, or will you take the easy route and smudge the
truth? If you face up to it and are honest , it will label you

as an honest person. o

A hand went wup in the audience. fi
if it cannot do something that they need?0
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on

ALet 6s be honest. You coul d. But i
provide a real solution that will do the job well? If you sell

someone something that does not work, will they thank

you in the long run? Morally, should you sell something

that will not do the job?

AfOne reason people dondt Il i ke being
feel it is where liars and cheats live. It is about bein g

pushy and less than honest. But it is you who decides

how you will act with a customer. You decide what is OK

and what is not.

A Do not pbshoverm because you think influencing
someone is a bad thing. Remember that we all influence
someone every day for some reason. It is about doing the

right thing for the customer, the organisation and
yourself. If you know your solution is the best one and

that the client will be better off for having it T then fight
for it for all the right reas ons. Crusade your cause
because selling is much easier with enthusiasm and
conviction.

iAre you doing your potenti al client
of f and | etting an inferior solution
let that question hang in the air for a moment.

fiBut if you make a promise that you cannot keep, what

wi || happen to your reputation aroun
waited as the audience answered the question in their
own minds. il f you are only interest

which shows a very short -term approach, then | guess
you might be a little less than honest. "

ABut the real value in a relationshi
people come back time and again and repeat the
purchase cycle with you. "
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A Wil you do what you are afraid
reliabil ity and safeguard your reputation or will you stay

within safe bounds? Imagine the impact on a client when

you fight a good fight for them and go where others have

not gone on their behalf. "

AAn i nteresting concept worth thi
do not even have to win that fight to show you are

reliable and willing to go into battle for your client. They

will note the integrity and effort , and it will not be

forgotten. o

After a pause to let these ideas sink in, Bill continued.
AThe second k elgvel of sfollow dahwough. For
instance, if you say | will phone back in ten minutes, do

you? | f you promise to  get that quote to  them by 3 p.m,,
do you? "

AfOne of the most i mportant aspect
doing what you say you will do and following up is quite

possibly the most important aspect of this. Keep your

promi ses. We have al l heard t he
promi se and over del'iverd6 havenodt

Bill smiled at his audience.

il know from my experiences with
are reliable, but does your customer know that? And do

they feel that way when dealing with all your people?

AYour reputation for reil Thadbti s t yh
third pillar for us to build on. 2o

Sam felt a moment of discomfort. He certainly put plenty

of proof into the tenders he prepared , but he could not
honestly say he had made any commitment to going the
extra mile of following up. He sent the tender in and just

went onto the next one, hoping for success. Something to
think about indeed!
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AiThe finadls poielilngr Rel evant, ¢ said Bil
turning to the whiteboard and adding
to the diagram of the bridge.

AfiLet me explain it this way. | magi ne
busy company. You have a lot going on and never seem
to get home before dark. Your time is precious , but you

grant me a half hour appointment because my company
has a good reputation and you think | may have
something of interest to say. "

ANow i magine if | walk into your off
about your b ww impressed @adyouhthink you

would be? Seriously, woul dnodt you e:
than that these days? Especially whe
some fact finding with the internet,;
someone coming to sell something to you has done some

research? Of course, you do. Woul dnobt you say
@tleast j ust go and | ook at our website?
Sam felt a pang of worry, he certain

research on his customers, he had just treated the tender

as the customer; he resolved to fix that right away. He

also remembered a number of calls he had made to ask
questions, somewhere the answers had been in the
original brief. Talk about a lack of research and
preparation! He wondered what sort of impression he had
made , and the tones of the people at the other end of the
phone came back to haunt him. They had not been

welcoming.

AThe secret here is doing your rese
continued, Al f | wal ked into your b u
he paused and pointed to Sam, i Sam
about your business, | can tell that you want to expand

your business and | wondered if there were some

challenges you had right now that might be stopping
that?"
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"You could be at maximum capacity, your people are

stretched , and you might be finding it hard to get more

out of them to build the business. When people are under

pressure , you never ge t the best out of them so it would

be no surprise to see mistakes creeping in, costing you
opportunity and revenue. If there was a way to help

make your people 20% more efficient and steam line your

processes so they could get back on top of their day and

start to win those deals again, would that help? Would

that be worth 20 minutes of your t

fiDoes that work?o06 asked Bill, fi Wo L
Do you think that would be relevan

Sam glanced around the room and saw people nodding ,
and then he noticed Bill pointing at him.

AAnd when you thalekhe coarag&Sta m have an
opinion. It does not matter if you are right or wrong, but

an opinion creates a conversation with real depth and
meaning to it.  Something with substance. Either ~ way, you
generate a deeper conversation that is valuable and
builds your reputation. "

Ailsnét that better than, Let me st
and please pick the one that suit
he said it and Sam found himself doing the same. "

AYou want people to think that y
doing is relevant to them? Doesnodt
Once again the audience nodded in chorus .

Alt al l comes down to the researc
are willing to do beforehand. Knowing the industry, its

challenges and what is changing, and then providing
solutions that challenge and solve these issues. "

AOk, those are the ,tamdothat corgludesa | pi
our set of four. "
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AfSo today we have | ooked at the four
to build a s olid sales process. We said that ducks are
ducks and lions are lions. | hope we have realised that it

doesndt matter, as |l ong as the sales
are being real. Remember a bridge with strong pillars is

more stable than one with even one pill ar missing. o0

Bill became very still and held every

AThank you
for out of

or |listening, but did yo
hat ?0

—

Mur murs of Oyesd trickled across the

AHowever, we need to cement these i
one we will  work on first. Please turn to someone next to

you, in threes is okay as well, and share something that

made real sense to you that you would like to put in

place. But there is a catch here. | will be asking you to

make a public commitment to that action an d ask you to

swap numbers. You will be checking in with each other in

a week or two to see how you are doing with your

commi t ment . 0O

Sam felt like clapping; this was time well spent and his
mind was buzzing with ideas. He knew the drive back to

work was go ing to pass quickly and he knew exactly what

he needed to do.

AHI Il 6m Jack. So what did you get
turned to see a middle -aged man holding his hand out. It

was a good question. There was a lot to consider, where

should he start?

One thing was sure. Start  he would.
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Chapter 8

As Sam walked to the stairs that led to his office , he
noticed the pipe that Raj had been upset about was
starting to look like the drawings said it should. Still, with

more people working on it than there should have been,
they would no doubtlose money on the job.

His in -tray was full again , and he felt his shoulders sag
when he sat down and looked at it. How could he
possibly move forward with tenders worth having when

he was drowning in a sea of other tenders ? He stood up
and took a deep breath; he would have to talk to Robert.

fiHeds not in, o said Rebecca,
computer screen.

bar e

AfiDo you know when heds due back?0

She shrugged, fiHeds in the city. T
i Thasnkd he said and headed to esti
The door to estimating flew open and he almost walked

right into Bascar.

fiBascar ! Just the man | want to see, 0
i hope ités not about the esti mat
the moment. 0o

fYes, it iid,] wlan hwave them for me
AWhen Rod stopswag+indi qmgomesdt o do.
AHave you done any of mi ne at

desperately hoping the answer woul
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i have started, but have you any id:¢
especially with steel prices bouncing around so much and
suchlongleadtimes onsome sections?0

AiDo we need to be that precise? Canoét
Sam asked, hopefully.

iYou mean guess?0
ANo, but surely there must be a qui
these?0

AWith the variety of tenders we pitc
unique , sot hey dondt have much i n common
ot her . 0

>
>

e you heading out? When can we tal
this out, 6. said Sam

il am going to get a coffee because
estimating. | have been at it since six this morning and

just need a break. Why dondét you get
tal k, thereds no one in the lunchroon

The thought of the pile of paper waiting for him told him
he di dnot have time for coffee, but
estimates done was even more urgent , SO Sam agreed.

Just like Bascar said, the lunchroom was empty.

A dondt usually stop Bascarbr é@8kitt i mes
dowhen | really need a break. 0
Al can identify with that! o said Sam.

He had come to think that the weight of the business was

all on his shoulders but here was Bascar who was under

just as much pressure as he was.

Al dondét know about you, but | have |
said Bascar .
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il am exactly the same, but t he h
we seem to go backwards. o

fi know, have you noticed how ol d
days? Somethingbds got to change. o

Sam thought about Robert talking to the bank and that
sinking feeling came back. What would cause him to be
called? Could it be that bad?

If it was, how would they survive if the company folded?

Jobs were not growing on trees right now and how
sellable wa s a salesperson who is coming from a company
that failed for lack of sales? Would they have to move to
follow opportunity, the children uprooted from school and

taken from their friends? And what about Penny? She had

spent half her life here so how would s he cope? He
pushed the thought from his mind.

AThere are just too many quotes, (
the problem. o

AfRobert would say thatds the oppor
fiwell, he is welcome to jump into the chair next to mine.

He wondét get sdaraasteddhis chinBrahis hands.

Al just donot know how much more
Maybe | should | ook for something
Sam coul dnét stop the grin appear
brought a frown from Bascar who s
very funny . 0

Alt isndt. l'téds just that | was fe

They both laughed at that.

fiSo what do we do?0 asked Bascar,
found someone to talk to.

nGet rid of half the tenders, o sai
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13

We | | that s your | oWwhocrgateswokr e t he o
for me, you know. 0

1

Apart fromi bhquwakk, 0 Sam reminded h

AAnd we are getting a | ot of those
believe we are even bothering with such small jobs, we

d i d rugetto look at anything under $150,000; now we

are quoting jobs worth $3,000 which just eat up my

ti me. o

AfBut they candt take much time to do
much, 0 said Sam.

ANo, but they need to be done i mmedi
| am constantly starting and stopping quotes on tenders

for you, which means they take twice as long. And just

because it uses less material does not mean it has fewer
components. 0

il h @eerethinkin g we need to concentrate on tenders

where we have some speci al expertis
said Sam.

A can tell you right now gethd ch ten
said Bascar, fAiAnyt hing where we have
materials we donét us u atee that wes e . I wi

either have to pay premium prices for the material to get

it in time to meet the tender delivery requirements, or we

have to buy a minimum quantity which is more than we

need, which | have to build into the price. We can never
compete with peop le who work with it all the time and
have it in their own stores. o

Sam sat back in his chair. Materials were not a big part of

hisworld , and he hadnét thought adbhigu t it a
factor.

A thought surfaced; it was about being RELEVANT. They

certainly wer enot being rel evteytwereo anyon
tendering for jobs where they clearly coul dndt compet e!
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And what does that do for the cuc
them when they keep tendering high? That destroys any
prospect of them being seen as REL IABLE.

AWoul d it take you long to tell
speci al materi al requirement s?0 Sa

Surely that had to be a big negative drain on their limited
time? Not only that, but the client would be expecting it

to be too dear before they even opened it.

AEasy, | can do that in about fi ve
AfCan you do it right after we fini
AJust for you...0 Bascar paused,

Sam felt an imaginary  weight shift a little on his
shoulders. Was it better to get the numbers up or focus
more attention on the ones that they could win and that

were more profitable?

The answer was obvious. It would take some bravery to
go with it.

This was something tangible; now all he had to do was
justify not submitting the tenders to Robert.
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Chapter 9

AHal f! 0 said Sam, incredul ously.

He had expected that some of the tenders would have
special materials, but not half.

He was sitting in the lunchroom with Bascar.

AAnd | only included the ones whe
of the cosBassar.0 sai d

Sam swallowed, how was he going to convince Robert
that they should reduce the number of tenders by half?

Bascar could see how shocked Sam was.

AfBut the good news is that if we |
| can have them done a week before they ar e due in,

except for the first couple. We are already behind on

them , but | can meet the deadline fort hem too. o

One big breath |l ater Sam said, ALE
He didnot have much choice. He r ec
options that instinctively felt like it would make a

difference. Things had to change.

The only other alternative would be him getting the
quotes late and then having to rush things together to get
the tenders in on time.

Sam took a deep breath and ran over his argument as he
walked up to R ebecca to ask if Robert was in.

AfHeds not seeing anyone, 0 she sai
his mouth.
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Al | he could think to say was, fioh. o

She stared at him as if expecting more. All he could think

of was that t his wasnoét a good sSi ¢
yesterd ay. AWhen wil/ he be available?b0
ATry Monday, 06 she replied.

He returned to his desk with a little voice of concern

whispering in his ear, distracting him and making it hard

to get motivated.

And then another of those little ideas popped into his

head. They keep coming once they started and this one

had some potential. He picked up the

know you are busy but can we catch up
The lunchroom was empty.
ifAre you sure we can do this? Bascar

AfSometi mes értté sask doa dorgiveness than
permi ssion, 0 he replied, not feeling
his words suggested.

They had all the tenders spread out on the table in front
of them.

AWe know what tenders to pay attenti
already sent for quot  ing, we just need to quickly get this

lot into two piles so | can get some forward visibility on

what we are putting in,0 said Sam.

It only took them half an hour, which was good because
the lunch break buzzer went, which meant the room
would soon fill wi  th noisy people.

Sam put a sheet of paper between the two piles and
dropped them back into the tray he had carried them in.
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They both felt happier as they left, feeling an unusual

sense of getting things under control. At least now he
would have a bigger number of tenders that he could tell
Robert they were putting in.

He made up a list of all the tenders and emailed the
company names to Rebecca, asking what contacts she
had for him at those companies. He was going to do this
properly , and make sure his  bridge had all the support it
could get.

Several hours later, enjoying a rare feeling that things
were somehow better, he stretched in his chair and tried
to work some kinks out of his shoulders. For a moment

he closed his eyes and tried to relax. As his mind stopped
churning through everything he had to do, he realised
that he hadnodt had | unch or even

straight in his chair and opened his eyes, ready to walk
down to the shop on the corner of the block that doubled
as a food takeaway.

13

Sl eeping?0 asked a voice behind h
A chill gripped his stomach, it was Robert.
AiNo, © he replied hurriedly, fJust

il just spoke t o Rebecca. She t
contacts for a list of companies we are tendering to. | was
just wondering what you were planning since | deal with
these companies at a high |l evel .0

fRebecca knows key people in thoce
deal with the people handling the administration of the

tenders , and | thought it might be useful to get to know

more peopl e. 0O

Robert sighed and shook his head.
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AWe have trouble gettingamdeypouder s i n
want to spend your time getting to know more people? |
have to wonder where your priorities

Sam opened his mouth to speak , but no words came out.
Was this really the right time to talk about Relationships
and the R6s that he had | earnt from

to and changed the subject.

iwWwe have a good forward I|ist of pros
said, handing the list he had just finished to Robert.

Robert scanned the list and frowned.

il donoét see the Dockrell tender . o

Sam knew exactly where the Dockrell tender was, it was
in the pile they were not going to reply to.

He took a deep breath and decided to tell Robert.

i We h abeem trying to segment tenders in terms of
their fit with what we do well and the ones that are most
profitable. Dockrell is a big tender, but we have to
subcontract a lot of plate rolling and painting out , and
that leaves almost no profit, especially if we were to go in
at a price where we have any chance of getting the

wor k. o

1

So you arendét even trying?o0 said Rob

ADondét you realise that the bank | us
and that gives them confidence. Lower cash flow equals

lower conf idence, and that means no extension of

overdraft and no business! o

ABut if we keep tendering the way we
up some jobs , but we arenodt getting the ones
suit our capability.o
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So what you are saying is that w
endering?d said Robert.

—

AfYes! 0O

iSam, as Yy oluencauragewnnovative thinking but

there is a time and a place for everything, and the bank

breathing down our necks is not the right time to change!

Tendering is a numbers game, you know how | feel about

that, 0 sai d Robert, repeati ngdozensat S
of times before.

AYes, ,bu itds about getting the F
Looking at the ones that work for us, not projects that we

have to kill ourselves to do and then make very little

money. 0

He knew he was talking Robert at a head to head level ,
but he really did not feel that he had a choice.

ifiwWe have been doing things this w
years,andit has worked for wus, 0 said

AMaybe it did when we had five pec
tender s i n, but now we dtargefed , S 0
approach, 0 defended Sam

Robert nodded slowly , and Sam felt a tiny bit of relief, he
seemed to be getting the message.

AThings have changed, 0 Sam conti ni
Relationships and being Reliable and Relevant to our
customers. o

AThenly 6RO | am interested in, i s
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iAnd that 6s what you get when you
Relationship , and you are Relevant and Real to your

customers. When we put in tenders we clearly are not

suited for, we break most of those , and that means we

donét | ook good when something we ar .
along. o

Robert nodded again, but his eyes were glazing over as
he interjected, ALook this all/l sounds great,
have so many hours available , and we need to survive !0

i Wh i c lwhyil split the tenders between those that we

might real |y want and oSamesewrtedke donot ,
Robert fell silent for a moment, iSo why don6t we jus:
in high tenders from the ones we dol
iwe might still pick up a couple. o

fi B uit takes time away from making sure we do a great

job on the ones we want , and it positions us as a high -

cost option in the minds of the people reviewing the

tenders, which might stick in the future when they look at

tenders we really want to get. It also wastes their time,

which isndédt very respectful. o Sam exp

Robert looked less than convinced.

il d oknodv tif we have time for all this relationship

stuff,d Robert said, nodding at the |
given hi m. AfWe really need results!o

AAnd thatdés what | am aiming at, 0 sa
hard as he realised this really was his neck he was

sti cking out.

Sam took a deep breath and ventured
get all the tenders in AND do a good job on all of them. |
have to pick the smart ones and give them my best shot.
I am sure that is how we can get the

More silence.
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Finally, Robert replied. iLetds hope vy
just your job that you are playing

Robert left as Sam sank deeper into his chair, any
thought of lunch evaporating. This was it; he had to make

this work. He felt overwhelmed. Could he actually
manage to do this? He would just have to work longer
hours. He would talk to Penny, she would understand;

she would have to  understand .

The phone rang. He usually answered instantly, but he
just stared at it for a long moment, before finally
answering.

It was the contracts administrator for one of the tenders
he was working on.

ifiWe have a new issue with the drav
some changes. | will mail out the drawings , but it will be

a couple of days before you get them. Just letting you

know in case you want a copy sooner and can pick them

up. o

Al déll pick them up, 6 Sam answered
AGreat, I 61 | emai | you the addres
them, 0 said his caller.

AEXcuse me, o0 said Sam with a sudo
arrange for a courier to pick them

ANo probl em. I wi || emai lthemota t he
ask for Sandra Jennings. 0 He hung

He made a mental note to ring them back and confirm
arrival as a contact point.
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Sam was quietly  congratulating himself on being time
smart when a ping indicated he had email; it was a list of
contacts from Rebecca. He was impressed with how
quickly she had responded.

It was a good looking list with little notes attached that

told him special inform ation such as the General Manager

of Procurement was the son in law of the Board Chairman

or that the EA to the CEO was the Captain of their local

netball team. He smiled at some of the notes; though he

wasnodt sure how useful some of them w

He wo uld have to buy Rebecca some chocolates to say

thank you. The information had him feeling much more

positive. He scanned down the list looking for a contact at

the company that had just called him. She had listed two;

Martin King, who was EA to the General Manager and

Estelle Rohan, who she listed as strategy coordinator. He

wasnot sure what that was but made
before he picked up the phone to call them.

He got through to Martin on the first try, very different

from when he had previously tried to get hold of general
managers.
Some of Bill 6s advice hadohewasf aced i |

prepared when the phone was answered.

iHel |l o Martin, Rebecca suggdebted |
promised her | would. She suggested a meeting would be
beneficial to both of us as we work through the jobs we

are looking to do together. | will be in town tomorrow

and was wondering if you have a few minutes so | can

introduce myself. | promise to keep it brief , but | have a
coupleofidea s t hat could be useful .o

They agreed upon a time and Sam was left wondering
why he hadndét donHe washmasterowhtor e .
know it would not work all the time but he also knew it

would never work if he did not ask.
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He then dialled Estelle , and after getting the introductions
out of the way and her asking how Rebecca was, he got
to the point of his call.

fi am going to be in your buil din
and Rebecca recommended you as the right point of
contact to make sure our strengths matc h your goals and

requirements. | want to make sure | am not going to
chew up your time on a proposal that is not going to
match up. o

She said that made sense and readily agreed, suggesting
they could go for coffee in the staff canteen. He had been
relevant to her , and it had shown.

When the call finished, he sat back smiling, he was killing
three birds with one stone. It was possible this stuff  really
worked.

Now all he had to do was talk to Penny.
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Chapter 10

Sam almost walked right int o Art as he came through the
door; he was preoccupied and not really paying attention.

He had been too busy to think about Art or the accident
much , and it surprised him to see that he was back at
work.

AfHey Sam, thanks for taking me to
appreciate it.o

Sam snapped back to the present, iGl ad t o see
backheorepl i ed. He | i ked Art , even

much time to think about him after the accident.

Alt has real |l y nnkadaea b onuet twhhiat 6 s
important in life, you know, my family, stuff like that. The

doctors say | am going to be fine, light duties right now,

but back to nor mal in six weeks o
up his hand, which was still bandaged.

The mention of family and what was important stuck with
Sam; he had spoken to Penny last night ,and i t hadnodH
gone well.

He knew he had approached it poorly. He had started off

with talking about finances and how they needed to talk

before making commitments like the b races Jess had

gotten only the day before. She had asked him how he

could deny their daughter such things , and he had tried

to say he wasndét, but by then it v

He should have said that he was worried about work and
whether he would have a job in the near future
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But what Art had said kept coming back to him. Sam
grabbed the brochures he had come into work for and
decided he needed to talk to Penny. He would drop in and
have lunch with her on his way back from the city.

Martin had surprised him. He was used to EAs being
tough -minded , super organised women and not at all like
Martin. He was older than Sam had expected and wore a

suit.

Sam started by explaining that he appreciated that part

of Martinés role was t dme-tastmg d hi s C
nonsense and that the insights from this meeting would

make the time spent going through the RFP relevant and

worthwhile. Martin agreed whole -heartedly.

Before he left, Martin had introduced him to the CEO who

just happened to arrive as he was leaving . He was

introduced as being from Robamdtttt€EQ ompany
asked how 6t he ol d s usca reistamcas goi ng
evaporating. He had asked that Sam pass on his best

wishes and to remind Robert that he was still waiting for

a rematch.

Sam left with a rare smile and feeling very confident .
There was something  to this relationship idea and how
much they mattered. It also felt good to actually connect

with the people Sam  usually only emailed.

He arrived almost exactly on time to meet Estelle, the
strategy coordinator. He was ushered into her office just

as she was finishing a phone call and waved her hand for

him to take a seat.

iSo what are you trying to sell me ?
after they made their way down to the empty staff
canteen.
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iNot hi ng, at |l east not today.to he
made sense to explore the synergies between our

companies. Also, Rebecca said it would be good for me to

me et you and that was good enou
brought a smil e t onthls wayl lvealeson f ac e
the same page and can get to the relevant points if we do

|l ook at future options. 0O

The smile remained , and she seemed to relax, satisfied
with the answer.

AYou wonot believe how many peop
hings they want to sell! It gets

—

il wonot promi se that witwinel bunéver
can try and make sure it is relevant to you and the

organisation ,060 Sam replied. He weeghe gr at
slight smile stay on Estellebds fac

Relaxing back into her seat, Estelle told him that her role
was to link projects and departments together throughout
the organisation to ensure that no opportunities dropped
between the cracks.

AA bit | agikgethe mulzEite space on an organisation
chart, o she explained with a smile

The analogy made no sense to Sam , but he remembered

a comment about personalising the conversation and
decided it was time to be a | ittl
sounds like a role you enjoy and one you seem to take a

great deal of pride in?o0

APeople say | can be a bit too or
think things need to run like clockwork, or we just waste

time.d Estelle recounted sever al €
time and effort  could have been saved if a little more

thought and organisation had gone into a project before a

6go buttond was pushed.
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ASo is your company one of those tha
anything if there are dollars in it?2¢

Sam found her directness as refreshing as it was unusual.

He laughed.
AWe used to, 0 he replied.
Al | i ke honesty, 0 she said.

fiAgreed, 0 he r eRolri euds, ift 6s about being

pretending to be what we areno6t. o

She asked what they did well and Sam gave an honest
overview, including some areas they had real strengths
in. She seemed impressed , and he could almost see her

ticking off boxes in her head. They talked for longer than

he had expected. Sam made an effort to stay both
relevant and real, though he caught himself a couple of
times slipping back into his old habits. He noticed her look

at her watch.

ioOur t i me tihas baep . worthwhile meeting you

Sam. It 6s refreshing to meet someone W
things directly relating to the tender and not wasting my

time. You have no idea how many hours | spend reading

through tenders that woul d never wWor
like the person writing them had not even read the RFP

document! o

Al would |like to avoid falling into t
time and effort i f I could. o said Sar
touch base for clarification occasionally if needed, to

avoid wasting your time and effort?o

il guess soO; as |l ong as | am not di ¢
else too much. | am happy to stay in touch for such
things, o0 Estelle said as she stood up
ALi kewise, 0 he replied, meaning it.
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Al ast thought occurred to Sam. i
been great. If | was to get her a small thank you, what

would you suggest?0 Surely being
here to didnodot it?

On the drive back to the office S
he felt better than he had in a long time. This sort of

approach t ook effort, b u tenergyt wa
required to race against the clock to do a bad job just to
get a tender i n. It was an invest

mind making because he knew it would pay off.

He went through a  checklist in his head. He had been real

about himself and how the company had approached

tenders in the past. He kept the conversation relevant to

Estelle and felt he had added to
reputation for reliability at the same time.

The Ro6s could be i ewrday adivwyd i nt o F

When Sam arrived back at his office, he hardly noticed
the stairs, which were usually a solid climb. He turned on

his computer and  noticed the orange light on his phone
that said he had mess ages. The first was from Penny
asking him to get some milk on the way home. The
second was from Art, which surprised him since he had
never left a message before.

6Hey Sam, this is Art. | just want
was talking to a friend who is a n engineer at Reibelt

Industrial about the fiasco with the pipe. He said they

were having the same problem with a pipe which was just

delivered to the site, but they d
to fix the problem. A possible job here, it all helps to pay
the bi | | s; 1 61 1 emai | his details toc
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Art was right, every bit help ed T as long as it was the

right work with the right margins . Sam opened the email

from him and immediately called the number. Ten

minutes later he was back in the car heading to a meetin g

with Joel, the site engineer. The site was close so Sam

could afford the ti me. He hadnoét h a
Reibelt, though he knew they sometimes tendered on

similar wor k. Sam wondered why they
equipment to fix the pipe.

Sam was five minutes into the trip when he realised that

he should have spoken to Rebecca, to see what she knew

about them. Here he was, going to meet a company and

he hadnot even taken the time t
How on earth was  he going to be relevant if he d i dnodt
know the basics? He called Rebecca, who answered on

the first ring.

o | o

fiHello, Rebecca, sorry to trouble you, but | was just
wondering what you know about Reibelt

Her instant answer told him he really had messed up by
not taking a few  minute to talk to her first.

AKevin Reibelt is Robertds w
muc h contact bet ween t hem, t
Christmas card list. | guess the fact that they are in the

bottom of the South I|Island probably a

i feds ¢
hough h

AThanks for the introduction to Mar:t
meetings went well from my point of view , and they are
great contacts. You really helped. Th
Rebeccabds tone softened. orfeMiees . Estel
email saying you talked sense. You seem t o have a pass
mark with her, which is rare enough, so job well done. |

am happy to keep firing the information if you keep
making a good impression fort he company. o

AiCount on it and thanks again.o
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He made another call to Art and gained more useful
insights about recent jobs and other areas that his friend

had recently been unhappy with. There seemed to have
been a pattern of being let down by the manufacturers

and suppliers they had subcontracted to in recent
months. He would have to make sure he wo rked with this
when he talked to them today.

It struck Sam that he was probably more realistically

prepared with those two calls than a lot of other times he
could recall. He coul dnot hel p bt
those calls might have gone if he had taken the extra

time to find more information than you see on the
website . And it only took minutes to do.

On the return  journey , he reflected thatt he meeting had
gone well. Sam opened by reconfirming that Art was the
common connection for the  meeting and had mentioned
that the two companies were connected through family

which immediately established some trust.

He then laid the idea on the table that Art had talked

about the troubles with the pipe and that he was there to

help him and the company if possi bl e, cmpafyamds
had the equipment and expertise to possibly add some

value.

Joel explained that the pipe had been imported , and they
intended to splice into it on site, but that was almost
impossible given the many flat spots and the distorti onon

what was supposed to be a circle. Reibelt had been
pushed by the customer to buy the pipe from a cheap
supplier, so they had delivered it straight to site, rather
than via their workshops where they might have some
chance to force it to fit.

i agatting it in the ear from management as it is

holding up the works and costing us. If you can get

started on it quickly , | donbéwhysdge shoul dnét b
that does the job.o
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i appreciate that you reald9
you could find but  we will always be competitive and |
think we can accommodate your timing and deliver a

circular pipe back made to the right dimensions . That will

stop mor e costly hol d upbs on
attention from management.

fiwe will have to get it delive red to our plant so we can fix

it, o said Sam, already imagining

poor crew who had to do the job.

AfThat | can do, o0 Joel replied.

know anyone who could paint it before it comes back; it
was supposed to be epox y primed and painted, but
somehow it arrived with just a scratch coat of primer on

it! o

il do actwually; | will get them

AGrewe candt afford any more,dodel

said Joel.

Sam concluded by saying, fiehdee |

down by people making promises they could not keep.
We need to keep our reputations clean. | will do my best

to work this through as quickly as possible. If there are

any complications at our end, | will contact you right
away so you can work with us, but | think we can handle
this for you. Fair enough?o

Joel gave him a smile and a
sounds great. Extra time if something does not go

according to plan and an honest cal | would make a

refreshing change. Thanks. 0

Sam said his goodbyes and headed straight to their

painting contractor. He hadnoét
he knew who they were. On the way , he called Art at the
factory and warned them that the rush job was coming.

They were less than happy , but he explained it was fast
money and they appreciated the need for that right now.
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The painting contractors said that business was quiet and
they were grateful for the referral to Joel. They
complained that they were finding customers requesting

complete jobs quoted and so when they found work, it
was often not possible to be a realistic option for the
client. A light bul b we nand bef f i

arranged to catch up with them another day to talk about
the work they were finding and possible ways of working
together.

He |l eft with fiOne good turn deser
find jo bs and bring them to us, we are happy to work with

someone that can tie up the ends and make it happen as

well , o0 still ringing in his wears.
the dots , and it felt at a basic level like it was going to

work.

AFor you, 0 said Speanutslglctomiatean t he

Rebeccabs desk. Estelle had said
weakness for Rebecca, fiyou saved my | ife wit
Rei belt, thank you. o

AAnytime, 0 she replied, before gc¢
was do ing.

He went back to his office via Art, who had already
started to schedule the time they needed and wanted to
know when he could expect delivery. Sam gave him all
the details he had including the need to send it to the
painter as soon as it was finished

He spent the rest of the day putting a decent amount of

time into the fewer amount of t el
like it he would get fired ,but i f he di dnéahance,ak e
they might all be out of a job anyway.

He found some things e interpret andl dn ot
phoned the company involved. This time he made sure

they hadnét sent out any revisior
guestions.
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He made the point when talking to them to tell them that

he only wanted to make sure that he was giving attention
to all of the parts of the project that were important to
them because he knew how wearing it must be to get

non - conforming tenders that you have to read anyway.

He was sure that by the time he hung up he had all the
information he needed and they knew he was taking the
tender seriously. He added the tend

to his client management list and the fact he was off to
his holiday home for the weekend.

He was pleased when he finished the last tender for the

day. It felt like he had only done half a daydés wor k, even
though he hadnodét stopped since he | e
had to do was remember to get the milk and today would

be a good day.
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Chapter 11

It had been two months since he cut back on the number
of tenders they submitted, he had visited every company
involved, making sure that he was introduced by

Rebecca, wherever she had contacts. In fact, knowing
Rebecca had become one of the criteria he pr eferred to
look. He had appl i ed the RO&s geondword on e

and, by and large, felt that he had progressed further in
this short time than the whole year before.

But now he was feeling nervous, they had been successful

with more tenders but it was sti Il too few, and today he
would hear about two more. He had followed up with all

of the companies, asking for feedback on their tender and
universally the feedback had been positive, except that

other companies were still beating them on price! When
price h ad not been the deciding factor , they were doing
well but impacted when it was.

How were they doing that? He decided that he would

have to go and see purchasing and see what they could

do to drive down costs of raw materials and he might talk

to Art to se e what could be done to reduce labour hours.

They had to be competitive as well as having a good
relationship.

A light bulb turned on in his brain. Maybe that was it!

They had been playing  the numbers game  and presenting

lots of tenders regardless of how well they fit with what

they did wel | ! The costing mo d e
between what they were really good at doing and other

work. Maybe they needed to tilt the model towards the

work t hey wanted; after al | t hat w
carry the additional costs from doing the work that

caused them headaches and that they often lost money

on.
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Art c¢limbed the stairs to Samds offi
latest pipe job from Joel had be en finished and was being
loaded to go to the painters.

iGreat! 0 s doeltad Beanmdelighted with the pipe
job and opened the door to several more opportunities in
that area. Including another rush job for them.

AANnd you know, after ouwewn Ipiaed t o fi
distortion mess, th ese jobs are much easier to do; |

guess we have the technique down pat
sure we want too many of those ,0 said Art.

ARIi ght now ités work,o said Sam, i By
missing out on jobs that we are r eally good at and should
be getting , and it always seems to be the price ; is there
anything we can do to reduce costs?0

Art laughed and shook his head.

Ailt all depends on the job. | f we hayv
we dondt usual ly st ockbpriccstoeitandf t en pay
have delays in receiving shipments. And if it requires a

great deal of repetitive welding, we
set up and leave to do it. Fix those , and we reduce the

costs. o
AAnd get the tenders, o0 Sam added.

Art nodded and gave  thumbs up sign as he left the office,
to him it was simple.

Sam thought for a moment and then wrote himself a
note:

What tenders do we want to get?
Why do we want them?

How do we get them?
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He stared at the words; they were so basic he almost felt
foo lish for writing them down, but he knew they were the
key. His thoughts were interrupted by the phone ringing.

ifiGood morning, Sam speaking, 0 he a

The cheerfulness in his greeting ebbed away; it was one

of the companies they were waiting to hear about a
tender , and they had phoned to tell him that they had not

been successful; again it seemed to be the price,
although they did say that it had been close.

He sat back in his chair, threw his head back and closed
his eyes; this was not good! He coul d imagine Robe
reaction.

He picked up the phone and called Bill James, this was
just not working.

AfHel | o Bilk reaidd before Sam could say anything
which made Sam smile, obviously he had caller ID.

AAre you busy?0 Sam asked, fADo yo
il have 30 seconds, so fire away, ¢
Sam expl ained t hat he had ,bhaten f
they just didndédt seem to be wor kil
tenders.

ADid you gettengyeos?0h®&8i ||l asked.

AfYes, some, 0 Sam replied.

AiMore than before? As a percentag:¢
asked Bill.

Sam thought for a moment, despite not winning enough
tenders, they were getting more as a percentage of what
they putin.
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iAiMore,ndbtutenough, 0 he replied.

AiSo itds working, but something i sn:
Bill.

AThey say itoés the price, 0 said Sam.
iSomet hing I canodt control, o0 said Bi
check Sam. Relationships work , and you will win tenders

because the people making the choice received quiet
clues and because the price had been similar. But they
trust you and your company. Il's that t

Sam reflected on this before confirming that it was true.
He could think of several times this had happened.

Bill continued. ABut there was al so
relationships if the price was too far away. But if others
can make money at a price, candét you work out whe

di fferences are between their of fer a

il started thinking about things ani
guestions for myself, 0 said Sam, i Wi
want to get? Why do we want them? And how do we get

t hem?o

AfThat soundke an en gaid witb a sndle iBi | |

his voice, fand it sounds | ike the ri
think you know how to get the clients on board, providing

you get t he rest right. After al |,
already, percentage -wise.What you need now is courage

in your convictions and keep it goin

just happen overnight. "
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il f | could |l eave you with a tho
that if you keep asking the quality questions , and you will

find the niche where your organisa tion can deliver the

right outcome at the right price. Share the questions with

those in the company that might have the answers.

Usually,t hey just havendt thoaorghey of
knowtheanswers ,and you si mply havendét ask

Sam thanked Bill, and they agreed to catch up for a
coffee next time he was in the city.

Sam stared again at the questions he had written and
said them out | oud. i Wh at tender s
Why do we want them? And how do we get them? "

iWe want t endanake money ok, wenwant them
because they fit well with our core competencies,

meaning we can be efficient and cost -effective . To get
them, the price has to reflect our efficiency , and we need
to follow the R6s. 0

He was surprised how saying this out loud really helped

clarify things. He would have to sit down and talk to
Robert about this, but right now he needed to call Joel
and then he would  talk to Art and Purchasing.

Joel had provided them with a second job and was
overjoyed to hear the y were ahead of the revised
schedule and that would let him claw back some of the
delays they had already had.

AWhil e | have you on the phone, 0
the customer was sourcing themselves , and some of

them seem to have not been ordered by them. If | shoot

you across the drawings can you get me a price right

away, | i ke today?o

fi can do that, o said Sam, wonder

estimating would react when he walked in and upset their
routine.
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i have just sent the dugatwdckitg t o you;
me by 4 p.m.?0

AJoel , I, bub i wilkhave ¢o talk to estimating. |

wi || say O6yesd to 4 p.m. and call i f
Sam, though the churning of his stomach said it was

going to take some doing.

iAs agoeesdai d Joel . Sam not ed t ha
remembered the previous conversation and it reminded

him that he had to make good on his promises.

Reputations are won and also easily lost. When you make

a promise , you set an expectation in th
that hasto be met. Internal clients are no different.

Samlooked over t he dr awi ngs, this wasno6t a
guessed there was enough work here to keep their

fabrication division busy for a couple of weeks. He printed

off the drawings and walked down to estimati ng. He

hoped the Estimating Manager, Rod Hyndman was there,

he needed this done immediately.

fiTake a number, 0 said one of the eng
for Rod to get off the phone, Altds b
Finally , Rod hung up shaking his head. Then he noticed

Sam standing there,  obviously waiting to see him.

it wi || have to be | ater, Sam, 0 he
say anything.

A have to have his done before 4 g
before adding, fAor we donét get the |

Rod winced and sighed.

iour hot water cistern bur st at h o m¢

throughout the house , and my wife is hysterical. The
plumber is there , but she doesnodt understand wh
talkingabout ,sol need to go and sort it out
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i have to have his dd®anereppatetior e 4
He felt sorry for Rod, but he had to have this done.

fi have half my people away with
around , and Bascar is beginning to sniffle over there. |

would do it myself, but | candét p
emphatically.

Sam had an inspiration. iRod, wo u

your house and sorted out the plun

Rod thought about it for a momer
actually a good idea Sam , and | appreciate that you are

willing to make things work. But my wife may not b e
happy that itds not me. She may tt

or something and  frankly , it is not worth my life. Sorry,
but good thought. o

i At |l east have a |l ook and tell me
y ou get back, o Sam said, not t a
pressure.

Rod grabbed the drawing from Sambd
through them muttering under his breath.

AThis is a b

ig job,0 he said, i Ev
would still be

a push to get it dc
AThen how do we get this done?0 Sa
Rod glanced at Bascar and frowned.

i He probably shoul dnoét be here, o

Bascar, iBut i f theytaka -ofts alane, gletcan
probably get the pricing for you , and | will check it all
when | g etA boéateakk. £00 msre ly a summary of

different components that make up the job. There could
be 20 bolts in one area and thirty in another, so the take -
off number is fifty in total.
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With that, Rod pushed his chair back, picked up his car
keys and left to sort out the problems a t home.

Sam picked up the drawings and tried to digest what had
been said; 6if you-othms denebhehbvaskew
the keywords . It was probably a bit more than he could

do in the time available; this wasnodt
He walked overto Bascara nd Rod was right, he
well.

il was just thinking of going home,

handed him the drawings.

Sam told him the whole story and how he would get him
the take -offs if he could just do the pricing.

AOk, 06 said Bascar, r digsweho bfow hisf or anot |
nose, i But | shoul d be home, not i
herel! o

The truck with the pipe for Joel was just pulling out
through the large roller door they had at the end of the
building , and Raj and Art were watching to make sure it
cleared th e sides, before waving it on its way.

AAnot her job finished, 0 Art said proc
by.

nJoel was very pleased, and heds ask
price on some more wor k, and itos ti
want, but | have to getSamt priced tod
ASo youbve st come from putting a

ju
is people to get it done?d said Art.

>

AExcept t hey dlraway miak sutd Il lyave to get
thetake -of f s done, 0 said Sam.
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AiSo, itbés your lucky day, | can he
lot of take -off work back in the days before estimating
departments, o0 said Art, of fering

AAnd | can hel feling lkead load Id been
lifted from his shoulders; finally some luck had come his
way, and they just might be able to manage this after all.

Working together, they had the take -offs done by just
after lunch, which they both skipped to get them finished.

Rob was surprised when he returnei
him to be able to do it so quickly.

i wi || have touwaztamh woutk itfhayo f a
be wanting my job next, o he said |
330pm. ,and | &1 | have something for yo

At 3.45 p.m. Sam pressed the send button on the quote.
He waited ten minutes then called Joel to make sure he
got it.

fi | vl hbad aninitial scan , and i t |l ooks good, 0 s
ANow how quickly can you make it ?¢
Sam al most fell of f his chair. He

immediate response.

il wi || have to check to make sut
stock, but if we have, around two weeks would be my
initial estimate , 6 he sai d.

AConfirm t haitandblyélelmasdnd you t he
said Joel.

AiDo you need any other i nput fron
decision?06 asked Sam.
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i L o,o%m, you have come through each time , and our

backs are against the wall again. | have a pretty good

idea that you are  in the ballpark with price . | am happy to

give you the go ahead if you confi

Sam sat stunned for a moment that this job had just
seemed to fall into place. Then h e realised it had
happened because of the previous effort and because Joel

trusted them to do it. Those ROs
the picture.
Like everything it takes a bit of time , and you simply have

to be persistent. You cannot give up.

Sam went home earl vy, not early
standards, but early for him. A surprised Penny was about
to serve dinner. She quickly laid a place for him , and he

finally relaxed and talked to her and children about their

day. Jess had a new friend at sch ool and Paul would need
a new road bike since he had just joined the school cycle

club and wanted to join the competitive team.

Sam swallowed hard, here was more expense , and things
were still touch and go at work, but he smiled, not letting
Paul or Penny know how he was feeling. Oh well, the
feeling had been good while it lasted. The worry returned

anew.
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Chapter 12

Robert was waiting in Samdés offic
from one of the rare occasions he left work to have lunch.

iAre wingle -handedly trying to drive us out of
business?0 Robert asked.

The veins in his neck were not quite bulging , but Sam
knew it wouldndédt take much to push

ARod Hyndman just t ol d meged duat y C
charge -out rates! So | checked the latest tenders you did
myself. On average they are 4% lower than we used to

bid! What are you doing? You cand:
out of business that way. | hope you have a good
explanation or | will have no choice. 0 he sai

finishing his sentence.

Sam sat down at his desk, the one that might not be his
any |l onger i f he didnot say the
couple of minutes.

Things had been getting better, in the last few weeks he

had picked up severa | jobs which he had only had to
price, not tender on. Some of t h
they were all jobs that fitted with their core

competencies , and he knew they made money on every

one of them.

They had completed the unexpected job from Joel that

they had to rush the quote on. Some of the people he had

been getting to know and who he had taken the time to

understand were sending him packages of work that

came up unexpectedly, or that di o
tender on.
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He had told them exactly what it w as that they did well
and they seemed to have the confidence that his
company was the best bet for that kind of work. It was

all about his reputation and relationship with them,
relevance and reliability.

He took a deep breath and jumped in. il am yuad
brought up the issue of pricing. | wanted to talk to you

before making the change , but you were away at that
conference and then had a holiday , and | felt that it
coul dndétdo veaiitd S a m, calefaldyk fom gny
reaction from Robert before he contin ued.

He explained that they had been missing jobs because of
the average pricing strategy that allowed for the work
that was not as profitable. That at the reduced tender
rate they were making money because the type of work
they were doing was  precise ly what they did well. That it
gave them fewer headaches and surprises and therefore
was profitable. That meant they did not have to subsidise
other jobs that did surprise them with unexpected
complications.

ASo you are saying we used tls | ose m
and make up for it on others? Frankly , this sounds to me

like normal business . You canot make money of
single job!d said Robert.

iBut now we are, o0 said Sam.

ABut itds nand withmall uhg fpressure we are

under, now just iexpdr itrheenttlidne t o
AYoudbre right, now is not the best ti
the old model w aasich thet newwone ik évendf

we donét have enough work just yet. o

Sam surprised himself by being so assertive. As far as he

could see he had no choice; i f Robe
sacked him, he woul dnodt be any wor se of f 1
company folded and he was out of a job.
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Robert shook his head, i Wertheave (
|l ast forty years and times havenot
but we have always come through; we might miss some

big opportunities being so selective , and at the end of the

day the only thing our customers are interested in is the

price! o

iRobert, thiswiew Bchedule we are giving them
price, and we are making more profit by doing the right
jobs. 0

Sam took a deep breath, he had come this far, he
coul dnét back down now.

APrice is a factor, but they al so
and they want to kn ow we will be there to help if there

are any problems and that we are experts in what we do

for them. o

iSam, I donét want to have to say
on our knees, donot you understan
the bank that we have some big contra cts in the pipeline,

we are gone. Not in months, but in weeks, so there is no

point in me firing you now becau

some contracts that you say we lose money on would
show cash flow and keep the bank happy. Get me some
contracts! o

When Ro bert left the room, Sam sat staring at his
computer screen.

Maybe he should just go now; there was no way he could
just perform magic and conjure up some contracts.

He stood up and walked to the window in his office that

looked out over the workshop be low. He could see people

working, fewer people than they used to have, but at

least they were still working. This office used to belong to
Robertos father, the company foun
when the boss needed a window to watch to make sure

the worker s were working hard.
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He thought of Paul and the bike they needed to buy for
him, probably carbon fibre and a long way from the one
his father had bought him at that age that cost $25,
second hand, from a neighbour.

Things had changed a lot; no one watched people to

make sure they worked hard anymore and second -hand

bi kes didnot cut it when the technol
that the latest was the minimum if you wanted to be

competitive.

The window was redundant now, just like his old bike and

the thinking that the company had used to get contracts

in the past. That was the reality; the world moved on,

which was what he was trying to do in getting tenders on

work they were  really good at and that they made money

on. Bil | 6s RO s wer e t he carbon fibre
business today.

He sat back down and pulled up a list of all the tenders he

had submitted that hadnodt been awar
longer than he thought. He totalled the value of all the

tenders and then applied the percentage they had been

winning to the number and sat back in his chair; the

number wa s ngbdd .

He looked again at the list, some of the tenders were

much bigger than others; if they picked up those higher

priced tenders , then things would look mu ch better. He
made a short list of the higher value tenders and printed
out the list. Robert was right, they needed contracts , and
they needed them quickly.

His thoughts were interrupted by the phone; it was
Penny. He hesitated; did he really have time t o talk to her
right now?
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He picked up the phone and answered , Swallow ing hard

as he heard her telling him she was at the bike shop with

Tony and Amber; she had been having a coffee at
Amberds place when Tony, who was
holiday, offered to check out bikes for Paul and to give

her a crash course in what to loo k for. Now they were at

the bike shop , and she was just calling to let him know

they had one bike |l eft in Paul 6s s
ANo, 06 he said, trying to keep the
of his voice, before adding, afil W
it first.o

AOh, 06 she replied, sounding disap

that since Tony races bikes hi ms:q
her voice trailed off.

She was right; he would know and certainly know more

than he did himself. He should be happy for the hel p, but

he didnoét know how to tell her th
right now, not with the company possibly closing in

weeks! If he had to move to find work they would all have

to move and who would know if Pau

even have a cycling progr amme?

It struck him hard. Like a fist. And he felt a bit ashamed.
He had been focussing on being real and relating with his
work life, but had he been doing the same with his home
life?

He had found ways to solve problems and have
conversations at work, but where was the same diligence
of effort with his own family. His heart sank.

AfAre you there?0 asked Penny

Enough was enough.
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APenny, t his i s hard to say, but we
some stuff happening at work. It could make a big
difference , and it i s important. Would it be okay if we
talked that through before buying the

His tone struck straight away. Penny had always been
good at picking up such things. i Wh a
on?o

ACan we talk when | get home? Perhaps
shop to hold the bike for a couple of

Aoh, okay. 16l do that. Are you alri
Al wi || be once we talk. Okay?0 asked

She didnét sound pleased as she said
he felt the concern in her voice as well. He held his head

in his hands; he had to tell her. He felt ashamed he had

put this off as long as he had.

He took a big breath and pushed the thought of Penny
and Paul and the bike from his head and picked up the list
of the tenders they really needed to win; he was going to
ne ed help with this!
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Chapter 13

It was 7 a.m. , and Sam was already at his desk, thinking
about how talking to Penny had gone. It had started off
badly . Penny was obviously annoyed at him, but once
Sam managed to talk about work everything seemed
instantly better.

The feeling of relief at Pennyods
from home was almost overwhelming. It had been an
enormous | oad of f S aand ke had&kickkd himself

for not being better at handling things.

Why is it that we underestimate those that have never let
us down? Those that are closest to us and would support
us through everything and yet we do not have the
conversations that we should?

The phone broke Sam away from the night before.

fiHello Sam, its Bi Il James. | know you start early, so |

thought 16d catch you before you ¢
| just wanted to let you know | will be passing through

your town tomorrow , and | have time for a coffee if you

have. o

AThat will be gr eat ,tine do sou dxpeBta m, i

o be here?bo

—

AAround 9:30, is that ok with you?
ifnGreat, I 61 1 see |if our CEO is he
to meet you. |16l see you then. o
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iSam, i f your boss wi || be there an

happy to do so. But | will need more in sight to make sure
I do some good and not mess anything up. If you would
give some thought about what
you back before we meethim . Okay?0

Sam said he would, and started thinking, the germ of an

idea forming around how useful this might be in bringing
Robert on board. It would be much easier with his
support.

In fact, it would be impossible without it.

It was too early to check the mail to see if there were any

tender acceptances there. With the time he had been
putting into mak ing sure that they were relevant to their
potential customers and into being real when building
relationships, he usually heard by phone or an emalil
before the mail anyway.

That was one interesting thing he had found; he now had
a lot more communication coming his way from the

people who looked after tenders than he used to. He was
asking far more searching questions than he had
previously thought possible and understood their needs

much better, whi ch made a big difference when it came
to knowing where to put the extra focus when completing
quotes.

He smiled; it was really just about making sure that you
were being truly relevant to the customer.

He had to make Robert see that.

Sam glanced at the time, still early , but the managers
should be mostly in. He picked up a notepad and pen and
headed out to find them; he needed some help. Time to

figure out how Bill could help.
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Ray Carter, the Purchasing Manage
down in the store's area but he found Raj Patel, the

Fabrication Manager searching through the racks where

they stored the welding wire.

AfiHel | o Sam, you woul dnodt know whe
cored hard surfacing wire, would Yy

Al f you asked me f oro ualndyntéhti nhga veel sa
but that one | do. | helped him unload some the other
mor ni ngundetrt @€ shelf near the shop

AThanks. The only downside to col
there is wusually no one in the stoc
ABut it ptayasnteamgley start on the d
AThat is so true. I'f everything i
arrives, there are  fewer delays and nonsense to deal with

later. Since we have been getting jobs that suit us better,

things are running smoother than ever. You should see

our | abour productivity stats! Nev
AThat woul d be useful t o see, 0

precise ly what he needed , and he hadndét even ha
to find it!

He felt a sense of excitement.

Ailf you help me |l oad this drum of
I 61 I show you, 0 said Raj
The drum was heavier than Sam remembered , but

between the two of them it was soon on the trolley and

Sam was following Raj to the welding bay where it was
needed for one o f the jobs Samneeded nod t e
compete for.
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The chart on the wall said it all. It tracked the number of
man -hours per job against the value of the jobs done ,
and it was clearly starting to trend upwards, despite the

fact that Sam had reduced the pr ices quoted.

Ailf we can keep that going, ités got

A We just need a bit mor e vol ume ar
forward orders, o0 said Sam.

AfAnd more work | ike we have right now
ACan you email me a copy of the chart
il am ghout to update it,; I 611 send
version in an hour if thatoés okay wit
AiPerfect, thanks. 0

Sam turned to continue his search and then turned back

to Raj.

ifHey Raj , | have a visitor coming

around 9.30 a.m., you might i ke to me et hi m. |
where our new approach comes from. His name is Bill

James. 0

n9. 3072 I suppose | could take an ear
cup of tea by then. o

AGreat, I 6l send you an invite.o

Sam left nodding to himself; a plan was beginning to take
shape. It was relevant to people like Raj who were
affected by the changes Sam was making. Now he had to
find Rod Hyndman, the Estimating Manager.

Sam poked his head around the door of estimating and
saw that Bascar was already in, working on an estimat e
for a tender.
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iHel | o Bascar, howos t he col d? |
asked.

AiDown to a few sniffles now and |
two away. | think Rod is in the tea room, always likes to

start his day with acoffee,0 he replied, wi t hou
fro m what he was doing.

AThamwkssai d Sam, closing the door
tea room. fiRobert isndt happy, 06 s.
entered the room.

i know, but things are slowly ge:

AHe read me the riot getingtgndesst er d a
out on time. He  almost had a heart attack when he asked

about what prices we were chargirt
matter that they are a reflection of our actual costs for

that type of work, as we discussed. At least we are

winning more tenders as a percentage of those we put in,

whi ch means my people are wasting

Robert is wunder pressure from t he
o hebés panicking a bit,o said Sa
alking to you. o

—~ 0 o

fi Y e adorry about that. Could have given you a call and
warned you.0 Rod sat down at a ta
cup of coffee . Sam headed to the machine and made

himself one . i At | east we are all in t|
Rod.

AfDo you have some time tomorrow m
am. 2?0 asked Sam.

fi never have owmknow thatiSame And ¥ is all

your fault for sending so many t en
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Sam | aughed, AfBetter to be busy thart

AThe right sort of busy anyway. But
James coming to vis it, and | thought you might like to

meet hi m. The new approach 1 6m using
stuff | learnt from him.?o

ioOkay, candt do a napouthha sates voodlooh e a r

you use. 0

AAny chance you could formalise a f

your more efficient  production of tenders? And maybe the
increase in tender acceptance as a ratio of tenders
presented, that sort of thing?bo

iYou mean in my spare time? How abou
dates,and you wor k the figures?o

Rod left , and Sam sat sipping his coffee alone. Now all he
needed to do was catch up with Ray Carter and get
Robert there.

13

My security sys
e

em te s me that yo
f welding wir o]

t (!
from the stores, 0 sai

o

AGuil ty as c h aliedgpagingalong with Ray.

13

Raj said you were |l ooking for me?o

13

Again, guilty as charged, 06 said Sam.

ASo whatés up?0 Ray asked.

iYou know we have been mor e sel ecti
tender on, right?9o
AYes, | think you are trhusinegg! to put
There i snot mu c h demand for S 0ome of
carrying in stock. o
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AThatds because we are trying to
core capability, the jobs that we know we do well and can
make money on. o

i Wel | once itds bedded dtmweduyce we n
how much stock we hold of t he mor e

AWhich | owers our overheads?o0
iYes factilndm having second thought s
vacancy | have in purchasing. So, what were you after

me for anyway?o0

ATomorrow mor ni n gsitod, BilhJames, coaingv i
who you might |ike to meet. It &s
been using, which is why we have the style of work we

now get coming through. o

APurchasing i s, and bant alwgys happy dor

welcome something new. Just send me an invite and | 61 |
see how it fits.o
il k n o w and oyau know your figures. If you did not

employ another purchaser that would save you quite an
overhead woul dintd20 Sam asked.

Ray nodded, fAtewoul d. o

AAnd i f vy eteamtine uyowd stock holding you could
nail down some sharp pricing and lower stock levels
couldnét you?o

Ray nodded again.

i know this i s a \Withguchh abusyday t o a
ahead, but an idea of those figures w ould go a long way

tomorrow morning, 0 said Sam witha hopeful smile.

AWel | é0Okay, as |l ong as you stop s
wire,o said Ray, | aughing as he | e
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Sam caught him at the door as a thought struck him.
AThe stock that you are not moving,
return some of it for acredit?o

Ray | ooked thought f uAlready¢hinlingen sayi ng,
that. Yes, s ome of it. More figures for tomorrow around
hel ping cash flow | am guessing?o

Awhat can | say? Guilty as charged! o

Sam went back to his desk and noted the clock said it

was a little after 8 a.m. Robert would be in soon , and he
wasnot sure how he was going to pi
meet Bill.

He gl anced at his phone, which had been left on his desk.

He had a missed a call from Penny. Sam bit his lower lip

as he switched his thinking away from Robert and onto
Penny and their conversation. He hoped she was still as
supportive in the cold light of day. He knew the news
would sink in and have an effect. Penny liked her world
stable and predictable.

He rang her back and found she had been planning. It
was like her to start budgeting and testing how much
they really needed. Sam was extremely grateful for it.

It is easy to forget the strengths of others and really
pretty dumb not to work with them.
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Chapter 14

fi candt believe that you are mes
guruso6é while our business is on t}
edge of exasperation in his voice.

What was it that Rebecca had said to him when he said
he wanted to invite Robert to meet Bill James?

ANow is not a good time. oo

ABut itodés i mportant, o he had repli
sigh and Al 611 book you in for fi\
luck. o

The 6good |l uckad had ,slkeuindasda o mi r
warning rather than a genuine wish. He hadnoétyreal

picked up on it, but now he understood what she meant.

He wracked his brains trying to work out how else he

could approach this; what would Bill do? He remembered

Billds advice about being prepared

He wished he had now!

He swal l owed hard as he |l ooked in
eyes and took the plunge.

AfDoing more and getting | ess wasr
are doingnowisworking ,andt hat 6s what | want
you. ltdéds not about sales gurus, i
usingRobert &6s own | anguage to create

Sam hoped he was.
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It took a moment, but Sam realised that Robert looked

like a beaten man with nothing else to lose. Robert fixed

his gaze on a tall tree in the far corner of their yard; it

wasnoét ewerdldang when hedd first star:]
wasnoét thinking about that, he was t
desperation he felt at the position they were in.

Finally, he turned to Sam and sai d, i Wh a 1
want me there?0

Sam left Robert still standing looking out of the window.
Even though Robert had said he would
really feel like celebrating; there was still alottodo , and

they were all on the same side. Seeing Robert like that
made him realise how m  uch pressure the man was under.

Sam wal ked back to hi's of fice preoc
notice the message on his phone until he placed it on the

desk. It was from Penny. Actually, she had left several

messages as ideas would come to mind, and he had

happily listened to all of them and been thankful she was

on his side. But right now he had enough to worry about

without anything extra , and if it had been urgent , she

would have phoned anyway.

He pushed the messages from his thoughts and worked
through checki ng his email. Sam had been expecting to
hear about a contract, but nothing had come through yet.

He sighed deepl y. It wasndt a good si

He started working  through his in -tray. There seemed to
be more tenders than usual , and most of them were the
kin d of work they were good at doing and on which they
made money. He was on the third one when he saw the
due date; it was tomorrow. How had that happened? Had

he missed it? He checked the date received stamp that
Rebecca put on all incoming mail. It was on ly received
yesterday!
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That was almost impossible, how could they expect a

response so quickly? I't wasnot e
looked at the name of the company who had sent it to

him. He had heard of them ,but they hadnot don
work for them before. He wondered if it had been sent

late by error and if an extension was possible?

One lesson he had learned was that it was okay to ask
the question i so he did. He picked up the phone and
called the person whose  name was on the letter.

iMark Crimmins, o said the voice a
phone.

AHel | o Mar k, this is Sam, Il dm cal
112. We just received it in the mail and were wondering if
there was some mistake given the ¢
i No , no mistake. We have received
but one of our other suppliers said that you were best for
that kind of work. We realised yo

distribution list so | sent it to you just in case you can do
somet hing quickly.o

As the words soaked in, Sam realised that the strategy
was working, they were getting known for what they did
well, and others were recommending them!

Awell, thank you, Mar k, 0 said Sam,
for words .
AYou are welcome; Wbl beyouhbet ahle

AfiYes, 0 said Sam.

He didnét know why hhe wasgoing toidd , or
it, he just knew he had to.

AGreat, | |l ook forward to getting

133



As | am just going through this for the first time now,
would itbeokay t o cal l again if | have an)
asked Sam. He was told that would be fine.

Before saying goodbye Sam remembered to ask who had
recommended them and was gratified with the response.

It seemed Mark and Estelle were long -term friends and
she had said that he had impressed when they met.

He hung up making a mental note to thank Estelle. Bill
had commented that few people say thank you and to do
so was not just polite but likely to get that person
recommending them again.

Sam stared at the tender won dering what he had just

agreed to. He had until 5 p.m. tomorrow. He would have

to deliver it himself. He took a deep breath before picking

up the document and heading towards estimating and

Rod Hyndman, the Estimating Manager. This was not

going to be easy . He had a vision of Rodds
face as he approached the door.

The estimating office seemed quieter than usual as he

|l ooked around. He coul dnét see Rod an
AfAny idea where Rod is?0 he asked Bas
iGone; he took halff &g todda with thé f s omet
family. o

Sam felt a sinking feeling in his stomach. No Rod meant

no estimate. Even if he worked on it himself all night he

woul dnoét be able to get it done, he
enough to do it quickly.

AYou | ook | i ke yotuhas rdnaaway ufrom t e ca
home, 0 said Bascar.

13

Al most , 0 said Sam, fi have a very u

ut . o

(]
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AWhen is it due?o0

ATomorrow afternoon. 0O

Bascar let out a low whistle.

Ails it a simple one?0 he asked.

Ailtdés | i ke a | ot thajtolweddo, but i
AfDoesndt mean anything, t heverybi gge
eassyto cost iif itds stuff we do al

material quotes to chase up or weird bits to try and price

out . o

AfCan you have a |l ook at it for me
the document at Bascar.

He saw Bascar t hink for a mo me n t
favourite catd | ook of desperatio
convinced him because he nodded and took the document

from him.

AGive me hal f andan dlhloutrd et you kno
possible. You may have to tell me what | put aside to get
it done, okay?o0

s, 0 said Sam, thoug

AThanks and yes,
ch didndét go away.

in his stoma

He went back to his office and sat back down at his desk.
He remembered the message from Penny and, feeling a
little guilty, opened it up to have a look.

Letds cel ebrate, want t o Brarianl me f
p.m.?
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He liked the Briar, it was a grea t little cafe that he and
Penny often used to go to when he had more time. He

also appreciated that Penny was reaching out to him. He
looked at his watch , but it was already 2 p.m. , so he had
missed lunch, not that he had time anyway and he
wondered what w  as there to celebrate?

He sent back a quick message apologising for being so
late in replying.

He started to work  through the date information that Rod
had sent to him , so he had some ammunition for
tomorrow; it was going to be a late night regardless of
what Bascar came back with.

He almost had the spreadsheet finished when Bascar
phoned.

AfiYou are going to be pleased, o0 said I
at first, but something was familiar about the job, we

priced it about two years ago for another company; must

have been using us to get an indicative price for the

project as a whole. o

AiSo that means......?20

Alt means | can al most copy it acro
things to change, update some pricing and you have

somet hing to hand in! o

Bascar sounded very pleased with himself , and Sam

agreed.

fiThanks, Bascar. Thatoés amazing. When can
ABy lunchtime tomorrow if you can sce¢
me changing jobs. o

Aol | buy you lunch to celebrate, 0 Se¢

pang of guilt at having missed the invitation from Penny.
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He would have to try and get home earlier tonight, but
first , he needed to call Bill, to let him know he had invited
a few more people.

He r emembered a comment from Bill about appreciation.

fiBascar,06 he sai d, fi really do appre
wi || make a big difference to the

Bascar sounded a little taken aback but acknowledged the
comment and signed off. Later in the day when he went
to pick up the  proposal , Bascar was positively beaming.

Penny must have been listening for his car because she
met him at the door when he got home, which was
unusual.

iGuess what?0 she asked.

AWhat ?0

ANo, you guess, 0 she replied.

Sam was tired but was al so appr
playful ness. fiJess wo n somet hing
ventured.

i No, even better, | have a job!o
iYou do?0 he said, knowing how in
sounded.

iYes, isndét that great?0o

iYes, but whskede?0 he a

At t he Ort hodonti stsbo; they nee

gave me t he j ob and even better
orthodontics at staff discount prices ! 0
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AThat i s great! o he sai d, feeling ¢
having lunch with her. rhimlosingul dndt n
his job , but it meant they could breathe a little easier . But

he was not born yesterday and produced the bar of her
favourite chocolate he had picked up on the way home. It
earned him a kiss on the cheek and a warm hug.

It had been a while si  nce she last had a job and he could
feel her excitement.

1

Maybe we should go out to celebrate,

APaul has rugby practi ce,in sbroet we coO
pizza?06 she replied, smiling.
APizza it is!do he replied, knowi ng w

day was turning out better than he had thought.

He realised the relief he felt and the stress he had been
under as he walked down to the bedroom to get changed,
fighting back a tear of relief. He would have to be careful

as he had been under a lot of pressure.

He decided that later he would talk to Penny and get
some of it out.

He did. It helped a lot.
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Chapter 15

The room was a little crowded , but t hat didnot
matter. It occurred to Sam that they rarely got together

as a group. Maybe that was symptomatic of being under

massive pressure to reduce costs and get work out the
door. But they were all here now. Did that mean that they

were feeling a little less pressured, or even more so?

Bill had arrived early which gave them time to discuss
who was coming to the meeting and he introduced them
as they arrived. He was surprised when Rebecca arrived

pushing a tea trolley, complete with a plate of sh ortbread
biscuits. Sam certainly appreciated her support. Maybe

she knew how much effort he had been putting into
making things work. Now they just had to wait for Robert

who Sam knew would arrive precise ly on time as he
usually did.

Right on cue, Robert  arrived and looked a little surprised
to see so many people there. Sam introduced him to Bill
and the discussions going on around the table naturally
seemed to come to a conclusion.

Sam outlined the reason for being there briefly and
quickly turned the co nversation over to Bill. He was
feeling a little out of his depth and was happy to do so.

He also realised how much more nervous he would have
been if he had not done as much preparation as he had
done.

i think | have introduced Bijself
Abut in case | havenand,|havetasay Bi | |
how | appreciate you all being here when time is
precious. 0
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Sam glanced around the room; everyone looked
interested, except Robert who was sitting with his arms
crossed over his chest.

Bil | addr essed RolRebert, | an an eusidéry .
looking in and want to be respectful of the family history

that has seen this firm succeed for decades. That sort of

history has weight to it as people often feel the previous
generation looking over their shoulder, almost as if to
judge how the current leader is safeguarding the family
legacy. "

f

ifSam feels it too and has found

thinks could help , and | am only here today to try and put
a framework around what he is trying to achiev e."

AiScepticism is a healthy thing
ask quality questions to uncover quality answers. But
cynicism for its own sake can pull down good ideas. So it

is important to offer proof as
al | agree?0 clamdcwau et dith Bodd from
around the table.

Bill c o nt isalas eitdis easfi to fose sight of the rest
of the organisation and the role they play, so today is a
good chance to reconnect and appreciate what it is you
do to make everything a success . 0

Bi |l paused, before he continued,

about you , and | am sure you know he has been changing
a few things in sales over the last few months. When we
talk about sales, people often think there is some magic
bullet to get people to buy, some technique, some

trickery...butin  reality ,i t i sndt | ioklghatehoat .

look at yourself to know that. How many of you like
pushy salespeople? Pressure to make a decision before
you want to? Or the feeling that you are not getting the
full picture?o

Bill looked across the faces waiting for any indication that
anyone enjoyed this style of sales , but there was none.
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AThat 6s what most people think toc
buy, and just need to know a few more details then we
are happy to see the salesperson,

This time there were nods from around the room.

il f they seem to know what you w
information you need in a way that makes it easier for
you, are they being relevant to you? "

"And could | ask which you prefer; someone who tries to

fake that they know something and thinks they are
fool ing you, although you can see right through them. Or
someone that acknowledges that they are not sure and
will go and find out for you . That is simply being genuine
and real .o

Sam was happy to see Robert nod on this last one. He
seemed to be drawn in despite the firmly crossed arms.

fSo being real and being relevan
want. If the salesperson tried to sell you something you

di dnot really want or somet hing i
he was neither being r e a l or relevant Thatwo ul
is at the crux of what Sam has been doing. He has been
trying to be real with and relevar
ifAre you saying we werendt before,
il donot know, o Bill repl i emgpbs Aibut
you werenod6t really expert in?0o
AThat s just part of being in thi:

Robert with an edge to his voice.

Al t impertant to distinguish between an honest
endeavour and someone deliberately trying to con
someone. | think we a Il know that there is nothing but
honest endeavour coming from this organisation. But is
that the point? "
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AEven with al/l t hat honest intent, W
your reputation in the client 's eyes if they work out you

are trying to fake it to make it? Wh at happens to the level
of trust between you and the likelihood you will have
another tender | ooked at seriously?o

Robert levelled a  straight -faced stare at Bill but did not
answer.

So Bil |l conti nued.worldfilwe atoalay6s
transparent. You are online as individuals and as a

company for the entire world to see. Does your message

show your potential clients how you can solve their

problems or does it simply try to sell or bombard with

6l ook at us and rheobw rghréetaotr iwe? a

"Can they get a sense of your history and the passion
that makes you unique or is it all facts and features? "
"Does your message to the market show clearly where
you excel or does it look like you are trying to be
everything to all people? That sort of mixed message
makes people nervous. "

ABut itods not just about being rel
product or service you provide, itods
as making sure that the tender is complete. If you leave

something out, you  are not being respectful or relevant to

their needs. 0

AAnd i f Sam didnot send us so many
timelines , t hings woul dno6t get missed out

Bill nodded undd&ods yoammdtheegirhaging A
afrm donot WMhat ?sort of things slowed down
estimating?o

Rod held up his hand and started to count off things on
his fingers.
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AfiThe vol ume of tender s, the compl
to chase subcontractors for price
that are part of the job, ha ving to track down prices on

unusual materials, among other thi

Bi Il nodded, iAiAnd have things chan
Rod hesitated, wondering why he had spoken up so

strongly, maybe it was just the knowledge that things
were on such a knife edge at wor k.

AWel |l ,0 yhees repl i ed.

ASo it is getting weasier to do
accuracy and confidence that the job can be done at a
profit?d Bill prompted hi m.

Rod nodded.

AWhi ch means they glewonde bowmgchi cker
guicker?o0 Bill asked.

fi can tell you that, o said Sam,
and that he had got the information from Rod.

He activated the screen on the wall behind Bill, which he
had hooked his computer to before they started and
pulled up a graph.

i On t h e grabha,rthe red bar shows the hours to
complete over the last twelve months by value of project .
As you can see it has been going down over the last few
mont hs relative to value. 0

AAnd why is that?0 asked Billl

fBecause we are not pricing 'tende
experts in, that means less odd materials to get prices on

and fewer subcontractors, which also used to cause us a

hassle with getting things out on
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AiYou can say that a g ausurallyoborsthé d Raj W
brunt of dealing with subcontractors.

fi S evhat you are saying Rod, is that the work you get to
price now is relevant to your needs? That it plays to your
corporate strengths?0d said Bildl

iYes, | guess so0. 0

13

There just isnb6t enough of it, 0 Robe

But what we are doing .Dbs sheds Raf , ¢
Things just flow through the shop,
or stores to order stuf f, nothing. o

-+ St

il have to admit that things are m
stores. | think we can manage without getting that extra

staff member , 0O Ray Cr ag &anager,t h e Pur
chipped in. iAnd | have been doing =
brandi shed some sheets of paper bef (
this continues we should be able to reduce our stock

levels on the unusual items we just have to carry in case

we need them. | am also | ooking into what can be

returned for a credit, which will help cash flow in the

short term. o

The mention of cashflow got Robertds

i Our t e nndeesion rateohas also gone up ,0 said Sam,
flashing another graph on the screen.

iHas your clapproat he customers chang
asked, knowing what the answer would be.

nYes, focusaen on what we can do , and | am open
about that with prospects ; | dondét pretgqustd we <cal
anything that comes through the door.

ABut we can, 0 Robert replied
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ifYes, we can. o Sam answered, ABut
costs than we were allowing for. There is less profit in
those jobs and a lot of unforeseen hassles that we cannot
effectively or actively track. We do not really know how

much i mpact they have. o

Altos true, 0 said Raj , i We donéd
anymore. And | can work out the hours saved if you

would like but there are quite a few each week. Last

month we had a part from a subcontractor that was not

made to the right measurements. It took me hou rs on the

phone to get them to come and remake it. We had to ship
the part back at our cost, take the project off the
production line, wait a week for the new part and set it all
up again. | reckon we lost at least twelve hours because
of it.o

i A g o oetd iff Australia, Big Dave Staughton , once
told me that one of the keys to be
mar ket is moving from AAAA to TTTT

The blank looks he got were expected , and he continued.

fi | tnfowing from doing , Anything for Anyone at Any time
for Any price to doing this Thing for These people at This
Time and at This price. When you specialise, the market
gets to know what you do, and when they need one, they

will know you are the company to g o to. They trust you to
deliver in this area.?o

fSo being real is paying off for
Sam nodded, iAnd it sreputatidnsfor | i k e

reliability as a supplier has gone up too? There is just one
more thing , and that is relationships, is there any view

you have on that Sam?o0
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AOnly that now we actually have rela

throwing tender documents at companyos and mi ssi
simply because they did not really know who we were and
had little confidence. | have been trying to visit and

understand the needs of the people who put out tenders,
making sure we are relevant and real so they can trust
us. In fact just yesterday someone sent us a tender
because someone else mentioned that we were experts at
whatwedo. It 6s hard to be seen as an ex
do everything and anything. o0 Sam repl

Sam had a further thought and added it to the table.

fi Rbert, you already know the value of relationships. It

is one reason you play golf. To make sure our relationship
with key people in other organisations and the
marketplace as a whol e are good. 0

Robert provided Sam with a |l ook that
you are trying to dobé and refocused
However, the point was not lost on him.

AnAfter al Inppointiclanbieg the Bdder to success

i f it is | eaning against the wrong
Bill.

Bill turned to |l ook directly at Robe
fair and getting a free ball to through at a coconut shy. If

someone told you the coconuts on the left were glued in ,
but the ones on the right would fall if you hit them; where
woul d you aim that one ball ?0

AYou would obviously aim at the one:
down, 0 responded Robert.
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AYou are absolutely right. Sam i
coconuts that he has more confidence that he can knock

down. He has reviewed what your organisation does well.

Heds found what makes money and
what is easy to implement or more diffic ult and also what

the clients are actually looking for and willing to pay for.

As a natural extension of that , he has reviewed which

clients he should be targeting. He is trying to aim at the

right coconuts because he knows you just have to win T

and you never will by throwing at the wrong ones."

AThis is simply a healthy exercis
has to do once in a while to make sure they are on the

right track and putting all their efforts in the right place.

Especially when you cannot spend tim e on RFPO&6s tha
will never win."

AiSam is also reviewing how he app
to maximise the number of contacts, possibilities and

profitable outcomes. As part of that review , heds f oun«
that he would like to try to evolve some aspects of t he

sales process."

AThat said there are also definit
business that will never change and never should. They

are solid principles based on years of experience and

practical application. They have their place and are

proven. o

Robert nodded in agreement, the first real movement he
had made since Bill started talking.

AfWe need to try, test and adjust, ¢

The entire group was looking thoughtful and taking in
what was being said.

i Wel I words with an Rreadppintghpea begi
lot, and t hat 6 s what this approach to
said Bill. APerhaps | should go in
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Bill expl ained that buyero6s behavi
process has changed more in the last five years than at

any other time in history. It was not at all unusual for

organisations, just like this one, to be striving hard to

succeed but to be falling behind.

Bi |l continued fAiThe fact is that we
both levels 1 the head level and the emotional level. As

human beings, we are hard-wired to react emotionally

faster than we are to thinking about what we are going to

do.

AThat me ans wfeeling abow something before
we have created a rational and logical argument about
that same thing. This forms a frame of reference through
which everything else we hear or see falls. "

AThis is not to say that a | ogical
presentati on is not absolutely necessary because it is.

Someone can be positively disposed towards you but

decide not to use you for a logical reason. The key is a

balance of both these things. "

ASam has been utilising a programme ¢
@ ROs Rooketing Results 6 that combi nes al |l
together. "

iThfest t wo R6és really do deal with the
a buying deci sReadtn.a ReBtedy d gs &r ves t hat
aspect that is needed to appeal to your client on the

emotional level.

Bill ex plained the concept of being real and then asked
Robert .

"Have you ever had anybody try to sell you something ,

and you just knew instinctively they were exaggerating

the truth? Or maybe there was just something about

them you didndét trust?0 Bill asked F
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ASure, o replied Robert #fAit happens:t
guys who try to come and sell me using typical old sales

techniqgues that | know better thar
iSo what was your reaction to that

AThey dondt stay inomgaofif Robefor

AAnd | had a young guy come in h
weeks ago trying to convince me to use a ne w
attachment that had been created to add to an existing

machi ne. You only had to | ook at

been made of a high enough grade or with enough steel

content to last longer than five minutes. But he was

trying to tell me it had a five-year war ranty! o6 Ray ¢
in.AThely dndét hang around too | ong ¢
thought their idea was not likely to work and showed

them the door. 0

Bill nodded. AWhat you both did w:
client because they were trying to represent something to

you that was false or representing it to you in a false

way. The fact of the matter is that we can spot the

falseness and we emotionally move away from it. We just
dondt feel comfortable.

i Wh at theybve unwittingly done i

reference for you that says, ' dm not ,lamdnlesdondt
know what | am talking about and my product is not good
enough. * Once they have done that, it becomes tough

work for them because everything they say is suspect as
far as youdré concerned.

i R o H,alid you have a look at the offer that was being
made by the salesperson i n front of you?0 ask

fiNo, | di d hjost !'showed him the door as soon as |
coud,0 replied Robert.
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ARavy, did you |l ook at any of the te
that was being provided to see if that item might have
done the job?0 asked Bill

A To Homest, I didnot . I just kind of kn
l ook like it was going to work and |
tomuckaround ,0 repli.ed Ray

AWe make frames ofundpedple nsetands ar o
and then we tend to stick to them. What you both did is

very human , and it is emotionally led. This is why we

cannot afford to take the emotional component away

from our business presentations. It is also why
relationships are so im  portant, because of this emotional
component to every sale. "

AEven tenders have an emoti onal c
continued. APotenti al clients have
company, its reputation in the marketplace , past

experiences with you and what other people they trust

say about you. All this is an emotional response and sets

the scene for the whole tender document T before they

even openit. "

ASam, you said you got a guot e ver
someone who rang you. Il's that right?

Yes, 0 Sam,i fdt | &ld me they had heard we were
good at doing the job and we had been highly
recommended by somebody el se. 0o

AThat was also an emotional deci sion
decided to make contact with Sam. Someone had

recommended you , and he trusted that person enough to

give you a call and ask you if you would like to tender for

a job.o
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ANow the other two RO6s are based
person that contacted you for the quote also would have

asked whoever it was that recommended you if you were

Geliable 6 @ni f y o uelevaatrée to what they v
Obviously they got a yes answer to both. "

AReliability is about the reputat
the market. What Sam is trying to do is align your

reputation with your strengths so that people know you

as being the compa ny to go to if they  want certain things
manufactured. It looks like it is starting to bear fruit with
this person coming through the door looking for a specific
job and having heard that you are ve ry good at that. "

Ailf you are | ooking for someone t
you might well go to a GP. But if you are looking for

someone to operate on your back then you would likely

go t o a speciali st surgeon. It
specialist surgeon s make far more money and have a Six -

month waiting list. "

AThe fact is that when you try t
people, you end up being a master of nothing to
everybody. If | could ask you, Robert, was that the
objective when this company was fi

ANo, 06 said Robert with significar
reputation for being high - quality designers  and
manufacture r s . 0

iokay, that makes sense. 0 said Bi
focused on 100 different areas and tendering for

everything, does that reinforce that message or does it

make the company look like they will take any job if they

can get it?20

Bill knew he was b eing provocative but he wanted to get
a reaction from Robert. He got it.

151



ANow wait a minut e. We have an exce
the marketplace , and we are known for the high quality of

work that we produce. Everything we do turns out well ,

and we brin g it in under time and under budget , 0ecldred

Robert with conviction.

ADo you al/l agree with that?0 asked
group. They all looked a little sheepishly at one another,

not wanting to be the first to say anything, and the

silence got longer.

Robert lookedaround t he room and demanded, fi W e
i On twhale, we are very good at what we do,06 sai d

Ray, Aibut it 1is hard tboudgd eandpontimei ngs on
when we deal in areas that we donot

webre buying ambtwei dbsdt husually buy,
more , and we have to go through the pain of sourcing

them. " Pausing for a moment. "But, | f wedr e

manufacturing items that we do not have a lot of

experience in then, there is always a learning curve. But

we do get them out on time , and we quote a price , and so

it must be under budget, at least as far as the client is

concerned, even if itds not very prc
think we have a great reputation in the mar ketplace , and

we can be proud of what wedve achieve

Robert gave an acknowledging nod and an approving
look.

iBut you are noticing now with the
bringing in that you are starting to do more of the work

that is a natural fit?  You are sp ending less time running

around looking for other materials , and you are bringing

things more easily into completion on time and with a

reasonabl e profit margin?06 asked Bill

There was a consensus among everyone in the room as
Robert looked on.
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i So whoagyoudclient see? When your client picks up

a tender from you in the right area, they can very quickly

research your company online, and with others, they

know that you have the right reliability factor to deliver

the goods. You then form the right frame in their heads

for them to be positive towards your tender. This is

i mportant because now theyore | o
keep you in the race and no  t reasons to knock you out of

it. "

AWhen you are relevant to the mé
market is looking for people naturally start to gravitate

towards you. You say the right things in the tender, use

the right language , and you represent yourself as the

right organisation to do the job. This is a great place to

be."

AObviously there is a | ot of inmeri
doing the relevant work. Every one of you has
demonstrated that your jobs are becoming easier and

more profitable as you are getti ng work that suits your
set up here, your machinery, your expertise and your
previous experience. By aligning yourselves that way ,

youdre starting to get a reputati
go-t o guys for that type of work.

There were nods and general agreements right around
the whole table , and RP sat with a thoughtful look on his
face.

AfOkay, 0 said Robert #l didnodét get
long time without recognising some good points when |

hear them. The fact that you all made the time and that

Sam has orchestrated this meeting , (this last said with a
significant | ook i hproBablynpres -emhptsr e c t i
my next question, but | want it spelt out clearly. "

"l want to confirm something here and now. Do you guys

all think that Sam is moving in the right direction? Do you

think we are getting better jobs that better suit us , and
we are making better profits?o0
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The group looked at each other a little nervously as it was
a brave man that would say 6éyeso6 firs

Eventually , it was Rod that spoke up. il o
that | thought Sam was nuts when he first started this

stuff but I have noticed it in my
getting more done. Wedre producing ¢
we are becoming more profitable and it seems to m ake

sense to me. o

One by one the others gave tentative confirmation about
the direction they were moving in.

Robert |l ooked at them all one
guys because you were good at
ignoring your opiniomaybutdml &u
convinced. Al | know is | 6ve
coming up real soon , and i f we donét have
on the board, we will have some real problems. Backing
Samisabigcallforme éand a big call fpr you
he said | ooking at them pointedly , iand 4d reablg big

call for you Sam. 2o

~Q O« o

Sam felt every eye in the room , and the weight on his
shoulders suddenly increased. He had gotten what he
wanted by way of support from the other heads, but now

there was no doubt where the onus of success lay.

Robert had put it squarely on his shoulders.

AWhile Sam is | axgceki,mg stahed Bhdl it hei
doubt about the fact that he needs people to charge with
him. The success of this organisation, like any
organisation, depends on everybody in it doing what
theybve got to do. The great news i
candoitan d it | ooks | i ke you already are

AiNo, 0 said Robert meaningfully HAever
It s t hatlwibiunmypur ideas past my accountant
as well and see what she says. 0
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After the meeting , Sam thanked Bill for helping him and
bei ng t he uléhavefdted o dave tried that on my
own. o

fiYou woul d have been j ust fine.
everything you did was vital. It would have been

impossible without it , and you managed to get all the

right guys on your side befode yol
set that wup to be successful .o

Bi |l |l ooked Sam squarely in the e
courage now to push this through. Get out there and go

for it and remember how much suppc
you from this organisation. yYoubd

getting a job , so i t seems to me youbve g
the home front. o

That last comment struck Sam with particular force. Once
again he realised how much that home support meant . He
was lucky to have Penny.

ARemember that someone thbansrgyttoo gi v
go all the way. That someone is you. It is yours to drive.
ltds a question of caring enough

Sam. You can do it.o
Sam found himself feeling more confident about facing
the challenge, but it was hard to ignore the sma Il voice of

worry that was sitting there waiting to be heard. It was

still there when he arrived back at work the next morning

and didnét go away over the next
being selective about what tenders they bid on.
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Chapter 16

AForward orders are |l ooking a 1lit
Sam walked through the workshop on his way to his car

for a meeting with a potential client who had called to say

they had a problem and could he come and see them.

Sam remembered he had to be po sitive and provide the
energy.

fi know, but we have g andowe are f gu
going to hearback from most of them | ater th

Rod nodded, fi hope so Sam, or |
that a few of my people use up some of their holiday

leave. And talking of | eave when is Rc
AThur sday. | think Rebecca had to
go. He has been under a | ot of pr
|l ooking the best. o Sam replied he
was hassling him more than ever. Rebecca had said that

there was now a call scheduled twice a week from
Robertds personal business banker
il donot think any of us ar,éduti mmu
at | east we arendt Kkilling oursel
money on what we do now. 0

The drive was shorter than Sam thought. He had known

roughly where the address was and had a vague idea of

the company , but he hadndédt thought they
target for contact and he was busy with people who put

out tenders so didnotstthhvasiandgethem or
to know.
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They 're an energy company , and any work they ha ve was

usually organised through a prime contractor who would

break the job down into tenders that they would then bid

on. Still, there had been an insistent quality in the tone o f

Al do Ramirez6s voi ceSawhcecoomeleed i nvited
talk, so he had agreed even though there were a couple

of tenders that he was working on.

Arriving with time to spare Sam reviewed one of their
company brochures to see what he could learn about
them. He had found several clients that they had in
common from the testimonial section. He also knew that
there were a number of areas they worked in that
surprised him. He could see some products and services
that they could be involved in and Sam stored this
information away for his impending conversation.

In the FAQ section was an outline of how they provided
their services. Sam noticed a similarity with some aspects

of their own sales  process. He wondered if he could align
the two a little more closely when they met.

The man at the front desk handed Sam a visitors badge
and told him he was expected. He was shown into what
looked like a boardroom. 'There must be money in
energy ', he th ought as he looked around at the modern
furnishings and settled into one of the very comfortable
chairs that surrounded the oval board table.

A comment Bill had made came to mind and he quickly
stood up. First impressions count and lounging in a chair
was not the one he wanted to make . He started to read
the company vision statement on the wall. He was still
doing so when the door opened.

ASam, so pleased you, amdalnepe youd m Al do
donot mi nd, but | have invited a few
iNo, not sadtSanal | , O
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He had been expecting an informal meeting in some small
meeting room at best , but this was obviously something
else. This was confirmed when no less than five people
entered to join them. Sam realised they were going to go

stra ight to the meat of the conversation and he mentally

went up a gear and wished he had done more
preparation.

Introductions were made , and business cards exchanged.

Sam arranged them in front of him on the table in order

of where they were sitting so he could remember their
names. He wondered what all this was about, especially
whent h e t i agal @Adviddr dleapt off one of the business
cards at him. He wished he had checked more carefully to
see if they had done work before - were they about to be
sued for damages?

His mouth was feeling dry , and he was pleased when he
was offered water. What would Bill do? Relevance,
honesty and connection!

iAl do, | had expected a smal l er
meeting, 0 Sam begaome vanWbesy peaplee
with spec ific titles around the table , So there is obviously

something specific you have in mind. Could | suggest |

forgo the usual in tro on my company and give you the
floor 2?0

Al do nodded hi s TEhangsr, &am. laappreoiate. f
your openness. What we are about to talk about is
sensitive and mustndt go outside
we need you to sign a confidentiality agreement before

we continue. 0

The legal advisor slid a one-page document across the
table towards Sam along with a pen. He scanned it
quickly trying to gather his thoughts. It looked simple
enough, so he signed it and slid it back. It might have
been his imagination , but he was sure everyone relaxed a
little as he did so.
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AThank you, Shalmd . SmY odu 6 | | under st and
have to do this in a minute. o

He paused and a screen on one wall lit up.

AThis is our Bradley Sands project il
have heard of it?0

Sam nodded. It was one of those mega gas projects that
he never got anywhere near bidding on because the
prime contractors always had their own international
supply chains. Very closed door and political.

AThis is the,os emasidt iAMed obi t

Sam waited expectantly while Aldo sipped some water. |
wonder if he is nervo  us too, thought Sam.

AiThe project i s signific,amtdl y behi
contractually we must supply gas from the plant by a
certain date , or we are subject to the non  -performance

clauses in place. Our own penalty clauses with the prime

cont r act orhahaayweffert@and last week we heard

from a confidential source that they are probably going

into receivership  verysoon,asindays , 6 sai d Al do.

Sam carefully kept his face neutral. Something huge was
about to happen. He knew about the prime contractor,

they were large and seemed bulletproof , and it was the
last thing he had expected to hear. The others around the

table were all focussed on him , and he realised he was
still under some scrutiny. How should he handle this? No
nonsense. Focus on brevity and relevance and be braver

than he felt.
iAl do, g e nltdn appraciate the seriousness of the
situation. | am here for a reason. How do we fit in and

how can we hel p?0 Sam asked and me |
breath and stored the dozen or so additional questions for
the time being.
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ATher e ar e S 0me c r iptamt c \wel wislkp itoe c e s
di scuss. 0 said a voice from the
Sam looked down at the business cards. James Killick,

General Manager Development, it said.

iSince we heard this might be hap
project review including the supply side , and it has some

holes. Some pieces of plant havenét even been
and with the lead times out of Asia, this has become

critical. Even if we could order them today, which we

candt do, they are not going to gEe
AYou mean because they havenodt go
yet?0 Sam asked.

AYes. We have the out alwewcontrastsd bec

allow us to terminate if the contractor goes into

receivership , so we have the option of taking over

ourselves or finding someone else to take over the

project , butt hat doesn6ét mean we can ge
ontime. "

Al f t hey egevership t we will take over ourselves.

"At this stage of the project we can probably handle that ,

and we donot have time to go out t
someone else, so we will keep the contracts going that

are working and work on"the ones t

"So what we want to know from you is, can you make
and deliver the pieces of plant we need qui ckl y?9o

Mentally Sam screamed a big O6yeso.
More calmly he said , AiMy f i r st instinct i s
specialise in plant componentry. You 've done your due

diligence on us and m ust like what you have seen enough

to initiate this conversation, so | feel confident enough to

give you a qualified yes , subject to some significant

things! o
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t even know what

He realised he didno
l'y depermddsof on what

so added, it real

course | need to do some homework at our end to be

sure. o

i told you all|l we had to do was fi

the reputation for being experts and reliable and go with
them, 0 Said Jamess,atliccsdkiemg o0sel f

ican I l ook over t he design drawin
costinsgdse, am, to qualifylndedte answer .
confirm timing as this is obviously critical. We need to

give you a final assurance of delivery , and | want to leave

nothing to chance. 0
The qualifier seemed to please the men around the table.

AOoOf cour se, that i s sensquidklyen 6 Sai d
you do that?

ARi ght away, 0 said Sam, thinking of
atmosphere in estimating and mentally wincing at having
to tell Penny he would be working some long hours.

He could see the appreciative looks around the table and
wa s n 0 ting heeveuks anymore.

One of the other people at the table pushed a thick
envelope towards him.

AProject documentation, 0 said Al do.
receivership next week, we need to be ready , and we will
be. o

ils it a quote you waskhked. from us?0 San
Al do shook his head, AProbably not. V

off detailed costings with an agreed tolerance. Put the
time into production readiness. 0
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ifiWe know this is unorthodox, 0 sai

we are offering an alliance contract; you pr ovide your
material and labour costs, we add a margin and a
premium if you deliver on time. o0

AA generous margin, o Aldo added.

Samés mind was r aci n gtage,olwill hafieA t so
to bring in my managing director. When that is necessary

or when you are  comfortable the time is right, | will ask

you to let me get another confidential agreement signed

by him on behalf of the company so we can get all final

points nailed down. What are your intentions on future

wor k?o0

ilf it all wor ks o utntertaie yoadomg happ)
similar work on our projects in the future. Properly and

competitively quoted of course ,0 said Al do.

APaid on progress?d6d Sam asked, k n

with the bank.

fiYes, o said Al do, iwe know itods a
comp any your size. But remember you cannot repeat this
to anyone , and that includes anyone at work, you will just

have to say itds a possible tende
to leak. o

il understand, 0 said Sam his mind
allthe possibili ti es. @ACan | ask why us?0o
AWe are wel |l atumlmewal suppliers but so are

our contractors. It would be hard to keep this under

wraps no matter what we try to do. Your organisation is

small enough to value this project highly and big enough

to make it happen. Besides, Tom over there has played

gol f with the owner and | iked him.
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When he got back into his car, he looked at the thick
envelope and shook his head wondering if he was
dreaming. So this is what happens when you are real and

have a reputation! It was going to be a very long night;
thank goodness Robert was away
know what he was doing.

Sam shook his head again. All from a day on the golf
course! Robert would not be able to deny the power of
relationships after  this.
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Chapter 17

Sam didnot wai t to get back to
project documentation envelope; he opened it in the car

and quickly scanned the main pages. It was a big job ,

and he could see why they were so worried.

The piece of plant they needed made was a critical part of
the overall project and not something you could buy off

the shelf or something that many other companies could

readily make. But it was exactly what they were good at
and the thought that they now had an expert reputation
around that kind of work made Sam smile. He spent a
moment coming up with the names of other companies

that would have similar projects. If they got this right ,
there were certainly possibilities elsewhere in the market.

Raj loo ked at Rod and shrugged as Sam tore past them

and ran up the stairs to his office two at a time. He

coul dnot wai t t 0 g et exastly awhat ¢hdy. Thi
needed, and he wanted to give their new client every

confidence in their ability to deliver. He was going to have

to produce exactly the right information for them. He was

going to have to be relevant.

AEIi t her Robert has told hjanhedscl

found us somework ,0 sai d Rod, grinning at
AwWell we know i f ahgonegio eRaj wredplei ed
Sam had left his phone in his car ,sohe didndét hear

phoning as it rang repeatedly. He had intended to call her

to let her know he was working late but had become so
absorbed in what he was doing that he had completely
lost t rack of time.
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It was only when he walked into the kitchen and saw a
cold plate of food left out for him that he remembered
what he had forgotten to do and grimaced at the thought.

He looked at the wall clock that informed him it was half -
past two.

He decided to sleep on the couch rather than disturb
Penny, a decision he would pay dearly for in the morning
when he woke up with a stiff neck and a headache.

Sam was alone in the house when he woke. He looked at
the time, nearly nine; he had better have a shower and
some tablets for his headache and get to work.

Despite the tablets, his head was still pounding , and Sam
winced as one of the welders started grinding some steel
sending showers of sparks and shrieking sound cascading
across the floor.

nBidi fferent t his morning, 0O sai d Ro c
watched Sam climb the stairs.

AMust have been a | ate night, o Raj r
as bad as Robert did. o

Sam apologised to Penny and the children for not calling

to tell them he had to work late, and he told them the
bad news, that he had to work through the weekend on a
very important  job.

AiSo you wild. miss the barbeque at A
Penny had said.

It was more of a statement of resignation than a
question , but he nodded and answered anywa)
SO. Penny, I am sorry. I would come i
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He could see she had forced a smile on her face and he
had appreciated her not taking him to task over it. Once
again he was struck by how supportive she had been
since he had told her about the situation. He was an idiot

not to have had her support long before.

For a moment he wondered if it was all worthwhile, the

long hours, the hassles with Robert, mi ssing family time.

Then he thought about all the people who depended on

the company for their living, which included him, and

promised himself that he would cut back on his hours as

soon as they secured this contract. In fact, he might even

take a holiday, after al |, they woul dnot
about moving to find another job , and it seemed ages ago

since their last one.

The week sped by , and so did the weekend. @ Sam had to

have a few Ohypothetical 6, Raj@amv er s
Bascar and the othersreg  arding how they would handle a

large and urgent job. They were naturally curious about

all the questions. These guys were not fools but he was

gratified when they did not press him further i he had

their trust, which was wonderful and also added more

press ure.

Then Raj had sai d, i You know, we

bring in the jobs and we have to have faith that whatever
you are doing will be in all our best interests. We are right
behind you. Okay?06 It had meant a

And the more he talked to them the more convinced he
became that they could easily meet the timelines. The
estimates he was coming up with for the job were bigger
than he expected and once he added their usual margin

they would move convincingly towards the black again ,
and wit h the other jobs trickling in they should be on a
more solid footing for the near future.
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He had become obsessed with the business news on his
laptop and checked what seemed like every minute for

any word on the receivership being announced. Then on
Tuesday , it happened, first a call from Aldo saying there

was about to be an announcement, then he watched it
streamed live on the news site. He was excited and sad at

the same time; excited because this was their big
opportunity and  sad for all the people  employed in the
contracting company because they would soon be out of

work.

fAs soon as the dust settl es, I 61 1 g
for signature , and we are back on track to completing the
project, o Aldo had said. ABy the way

estmat es, they came in close to what w
ANow that the news is out, it is pro
CEO. | have been getting some inquisitive  looks around

here, o said Sam.

He had been getting regular visits from Robert over the
last few days , and the mounting pressure was easy to
see.

ANo problemd replied Al do. AiLet me ki
meetings needed , and | will connect the right people with

the right people. | will send a new privacy contract. Talk

s 0o n. O theli, hethung up.

Sam sat back in a mix of competing emotions as the
news sunk in that this was really going to happen. He let

the smile on his face widen as he slid back in his chair
and stretched, he had been sitting too long.

He caught himself. There was still a contract to sign and
possible last-minute negotiating so he would have to be
at his best all the way to the finish.

But then again, this was not really the finish. It was only
the start of what  he hopedto be alot of  business.
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Rebecca wasndt ,and them rwasche sign of
Robert either.

fiDoes anyone know where Rebecca
eception as he walked by, for Rok

-

ARobert has gone into the City, toc
hi m s &nn,amew face at reception, told him.

AThamwkshe replied, but his mi nd
ahead of him out the door.

He fumbled with his phone and almost dropped it in his
haste. He needed to talk to Robert before he got to the
bank. He had to know  that they were about to have some
serious business.

fiOh, 0 said Annds voice at hi s shol
home, she seemed upset. o

AfiThankso he mumbl ed. That mu s t be
her he was going to the bank and that was the end of the

company , the bank was going to foreclose! All that effort

for nothing!

The call to Robert went to his voicemail. Did that mean he
was already meeting with them and had turned his phone
off? Who exactly did he meet with anyway? He began to
panic as he realised how little he knew.

He wanted to jump into his car and race after Robert , but
he didndédt even know when he | eft
spun around and raced back to reception.

iHel | o, Ann, i snot it?o0 he sai d
cam,sohe didnodt sound |l i ke a lunati
can |l ook up Rebeckalsf ®io mme Ad m
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Robert sat in his car for a long time, he had hoped he

could keep the bank happy, their forward figures were

trending upwards , but he knew it wasnot goi
enough. Maybe he could put a positive spin on things , but

in his gut, he knew tha t nothing was going to help. What

had Bill James said, you have to be real, and people knew

if you werenodt. Probably makes | itt]l

He looked at his phone, there was no signal being parked
underground in the carpark. He looked at his watch, he
was early. Maybe he would get a coffee at the café in the

foyer. Better to sit there than wait upstairs in one of the

tiny rooms where you felt like the walls were crowding in.

He took a deep breath and got out of the car.

Sam had to ring three times a nd was on the verge of
driving over to her place when Rebecca answered.

He asked if Robert had gone to the bank and she said, A |
cand6t talk about it. o
ARebecca, we are about to get t he

have ever had , and | think Robert has to know, it could
change everything. Do you know where the bank is and
who heds meeting with and when?o

AHe 6s meeting at three, I 611 go
schedule and text you the address
with,0 she replied.

AThanks, 0 he said before hanging
grasped it all in an instant , and there was no further

argument. He appreciated how much depth there was to

her, as a thought occurred to him. You probably never

saw that depth in others until you were willi ng to show

them the real and deeper you.

His heart was racing , his mouth dry , and a fter what
seemed like an eternity his phone beeped and he opened
the message from Rebecca and looked at his watch.
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There was no way he could get to the city in time , and if
Robert was going to leave his phone off, he was in big
trouble. He tried Robert phone again, this time he
answered.

Sam was so surprised he could hardly force a word out,
finally he managed to say, fiRober
bank yet?0

ANot vyeitl,]l Thaswwe a few minutes, but
know you have done al/l you can b
| ate. o

AfRobert we are abouwnti Itla ogmetdod Inmaul t

AfiHave we got that in writing Sam,
words anymor e?o0

i No , buvte la hdar af t agreement. 0

There was a long silence on the other end of the call.

ifiYou better t el |, smé soandd liked know t it
what 6s going on, but no guarant e
Sam, 0 said Robert. NfGet t hat draft

phone ri ght now. 0

He went through the story as quickly as he could, and as
fully as he could without an updated confidentiality
contract, aware that time was ticking down.

inWwel |, t hat sounds l' i ke our i fel
5.30, will you still be there? 0

ifiYes, o said Sam knowing t hat t hi s
longest few hours of his life.
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He sat staring at the news site; their new alliance partner

had announced that they would be taking control of the
project immediately and that all of their contracted
delivery agreements would be met. It struck him that
almost no one in the world would care less about this bit

of news , but to him and the company , it dwarfed all other
events.

He kept glancing at the time on the screen; it seemed to

be creeping along slo wer than ever. He heard the roller

door closing to signal that the workshop was closing. He

leaned back in his chair and closed his eyes. He wondered

if he should be clearing out his personal items from the

of fice just in case Robertnvinteadnot b
them.

He opened his eyes at the sound of his door opening, he
hadnét realised he had fallen asl ee]
room and sat down opposite him.

nWel | Sam, today | di d somet hin
woul d, 06 heanbs®gméhs heart sank as h
the fateful words.

AYou dSard Peplied, not knowing what else to say.

Robert nodded and looked at the floor.

AfSomet hing | 6ve al ways sworn | woul d
continued.

Sam swallowed hard.

AAnNd | 6m natbolappy Sam. o

A Todoiasyai d Robert, il puptas collatermhy, house
and we have a reprieve from the bank.
split into a smile.
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Sam found himself laughing as he realised that they had
made it. They were going to be ok. Maybe it really was
time to take Penny and the children on that holiday!

i Sam, it has been t, andgbou havetaked | of
a big share of that, being in the position you are in. But
you punched through it and came up with the goods when
it mattered most. | apprec jateit ,and 1 wonodét forget

Sam felt the relief and gratitude
well up inside , and he could not wait to tell Penny, and

the rest of the team.

iAnd Sam, al | that sales stuff, it
AfYes Robert, i t itvroearls sve tie@ pepples e

like we would like to be treated, not as objects to be sold

to. o

AfBei ng Real really does get the de
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Epilogue

Rebecca sat and admired the flowers that graced her

desk. She seemed to be getting a few gifts of
appreciation now. While she tried not to let it show too

much, she definitely approved. Although how Sam had

found out about her favourite cinnamon biscuits was
beyond her. He had been something of a pleasant
surprise.

The big contract had created its own set of challenges ,
but they had pulled together and made it work. No one

had missed the significance of that order and what it
meant to the company and them individually.

The mood had changed. Doubt and uncertainty had been
replaced by a busy optimi ~ sm. New faces had appeared on
the factory floor in the last few months , and that new
Bernie was a God -send.

And the addition of a young guy that understood the
software back to front and had experience in estimating
stepped in and took all the presentati on work off Sam.
With a flair for design, the presentations had never
looked so good. He seemed to thrive on creative
administration and sorted out a client management
system, did all the marketing layouts and created a
consistent brand all the way through the organisation.

And, he pulled Sam up when he did not keep the
standard. As a result, Sam looked great in front of the
clients. T o miRde, lpmfessianélism and pride in
the company were  worthy traits indeed.
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Sam himself had gained a lot of confidence. There was
pride in his stride , and he had grown into the new Sales
Manager title. The company was now known as a
specialist in several markets that made them money. Aldo

had been true to his word , and the sales pipeline looked
healthy. Sam had leveraged their success and they were
now starting to send components all around the South
Pacific.

The additional training offered was also grabbed with both
hands and when Robert had suggested a mentor for Sam,

he had jumped at the chance. Robert had co nfided in her
that he would likely retire in a year or two and that the
company needed a good internal man for the role. An
interesting thought , butt ime would tell.

In truth , she would probably retire with him. This firm

was a passion for her. She felt | ike the brood mother and
that it was her role to keep everyone in line i including
Robert on occasion. But she could not see herself working

on if he retired.

She was strolling around the upper floor and overheard
Sam in his office on tyhlehavewiiobne . i No
forgotten the school play. It has been in my diary for
weeks. What about wus al/l going out fo

She allowed herself a smile. Sam had confided that things

were in a good place at home and he was certainly more
relaxed. The famil y had gone on a holiday , and then he
had gone on a school camp last month , and the big bonus

from Robert had not hurt either. Surprisingly Penny had

still taken the job at the orthodontist. It had become

part -time , and she was thriving outside the family role.

She reflected that it was a good brood to be mother hen
of. She glanced into Samds room and ¢
nod of acknowledgement and received a brief wave back.

As she left the room , she wondered, not for the first time,
about the significance of the poster Sam kept on the wall.
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It meant nothing to her , but he said it kept him  focused .

ltwas simply a big |l etter O6RO.
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To the Edge and Back

Bill James Workshops.

3 Piece Sales
The 3 Missing Pieces

There are many reasons why sales are not at
the level you want (and need) them to.

We have found many times it can come down to three

key areas;

1. Commitment to the sales process and the need to
succeed .

2. Connection to clients quickly and deeply to bring a
speedy and favourable outcome

3. Completion is getting the job done and the
relationship set for the future

The following are a me nu of ideas that act as a starting
point to a tailored solution. We customise to ensure that
your team can sell themselves, your company and your
products and services.

In most cases businesses do not have to radically change
their existing sales processe s to achieve remarkable
results T theyjust need the missing pieces put in place.
Some of the subjects will look familiar but what we do
with them is very different.
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Tick the ones you feel would address a challenge your
sales team are experiencing

Commitment
Selling in Modern theory, how buyers are
world buying, the changing role of sales,

the need for o6integr

Why is selling so
hard

Why we naturally shy away from

selling, understandi
how to sell as yourself, the 6Bob
Buil derd system to ¢

confidence, attitudes and resilience.

The 4 basic skills

The 4 simple skills that form a
foundation to integrity selling that
allows your team to start selling as
themselves.

Connection

Preparation

Planningand knowi ng
setting sales goals, using a call
planner, planning  your day and
week.

your

Understanding the
buyer/ Selling value
not price

Personality, from features to benefits
to influence, Creati
that fits each customer.

Customer
communication

Talking each individual customers
language in a way that gains
maximum response, pace, pitch,
tone, language, jargon, choosing the
right forms of communication.

Telephone sales 1
inbound

Turning inquiry into income,
connecting fast with  prospects, how
to move them to the next stage.

Telephone calls 1
outbound

Prospecting 101, advanced calling
that converts over half the time,
relevance and

quick wins, Making appointments,
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gate keepers.

Setting up the sale

Opening the appointment and
getting 70% of the way to a sale in
the first 3 minutes, moving straight
past small talk, creating an approach
every personality accepts.

Positioning How to frame your proposition, sell

on value, framing yourself as the

right person to deal with, qualifying.
Completion

Uncover the needs
they will buy

Questioning to uncover hidden
motives, 3 key questions almost no
one asks and should, crafting
solutions and repositioning their
language, stop shooting yourself in
the foot!

Forward
momentum

Keeping the sales process rolling,
being in control, summarising and
next steps, creating solutions and
gaining agreement.

Objections

Pre-handling the common

objections, Tipping the bucket,

dealing with price, easy stepped
objection handling process, specific
objections worked through.

Doing the business

Pre-closing from the beginning,
controlling the momentum, trial
closes, gaining easy agreement,
specific ideas

After the sale

Delivering on promises, tucking
clients into bed, setting up for long
term relationships.

Cross and up selling

Laying the foundations for future

sales, how to sell more even when
they dondt think t
they need.

h e
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Key account Taking care of the best of the best.
management

Territory Creating efficiency on the road, time
management management for sales people, doing
the right thing for the right clients,
priorities and planning, relationship
management strategies.

Which ones did you tick?

If you want to make a difference to your results a quick
call or meeting will soon allow you to judge for yourself if
3 Piece Sales can provide the missing pieces to your sales
jigsaw.

Bill James

3 Piece Sales

PO Box 102158 NSMC
Auckland 074

Office: 09 4412164
bill@3piecesales.com

www.3piecesales.com

Ey

3piecesales

Lom
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"For peopkhat don't like selling,
but have to anyway"

While each case is different, many organisations we work
with want to know about some of the outcomes we have
achieved. The following are a few examples;

AAfter two months we have inder eas:¢
from call to appointment from 37% to 56%, a 51%

increase which far exceeds our goal of 20%, and

represents a return on investment on the training in the

thousands of percent." -Les Seiler, Franchise Support

Manager, Pit Stop Ltd

AiSi nce usi ngniqudsélaee had dugd success! |

had my biggest month in sales last month and the
conversion rate for getting a kitchen sale over the line

has increased fr omJosSiCaoperQudifiieds. o
Joiner, Kitchen Consultant

il have done threalsiaghe lashimenthd d de
worth $50,000 that | attribute to the skills | learned
during my day-SimontThansl®&/jDedigned

AWithin 1 month every rep signif
pr odu c t-CEOnBeauty industry

iWe have gained $3, Offofh,olr@0sting n s al
clients after your one day session i-B8M,3 m
Hygiene industry

ABill 6s sales coaching has played
a new Australasian sal es re@Gwvr d i
Power Supply industry
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AThe feedback has been so good
get to see you have heard about you from those that did

and are knocking on my doors saying, when can we have

y ou b a eBroWnie Wijohn, Trade Coach, North Power

Ltd

AAny sales force yoorudeas and hdonot f r o m

think the industry matters greatly. Anyone who wants to
build and manage a relationship and then lead that
relationship, to a successful sales conclusion would
b e n e f -Jahn Mitchell Telecom NZ, Head of International
Sales

fi Ov ermeriod of 3 months our team become aligned as

one sales team all pulling in the same direction, we broke

a best ever sales in one of the territories 2 months
running and an all  -time record across the whole company
in the 3rd month. A -Gareth McKay Sales Team Leader
Regal Electro

il used just one of your i deas
36% of our new-CkQI|KJéwelery isdusiry

iwe increased sales $150, 000 i
i deas ar ouRQEOSPR Industry

iWe have gained $8saedffom 00

your one day session in g
Hygiene industry
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