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00 O O TRAINING Training is very important. A critical issue identified in the research is having sufficient training
(] too little training actually results in a decrease in the performance of the salesperson. Salespeople who have to
use a program or technologyl] but don” t know how[J waste too much time trying to figure it out. Research also
indicates that because they simply do not know how to make use of the system[J they make poor decisions about
their time. The result is fewer sales calls and lower sales. the opposite of what you want from sales
technology.Training isn’ taonce and done project[] either. while initial training is important] ongoing training
can secure more effective use of the system. Ongoing trainingd according to Ram Ramamurthy of DG Vault. is as
much about how to get the most out of the system as it is about what buttons to push. He regularly presents the
sales staff with ideas of how to use the information in the system as well as the more advanced features. Salespeople
now eagerly attend these training sessions because they know they will learn something that will enhance their
performancel] we’ |l address training with greater detail in Chapter 900 .MANAGEMENT SUPPORT When SFA
Or CRM soft ware is not used by a sales force. sales managers may be part of the problem. In a study of sales
executives. one sales executive stated that he believed that technology had little to of. fer in the future. Yet this same
sales executive was not using the system he had to its fullest capability] he was not using many of the applications.
One conclusion 0f that study was that sales leaders do not always fully comprehend the value of a CRM or SFA
system. nor do they have the skills needed to gain full benefit.Managerial support is critical to salesperson adoption.
If managers expect salespeople to use the software. sales people are far more likely to adoptit.” .When managers
fail to adopt the software and to support it(] a significant barrier to adoption is created. Sales people who want to
use the software then report being stymied in reaching the productivity gains they expect from the software.”

What is less important is peer use——salespeople are not aslikelv to use software just because their peers
do.Managers can run into some ethical challenges when they implement software. The Ethics in Sales Management
feature in this chapter identifies some of[] these challenges. though the list of challenges is by no means

complete. TECHNICAL SUPPORT In addition to training and managerial supperd post implementation
technical support is also important. Sales people need to have easy access to help because problems can arise in the
fieldO there is no one right there with them to answer questions. For example[d Tricia Jennings has her office in her
home. As a sales manager for Merck[] a pharmaceutical company[] she spends most of her time making sales calls
with her sales-people or working at home on reports. When she encounters problems with the system. there isn’ t
anyone in the next office to ask for help. Good technical supper is important to ongoing use after the initial
training. COMMUNICATING THE BENEFITS When a new system is launched. sales people have to be sold on
its benefits. Some companies have created systems that benefit marketing or sales management but have few
benefits for salespeople. According to Bruce Culbert[] a leading CRM consultant .a lack of real benefits for
salespeople can doom a system to failure. He also says(] thoughU that even when the benefits are realJ they must
be communicated to the sales force. Otherwisel] using the system may be seen as just another task or responsibility
added to the bottom of an al read Y 10ng list of things to do.
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