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Session Overview 

• Background on Wyeth Pharmaceuticals and Customer-Focused 

Selling 

• The Challenge: What was the problem to be solved? 

• The Vision: Simulation-centered performance support system 

• Simulation Demo 

• What is Simulation and why is it effective? 

• Conclusions and next steps 

• Q&A 
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Wyeth Pharmaceuticals 

• A global leader in pharmaceuticals, consumer health care, and animal 

health care products, Wyeth is a research-driven multi-national 

organization focused on accelerating the pace of medical innovation.  

Wyeth employees strive to bring the world pharmaceutical and health 

care products that improve the lives of millions of people and deliver 

outstanding value to customers and shareholders. 

• Sales Force of approximately 4500 

• Formal training consisting of 3 Stages of training 

• Additional skills covered in AST and POAs 
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AccesséLearnéEvaluateéTrack 

Competency-based Curricula 

Sales Training and  
Management Development  

Instructor-led  Virtual Classroom Web/paper-based 

Wyeth Global 
Learning Strategy 

Technology Infrastructure:  WyethTRAINet Learning Center 



page 5 

Customer-Focused Selling 

• The customer is the center of the buying process. 

 The customer s situation, needs, and goals drive all sales activities, 
 both direct and indirect.  

Concentrate on the customer s buying steps rather than on your sales 
cycle or  agenda.   

Everything you say and do should be valuable to the customer.  

 A good salesperson always asks, What s in it for the customer?  and 
makes every minute of the sales call count. 

 

Old Selling Model: Group or POD Selling, Focus on one product/rep 

New Selling Model: Individual accountability, selling multiple products  

Quality of the sales call has become more important than the quantity of 
sales calls 
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Resources 

Learning System for CFS and CCFS 

District Manager Tool Kit 

Flash Email Series 

“Thoughts to Sell by” 

Global Cycle Workshops 

Audio CDs  

Tools for Representatives – job aid, participant manual, 

certification test, etc. 

Video Workshops (poor – good – better) 

WyethTURBOPlan 
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email12.swf
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Coaching CFS-The Sample Closet MP1.mpg
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Audio CDs 
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Å Summarize needs, tie 

   to benefits 

• Use a direct close 

• Close with confidence 

• Affirm decision to buy 

• Suggest an action plan 

• Check 

   

Open Advance  Close or Conclude 

   Build Rapport 

 

 

• Purpose-  Why 

  you are there 

• Benefit-  For the  

  customer 

• Check- Engage  

  customer to move  

  forward 

  Presentation Focus 

 

 

• Core Message 

• Clear and compelling 

• Feature and Benefit 

• Productive Questioning 

• Customized to customer 

 

WYETH  
Customer-Focused Selling  

Step 1 Step 2   Step 3 

Visual Aids 

• Hold so customer can see 

• Paraphrase, donôt read 

• Maintain eye contact 

 

 

 

 

Encourage the customer 

Question until you are clear 

Confirm what you heard 

Provide a solution 

Check if handled 
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Handling Sales Issues 
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Visual Aid-Poor MP Lyr 2_MP1.mpg
Opening a Call-Poor MP Lyr 2_MP1.mpg
Visual Aid-Poor MP Lyr 2_MP1.mpg
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The Challenge 

• To take established knowledge and skills content and package them 

into a blended learning solution to enhance application. 
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The Vision:  
Simulation-centered performance support system 

 • Simulation-driven application and reference system 

• Focused on application of learning, not new learning 

• Provide real-life examples and best practices 

• Links and contextualizes performance support tools 
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Simulation System Design 
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The Learn-Do Gap 
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The Role of Simulation 
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How do you close the gap? 

• Application 

• Example 

• Contextualization 

• Practice 
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How do you close the gap? 

• Application 

– What do you expect me to do? 

• Example 

– What does it look like when I do it right/wrong? 

– What is the impact of different approaches? 

• Contextualization 

– How does it impact my role and the roles of others? 

• Practice 

– Try it out in a safe environment 
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What is Simulation? 

• Simulation is a realistic, controlled-risk environment where users can 

practice behaviors and experience the impacts of decisions 

– Learn-by-doing 

– Application of Learning 

– Performance Support/Reinforcement 
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Why is Simulation Effective? 

• Good simulation is immersive; gains and keeps attention 

• Real life environment 

• Learn by doing 

• Illustrates Best Practices 

• Requires critical thinking and problem-solving 

• Can focus on trade-offs and impacts, not just right/wrong answers 
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When Should I Use Simulation? 

Simulation is most effective for content that is: 

• Behavioral 

• Observable 

• Has defined consequences and implications 

• Process or System Driven 
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When Should I Use Simulation? 

Effective Applications for Simulation 

 

• Skill Application/Capstone 

• Change Management 

• Process Comprehension 
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Skill Application/Capstone 

• Practice New Skills 

• Experience results of new approach 

• Evaluate/Receive Feedback on Proficiency 
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How is Simulation Rolled Out? 

• Blended Learning Methods 

– Simulation-Centered Learning/Performance Support 

• Classroom 

– Team-based 

• Competitive 

– Leader Board 

– “Game Night” 

• Event-based 

– Sales Meetings, etc. 
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Design & Development Process 

Identify Critical 

Incidents

Determine  Best 

Practices

Determine 

Performance 

Metrics

Identify Skill/

Behavior Area

Create the Story

Overall System 

Design

Create and 

Organize Toolkit

Create User 

Interface and 

Locations

Create Flowcharts
Create Simulation 

Script

Alpha Version

Shoot and 

Integrate Video

Beta Version

Pilot/Rollout
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What makes a good simulation? 

• Immersive 

– Feels like doing the job, not like taking training 

• Performance-based/Behavioral 

– Simulation is about doing the job 

• Driven by real-life metrics 

– Metrics come first, and success is measured the same way it is 
in real-life 

• Real-life conflicts and trade-offs 

– The same things that make decisions difficult in real life are in 
the simulation 

• Storytelling 

– Users are drawn into the story and make decisions to create a 
good outcome 



page 33 

Conclusions and Next Steps 
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Need more information? 

Please contact: 

 

Rich Mesch 

610-308-9445 

rmesch@performdev.com 

 

mailto:rmesch@performdev.com
mailto:rmesch@performdev.com

