Driving Pharmaceutical Sales Performance
through Simulation

Don Block
Wyeth Pharmaceuticals

Rich Mesch
Performance Development Group

WYEth Performance

Pharmaceuticals Development
Group




=» performance development group

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 POASs
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Customer-Focused Selling

 The customer is the center of the buying process.

The cust omer S situati on, needs, an
both direct and indirect.

Concentrate on the customer s Dbuyi ng
cycle or agenda.

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

A good salesperson al ways asks, Wh
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)
WyethTURBOPIan
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To: Block, Donald

to sell by

Aﬂ;er moving through the initial steps of a solid selling presentation, the only step left is to ASK for the
business! This last step, when done well, is the natural outcome of the entire selling process. By using the
CFs steps, you've earned the right to ask for the prescription. This should be the most satisfying part of a
sales call, and it will help you obtain your individual sales goals. Top sales people ask for the business to
obtain their goals in:

* Retaining and expanding accounts
- Acquiring new ones
- Increasing sales

Most doctors do not like a hard manipulative close. If closing may push the physician away or seem insensitive,
conclude the call in a way that leaves the door open for your next call. While you conclude the current sales
call, you are beginning your pre-call planning for your next sales call.
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CES = =
Questioning €3
Worksho D , s

Workshop Introduction

Sample Closet
Rushing the Message...One-Sided Conversation

Jumping to Conclusions...Handling Sales Issues

Introduction to the Role of
Questioning during Pre-Call Planning
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Audio CDs

THE
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PART | PART 1lI
Planning & Opening a Call Advancing the Sale

Customer-Focused Selling Audio CD 4 ‘ "
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PART Il PART IV %

Handling Sales Issues Closing & Concluding a Call v = -
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a Customer-Focused Selling - Microsoft Internet Explorer provided by Wyeth

Wyeth’i’? Customer-Focused Selling

Explaring Business Needs | Exploring Meeads Bﬂd(o ONEIE
]ﬁ Course Home Page

s Exploring Needs and the Customer-Focused Selling Process

o ':'Elnr'i”g. and . Advancing is the central part of every call. High-pedorming salespeople help customers advance up their buying steps, progressing from no

interest to cormmitiment. They always keep the driving principles in mind and the custormer at the center of the process,

Once you have advanced the customer from low interest’ to 'strang interest,' it is tempting to try to close the sale. Strong interest, howewver,

is not the same as being convinced and is not a signal to close. Salespeople often err by trying to close too early. The next step is to create
even more interest on the part of the customer,

Move your mouse over the Convinced step in the diagram to learn more about moving a customer from "Strong Interest’ to
L! H n
Convinced".

Moving to Convinced

usnces and

. bz Explaring needs - taking the customer from 'strong interest' to 'corvinced' reguires

S i " Close time and attention. Here, you must apply the driving principles and all the

Madule Evaluation Convinced Fundamental Selling Skills in your role as consultant.

* Explore needs

- Custnmers_m_ust have a reaann_tn au:t._ The_high-perfnrming_Salesperann gives them
= - Presentation focus one ij,r clarifying 1h_e _need succinctly, |dent|fy|ng the potential consequences of

3: Follow-up inaction, and spemfymg the payoffs nf_an:tu:un. If you sun:_n:eed here, your custorner

S will mave fram 'strong interest'to ‘convinced,' and you will earn the right to advance

by helping your custamer solve a business problem.

* Purpose-Benefit-Check

MNo Interest

Three Driving Principles
Fundamental 5elling Skills Visual Aids

(k]

Resource Link

[w] Exit Course If you would like to see the driving principles of the Customer-Focused Selling Process, click the Explaring Meeds
Conseguences, and Payoffs as it Relates to the Three Driving Principles.




Step 1

Open

Build Rapport

» Purpose- Why
you are there

« Benefit- For the
customer

* Check- Engage
customer to move
forward

Pre-Call Plan

Wyeth

Pharmaceuticals

WYETH

Customer-Focused Selling

Step 2

Advance

Presentation Focus

* Core Message

« Clear and compelling
 Feature and Benefit

» Productive Questioning
» Customized to customer

Handling Sales Issues

Encourage the customer
Question until you are clear
Confirm what you heard
Provide a solution

Check if handled

Step 3

Close or Conclude

Visual Aids

* Hold so customer can see
dono6t read

*Paraphrase,
* Maintain eye contact

ASummarize needs, tie
to benefits

* Use a direct close

« Close with confidence

« Affirm decision to buy

» Suggest an action plan

* Check

Post-Call Analysis
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Customer-Focused Selling (Purpose Benefits Check)
Skills & Scenarios POOR GOOD BETTER

The Right Zone - INTRODUCTION

Opening a Call Fair Balance
Visual Aid Closing
Handling Sales Issues Bridging
Questions Access

Reprint to Visual Aid Sales Contact Selling
Situations

Visual Aid
POOR GOOD BETTER
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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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Territory Performance Management Plan

Overview Territory Analysis _

Goal | You | Your District | Using This Program
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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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Welcome to the Customer-Focused Selling page! This site provides a wealth of CFS resources.
You'll find materials ranging from the Customer-Focused Selling Course to selling simulations and job
adids for your selling skills. Please revisit this site often to polish your skills and find new ways for
driving your business.
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Frequently Used Sites
& Applications
Benchmark Cradit Union

Boise Office Supply « For
Freld Sales Only

Employee Benefits

Freld Salas Main Contact
Information

web site for Global Privacy
HIPAA Information

IC - Online

Policies & Procedures

Promotional Materials
Ordaring Systam

Relationship Transfer
Program

Sample Information
VS8 Program Manager
Wyeth Job Opportundties
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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

View CFS Link to appmpnate Link to appmpmta Link fo appmpnate Link to ap-pmpmta Link to appropria
Resource Canter Resourcas

I e

Enter Simulation ol - o - o
Homepage — I Decision 1 H Decision 2 H Decision 3 H Decision 4 H Decision 5 I

Receive written
Feedback Report

and Score Report
for all decisions
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The Role of Simulation

Simulation

Learn

Wyeth
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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

Wyeth ;¢ el
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Group
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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

WYEth Performance
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Why is Simulation Effective?

» Good simulation is immersive; gains and keeps attention

* Real life environment

 Learn by doing

* |[llustrates Best Practices

* Requires critical thinking and problem-solving

« Can focus on trade-offs and impacts, not just right/wrong answers

Wyeth Performance
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When Should | Use Simulation?

Simulation is most effective for content that is:
* Behavioral

* Observable

» Has defined consequences and implications
* Process or System Driven

WYEth Performance
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When Should | Use Simulation?

Effective Applications for Simulation

« Skill Application/Capstone
« Change Management
* Process Comprehension

WYEth Performance

Pharmaceuticals Development
Group




Skill Application/Capstone

 Practice New Skills
» Experience results of new approach
» Evaluate/Receive Feedback on Proficiency

Wyeth

Pharmaceuticals
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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.

Wyeth ;¢ el
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Design & Development Process

Overall System
Design
) Alpha Version
Identify Skill/ P'zrefger;:“:;e Identify Critical Create and
Behavior Area Metrics Incidents Organize Toolkit
\
L2
Shoot and
SRS Sier) Integrate Video

Y X

Determine Best Create User

- Interface and  |— Beta Version
Practices ;
Locations
Create Flowcharts Create SIMUSINY | Pilot/Rollout

Script
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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
ﬁood outcome
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Conclusions and Next Steps

3 SalesandMarketing Portal - Microsolt Internet Explorer
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Need more information?

Please contact:

Rich Mesch
610-308-9445
rmesch@performdev.com
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