eentel-e-chy: A Case Study in Training Excellence and Business Results
Brought to you by Entelechy, Inc.

Embedding Success into

New Hire Sales Associate Training
EMC Corporation

Background: EMC Corporation builds the world’s most )
robust, secure, and trusted information storage

infrastructures. The storage systems, software, networks, E MC
and services ensure fast, round-the-clock access to all of ? § .

the information businesses and individuals must have to where information lives

prosper in the Information Economy. To EMC’s customers, EMC is the caretaker
of the world’s information.

Explosive growth and a fast-paced, fast-changing environment have led to the
need to increase the skills of new Sales Associates (SA) -- shortening their ramp-
up time, reducing their call reluctance, and helping them develop into sales
representatives as quickly as possible. The promotion cycle from sales associate
to sales representative used to take a year. Now the need to promote SAs to the
field has reduced that cycle to six months. This increases the pressure to have
the Sales Associate prepared and confident to “hit the phones running” upon
graduating from new hire training.

Challenge: The sales training team was developing a two-week Sales Associate
New Hire Training course. Newly hired SAs from all 130 district offices would
attend training in the Hopkinton, MA location. EMC expected to train between
10 and 15 sales associates each month.

SAs have varying levels of sales and/or industry experience. The expectations of
the SAs upon completion of new hire training are that they should have:

e A basic understanding of EMC’s products and methods for doing
business.

e An eagerness to get started in their jobs.

e The confidence to make cold calls and carry on conversations with
prospects and customers even when they don’t have all the answers.

e Knowledge of the tools and resources they can rely on for information
they don’t know.

e A comfort level with their lack of technical knowledge - recognizing that
technical knowledge is not required for successful sales interactions.

The question: How would EMC create such a critical module - basically the heart
of the sales training - in a short amount of time?
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Solution: The answer is: Entelechy. Working with the EMC team, Entelechy
customized its High Performance Sales program to create an EMC-focused day-
long module that introduced SAs to the sales approach that would help them
succeed at EMC (and continue to propel EMC to one of the top of the RAID
(redundant array of independent disks) storage systems world).

EMC’s sales and training team met with Entelechy to discuss the development of
a telemarketing workshop for Day 6 of EMC’s two-week SA New Hire training.
During the first week of training, new hires would get a basic understanding of
the industry, the company, the products, their role as Sales Associates, and how
to process an order.

The beginning of the second week was the ideal time to introduce the sales
process and work on the development or enhancement of basic skills. Concepts
introduced during this day could be built on and reinforced throughout the
remainder of the training. Specifically, the subsequent sections on the
competitive marketplace, effective customer qualification, selling through
partners/channels and selling to dot.com companies are able to take advantage
of the skills, tools and techniques that have been introduced on Day 6.

The workshop - entitled High Performance Sales for EMC Sales Associates — was
designed to specifically address the skills required to:

e Cold call
e Prospect
e Qualify
e Position

e C(lose

e Overcome objections

e Get the appointment Prepare

Entelechy and the EMC team recognized that no one-day Greet

training can make experts of the Sales Associates in all
these skills. However, a solid foundation can provide the
basis for early successes to increase the trainees’
confidence and so encourage further skill development.
In addition, Entelechy recommended using practice

Qualify

Position

o r—>»0

activities later in the training week - and even beyond Handle Objections
training - to help SAs realize their greatest potential. _
Results: Because EMC was embedding High Performance

Sales for EMC Sales Associates into the new hire training, no specific measures
were established to determine the effectiveness of this particular module.
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However, based on the fact that EMC continues to use this training as the core
for their SA training - and the fact that EMC is one of few companies who
continues to show strong sales and 15-17% growth in a tough economy and a
very competitive industry - speaks volumes.

According to a recent BusinessiWeek Online article*, “There’s nothing fancy about
the way [Joe] Tucci [CEO] runs the company. He finds 7
out what'’s driving customers crazy, then builds,

licenses, or buys technology that will help them out. “

This approach mirrors Entelechy’s FIRST
questioning techniques practiced by SAs - / {

Positioning
S olution Questions

, T Jransition to

R elated Impact Questions

techniques learned on Day 6 of their New Hire | Jssue Questions

Training program!

F act Questions
This year, sales are expected to rise 17%, to $9.6 P TR T |
billion, surpassing their boom-time peak for the first

time. Bear Stearns & Co. (BSC) predicts net income will surge 40%, to $1.2
billion.

Go Sales Associates! Go EMC!

**EMC: From the Brink to the Big Leagues,” BusinessWeek Online, August 4, 2005.
http:/ /www.businessweek.com/technology/content/aug2005/tc2005084 5865 _tc024.htm
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