
Introduction
Jaimie Daniels, the MD of a large, family-run furniture hire company was in the
middle of a 6-month mentoring course with Kate discussing the structure of
the business, the roles for each team member within the sales teams, and
whether they knew the expectations of the business. Through conversations
with Kate, it became apparent that the teams had no processes in place, and
Jaimie therefore had no idea what their current customers were experiencing
when liaising with the team members.

There were concerns around consistency of conversations and processes,
along with whether leads were not being maximised because of a lack of
understanding of the correct procedures when dealing with an enquiry.

The Challenges
No knowledge of how the company was being perceived by potential
clients when they enquired
No understanding of the correct way of dealing with an enquiry
Concerns that juicy enquiries were ‘falling through the gaps’ because of a
lack of processes in place
A lack of support for the sales team to encourage and maximise their
efforts and skills
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Mystery shopping over the course of 1 month in a mixture of phone calls,
emails and website enquiries
All criteria based around consultative selling and building rapport and
relationships. Including:

Timeframe of response
Questions that were asked
Conversations that happened as a result of the questions
How effective and consistent the proposals were
Whether the follow-up was timely and effective
The likelihood of the business winning the booking

1 day spent in the office sitting with the sales team
Sales team members were given the task to explain their day-to-day routine
when an enquiry comes through
Kate watched the team take enquiries

Together, we put in place a plan that was 2-fold: Firstly, to analyse what clients
were experiencing when they interacted or enquired with the business, and
secondly to analyse any internal processes that were happening, with a view to
improving them alongside the team

Analysing what customers were experiencing: 

Analysing internal processes
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The Solution
A new workflow was written alongside Jaimie as the ‘dream procedures’
Training around the team’s role in converting business and the importance
of conversations
Brainstorms alongside the sales team to come up with their ‘dream
procedures’ which was their ideas, but off the back of Jaimie's preferences
Implementation of new processes within the office
One-to-one mentoring support for Jaimie to ensure she was making the
team accountable to upholding the processes

The Results
A high-functioning slick process rolled out to the sales team
An empowered and accountable team who understand the importance of
a sales process
An MD that feels confident that clients are being liaised with effectively
and efficiently
An MD that feels comfortable to make their sales team accountable for
implementing the processes every single day 
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What did the client say after working with
Selling Savvy?
“I booked on to Kates 6 month mentoring sessions back in July 2020 when I felt
like I was struggling to find my path. I lost the motivation and buzz. Kate is very
gifted. She has such an inspiring way of keeping you on your path and making
you feel there is light at the end of the tunnel. She makes you think outside of
the box and brings you out of your comfort zone to take steps in trying things
you would not have done on your own previously. I have just signed up for
another 6 months!”

“The Selling Savvy mystery shopping is like no other mystery shopping we have
considered before. It uncovered some fundamental issues with our team
processes, and most importantly showed us exactly what our clients see day to
day.

The personal, consultative nature of the conversations allowed for a realistic
overview, rather than just a tick-box exercise, and with the help of Selling Savvy,
we are now taking steps to improve our sales and client approach throughout
our business.”

Jaimie Daniels, Managing Director, Co-Ordination Event Hire Ltd
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