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A guideline for all Sales Representatives to effectively apply selling techniques & tools in order to achieve sales objectives and profitable growth.

© Copyright 2003, Nestlé Switzerland
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You have chosen to make a career with The World’s Largest Food Manufacturer, and specifically within the important area of sales!

At NESTLÉ we have a commitment to ensuring our staff enjoy and succeed in their jobs.  For this to happen you need to be fully informed and trained about our Company and its products
Information or knowledge is power in the hands of a sales person.  Without information you cannot sell!!  We want you to enjoy your chosen career, but you will only enjoy selling if you become knowledgeable and skilled as a professional Sales Representative.

As a Nestlé Sales Representative you will need to know various details about sales procedures and our policies.

1. Introduction

This manual will assist you in delivering the expected level of service and serve as a reference tool for everyday use.  It describes our “ go to market” practice and serves as the reference document for all sales personnel when dealing with our customers.

The purpose of this document is to assist and enable us to apply the best selling practice in order to:

· Have an effective utilisation of sales resources

· Standardise best practice across Nestlé sales forces

2. Objective

The objectives of this selling manual are to:

· Provide you the Nestlé Sales Representative with a guideline to Nestlé sales procedures.

· Assist all sales staff to achieve their respective sales objectives 
3. The Sales Representative role in Nestlé Suisse

NESTLÉ’s success as a Company is directly related to the effectiveness of the Sales Team.  As a member of that Sales Team you have a crucial role, which influences both the security of the Company and its employees.

All this may seem an incredible responsibility. It is!!  But selling can also be a lot of fun.  It is a challenge to manage your sales territory effectively, and a great satisfaction to achieve your goals and objectives by using your acquired knowledge.

Your main responsibilities are related with the following areas:

· Sales Performance

· Achievement of agreed sales target/objectives for the defined territory/accounts which are set by your direct manager

· Execute Seasonal Presales and take regular orders when required  

· Sell promotions/sampling/tasting/displays to appropriate customers

· Ensure that wholesalers provide an appropriate service to the customers

· Control merchandiser work  

· Maintain good relationship with customers 

· Product Range Performance

· Ensure presence of Nestlé products according to listed items per store within the agreed timeframes.

· Ensure that planograms are implemented and take corrective actions.

· Check that all Nestlé products are priced correctly.

· Check that the stock is rotated by date and promotion to ensure that FIFO (First in First Out rule) is respected.

· ATC (Alternative Trade Channel team) has specific measurements of AVA (Availability, Visibility and Accessibility) to be implemented.

· Competitor/Market Information

Provide Head Office with information on potential new customer, new store opening and competitors’ activities (promotions, price changes)

· Return/Bad Goods

Manage returns according to the specific category guidelines.

· Administrative

· Plan journey

· Propose amendments to visit frequencies to Field Sales Manager 

· Update customer information in the Mobile Sales Application (MSA)

· Prepare and send expense report

· Manage the stock of products to be exchanged or given as free samples

· Preparation for sales meetings

· Provide all relevant or requested reports to HO

4. Work Organisation

Daily organisation

A total of 8.25 hours per day has to be performed and it is up to you to organise your day accordingly (Please refer to the Human Resources guidelines)

Weekend and holidays

Work on Weekends and holidays can be asked in specific cases when a promotional event is being made.  In these cases the authorisation of the CVR is required. For these special cases each day of work during weekend and/or holiday will be compensated with one day off during the two subsequent months.

Absences 

Each absence that is not motivated for professional reasons has to be communicated as soon as possible to the CVR.

Illnesses, accidents or other non-expected events must be communicated immediately to the CVR and/or sales support. When an absence is for more than three days a formal declaration is required. 

Car & Other materials 

As a Sales Representative you are provided with:

· Car

· Laptop with the Mobile Sales Application (MSA) software

· Portable phone

· Fax machine

· Camera

For these items there are specific guidelines and instructions, make sure that you fully understand their content and implications.

5. SALES PROCEDURES

The sales procedures are described in three main steps:


	5. Visits Planning and Preparation


To ensure you achieve your sales objectives assigned by management you must plan out how you will achieve them through effective planning procedures

5. Planning Procedures

It is extremely important that you use the time spent with the retailer constructively.

Therefore, being effectively prepared in what you present in terms of products becomes very important if you are to achieve your sales objectives.

Sales period planning

1.
Review Activity Schedule based on the Sales Period documentation provided in the sales meeting (Cycle Plan)

2.     Break down your sales period objectives (Pre-sales) by outlet.

There are clear expectations of merchandising actions in ATC territories. Break down    your sales period merchandising (AVA) objectives by outlet.  

3.
Analyse activities to be performed to achieve objectives

· Sales and Pre-sales programme

· Promotion programme

· Control activities in the store 

· Identify routine activities to be included 

4. Discuss with your CVR any potential problems that you foresee in the activities/objectives to be accomplished.

Weekly/Daily planning

5. Enter the weekly plan of visits into MSA the Friday before the commencing week

6. Review and update this plan on a daily basis before you start your visits.

7. Review Store Activity on your MSA and set store objectives based on sales period activity.  These objectives include:

· Achievement of assigned Pre-sales
· Distribution (i.e. presentation of new product)

· Placement (i.e. planogram proposal)

· In ATC the core range distribution & placement will be the priority.

8. Review the results on a daily and weekly basis by comparing them back to the sales objectives and the visits planned for the period.

5. Visit Preparation

To be successful you must plan what you are going to do before you walk into the store.

Before you enter a store, set clear objectives that you can measure your success against.  Write them down and cross them off as you cover them with the buyer.  (Going in to merchandise or say hello to a buyer does not constitute a clear objective!) However, in the ATC channel where merchandising is the priority you will need to incorporate these actions into your plan.

Remember:
“If you go in with nothing and come out with nothing, then you have achieved nothing”.
5. Visit Requirements

It is imperative that you are fully prepared with the right equipment to achieve your planned objectives.  Checklist:

· * MSA

· * Presenters (sales folders, samples, Nielsen data, planogram proposal, etc.)

· * Promotional Programme

· * Stickers ½ Price

· * Price List

· * Sticker Free Samples

· Order Forms 

· Product Information/Merchandising Manuals

· Planogram Requisitions

· Mobile (with combox set) 

· Camera

· Merchandising Equipment - knife, staples, etc. 

· POS material

· Car stock – The 5 core products for ATC.

*Items to be taken in to Visit.

	5.    In Store Procedure 


This section will go over all in-store procedures that you will encounter as a Sales Representative for Nestlé.  To assist you in achieving your overall objectives the following approach is recommended:

· Announce yourself and make initial contact

· Identify in-store opportunities

· Discussion with buyer

· Sell and influence orders

· Take Orders

5. Announce yourself and make initial contact

Sign in or announce yourself in every store you visit. If you have the opportunity, make initial contact with the decision maker so that he knows you are working in-store

5. Identify in-store opportunities 

Make sure that you evaluate the potential of the opportunities in the outlet and then identify specific issues by checking the following:

· Walk the store to enable you to spot activity from other manufacturers, changes being made in the store layout (or additions such as wine bays, delis) and areas of opportunity for Nestlé.

· Identify shelf/distribution opportunities

· Analyse the competitors positioning, check their products performance against your core range.

· Check shelf layouts, price tag/stickers, filling, facing up, stock rotation.

· Check storeroom - stock levels and credits

· Check possible returns and establish relevant credit notes according to guideline in Annex 6.2

5.   Discuss with Buyer

May include:

· Store trading environment / Competitor information

· Placement of ATC core range at Hot Spot

· New product presentation

· Booking displays - presales

· Complete/suggest order

· Following up on issues e.g. deliveries, returns, claims & queries.

5.   Sell and influence orders

In every visit the sales representative should be attempting to gain increased distribution of the Nestlé portfolio of products.  The steps in gaining new distribution should be as follows.

  SELL CURRENT SKUs.

 

· Getting orders for the current range and selling “easy” SKUs (current stocked range and absent  “must”) will create an atmosphere of cooperation. As you and your buyer get to know each other, the more he will trust you and will progressively let you suggest or even decide alone on quantities to order and new SKUs. You must build this relationship with patience and perseverance, as it is the key to successful selling.

· This step consists in getting the buyer to repeat the purchase of SKUs he has already ordered in the past. This includes of course “must “ and “priority” SKUs. It is an easy step but a very important one.

  SELL ABSENT “RELEVANT” SKUs



· If the store does not stock all the “relevant” SKUs according to the outlet potential, then you must attempt to sell them. 

· It’s vital that you use the product catalogue/MSA /store specific information as a tool to help sell these SKUs!

· Start by offering the identified Nestlé “relevant” SKUs that the buyer should have ranged. Focus on the benefits the buyer will have if they stocks the SKU in order to convince him. If the buyer interrupts you with any question (what is the price?), then he is showing interest and is almost ready to order.

·   SELL NEW PRODUCTS, DISPLAYS AND SEASONAL SKU’s.


· New products, dısplays and seasonal sku’s are sold after you are done with the standard range. Natural curiosity makes it easier to sell them so leave them for the end.

· It is important for the company to distribute new products rapidly so make sure you insist on having them stocked by the buyer by using the right arguments.

· Exploit the curiosity effect to create suspense and then show-off the novelty features in an attractive manner. Using materials such as sales folders and samples if available will guarantee you get an order. 

5. Take Orders

In Nestlé Suisse we manage four types of orders:

1. Customer orders:  Our customers place their orders by themselves.  In this case your role as sales representative is to influence customer orders. 

2. Indirect orders: Customers place orders through the distributors. You can record these indirect orders into MSA if the distributor is linked with Nestlé or write these on the order pad of the distributor.

3. Direct orders: you place the orders directly in your MSA (direct Sales or Presales).

4. Off Car orders: In ATC Channels it may be necessary to also sell core range product ‘ off car’. This facility should be used when an immediate AVA solution can be actioned.

The purpose of the order it is not only to push for big quantities but also to recommend a balanced assortment that maximises the opportunities of both Nestlé and the customer.  

This is particularly important in the case of promotions based on price reductions.  So that we can avoid selling quantities that will not be purchased in the promotional period. 

	Direct orders are delivered free into store for orders worth more than CHF 300.  In the case of order of less than CHF 300 an additional fee of CHF 50 will be charged to the customer.  

An additional 20% increase in the price list will be charged for non-strategic customers for the Chocolate division.  In the case of the Alimentation division the percentages will vary depending on the product group and the customer profile.




	5. Post Visits Procedure


Between Visits

All remaining administration should be completed following each Visit.  Once you have exited a Visit you should action:

· Orders - if they were not completed in the store 

· Update customer information – incl. confectionery turnover in ATC

· Complete market information form to capture competitor’s activity and send it to the predefined distribution list. 

· Diarise any additional follow up required in Outlook task manager.

End of the day tasks

· Refresh the free stock

· Forward appropriate administration such as expense reports by stipulated deadlines. 

· Input returns 

· Transfer orders and all other information via MSA.

6. ANNEXES

6. Planogram implementation guidelines 

To plan and implement a planogram you can follow this approach: 

  Planning and Presenting a Planogram

· Where possible, complete planograms on the spot

· Utilise Nielsen and/or store specific data

· Where applicable, utilise specific planogram guidelines

· It is imperative that you gain commitment to maintain the agreed planogram to avoid unnecessary expense to Nestlé.

  Evaluate layout opportunities and set targets

As a Sales Representative, you must be at all times, looking for ways to improve the position of Nestlé products on the shelf.  Therefore, these are some specific points to take in to account:

· Maximise facings

· Target competitor products for deletion

· Position next to the market leader

· Position at the traffic entry to the section (although avoid first bay in the aisles)

· Away from housebrands

· At eye level or close to it

· Using all company POS material

  Prioritise Your Targets

· Select the most important improvements

· Plan alternatives for each of these
-
alternative lines to move
-
alternative positions on shelf

  Now Get the Manager/shop owner to the Section/Shelf

· Sell the benefits

· Greater brand impact

· Improved shelf appearance

· Sales/market shares reflected on shelf makes it easier for customers to find preferred brands

· Improve stock-turns

· Less out of stocks

· Time and money saved in shelf filling

· More profit

· Handle his/her objections (revisit benefits)

  Carry Out the planogram

· Get the Manager/Shop owner to give commitment to the planogram

· Carry out any small changes he/she requires on the spot

· Once he/she agrees it, it is his/her planogram and the opposition will have difficulty changing it

· Stress that we will maintain the planogram.

· If a Merchandiser is going to carry out the planogram make sure that you give him/her adequate training. 

Please refer to the merchandising guidelines for the Chocolate division and to the existing planograms for both divisions.

6. Returns and recall products

Credited Stock guidelines (Chocolate) 

Version 01.01.2002

1. General

a. 100% credit: to all products returned before the 8 consecutive days of the invoicing date. Apply only to not damaged complete selling units. 

b. 50% credit: products returned more than 8 days after the invoicing date.  Apply to those articles that they have at least one month of life prior the expiration date.

c. NO credit: 

i. To the articles returned with less than 1 month of the expired date

ii. For products identified with a special custom made label

2. Seasonal articles

a. Credit note of 50% of the value for specific Christmas products returned after Christmas 

b. No Christmas returns accepted before Christmas 

c. No returns of products with a special packaging

d. Credit note of 50% of the value for specific Easter products returned after Easter.  All these returns must be authorized. 

Credited Stock guidelines (Alimentation)  

Version 21.01.1999  TO BE UPDATED
Retailers

In the case that there is a large quantity of stock, 2 month before the expiration date the SR can give a rebate to a maximum of 50% of the normal price.

2 weeks before the expiration date all the products Maggi, Thomy, Coffee, Stalden, Nesquick, Cereals must be retired from the shelves.

All the products with their packing are damaged must be retired and they will be credited 100%.

Warehouses/Distributors

All the products that are in the warehouse with expiration dates: 6 months for Coffee, 4 months for Maggi and 2 months for Thomy must be distributed immediately to the shops.  If it not possible the RSM has to inform immediately to the NSM.

Returns procedures

As a general rule, all the products are exchangeable for the identical ones based on normal selling prices if their amount that not surpass CHF 150.

In the case that the returns exceed the CHF 150, it must be made through a MSA credit note.  When the amount is superior to CHF 400 the RSM must be informed.

Deduction over products returned

In the case of retailers the returned products value is compute by deducting 20% of the normal price established in the price list. 

Recall Procedures

In the event of product recall, the sales staff must assist with their expert knowledge in the field.  Recall at different levels and the role of sales staff in the procedure must be understood.

Immediate action and knowledge of product coding is required for effective recall at any desired level. 

6. Expenses

These are to be written out in duplicate (one copy to be sent to the Sales Support and one copy as a record).  The original invoices and the expense form must to be sent to Sales Support by the end of each month.

All expenses claimed for under expense sheets must be supported by receipts.

Expenses guidelines 

	1. Work on the field
	

	Daily allowance: Lunch, Parking, Phone calls 
	CHF 37

	In the case of invitations (buyers, etc) authorized by CVR the daily allowance is: 

(Authorized customer invitations will be reimbursed by presenting the invoice)
	CHF 20

	2. Dinner

After 20 :00 or when staying overnight the diner allowance is: 
	CHF 22



	3. Hotel room costs will be reimbursed 100% with the proper invoice 
	

	4. Daily allowance for half a day is:
	CHF 20

	5. Conference and seminars daily allowance is:
	CHF 7

	6. CAR EXPENSES

· Car Wash: CHF 33 per month

· Garage: CHF *100 per month

· Parking: CHF *50 per month

*In any case the maximum allowance is CHF 150
	Paid by Nestlé 

with the exception of private kilometres

	7. Telephone /Fax/Natel
	Paid by Nestlé

	8. Sales Rep garage/storage room use it as Nestlé depot (Alimentation)
	CHF 80 per month


6. MSA Procedures

MSA basic functions are mentioned below but for full information, refer to the MSA procedures that you can find in the Quick Reference Guide (QRG) of the Globe site or you just can click in the link provided.  For additional support in the MSA procedures please contact the Service Desk at the extension 5501 or fill the appropriate form in the Globe site.

Regarding to the Care and use of the DELL laptop please refer to the user manual for the care and security of the computer

Create a New Customer

Add new customer prospect in the SAP customer database.

Control customer status

Show activities planned for a specific customer. 

http://intranet.nestec.ch/Globe/upload/indexable/Suisse/go_live_support/QRG/GD/FR/MSA/contrôle%20du%20statut%20client.ppt
Customer visit preparation

Record and plan a specific sales visit in the system. That includes date of the visit, activities to be performed and specific issues to be addressed. 

http://intranet.nestec.ch/Globe/upload/indexable/Suisse/go_live_support/QRG/GD/FR/MSA/préparer%20une%20visite%20client.ppt
Order heading

Record customer information and how the order was captured (i.e. telephone or fax).

Direct Orders

Record orders to be delivered directly from Nestlé warehouses to the customer.

http://intranet.nestec.ch/Globe/upload/indexable/Suisse/go_live_support/QRG/GD/FR/MSA/passer%20une%20commande%20directe.ppt
In-Direct Orders

Record orders to be re-transmitted to a wholesaler/distributor for delivery.

http://intranet.nestec.ch/Globe/upload/indexable/Suisse/go_live_support/QRG/GD/FR/MSA/passer%20une%20commande%20indirecte.ppt
Pre-sales In-Direct Orders

Record Pre-sales orders to be re-transmitted to a wholesaler/distributor for delivery.

http://intranet.nestec.ch/Globe/upload/indexable/Suisse/go_live_support/QRG/GD/FR/MSA/passer%20une%20commande%20indirecte%20de%20préventes.ppt
Customer Claims

Register a claim in the system and facilitate its follow up by assigning it to a specific responsible. 

http://intranet.nestec.ch/Globe/upload/indexable/Suisse/go_live_support/QRG/GD/FR/MSA/créer%20une%20réclamation.ppt
Returns

Register a return in the system by creating two separate MSA documents. One document will register the return and the other will define the curse of action to manage it. 

http://intranet.nestec.ch/Globe/upload/indexable/Suisse/go_live_support/QRG/GD/FR/MSA/faire%20une%20demande%20de%20retour%20sans%20référence.ppt
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