CUSTOMER RELATIONSHIPS

CHANGING CHANNELS

Getting customers to accept new ways of buying your products

=+ hen Jacques Werth decided to Iransiticn his sales training business from phone
- tolnternet, e expected a reasonably smooth switch, After all, this was nat his first
atbempl al mewing his cliends beoa new charnel Three years sarlier, he shitted
©most of his business fram face-to-face training (o telephone conferencs calls.

But the mowe to the Wel proved trickier. Despile innovalive clferings, such as virtual sales dia
Ingue coacnes and PowerPoint-ike lecture pragrams, seme clients balked, “We had poople whe
watched cur demonstration and said “Well, | can'l do thal,™ he says, " The boliom hoe s thal noost
salespecple learn what they have to. Getting them o learn mare iz not casy!

But it's part of the art of charnsl migration.
Maare sred micre, connpAanies are seeking to reduce
costs by moving day-to-day business transactions

Lo a e elliciend channel, OfNen thal means
shifting fromn old technaloay o new techrology,
Urfartunalely, a swileinis rarshy wiloaormesd by
cuskamars. A new channel can bring a lot of ben-
efits, but vou need Lo da il well and witk: L it
nmework, because the risk ot getting it wrang is
dizastrous.” savs Mark Dancen vice president of
Pembroks Consulting, 2 Philadelphia-hased
strategy consulting firm,

Hevw care you mngrate sthout darmadging
customer relations? Here arg throo ways:
CHAMNGE SLOWLY Werlhs solulion was not to ahandon Internet training. There ars far too many
cost benefits far birn to do that, 2o he and his staff opted for a slow aporoach to migration. all
clients are intreduced Lo the new lechnology. |hoss whin Bke if may use it, Those whe preter the

Ao

ald way may take that aption, So far about 40 percent of his client bose has resisted the newer SHIFTING HABITS
channel, Ut Werth expects thal will change, s moere computer literate salespecple come cnling. The key to changing
“We'ra seeing more people with brozdband ar with 2 sccond phore fine, It will change with time.” sales channels is to look
OFFER TRAIMING When Dow Chermical, based in Midland, Michigan, soughl fooconsolidate sery at your sales process

ice ettorts, it required migrating custamers ta its Customer Information Group, Instead of multisle through your customers'
contact points, customers were Being funneled through a consuliddled nelwork, oo make this eyes, says Mark Dancer,
worky Do unden Leak e Lraining progran Each agent received 400G hours of training on the now vice president of Pem-
system beforg interacting with any cliznts, The reault: Dow was able la cul coals Ly consolivdating broke Consulting. "Don't
ils cuslamer service efforts, and customers successtully fransiticnad to the new process, assume you know what
MOTIVATE FOR CHANGE In 1297, PR Newswire wanted to move its clients to an extranel melhcd . your customers” buying
Gl sending press eleases Lo nsw media, The process was designad to reduce errors and free up preferences are. Compa-
PR Mewswire staff for other projects, About 50 percent of the client base went willingly, The rest nies make assumptions
required more incenlives, Soin subseguent vedars, PR Newswire has offered a series of value- but they don't dig deep
added items taits extranet to lure clionts to the techno-channgl, Add-ons that allow a client Lo to find out why,” he says.
rmaintain security, measure resulls, and even prosdece 4 viden news relsase, have been introduced. That can lead to unin-
laday, sxbranet useis ab 73 percent. "Wa use a carrot, rather than a stick " says David Armon, tended stress on the

prosident of PR Mewswire Amerfcas, —+ e Neuhorne custormner relationship,



