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Itplanit’s system approach to developing @ training program
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Operation form(

........... P“"E"""""'C-’:“""""'&“J""""'Ué"}‘V"‘"
.w‘@s ....... dy‘-JJ!éUL: ....... gzlll‘..s, ....... Ké,ﬂl‘dJ
Date: Operationlcategory
Start of anesthesia: O.R.No I\%rze Eﬁl]z(r’g\éﬁ é v
End of anesthesia:
Surgeon /s : Assistant /s :
Type of anesthesia : Name of anesthetist :

Pre-operative diagnosis :

Operation:

Specimen /s sent to pathology: Blood loss | Transfusion units used :-----
L ml | ml

Signature

DY) gl Y P L Y AU b 8y BUW D b x5
SUR PRV ISE NS [ERPRE PRSP P
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Intraoperative Anesthesia Sheet § foeudl oz 5 il
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o SN Jats Al dny il b Olrly el 5 el Al A
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POSt slazels fommdl (yo ASTIL sl s p 2 BUY oy g 1 o i M o

LAl Sluld! ao pLsL sl ¢ Lb] e & Anesthesia Care Unit Sheet
Pre Anesthetic Record ( Physician )

Surgeon /Unit: ........ccoeeeenn Wt: ... KgHT:.....Cmname: ............. MR no.........
Diagnosis PP PPP TP PPPPN Age @ SeX i
Proposed Operation: ...........ccccvevvviennnnennn O Elective O Emergency
History

Smoking Respiratory Disease O | Edema L.L.

) ©)
Allergy O | Jaundice O | Cyanosis ©)
Diabetes O | Renal Problems O | Neurological O
Cardiac Disorder O | Myoc. Infraction O | Right Handed ©)
©) ©) ©)
©) ©) ©)
©)

Chest Pain Dyspnea Left Handed
High BP Palpitation Stroke
Previous operation

(Yyv)



Drug therapy before surgery

No. | Drug Dose Duration No. | Drug Dose
1 1
2 2
3 3
4 4
Physical Examination / Investigations
Physical Examination Investigations
General Condition : ECG :
Airway Assessment : Chest X-Ray :
Vital Signs Abdomen Ultra sound :
Blood Pressure: If Applicable
Heart Rate : Echocardiography
Temperature Angiography
Heart : Carotid Duplex :
Chest : Radial Duplex :
Abdomen : Comments
Lab. Works
Hb. Urea F.B.S PT pH
Blood Creatinine P.Protein PC PaO,
Group
Rh. Bilirubin Cholesterol INR PaCO,
ESR ASAT Triglycerides PTT HCO;
Na ALAT Hepatitis Platelets SBE
K* HIV Fibrinogen
Pre-Anesthetic Visit

ASA : O1 02 O3 0O4 O5 OE
Consent :

Signed by :

Ready for Operation : O Yes ONo

Please Prepare :

Fresh BI. :

RBC:

FFP:

Plat:

Please Give

L e

e

G PP

Plan for anesthesia : The patient is a safe candidate for anesthesia
Type coveeeiiiiii

Dr............... Date .....oooovvviiiiini.l. Time ............

Signature ................



Intraoperative Anesthesia Sheet (physician)

. Preoperative.
Pt. Name Operation Diagnosis Op. Posture
......................... Emergency. Supine
Age ... C.V. Heart Prone
Sex:...ooin.. Dis. Chest Lateral
Unit. .....oooeininnens Set Op. Resp. | B. P. Lithotomy
Hosp. No. :........... Dis. Pulse Kidney
Date:...../...... /... ASA Sitting
. Hep. Dis.
Ren Dis.
End. Dis.
G. A M.
Spinal An. BedNo. | Anacsthetist Surgeon Relaxants
Epidural An. S. Ch.
Local infiltration Tuba.
Flax.
180 PAV.
Code [T Others
Induction ANSth 60}
Y. Y il Antidotes
Operation 140F Atropine
S Prostigmine
OP...OP 10}t Others
pulse
Maintenance x x Wz Complicatio
Br. W[l n
C. arrest.
e B.P
Ventilation 40 |- Arrhythmia
: Shock
2 Apnea
; Vomiting
, 0 Regurgitati
Time on
Others
Condition on Leavin |ETT.No Infusions
O.R. Blood
Pulse B.P. ok i i s Plasma
Respiration. | Dextrose
Reflexes | Saline
COoNSCIOUS. | i Ringer
Pain
Irritability
Post Anesthesia Care Unit (Nursing Record) (PACU)
Date: ..o TIMe
Operation : ..................... Duration of Surgery : ...............coil

(Y\A)




Anesthesiologist: ..............ooiiiiiin.n Surgeon : ...........oell.
Anesthesia: O GA O Epidural O Spinal O Other.

Airway : O ETT O Extubated O O.P Airway O.

Level of : O Awake O Sedated O Stuporous
Consciousness O Drowsy O Comatose

IV Line: (1) (2) (3)

Drains : O NGT O Port Vac_ O Chest Tube O Foley's Catheter
02 Therapy : O T. Piece O Nasal Can O Vent. Mask O I/M:
Pre-Op
Date

Time Remarks

BP
Pulse Rate
Respiratory Rate
Temperature
FI 02
Sa 02

Recovery Score :
Given Medication
Drugs Dose Route Time Signature
(1)
(2)

Urine Output: O ........ ml O Drain ........ ml O Other ......... ml

Balance: In............ Out: ............... Balance : +...............
Transfer Order :

O Awake O Stable O Pain Free

PCA (If Applicable) ...

Can Leave to : O Ward OlIcuOccu O Others

| S n i Teia (o) | B

TIme Of TranSter & oo e

Anesthetist Signature @ .............ocL PACU

NUurse © coveeeie i

(YY)



vavass. alrigzacdi.com

! g sl 3 SN byl il e izl foss o g
AL g o 2y g O iy il skl pdige - Y
Yo fir 31 Dol V15 s 21 J g ) g -
il sy Rl Lsla ) ol s 2y LY
W d g Jgmstsolshall o oo B 06 3 dr g Btelldl Sledd) LY
6l e B3N il 1 iy - L5
oM Jmed i lSs s
P A iy 5 A aaz JSe sy LY
doias fiag 5y ¥
A pail) jaa2 oo s . &
) o) A1 S5 ) el e 305 - 0
LNl jaaz YKo sy
lesledl Bk anak o\Se s Y

Aol Byl g Lagbal) o L fglall gt il 3 - G0

.M| J.q.-.“r»

A0



i_i‘gslg’ﬁ‘g:c&'}ﬁg’ﬁy.i JULW ik olelawy as 53¢ . ¥
Ny Y) Ol

&r.w)}‘q@?.ﬂ Hﬂ‘juwzj)b_bé.‘)‘,_?.o

.dé.uﬂw;b’ébj./\ 'CJ.‘.'"‘JL.J‘} /d\.ﬂ.b)ugsjaa})\hmv

ekl plo i Hler N A Wl s ) p g Hlger L 4

g3 S Y el Sl3le Gl Slex 1

Ol b oLl islaul 5l .V £ Lo sSw Se NY
L

Cblad e . VY L 58 W B e Sl VO

L i g S A L AS (s S e WY

(Cl"j*‘ﬂ);;‘\""‘d}“\-}.w*"'s LY Jj}—djsﬁL&fMﬁJj}L@? AR

Ao o OLE I e Slg VY Bllae] 3T ComnS VI Sl glanl Y
ST R - oS }TJW&‘JST}‘JJC

C b i Sldes GBLEST LY E 3 e wlles GLEST LYY

Qe Beae Hle L YT colles iyl 5. Y0

-zl 25 L YA 5 585 i Sle LYY

e Jlie Y d;fﬁbﬁjl@:’-\”\

.R‘cb‘g’é}ﬁ\j.\‘\' cae e LY

rvy)



.d%ﬁuﬂus»j Y cobasYl a5 Sl vy
R A ! NISS-TRV JPRO o

: L3 (g (6ylglald Auses ) D52 300 Duadilh g - Ll

- LSl . Y INWIR ol gdl ol .\

ol 5 destal b 53 g0 ) ghall 451 O e ST 2. ¢
iShall ol b B Lo gl ghall &5l of e st (-0

r,;.m.u;L@:J,‘ay&.ﬁw,waﬁjjy.xswﬁn
: DY e U ol 26 (S9uhd) ARDLER Dol 219 s 95+ Lanal>

pindl B3le] Ll ¥ Y o sl )
2V Bl e dl € 3l SLL e ksl dulw . ¥

. DUl b 0

el ylie (AAS Sl k] i (o o8 3929 ¢ buvdlus
ol gl d g

izl 3 At BUYI Lo ke Cnboladl LY

UJ‘}B‘Q&J&&&O&)MC&L@M‘ ¥

stinndl s I (88 g5 oY LW adndb das s g L €
21 i) g 5 it 2 (1 gkad) o il

-

'C"}‘QJJ'Y . d)«a‘,ﬂcﬁ‘g.\
O ¢ el Y

Cj}‘.&.‘&ﬁ}‘ﬂl} .0
25 Ko ) B Aol 3
8.4 36 s 10 Ml o § ULl Y

rvy)



)l Joms

Ayl
=)

£ oy

Sy Syl gl ol sl sl pd

131
1

Al Gy Sleds :Lasku
VAT /AVA (55580 050 Ly gl gl g 0l 52l s ol iy ks s
; S e R Joanls pdl o Sl e il v - Y]
By Jos 352 Y1 ot - ol Ll 5lg =
e S Bloo @l dr gy =
fmaﬁs}@am@%awmzw|yﬁ -
AN QUL JBY Ao Ripiae SLAL (B pudl Silxiin o - LS
el Bl byl - el el A o3 —
:\?Mﬂ 9\.@.‘91 @)U} c—Loby‘éuU -
oy Jolno g il ol ey ol —

rYvw)




slias! i Lga i )1 bog mld! fuogd poll £l Y b A il g+ LI
: ) iy pull

ol Gl 5) el elas] oy —

g CasS el | —

ol Jard 5 3,1 A B o danSe =

o1 el all o gl pn JEH ol Sl plitseil =

iSall o ,lig elosyl @,uy.\sw -

ol Y oYt O g e sl e e B 0555 O g pll sllas] e
o) 2l il o 5l 8 gurdl Jo e go I3 0509 B

ol ellas] 5 b oo 185 A 3ol plasenad o2y =

P (NOSATYRUR=FEFRNIES- [ Pl W PWR S+ AR PRE S R PY S

sbosdl o g pmp g YO o Y el 5 ke —

Ty T3] o s kis plll lai —

ol e Bale] o Aol Chni I ol sllas] o o 3] —

: QY apid oy Laphd! Badg (ot 2ol At (i g - Lusals>
ased Wil By gta dom s Yoo JIY ¢ =3 B o oo Jaid —

25 Vil By gta B YA JIY0 — 3 o dm o e Jaid —

s LYl & e o pa WAL JIY — 5,0 > o ke a3 —

pell i 9‘53-‘-‘35)-‘-“ do Qo Mmaad - bl

Qb}ﬂ‘J{Eﬂ'— f})}ﬂ‘dﬂ’hﬂj"}’bﬁﬂ -
U Ro e gl Jon =
o Gl g5 g3 gk

rﬂ‘“ﬂ}‘}}‘wﬁbﬂgrﬂ‘&‘bg& -

(Yve)



39u2§ Al (8 (gl 2 (e 150 o) D gh) il (i ey 29 : Ll
iy (s glacto

TV e ol dpnaseds Bllay Jog o —

S LS £ g S0 S N e &g B T e SR Y U5 —

el LM G gl ekl P LAY e e sengdl Y

Zdl ol 5Y) o sl gl —

AV oo JB Y Y e wnY el ks —

- el gl 6,51 Ao =

C Al oYl ¢ S QI el ¢ g e Sl e p gl gls =

Lo e plo N sl Jadkt el landl Y~

JYI e g2l B 550 iy V1 5 oS0l Bl 21 kol ey g gl foo Y —

o] i 5l 3l ) ol —

Il (B pidl e o) gl 121 o] Cilopeil) oyl el sl g3 : Liald

: el (10 glackd 3929
- S asd =
sl pamill - AN~
B0 (3t o Ll A Vil it p3 it (ol il il ¢y o : L
foedad)
Blood Order Form
Name : .........ocoooeiiiiiiiiin MR.No.: ............ Age:.......... Sex: ...
Date of Ordering :............cccvvvee. ROOM NO.: i,
DIAGNOSIS: ... eeeiieee ettt ettt

(YYo)



Components Order Status

Amount Time of Order

O Whole Blood ......... O Scheduled .........

O Packed RBCs ......... O Emergency .........

O Filtered packed RBCs O High emergency .........
......... (without cross matching)
O Irradiated packed RBCs History of previous blood
......... transfusion : ..................
O Fresh Frozen History of previous blood
Plasma(FFP) ......... transfusion reaction: ........

O Platelet concentrate ™
O Cryo Precipitate .........
O Irradiated Platelets

Ordering Physician ~ Ordering Nurse Blood Bank Physician

Blood Delivery Form2

Components Amount
O Whole Blood ...
O PackedRBCs ...
O Filtered packed RBCs ...
O Irradiated packed RBCs ...
O Fresh Frozen Plasma(FFP) .........
O Frozen
O Thawed
O Platelet concentrate .........
O Irradiated Platelets ...
O Cryo Precipitate ...

Time of delivery of blood compPoNents & ..o
Blood Group .........ccovvvvvereenns Rh Group (D antigen) .........cccvvvveeeeiinnnee
ANtIbOdY SCIEENING .....vvvvieee e

oS AUl dgoel) daks Jo sl vl g 0 s pll id 2 AT ol S il 552 Y ()
(Yvv)



Date of Delivery Nurse Blood
Bank Physician

................................................... [

Blood Transfusion Form
NamMe : ..o MR.NO.
Age: ... SeX: i ROOMNO.: oo
Date of delivery :.....cccoeeevviinnnnn. Time of delivery @ ...,
Patient diagnosis & ..o,
NUISE NAME & ..

Responsible PhySICIaN & ..........o.vviiiiii e
Blood component type : (RBCs , Fresh frozen plasma , Cryo precipitate)

Specific Component Modification (Irradiated , Packed RBCs , Filtered)

Blood Consent checked ..............cccceenee

Transfusion starttime @ ............cccoceeenn Transfusion end time : ..........ccccveevinnen.
Blood bag Number
(r.dl oS o oS (.:a,\l)

1. 2. 3. B

Vital Signs
Before administration Temp. Pulse BP Resp. Rate
After 5 min Temp. Pulse BP Resp. Rate
After 15 min Temp. Pulse BP Resp. Rate
After end of transfusion Temp. Pulse BP Resp. Rate

Nursing observation O Nothing (s=xk) O Rash (sals =ik ) O Fever (3,1,a) O
Shivering (e ) O Facial Edema (4>l a53) O Laryngeal Spasm (o« (us)
* If any sign of these signs is % olbMalledn &l &g Ul &
present, stop blood transfusion |, . i L
report to the assigned physician B ekl EL 5 1,58 o) J5 SLa)
Important Note:
1- Change the blood tubing after each J ey ("U‘ slas] Sler oid g =)

2 units

oS ¥ oue
2- The nurse has to confirm the | 51 . 55 - 4 asTl s ll »eis Y
consent is signed , up dated et o 4 el oo

f'U‘ Jz

3- The nurse will immediately notify the  sj_.} . IR R
blood bank if there “are any A gl o gk 22 el 0B
discrepancies of data on blood bag B o LI
noted and will return blood component
to the blood bank.

rvy)
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4- Blood bag and set should be AL e S e il o -
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disposed into red container
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A)Micro - Marketing is the performance of activities which seek to accomplish
an organization's objectives by anticipating client needs and directing a flow of
need -satisfying goods and services from producer to client.
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B)Macro — Marketing is a social process that directs an economy's flow of
goods and services from producers to consumers in a way that effectively
matches supply and demand and accomplishes the objectives of society.
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C)THE FUNCTIONS OF ORGANIZATION

Physical
Distribution
Manager

Marketing
Research

Advertising
Manager
Manager
Sales Product
Manager Manager
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E) THE MARKETING MIX

Resources and
objectives of
firm

Competitive
environment

The
Marketi
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Mix

conomic and
technological
environment

Political and
Legal
environment

Cultural and
social
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PRODUCT FIRST

Product is the satisfaction of needs offered by a firm.
38 0 a2 ol g ool IS e gl ol Lt g el
Product is more than just a physical thing.
ol e gl Sl g el 22 5 a b gole o 85 2 o 25T g sl
ol
Product may be a service , goods or idea.
Sl gode b Lo ol L gado sl ks 9SG 8 JISET e diey S5 gl

3,55

The satisfaction of needs comes from the whole "product ".
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A)PRODUCT IDEA Zeid! 5 552

Features Ll
Accessories Uil
Installation e O95% S ol
Service doud
Warranty Olenal!
B) Package Spiall
Protection 4L
Promotion zs A

The strategic importance of packaging
s Lot ik |9 dad | ibdbas dcad!
1- New package means new "product".
gl puia S S § g0

gl Gladt 5
3- Information - instructions to the client.

M g Joanll Lot 2 ladadl g ilo glal fauts

4- Lowering total distribution cost.

2- Protection.

Y 5. BT i § s
C)Brand &lxd| dedad) L
Branding , Brand name , Trademark.
= Ly LI pe ikl sad §t L e fL.\é.:..«l ol
1- Brand familiarity

 Jeandl go 231 gl

2- Brand preference.

3- Brand insistence.
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D)Product classification ) il 53
Consumer goods L ASNg: Y'C\“‘“'\

Industrial goods Lel all é“'" =Y
First

Classification of consumer goods Based on customer buying behavior

bl o1 8 hsle g 8 g o "Isbazel LS Ngz¥ bl Ciioas

A) Convenience goods. Ayl Y1 91 3 ! Al |
Staples ShLalf /J:_!L!.U‘
Impulse goods Ll 8“""
Emergency goods 160 sl eV plss 2 8“““
B) Shopping goods (ASEEN! ) A gl Al i
! g

Durable goods 3 s C}‘"

Fashion goods Lo d“"'
C) Specialty goods PWTE AL YO [

ol bt of e Y (plasun¥l sslons oill ) L ghize o ilf ol
Unsought goods
second
Classification of industrial goods
Avsleal! Al i

A) Installations AL Jaa¥

Buildings ‘:;,LJ.!

Major equipment T I (Aalf) — 3 54
B) Accessory equipment PYIAUOTS (e
C) Raw materials pladudt 2lgl D
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Classification of goods

2) Industrial goods 1) Consumer goods

Convenience goods  Shopping goods Specialty goods

Fashion goods Durable goods
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E) Life cycle of a typical product.
! 3o 5990 7

-1 P9 e bda (ST Bl 8, 9 il

1- Product development.

2- Market introduction.
- S gl @:ll ﬁ.m
3- Market growth.
LD gl g

4- Market maturity.
(gl gl 1 ) 3 gl g
5- Sales decline.
coladl ol

Product Life Cycle & Adoption

A

Sales

(Yve)



(Life cycle of a typical product)

Sales

Income

Introduction  growth maturity  decline

(@i ok 093)

Jaal

(Yve)



B Bl 5390 o

2o o Sy Aol bl i o

MATURITY

INTRODUCTION GROWTH A DECLINE
(B gl i) o0 salll Ala G(&m‘) A Ay
GROWING GROWING
SALES LOW FAST SLOWLY e
* ot sl g porda sai o
PROFIT NO PEAK FALL NO

L) y i i y

CASH-

FLOW NEGATIVE MEDIUM HIGH LOW
ééﬁ! g.l.\u Lo gia gJA oaddlia
T

C'-'SENT PIONEERS MASS MASS DECLINE
ool (Cra8kaal) s3kand) ) 31 9500 5 s 5mS das aldss)
SoMPE FEW GROWING MANY e i
Cypdiall B Cpdliall d3e gady Crpmdlial) dans cppdlial
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F)Product development process.
i) stglad dass 7
2 g e Lo 5 gl s Bk Ly S 1 oI
1- Product development objectives.
b s e SlaY ad
2- |dea generation -screening.
- Joadly gl 3,53 s
3- Concept testing.
gl o ghn g 3 S sl
4- Technical feasibility.
.ﬁuﬁ\%&ly@l@a@ﬂ!@&lbl,a
5- Product testing.
- sl day el L
6- Profitability analysis.

(M i M Jd

8- Product development.

7- Test marketing.

(#‘ﬁéwyoe‘llﬁ,m
éﬂ,ﬂl@.&&l@llﬁm

9- Market introduction.

= I YT Lo Ll Y1555 0 gt o phatll ke
A) Market ability.
.G:ﬂ\é,,hﬂlgbq.ulgséﬂiz,ﬁqﬁ
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B) Durability.
. C’:"‘“ 985 Bl wud
C) Production ability.
.G;lh}~JJ~J|cA?g;>Igﬁbs;pafsylcdgu&14¢nﬁ
D) Growth potential.
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SECOND: Distribution/ Place
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Channels s ol gd

‘Market exposure . . gl bl 5 adll
Kinds of middlemen & polondl ¢190
‘Storing . . . . . o
Transporting Jadt
Service Levels Loud o g
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A) Physical Distribution Chart.
S 2 yguid| Al p3> |
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B) Distribution channels for Consumer goods

PRODUCER

Wholesaler

Retailer
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C)Distribution channels for Industrial goods
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Applied Steps to Prepare the Marketing Plan

(AS- PMP)
.wlytwgu1é,d|w =\
1. Analysis of Current Market.
(ACM)
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2.Determining and Analysis the Target Market.
(DATM)
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3.Analysis of Strengths, Weaknesses, Opportunities and Threats.
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4 - Determining the Strategic Objectives.
(DSO)
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5 - Develop the Marketing Strategies.
(DMS)
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6 - Develop a Program of Work.
(DPW)
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7 - Determining the Budget for the Action..

(DBA)
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8 - Actual Implementation of Selling.
(AIS)
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9 - Control and Direct to work.
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10 - Evaluation and Correction Deviations.
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4 - Determining the Strategic Objectives. (DSO)
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5 - Develop the Marketing Strategies. (DMS)
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Personal Selling
().fék&‘) M‘w\

Basics of Selling
Aol 3 s el
1) Personal Selling definition

It's a process where by the sales person ascertains , activates , and satisfies
the needs or wants of the customer to the mutual benefit of both parties.

( k! aed! ) ciy yad )
gl oy Ol dopowty ol Jor) LS 0 050 Ddaso 0 8500 52
(§ bl s 3L oy Aslisk! BN Iy ooVl 0 p L] o foalls
Selling is: * An Act:

The act of persuading another person to do something when you do not have
or cannot exert power to force the person to do it.
-: 4 3giadlly 199 audd) sk
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* A process:
The process whereby the seller ascertains , activates and satisfies the needs
or wants of the buyer to the mutual and continuous benefits of both.

-+ L apuaily s sl
B I o Lgoled] 1o Joally cllgidl lrbimly iy dpi o fusl
gty @) (o all s DLl
*An Activity :

The activity which affects the transfer of products or services from one
person to another for money , contrary for barter , in which the exchange of
products or services occurs without the use of money.

- &g apailly LD audl
Jilia g tall 3L pn ekl S o2 (I oyl el 2 Y1 g oo ggadd BLS
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2) Selling process steps
e G| Slglas Y
cehaadl (pe Blgradl 2280l i
Determinate the prospective customers
.M@l,&é-!&h;l\.\gﬁ Y
Determinate the prospective geographic area
(GhUL) o5y 43 A Tkl s ¥
Divided the geographic area to small areas
cdaa S é #Mndl 2 . ¢
Collect the customers an every area
el Ll L 0
Classification the target customers
.m‘}gewlrﬂ,s;ml .1

Prepare the lists for target customers
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Time management (time plan)
e |$1)Mwn)g}n A
Real visit to customer(direct sales)

3) Advantages of Selling

- Freedom of expression.

- Freedom to become as successful as you would like to be.

- it's a daily challenge.

- it offers a high potential return from a low capital investment.
- it's fun.

- it’s satisfying.
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4) Qualifications for Success in Sales

SO WON -
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(A)
Smart Workers Jordl o5

Schedule your time. vl gall J g 239 &3 ‘..,Ja.:
o NI S NG RN R

Make your time more productive .
<Ay
Allow time for the unexpected G po g Akt 5SS 0] o fonll
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Ration your time and Take your
time

Mb prl 4.'.'33,01 Jf slk&l
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(B)

HARD WORK sl [

ool Al 8 oL
Self- starters . ° )4.' SR
Persistent. ALl ol y uall

(C)

Responsive to Customers

S o Jolal § 2ol Y]

They are good communicators.

sl IV il pdsiins of

S W -
They are good listeners. sk pdns O 5SS of
*;.“ w‘g % Vs [ & INE =Y Q"

They speak the customer’s language . L.
g s

They are good appearance.

.,@Iéllw,fwgﬂg'l

(D)

Emotionally Mature bl 7 g2l
They accept themselves. Aglio S S Jois of g

They have confidence in their

AR g il 3 22

capabilities. . dae )|
393 £ Ml J,Q JA&‘ f‘k‘ﬂ

They respect customers. .
T b

They accept blame gracefully.

cdlalyy L2l g 0 Jus

CAR))




They are honest with the customers. - eNaadl & 'L'«:'T Ry ol
They develop long term relations with oo LM gy il o
customers.

Remember

The selling career is entirely up to you, & what anyone else wants is not
going to make any difference.

There is no single personality profile for the ideal sales person, your qualities
can be expanded & intensified if you are willing to invest time , effort & money in

yourself.
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5) Personal Selling Functions

gﬂﬁfﬂ‘ A illog 0
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1- To locate prospective business.
.(Jaé.\\.zb.\sl-ui Mc_béém‘j.,dl‘,n%.‘a,lld,.d\)%m}! J.,..-Jl..\.y.ﬁ-\
2- To convert prospects into customers.

o oo o1 s ) 5 et s o oY

3-To maintain customer satisfaction.
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6- Personal Selling Roles (Tasks) [

* Interactive communication with customers
*Uses face- to face communication, telephone, video- conferencing.

(YY)



* Probe customers to learn more about their needs.

*Adjust offers to meet their needs.

*Negotiate terms of sales.

*Build long-term relationships.

*Works with wholesalers & retailers.

*Links between the company & customers

*Produce sales as well as customer satisfaction & company profit.
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7-Personal selling Management []

1- Designing sales force strategy and structure.
2-Recruiting and selecting sales representative.
3- Training sales representative.
4-Compensating sales representative.
5-Supervising sales representative.

6- Evaluating sales representative.
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1-Designing sales force strategy and structure.
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2- Recruiting and Selecting Sales representative.
A company should decide what specifications it needs.
A job duties show the specifications a company needs.
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A) HR gets names from current sales people, employment agencies.

B)Selecting people:- Interviewing or testing or both. Tests measures sales skills,
analytical and organizational skills, personality traits and other

3- Training Sales representative.

It takes from few weeks to a year training .

Company history ,objectives, its organization, financial structure, facilities,
products & markets, How products are produced and work, customers&
competitors, field procedures & responsibilities, How to divide time between active
& potential customers?

(¥V4)



How to prepare reports, and route communication effectiveness?
-+ Gl J12) iyl Y
Ol Jano g b I oLl "lady 4l o Gol.nh.\.c sl 5 B g
Km0 e gl any ) i 1 U] 020 o ) IS 0 o gl g gienel
_:ggu_au,un oda ey . Jandl

L3S 8 Glual L Y L3S 0 56

RCGUIIVORT- JPATCHIWIC I VISl el (Sl Y

VIS g Jalazs S BT VISl Lo 2 ol 0

vl g Camdldl e @l glas . A BV LS o e gl Y

aa 83lizu¥ly 3l s dS . N 0 v Jodl el o b s . 4
selasS

ol sl 448 VY 'M‘ﬁ)‘aﬂ‘%ﬁw.\\
Ll SV oy VY
'ylas‘,ﬁﬁu.igulﬁfW&‘J@)%%&J‘Q\AM‘&U&J

4- Compensating Sales representative.
* On- going rate .
* Fixed amount, variable amount, expenses, and fringe benefits.
* On- going mix includes: straight salary, straight commission, salary plus
bonus, and salary plus commission.
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5- Supervising Sales representative.

*Company directs and motivates sales force for better job Time management
*Taking part in trade shows, attending sales
meetings, and carrying out marketing research.
*Time - and-duty analysis
*Motivating Sales people.
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6- Evaluating Sales representative.
* sales reports

*Personal observation, customer surveys, and talks with other sales people.
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8-lmportant Definitions
dold Ol A
Propositionl]

Full information about your product ,Everything a prospect may want to know
before he buys ,A proposition has 3 elements :quality, price and service.

el (o6 Cilaghas
29+ A 1SE 5 sl Lt 15 1 el o e glall IS fouts 5
ot i B g sl BW fas
Suspectl]

Person or organization who might be able to buy (prescribe) your product

gl o3 o 1550 35Sy U1 (akicll /5,0 Joanll g : Jazodl Jeanl
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Prospectl]
Person or organization who probably has the need for a product or service,
and probably has the means to buy ( prescribe) your product.

w;c‘a«”d&'ﬁ ;,‘IJ,.:,.Liy‘é.U\_(.w:ll/;,B\_).M!,»_,_ O AR WO
g o plasal 5 g2 g g dodhd o daledf g Aty o o M oo f 3
Customert]

Person or organization who has accepted your proposition and bought (
prescribed) your product

fu?h.’.b '9@Nﬁ|ﬂ|%fﬁf‘“ﬂ‘,‘bﬂ‘ﬁ O PLINY
..@J\yob_,lall.g
Userl]

Person or organization who has accepted your proposition and bought
(prescribed) your product and is satisfied with it

t‘.._.i? JWMM‘ﬂM&Q(J—Zﬁé”‘M'J‘)ﬂ‘J&J er|
. Kol

Level of Sellingll

1- Organizational : selling to industry e.g. hospitals ,Health insurance ,...etc.

2- Trade: selling to re-sellers e.g.  branches.

3- Retail: selling to end users.

4- Missionary: selling to any level that leads to more consumption at the user level.
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Level of Buyersl
1- End User: for personal use of individual.
2- Re-seller: for profit e.g. distributor, branch.

3- Organizational
o !ﬁ“‘ﬁ'! - .
YWY el PRIV
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9- Personal Selling Plan []

It is plan to active the personal selling function , it includes two parts:-
1- The BASE which means all what should be performed before facing the
prospect:-
* product knowledge
*prospecting
*pre-approach
*presentation (planning)
*Time Management
2- The HEART which covers the face-to-face interactions with the prospects:-
* Approach
*Main idea
*Objection
*Close
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Remember

Your function in personal selling is to locate your prospect, convert him into a
customer & then maintain this customer’s satisfaction.

To achieve this function, your personal selling plan should include all the
preparations needed by you whether before, during , or after facing your
customer.
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10- Major steps in effective selling plan[]

1- Prospecting and  qualifying Oneeis A Mol Ay
2- Pre- approach Jdl S ol gl
3-Approach J=4
4- Presentation and demonstration iy 2 ol

5- Handling objections Lol sVl dgal g0
6- Closing MY
7- Follow- up dags

-tk o iy Jor| 8 00 Jglicd ciguag ¢

Major Steps in Effective Selling plan(]

1- Prospecting and qualifying.

2- Re-approach : Call objectives ---- best approaches -- fax and timing visit,
telephone call.

3- Approach: How to start ?

4- Presentation and demonstration Need satisfaction approach.

5- Handling objections: Know his objections and turn into reasons for buying.

6- Closing:

* Get closing signals from the buyer.

*Review points of agreement.

*Offer to unite up the order and see if he would sign now or later.

7- Follow - up

To make sure that order has been delivered safely on time.
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(PYRAMID OF SELLING STEPS)

Handling Objections

Mainidea

Approach

Product Knowledge Prospecting Pre-approach
Presentation Time management
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TIME MANAGEMENT

Time pay - off with smart planning:
1) Schedule time by setting priorities. Make time productive. Allow Time for
unexpected. Ration your time. Take time to sell.
gl (e B Suued) Alalel) olis
O WP [RE T RWI PN PNE I PRur-
S8 G s padl 03 I e BslizuY!
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2) Instructions to Use Time Effectively:-
- adlady delasay cdad! pliiicil Claldylg Slegde .Y
A- Set goals: Unit sales, number of calls.
Shgrndf edaall 348 g utgid! o3 I diad M oy Sl taYl sy
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B- Analyze your territory: Collect and record customer data, Classify your

customers according to potentiality, expenses, influence ,location and
accessibility.
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C) Plan your time and work your plan. List activities , Estimate time for each
activity , Set priorities and frequency of calling , Put daily , weekly and cyclic
plans.
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D) Daily Planning and Routing:-

a) List your customers and locate them on the map.
b)Find out best time to call.
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c) Put daily clusters A, B and complete with ¢ class.

d) Route your calls to save traveling time and maximize selling time.
e) Be flexible, plan for the unexpected.

f) Compare estimated to actual time to develop your planning.

J) Analyze the results.

=t D oo go Dt Sef s

~H.~.a:,.,w|au,lﬁu,ﬁuwwuugﬁ,gwgwucé, A

g WO TTRCR PRI W) RTKP IR

Vbl § LYl 4 b gt oond "y oo SO it ad ¥

= S 23 0 o Lia) s pall 2] o JUS Jald 301 23 )yt . €
.M]

13 g b Oy b ol Al B0 0555 0Ly oy o Bl g 2f o as' 0

gt By ad St B il o3 My Jadasd o3 gl o B g
vad )y gl g Loeseatt] il 2 Y1 3EY 5 U1 £YS

5yl L o O g3 iy Joaall) gl g Lo o) gt A g Y
il el olllane y Cinnall b g

E- Getting More Productive Time: Reduce time wasters:
1- Make appointments.
2- See the right person.
3- Miniaturize presentation.
4- Start every day with an order.
5- Sell seven days a week.
6-Keep an eye on your career.
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F- Set A plan of Action: Start the day by answering the following questions:
1-Whom | am going to call on?
2- What is to be done ?

3- What | shall say?
4-How much time is required?
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J-Check on your time index:-
1- Actual face to face time.
2- Total working time.
3- No. of productive visits.
4- Total No. of visits.
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Lack of time could be a good reason for not being so productive , but this is
only valid for anybody before -not after- knowing how to make time more
productive & how to reduce time wasters.
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How salespeople spend their time ?
Source: Darnell Corporation, 30 the Sales Force Compensation Survey (c)1998

Darnell Corporation.
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Communication

Communication is the art of sending and receiving of information ,
ideas , feelings... etc

Labesdl OB bYI (e ol SIY1 g cile glall Jliul s ) b 98 SV
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1-Communication is a process of interaction . []
5 O LT Aglas 90 JLual Y
Which

*Consists of SENDING and RECEIVING of information , ideas , feelings |,
attitudes...etc.

colalgVy Selally Yy cile ghall Sl s Sl )] 2 5,00 g2y

*Involves a MIXTURE of MEANS of EXPRESSIONS in terms of words, signs
objects..etc

.0&,&}“}}}5,"‘,QM‘J&QW‘JJN|&&&O&%Q&JWY‘

* Words are just symbols that convey meaning to people . They have their true
meaning only in the sender’s intentions and not in he words themselves or how
the receiver interprets them. They can be abstract or concrete, emotional or
neutral.

aL..Lﬁh.l.ngiLu.:M;wj-SUWﬁ:lﬁgwy‘&)gﬁg&ah&|*
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* OBJECTS include the display of materials that convey some sort of a
message e.g. stands give- aways, furniture, clothes and cars.

b Lo pasedt] Zms e glas foo g5 g tgll filuy 0 ke -t o g5 4
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* SIGNS include the international use of gestures or pictorials e.g. referee,
traffic soldier, no-smoking and fragile signs.

Jo Jeinadd dlp 3 31y fomo sy 938 a3 5905 o 8ol B =255
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* ACTIONS OR BODY LANGUAGE which are the unconscious language sent
by posture,movements,hands,face or voice, appearance..
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2- Communication goes in many directions and has man types
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1- Vertical. [ (A1 (g ts] (s g I (5515 (§52mmt 0 ) gl M ILSYS
2- Horizontalll (g gsdl i o) S5,,155” Jlasy!
3- Direct AU dLasY
4- Indirect ol e JLas
5- Oral e JlasVi
6- written o oS3 JLasY!
3- Communication Skills[]
Jhail¥ Sifylge Y

1- Good communicator. Jages for © e s
2- Responsive to . . 3 el 13
customerneeds oddl bt o O padll 11
3- Good listener L olasl
4- Ask questions & pay feand! oL «1f 21s 5.
attention to the response eand ol3] “"'1"2 %’J | eyl f"‘\""‘"'

-Flexibility: different approaches for different customers -Adapt himself to the
different situations during the presentation.
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6-Emotional intelligence:
-ZJY|¢3;‘,¢51|J¢LLJ| o5

a- Knowing one’s emotions& feelings.

M'WL’1qu“sﬁl’dfd‘s)ﬁsz|

b- Controlling one’s emotions to avoid acting  impulsively.

] IS ol el 5 o ol

¢- Recognizing customer, emotions .
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d- Using one’s emotions to interact effectively with customers.
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7- Aggressive customer:  []
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*A person who is aggressive is ready for a fight. []
ias r.b.".‘«'&‘ LY gy SN Hlowtl] slaz ‘;\9 gl J‘ -1 A J.:..'JI
*Dealing with Angry and Complaining Customers
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With angry or complaining customers without losing them as customers, We

begin with the most important strategy:-
Actively listen
Remain quiet & calm
Appear interest with his problem
Fix the problem , not the blame
Apologize
Ask questions
Help him to fine solution

Don’t take it personally
Confirm their positive feelings
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Summary Remember

Communicating is more than just the words we use, Consider these three
points:[]

-Zgh‘,L@'b‘f%ﬂkﬁﬁﬁﬂuagaus:ﬁﬁduy“ﬂ

1-Body Language- The way move or hold ourselves carries a large part of our
message , your body language should show your customer that you are:

:&;Sn‘;z.eLgms,,,.ﬂL,c,,nJ,,,uwma,«m, ! | 4
A) Listening to feelings as well as words.

B) Attentive to what the customer is saying.
C) Interested in what the customer is saying.

ool ol o Ol (1
WOl PLPIRI I [ e
- Jooadl gy s plazal (&
2- Tone of voice: Some people say that we get over 80% of the meaning of a

message through tone of voice ,Think about the telephone ,There is no body
language involved so tone of voice is very important

- gl 85 B sb 8 sttt S Slae 0 LAY 1 gl (g e
* people can hear a smile in your voice. How many different meanings can you
have with the simple word yes? Think about: excitement,doubt,angere, happiness,
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and any others you can imagine, How can you express these emotions using
only this one word?
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4- Telephone Skills[]
Qe pldein) Qlylge £

The majority of your communication in English will be over the telephone , In
fact , in international trade it is possible to have business relationships for years
without ever seeing the people with whom you are dealing .It is through the
telephone that you project an impression of yourself and the company you
represent. Thus ,it is extremely important that you master the skills necessary to
communicate well over the telephone.

The telephone is a powerful tool for making a good ( or bad ) first impression
to your customers , Remember tone of voice represent 80% of the message when
you don't have the chance to use the body language.
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How do people in your office answer the telephone?

Do they identify the business or say allo?

Do they identify themselves or say min maia?

What experiences do you have as a customer with telephoning a business?

?bﬁ&!&_ﬁﬂ!&y;ﬁqs \
?wwaMIwayMJ.a Yo
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A- General rules to use telephone :- []
1- Pick up within three rings.
2- Greet the caller.
3- Give your name.
4- Ask customers if you could put them on hold.
5- Tell them why they are being put on hold.

6- Thank them for holding.

7- Avoid transferring calls without briefing the person you are transferring the call
to.
8- Don't sound interrupted — it shows !!!![]
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B)When you want to say No ?
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SANDWICH EFFECT

Options & Alternatives(] S 42

C) ANSWERING A BUSINESS TELEPHONE CALL
(Bl A SM e é,bﬁ)l Joladll aol g8 (&
Seven Steps

Following is a list of seven steps you may use to answer the telephone in a
business setting :-

23 I pon g londl UL LI Lt (o K6 il phas s Slin

- JU
1- GREETING:- Hello. Good morning. Good afternoon.
- Lol

.a\sﬁ,am,,rs:ufmnwb
2- IDENTIFICATION:-
(I 5} TS ) e gl g
3- OFFER OF HELP :- May | help you ? How may | help you ?
-t gy Y1 Gl el sl 4 5 IS e SV G e asludl 5 0
¢ Susluf Cas -8 Cbidoluns GL:.J J»-

4- EXCHANGE OF INFORMATION:- This is the core of the telephone
conversation in which information is exchanged .
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5- CONFIRMATION OF MESSAGE:-
Lol o 8 I b O Jolidly oalichl 322 0 S -1 Dl N Lol
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6- CONFIRMATION OF ACTION:- you confirm that will do what is requested or
what has been decided.

I pn 031 02y (U1 A1 o STl IS o 1 DL M e St Lo T
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7- CLOSING:- Goodbye" is the standard closing , but you can make a good
final impression in this call by adding something polite or service-minded, such as

"If you have any other questions , don't hesitate to call, " or" Thank you for calling,
I'm looking for ward to our meeting. *[I
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GREETING
IDENTIFICATIONL

OFFER OF HELP[
| OFFERoFHELP) |

I
EXCHANGE OF
INFORMATION

CONFIRMATION OF
MESSAGE[ |

CONFIRMATION OF
ACTION

D)Telephone Etiquette
As you can see , it takes so little to make a good impression , but it makes all
the difference in the world So let's look at some standard phrases that will help.
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A) Be Polite.
o 51 G0l o Joladl § " g 55 o om0 51 e Jalasl LN
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B) Be Service -minded.
of "Lasts Sy 51Okl (gl 2oy S5 ol il comd o Y1 gl oA
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C) Be Informative.
A0l el s i § A glall o 5005 Y1 Gl ke tLulg oS
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D) Dealing with a Complaint.
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E) Be Honest.
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Steps of Buying Decision

1- Steps of Buying Decision
gl gid) oy SLED Sifglad )
1- Need identification| A L) dgdond
Customer starts to identify his needs to that kind of product.
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2- Information Searchl_| Cloghal! aeasd
Customer collects information about this product.
Pty 0‘.{;‘&1'&0&#‘@% ﬁM‘f‘,ﬁ:
3- Study of Altrnatives|_| Jildd Alyd
Customer studies the available alternatives and compare between them. [J
Y0 eda g Bl g ol pe Gl 1A Ll e Sheall p 5
4- Product Selectionl_| i) 5l
Customer decides to get the best proposal. []

o e oty ) el oSNl 52

5- Decisionl_| a3 AL
Buy the product
L0, gl puald ol p a3 I AN frandl dezy o
6- Evaluation|_| o 53! e

After buying the product he starts to evaluate the result to see if he is going to
buy again or not .

31 Jrr gt plasiil Lgaig o pusleadl I oo 5L Y1 oty oMol 02
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2- Buying motives
« 6 ) 21939 Hhlgs- Y
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buy = To SATISFY A NEED[
~z,..»8ny,m|wagu o) 2l 219 ol 531 g 1 Slin g 2 goule

We know 6 buying motives which are of equal importance .
* Customer will buy when you appeal to the RIGHT / REAL motive.

.92,:344 9 el c’leJL; PARCZS ‘.3 13] g At Jeandine
* Benefits have to appeal to all six basic motives.
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Appearance U ke
Performance = elal @l
Economy (o)) i JUSS oo ol e wle
Safety =l plasueal 3 AN
Pride/Pleasure G:;U o s § B3landl

3- Determine Buying Motives
(sl (55 4151 g3 ol Qyiln ¥
*Listening volunteered comments and replies to questions. []
WY1 e oMl bilorf y rlidad LYl
*Observe behavior. a
-8 gl oS
*Evaluating motives. Il
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Product Knowledge
Prospecting
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First : Product Knowledge

2! Crloglanad el ALY Y]

* Product Knowledge gives you CONFIDENCE in your product & in yourself and this
reflects confidence of your customer in you, product and your company.

3 ) By s B ) J 38 o) o5 am gkl e o gl A (U1 o)
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* Product knowledge makes you ENTHUSIASTIC to the product merits and this
increases your effectiveness with your customer.

c:_;llei_asjl.téﬁwmlwwéglkjﬁc:i\yau_,.l.dl.z.téwau}ll
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*Product knowledge makes you PROFESSIONAL at selling to your customer.
ool g Jaladl 3368 28Tl Jor ) Jagt e glalls il pUY)
*Product knowledge includes all basic information as well as additional information.
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A) Basic Information
R W P [ PCT P [
1- BASIC Background

Ll 2 Y
Enough to support you in handling objections about thi§ product.
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indications szl ol 5
side effects Ll Lol Y
warning O pdodl
Price JESA

(vev)



2- Competition Knowledge
ML‘JJ R 0‘.0‘,1.-.0 =Y

Same products having same characteristics and uses as yours and are sold by your
competitors.

Ay il Gatlas o8 Jod ANy o pedl Lgody ol Sl oY) o A2
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B- Additional Information
LY ol glall o
¢ bl SLass) 44s
was discovered? How the product*

S sk ol o
*Who developed it ?
§ sl oSy c.aJJ dold Lol
* specific features of the components?
?654|C5a;g§'
* (know- how)? How it was made
. Q,Ul;,,;Jl;J&iJl,rg&lyau,lm

*Size, package, shape and color.
(s AV Ol il Slowiie oy6 Lowtia yod LAS
*How it fits with other company’s products?
.. dalzsd @;}d\u,;s,,w‘w
*Prices for different Channels
P
* Storage
.G?”'ﬂ}kﬂdbbf5UjCBLJ)ﬂ|&9c>hjLu

*Back - up, e.g. kits , studies , conferences,...etc.

Second : Prospecting

Prospecting means real digging to discover , locate and identify people who want or
need your product or service .It should be a permanent process.
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1-The Customer Pyramid
If having a lot of ( good ) customers is the Key to business success , you will want to

know how many of what kinds of customer you really have One way to find out is to
construct a , customer pyramid like this:

The customer pyramid
(dbaad) ¢193) )

=t JU gl IS 0 g s B gon g Shanld 61 Y1 o )l Sl

High
Volume
Customers

Medium
Volume
Customers
Low
Volume
Customers
/ starters \

Hot Prospects, Warm
Prospects, Cool prospects,
Kinds, Suspects

Chances are you will discover that you have a customer base consisting of:
1- A small number of high volume customers who give you a lot of business.

wrﬁawdﬂjék}awrﬁdﬂb&rﬁ}ﬁ&|éﬁsw|

2-A larger number of medium volume customers and many more low volume customers
who do business with you only once in a while , or at a low purchasing level.
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3- A number of starters, new customers, who may or may not turn out to be good ones.
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. (] L:Jt’
( good prospect)
(MAN)

M
(money)

N A
(Need) (authority)

good prospect = Money + Need +authority
~c:.~ua?u.|+ () il 1,3 3EY 2l ) 5,0l + JUS =4 ad Cis ) Jeordl
*Your customer pyramid may also contain prospects - people and companies with

whom you are in contact , but they are not yet buyers.
These prospects can be segmented into:-

=1 ¢l 8l B s S s Al eSanlf L] 0
4- Hot prospects - people who are ready to buy, and you are on the short list.
vellel ol s AN e Sasll

5- warm prospects - people who will probably buy in the short term, and you have a
reasonable chance of getting the business.

vy o 3 el il I3 Sl el e ) s A ksl

6- cold prospects - people who you are in touch with , but who are not ready to buy , or
they have indicated that they are not happy about doing business with you

o) o sl gut) eed ) 5 A1 SN

7- To round off the customer pyramid, you may want to include the suspects in your
market segment: people or companies who are likely to have a need for your
products and services, but with whom you have as yet no relationship.

After that comes the rest of the world ( where some suspects might also be lurking).
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2- Methods of prospecting
Ondts M oMol dpud 3 b Y
1- Screening every suspect in the area
viakall 3 e M el SO ol pa> IWS e JelSL dakad) o

2- Spheres of influence

Sladly SLE Je olaghas o Jpmad) o Ss L 0 2 SLYIS,L)

ra bl O Al
3- Printed Matter.
ol el el
4- Referrals
ci i ol ole phall & g g i SY
5- Field people

Cdldl s 3 Jeddl oMoy M e
6- Conferences
JCHESY
7- Personal Observations
viase )l W

Summary

*There is no best way to prospect , Whatever method produces results is the one to use.
vVioe il b el ST g G A eMeadl GLiaSY e il b s ) @

*There is a need to change methods from time to time in an attempt to ascertain that the
method being used in fact is the best for that particular time and product

) oy &l 0 k) o Lol G ) il g o
*There should always be continuous revision and improvement.
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Remember

As long as prospecting keeps pumping names into your list, you will continue in
sales business. So, you have to develop a plan for prospecting by updating your lists,
finding new customers and keeping on qualifying & requalifying them.
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PRE- APPROACH
PRESENTATION
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First: PRE- APPROACH

Pre - approach means determining facts & data that will move the sale forward.
f-u.m:b;ga QLSMSJ.,VJI@ f-LlU‘J,S "Ll "‘J"..".'M'”J b‘J&}”QLS LJs
riglg) s
A- Objectives
Joodl 6] |3 ol pgon pe aYI ]
1-To prepare for qualifying the prospect.
- B VN NV T NOPRP T P R NSPRE (WA
2- To sharpen the sales approach.
~rf.>ulj ol L;-.....H JéJl\%;LcﬁSle
3- To identify prospects problem areas.
e Ggdalgn o dakal) 3 el Lo Glay S JSTLAL duuoed
4- To keep the rep from making obvious mistakes.
vl adt Sue Y IN e slas I aid IS e O gkl e Bliseld
B- PROCEDURES
JM‘ L3l W‘ C'J‘ﬁ'ﬁ! -
1- Obtain update information about the customer:-
Personal data: Exact name, age range, residence, specialty, degrees, associations,
best time for calling , attitude towards salespeople and your company.

Business data: The need for your product , present product uses, decision making,
authority purchasing procedures and buying motives.
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1\1 Sources of Information
Sls ghall o J gad! jslas V\N
1- Observation and Listening :Consultation , furniture, conversation (if you do not have
opportunity to gather facts in advance)
2- Ask questions and observe reactions.

3- Use records: habits, likes and dislikes.
4- Other representatives.
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2- Set objectives for each call:-
An objective means what the prospect should do and not what the rep will do .

The objective should be specific , measurable, achievable, realistic, challenging ,
ambitious and timed.
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3- Develop a plan to achieve the objective
How your product will provide the benefits sought by your customer.

JUE PR [V PRCI HX 93

4- What evidence will support you:-
Outline possible approach , dramatization and proofs.
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5- Possible ways to handle objections.
' eesdl OLS! ) At L 2SS Bl apus o
6- Do mental role plays.
L SN S sl Ly o g Of Sl e A1 15 Y) ad

Remember

-The pre- approach is your preparation for your coming sales interviews.

-The pre - approach helps you to find customer's problems and needs for which your
product is the right answer.

-The pre - approach helps you to develop a personalized call, to speed up calls and to
improve call quality.

-The pre - approach helps you to develop a personalized plan to achieve your smart
objective.
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Second: THE PRESENTATION
ity o padl : il
Jga! (Ll
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1- Definitions dola ol a5 . Y

*Feature o
Is an inherent characteristic (fact) of a product.

QUﬂ‘#w@S}lMluwbﬁlluﬁjL&ySJLQ.PJA- Iﬁkn
c“ rlJ.&;’:...»‘}”‘p

*Action _
Is what a product does as a result of feature. Actions effect.

B A L ot g gl plasiand e o I il e 55k pp - S
PVIRESIW v

*Benefit
How the user gains Benefits ?
what the product does for the customer?

el welisaly sl e Joat 2l dedl) &93_:3.\5&“

2- Benefits Can Be Show During Your Call By:
M r.;.ﬁ:.“_, déf'““ I RS sl JL@EI LS
1- Use of visual aids.

2- Using some referrals who had previous successful history with your product.
(Yov)



3- Using feature to explain the benefit.
'@l‘é&;JL‘}W‘}”‘DL‘Jﬂ‘Cf:‘ )
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3- Gaining Customer Conviction With Benefits By:
Joord! tl:i)! C"“ Ll 4 f""’."‘“‘
1- Proving benefits.

2- Taking the customer’s agreement after each benefit.
3- Tailoring the benefits to each customer’s needs &wants.

C“U BYPY )
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4- Customer conviction
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Remember
You are selling BENEFITS not features.
340 (6335 0 0093 Lol g d 85 6LI5L 5 s 2 o g el 018 s O 2
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1-This product is regularly promoted.

N ol 0 1 5ha5 o2y el o
2- Easy to be used, not requiring special route of administration.
ol Ol el fdacd Y flm\ﬂ Je~ c..ll
3- Manufactured in..
vide delp c.ll
4- Large pack.
o S 8 )
5- Always available.
M ladls 3l g c.ll
6- Price is...
- wlie c..Ll Jew
7- Most experts prescribe it.
tay O ey ol laas
8- Product comes in many forms.
P ISV e skl o gl
9- Product comes in many sizes.
vl e dydall o el

e
Transfer Each Of The Previous Statements To A Benefit:
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5- Types of Presentations

(ﬁﬁﬂl)g&ﬂlﬂ,ﬂ_o
1-The standard memorized call.
2- The outlined presentation.

3- The programmed presentation.
4- The unstructured presentation.

W raspedl) goleall G2 Y
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6- Presentation Skills
&JJ‘O‘JL@! =1

(A) NON Verbal skills
*Appearance: clean , attractive look, organized, clean car and a radiant smile.
* Eye contact

*Actions
LbU el e Ll g
(bl hwl—rk;a—gli?_g_éﬁhs),@ﬂl_
bl &S A
(B) Verbal Skills
#1oY1 & jlge -
*Pitch: vary the pitch of your voice, beware of dropping your voice at the end of each
sentence.
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*Pace: change the pace of your voice do not chatter or gabble
CoSUN iS55 5 0 5 dad) " Lty el (g s kS o =t gl (5
*Power: breathe properly avoid mumbling & use your nerve
riazadl o Mloms g g el gl O o o gl s
*Pause: can punctuate your performance do not confuse with undesirable hesitancy.
o593 GBS 05 ol e 335 095 Bl o) § 5l eVl pp 1A I
bl
(C) Language Skills
4 ol ol Ll
*Always use your own words.
* Avoid repetition of phrases.
* Some words are better to use than others i. e. there are killer words.

- Killer words: potent, safe, the best, cheap , | know and | think.
- Better words: effective, tolerable, good choice, economic and the fact is.

ST s Ll pldsel
S Gl of Y
O e A
Remember

The more you are prepared for your presentation, the better the results you reach.
Your presentation skills can make or break a sale.
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D) Dramatization
el ¢ ol 1Y
Good sales people are good actors.
s J oY1 o b
How Dramatizing Helps The Selling Function ?
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1- Dramatizing helps convincing the prospects.
t A Joendl 3] (5 oy
2-Dramatizing improves understanding.
3- Dramatizing makes a lasting impression.
() Y LY way
4- Dramatizing helps the sales rep.
5- Dramatizing creates value.
6- The appropriate use of words is important.
g o gllall ) G ks Sty LS plizad § Aol
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Probing
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First: Approach

The approach is the first face to face contact of the rep. with the

prospect.
g S—{ Y
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1- Objectives
S5 e Lgdd Oodgaudt OliaYi

1- To gain attention.[] * ool ol ol
2- To awaken needs.[] P WON SRS JCW
3- To qualify the prospect.[] H(Gugnd)) Ci N faand! Lgs
4- To prepare for the main idea.[] ) Y15 Sl shaeyl

*Every approach should seek to reach one or more of these objectives.
L G e 28T o G Codgans o Y Al sl
2- Methods
JEai G b Y
- _,gug,wmww@ymaiugé,wy%wﬂu

(A) Introductory approach
et il bt

1- your namel] Jeorld ol S3
2- Your Company les Coudly foadd Clis 5 S
3- Your purpose - Jeondl W g aldioed) g g Gl e ol
(B) Product approach
c:;!.l ti\"' otny éJJI Jxdl oo
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1- a unique product action[] C"U iS5y Jub o gl

2- Characteristic C“‘U oAl e Cudd
(C) customer benefit approach

 renld gl gaag 21 81,00 o oIl ol o

(D) Question approach
lkuy|gegSJ)b‘;g‘}$JlLab
1- Preferencel] Sl e ML e end) S5
2- Practice Joerld daddl A J Ll e Sleldail e frandl Jl g
3- Evaluation Sbelly Joall des o Joondl Jlge

(E) Referral approach
Citing satisfactory experiences of leaders

Voo sl edeall ol o peell 8 Lt IS e J5 g
*you should he prepared to use as many approaches as necessary to bring the sale
to the next phase - the main ideas.

Sladdl G fraall g Jaladl) J5 o 0 28T oy O el Jor) Jo g
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Remember

The approach is the first few minutes contact with your customer, if his 1 st
impression is favorable he will be willing to listen to you.

You can improve this 1 st impression by your smile , your firm hand shake, your
confidence.

Remember to speak clearly , pronounce your name & his correctly , and your
appearance.
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Second: Probing

A

Alalomi g Adled y oo 9 Jovard] dslydg i : Ll
Advantages of probing
J;..-J! Ll ys uL,ll Liye
*Uncovers needs, problems, biases...efc.

. M.\su.o, Mol ol LS|
* Determines / confirms communication style.
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*Develops main idea strategy.
Lol A 18 S 5 5 Ao Sl g shas
*Checks that the main idea is understood .
gt il 8 4T g Joorld G N 8 SN J o g e ST
*Dicloses a hidden objection
~(@y4ﬂ|)&|ylp‘ﬁ|dwl
*Estimates the weight of the objection.
e ISTTIE
* Limits the objection.
.ab,s.xi.@,ub\j\aw;;»caj
*Ensures satisfactory handling of the objection.
F ool ol sl e il s ) e usT
* Know , in order to satisfy.
*eShenll Bl L] T s o ol e

Remember
Probe on a series of calls and build files of information.

~oL-.zllg;,3.4"JuL33 J?Q-'J‘ CLS} aw‘ O“"ﬁy‘) Qljk.il Y

Third: Main Ideas
i) (s AN Sl LG
A- objectives il

To show the benefits of the proposal:-
R VL PR WO | YUY AT IR JPEIR
(quality - economy - price - service )
(A Ancdl WLl — dedf o el — 55 62-1)
To deal with competition
Lol sl 2l o Jolacl)
(direct - indirect - alternate)
¢ ol pazs 1= 5la il 5L
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To prepare for the close.
* Jeondl & d...Jl o2 BN ddead slaeW
B- Tools
PPy SN RIS (BT (I PPy APV RSN R SR PR |
* Product knowledge & interpretation into benefit.
Aol el Lgaag ;;"““ 51 4l C‘l‘ o <l glall ad ‘:LL)H
*Full involvement of the prospect through the use of all five senses.
F k] al g o 58,6 IS e fand oLl
*Product tests& demonstration.
s gl Sl
* Support materials.
rbaally g g Al oo ol §3aslldl sl gl (’"*”‘:"‘"
* Presentation language.
~J;1wcwmu.z,..uw¢|m_,|
* Probing skills.
T W RO S W P S Py SUPR I U P p
*Listening skills. *
¢ el it Sl o jles gl oy of g
* Other Tool Handling customers objections. )
eke 3 My Joardl LSl sl dgarl o
Remember

Your presentation should include the main ideas.

Make sure you have all tools to help you, your product knowledge, your presentation
skills & your supporting materials,.. etc.

Use them right in the right time.

ol LYY Joty ST Y foaall 5,0l @
¢ oo Al )lge Ly ol § ol I Sl ssY1 15 g aST e Y 0

oo A Gaaeldl sl g sl e e ghall ks
V) 3 gl § el 555 5 o 3 0 pliseial Jo oyl ot @

(¥1A)



! Juaddl

3,19 Jsaal) G| ) A1
Lewls

Handling Objections

(¥14)



Handling Objections
(bolAel dgalge )

Objection is the reason a customer raises for not buying ,A success full salesman
welcomes objections.

LF o i s el el L ol 52 Y o o ol el g2 517
* el bl L o2 5 Lgrgrl o o 45,85 LS AW s ge e adl x5
1- Objectives Sy
1- To allay prospects fear.

veanll b g oy kil

(s By asdedl AzuYI e LW

2- To answer valid questions.

3- To answer invalid questions.
B sl el DY
4- To prepare for the close.
LSRN slaey
2- Why Do People Object? TeMaadl) wldl 2 Ang 13U 1Y
— i Lgeg o2l o ehaal) w5 2 OLaYI (oo dpckall Sea
1- No money.
~M|6JJ¢|,:~U é&‘dﬂ‘bﬁy
2- No need to product or service.
B WO BNV a».u-uicuba?w.x?,m
3- No recognition of need.
Vil 335 apid o s ur g Y
4- Need more in formations.
¢ 58T ol ghal i
5- Habit or custom.
ey eolslal

6- Value not exceed the cost.
Y o) i) 2SS e 5 Y e o
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3- Common Objections PR RATPCH W T o

Lq,l.a.;,sl,Wvu;,mwwwpmuzl,mlg\iu,s
A)Teasing: He is interested in your product but needs additional information
el o 43Lo] e glal it s el ge Joand gl e s gl ek
B) Acting Now: Buvers often object to make a decision now because he is not vet
prepared to accept your work for a new piece of information you presented .

JJLMUBJL&A.}”Q}?%}@.UyQLcM‘&Af—)a-ﬁﬂj}sg‘&;ug}.bﬂ
A J S Ll &

C) Misunderstanding: He didn’t understand an explanation for an important point.
. c..ll

D) Price Objection: It is the most common objection ,It is raised regardless of the
price asked for a product, Sometimes it is raised to hide the real objection. The price is
too high, The price is higher than that of the competitor, | will use it for rich people

M plasul vy Lo "S5 "o g SLS1 oY1 28T e pand) o 51 Y
S A kg oLl sl slisY 5l oY)

i) e 2l AN 3l
e Jle el
C ol e Jel el Y
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E) Product / Service
u$|ﬁ,1w@1ﬁwlyh¢¢ :a.o.e.uic-;.u%,bu;\pl

vdp g el
F) Company: | don't like to do business with your company
@J.au@%.aﬁymt.@:\sas,ﬂldbwlylp| L3Sl Je ol s
PRl

G) Sales Rep: | don't have any time for you
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H) Common objections examples
Akl Lol fe ¥ Al
| want to think it over
4 Wl 9o M1 s 5 oo
| don't care to deal with your firm
PSS b e Joladly o2l Y BT g2 e
| am satisfied with my present supplier
axe JoloT g1 JU1 555l dlansl g Sl 21 LT Uy frand)
Let me take the goods on consignment
Al () JS 51 J5h Jeand
| can make do with what | have .
.@@@uwoﬁ|&iuws@i¢i@dd,@w|
| am not interested
v b Ul s oo
| don’t have time right now
* YT sl LT Y el J g
My wife’s brother is in this business and we buy from him
vt (g il O gy Jdl s G Jom 529 Gk O J s ool
The boss told me to buy from X
T 3 il oo ol i3l Tl J g Jaand!
| buy locally .Why should | buy 300 miles away?
'g""x"ﬁ.d&wgﬁp““w%}d&‘wéﬂididﬂw‘
My neighbor bought from you and he could not get any service
~‘.Sx.a&aoL«Jﬁ-SJ%;LoMVJ&T%;J:@T,‘.&‘:;}:US%;,L?JﬂMl
| have to talk it over to my wife first
R P IPE P PUCNE PSPPI WOl
We buy from them as they buy from us.
P bde e "Ll (gt b JUH U e ol 20l 0 g g frand!
4- Steps of Handling Objections Joandl LS| fol Lgarl g0 il pdas ¢
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Leke 2 My
1- Lisent
*Dont interrupt
* Help reduce objection

RN | P JPP PV S PER W |
'M‘ d:Lf-Y L4

roel Al s Je fesl @
2-Clarify
* understand the customer’s point of view
* ask some questions such as:-
- more information is needed
- misunderstanding occurred
- product disadvantage is seen

m@tu@?,sijbmz?}r@sﬂ,@ws,_: o2V gl
-Gl
el Sl e B3LS] b ghas ped -
vaslagly S s @alidl 6 g o 5l -
G el by gl -

3- Cushion your answer
':‘9:)“9 obl:»}\ J.;.@_i

4- Respond

* Provide information ( supported with benefits)
* Use third party evidence.

*Find a reason to change

* Probe for acceptance

=il e s N G GYNalel e gy ot ol A dgarl iy 5 )
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5- Recommendations For Handling Objections:
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* Listen carefully.

* Keep your temper on ice

*Don't argue

* Make the customer feel you care and you are interested.

* Expect some objections and include in your answers before being provoked .
*Get a commitment that the objection has been answered.

- olal e i ol Silsld ) =la
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Remember

-A good method to prevent objections is t anticipate them & to include the answers
in your presentation.

-Hidden objections are more serious than declared ones. The representative must
be able to identify them & to remove them from the customer’s mind.
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The Art Of Closing
* L 4 - L/
Y (IR
The A B C of selling is Always Be Closing.
N e SV S e
1- Why Closing Is Important?
¢ 34.35 :\:.q.h‘ 5 elalll @Mef 13U 2y
*Closing is the ultimate test of sales ability.
VA3 8l 8 sl L ga G
* If you don’t get orders your sales career is a very short one.
o o) Ab 8 s 0l BV is 6l i sl a4 I 15) s
*The income of a salesperson is usually based on closed sales.
~é>hb‘>llwwﬁglu@lgmglgjmxb,&%

*The salesperson who has the greatest income at the end of the year is always the
one who closed the greatest number of calls.

¢«|J_~:'J‘J_A|‘9TJ.E}ua:a&g;\.ﬁiﬂfsfi}hér.u&:%;k«fidﬁééﬂ‘uj.bﬂj%
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2- Difficulties In Closing
J:.uu“ C« eL‘i.U é)\&?‘ JSL:.A 31 QLL,M =Y

Wrong Attitude bl (4 5D ol £Y)

Poor presentation okl 4 p sy () ) Chad

Poor Habits & Skills <9l g ol ;43 g ol Ll Cans
3- Buying Signals oyl ladhs Y

These are signs that appear during the face - to face contact .These are useful
These signs give the indication that you are in your way to win this sale& the
customer is interested in your product or service..

St oy Jeoond) i Lz 3L el ST glis I oa ol )l Sl
crods g Lowis foond) plazal o pd5e Jassy el 2L AN fendl 35 )

A- Buying signals may be in the form of:
of il Sladle o il

* Positive Sentence:
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- Good packing
- Suitable pack size.

=2 Jto Joonll gl S ) ok

Vikerige -
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* Positive question:

-What is the price?

- What is the dose?

Y MPIR LMY

§ il i 2 AR
* Positive Reaction:

Pl plosals S 5t e gl Jad s,
B- Give An Example Of Buying Signals You Face During Work.
- lles o] Lgelamy L b olbde o JL G_s,mé;.\,

Positive Sentence LalgY fod #
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Positive Question Lol Ul %
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Positive Reaction L2l JLsY a5, %
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4- How To Close Successfully? Sl Bs| 324 s ¢
- Maintain a positive attitude.
eesdlld g2 Yl ax 2l e Blad
- Keep control of the interview.
~J.:MSIC¢ o&b\&;swl&,l.abu;l-l
- Be assertive not aggressive.
S PR PXPIWPREN s Yl
- Give the customer the chance to buy.
~é,a@&§3u;wng,m&gﬁj
-Keep some selling points in reserve.
F o BB o) (g AU (- Landl DLl Jny oo gl Jaing o
Sell the right item in the right amount.-
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(5) Effective Methods For Closing?
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1- Asking for the order

(aldal)) 1 ) ol e Joandl ) 5o

2- Alternative close.
| will get the order on Monday or Wednesday ?
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3- Summarize the benefits.
. c..g.u L1 4dl el GWSYI
4- The Balance Sheet: State in a tabular from the benefits of your product versus a

competitor.
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5- The yes - yes close: Building a series of acceptance.
~Mw|ﬁuw|epny\ﬁ@wy|
(6)RE-COMMENDATIONS Of The Close
MY eilsld 5 =
1- Understand what they want & need.
el ol 5 bl 5
2- Recognize buying signals.
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3- Make the decision.
% [P B P WS P
4- Close the sale with casual confidence. *
F el 88 Jo BU we o )l Gl
5- Don't change when you start closing.
SN 13 iy o5 Y
6- Use the planned pause.
el 555 o Blioel it S8 Jaonld olei]
Remember

Closing is the process of helping people making decisions.
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(7)Write 5 Statements Each Of Which Is A Close Of Different Type That You Can Use
With Your Customer.
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1- Asking for the order L bl o JIgadl =Y
2- The yes-yes close Jeondl a6 madl JLSYL BASYI Y
3- Alternative close Jotadi QL.: WYY
4- Summarize the benefits ) o1 i) ey SUSYI ¢
5- The Balance Sheet Bl ozt s T, AL GASYI -0
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(8) Recommendations
sl )l g lwo 55 A
Never knock the competition
el fanll 48 025 Y p uilied) Belul o
Never say anything negative about your company
~¢Ls,;é,d,sw|wwmJ}w,:agaxuéiygww
Never say anything negative about your product or service.
1313 Lgodts o) Aaddh! of oo 3 ow ol o Y ald s Layl oo
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Never tell the customer that they are wrong.
g Jo iyl e "Ll T Jo el o Julas YT 2
Never tell the customer that you don’t understand.
Yot Yl fearld I 5 2 YT
Never argue with the customer.
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Never lie to a customer
Wil ST ST 3] g St sy o183 28T 055 A8 ool e IS Y
Never loose your cool with the customer.
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Never be defensive.
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2-Good behavior (Ethical conduct) '-‘3,,-\-3‘: &'waﬂ ol —£-Y
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3- Gentleman (polite and before) -1-3:3.9 L-*d-' Ry 01 g
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4- Emotionally mature Lt o DL ol
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5- objectively Unable to persuasion
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6- product knowledge Well aware of the product
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7-patient, ambitious and persistent
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10- specific in words and a good listener
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14- Friendly in dealing
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16- Communicate well with others
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