














CHAPTER 1
SALES MANAGEMENT

1.0 SALES MANAGEMENT
1.1  Provide information about sales management
1.2 Provide information based on tasks, problems and 
challenges in sales management
1.3 Provide information based on the environmental 
factors influencing selling success

1.1 Sales Management

Definition: 
Sales management is all activities, processes and decision
involved in managing the sales function in an organization.
These include recruiting, assigning, supervising, paying, and
motivating the sales personnel.
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Personal selling

Personal selling is personal presentations by the firm’s sales 
force for the purpose of:
▪ Engaging customers
▪ Discovering customer’s needs
▪ Making sales
▪ Building customer relationships.

Firms invest in personal selling because:
▪ Products and services are more complex
▪ Competition has greatly increased
▪ Customer demand for quality, value, and service has 

risen sharply
Personal selling also viewed as a process that adds value
E.g Colleges use recruiters to attract new students
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1.1.2 FUNCTIONS OF SALES PERSONNEL

1.2 TASKS, PROBLEMS AND CHALLENGES IN SALES MANAGEMENT

1.2.1 DUTIES AND RESPONSIBILITIES OF A SALES MANAGER
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1.2.2 PROBLEMS AND CHALLENGES 
FACED BY SALES MANAGER
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1.3 Environment factors
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1.3.1 THE EXTERNAL ENVIRONMENTS

13



THE INTERNAL ENVIRONMENTS
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CHAPTER 2

SELLING PROCESS

DEFINITION OF PERSONAL SELLING
o Personal selling involves person to person communication with the prospect.
o Personal selling is the face to face presentation of the product or idea to a 

potential customer by representative of the company or organization.
o “The process of developing relationship, discovering needs, matching the 

appropriate products with these needs and communicating benefits through 
informing, reminding or persuading”.

o Personal selling is viewed as a process that add value.

2.1 Perform selling job 
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SELLING BUSINESS TO CUSTOMER VS BUSINESS TO BUSINESS MARKET 

a) Business to Consumer (B2C)

• Most salespeople are employed in various kinds of retail selling. These job 
involve selling goods and services to end user consumers for their own personal 
use.

• Thus, salespeople here are referred to as selling in the Business to Consumer 
market

b) Business to Business (B2B)

• The sale of goods and services to non end user consumes.

• Selling in B2B market involves three types of customers:

• Sales to Resellers

• Example: A salesperson for Hanes sells shirts to a retail  

• store, which in turn resells the goods to its customers.

• Sales to business users

• Example: A salesperson for General Electric sells materials  

• or parts to Boeing, which uses them to produce another  

• product.

• Sales to institutions

Example: Lenovo sells a computer to a non profit hospital or a 
government agency.

• Many of the goods and services sold by B2B salespeople are more expensive  
and technically complex than those in B2C.

• B2B customers tend to be larger and to engage in extensive decision-making 
processes involving many people.
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2.2 PERFORM STEPS IN THE SELLING PROCESS

SELLING PROCESS

PAPHoCloFo

✓ Personal selling consists of six (6) stages but the actual   
meeting of buyer and seller takes place during the four (4).  
Middle stages which is:
✓ APPROACH
✓ PRESENTATION
✓ HANDLING OBJECTION (NEGOTIATION)
✓ CLOSING

Meanwhile PROSPECTING and FOLLOW UP are 
crucial stage in preparing for that meeting
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2.2.1 Prospecting and qualifying prospect

PROSPECTING

▪ Prospecting is a systematic process of identifying potential customers because potential 
customer or prospect is someone who meets the qualifications criteria establish by 
your company.

QUALIFYING THE PROSPECT

▪ Qualifying is the process of identifying prospects who should be contacted.

▪ Qualification process is important for two reason:

i. Salesperson cannot afford to spend time calling on persons who are not legitimate 
prospects.

ii. Salesperson should identify prospects who can place and order large enough to cover 
sales expenses.

A qualified prospect has :
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THE IMPORTANCE OF PROSPECTING 
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METHOD/ SOURCES OF PROSPECTING
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2.2.2 Approaching Technique

a. Pre-approaching

b. Approaching

a. Pre-approaching techniques
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b. Approaching techniques
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SALES PRESENTATION

• Generally, salespeople has between 10 minutes and half an hour to 
convince a prospect to buy.

• Salesperson must plan a presentation so that he can make maximum 
of time.

• He may not choose to follow the outline but he must remember the 
point.

1

2

3

4

5

Knowledge

Beliefs

Desire

Attitude

Conviction 

2.2.3 Sales presentation and demonstration 

Purpose of Presentation

Consecutive Concise Comprehensive Conclusive Clear

Characteristics Of An Ideal Presentation
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PERSUASIVE 
COMMUNICATION

PARTICIPATION

PROOF

VISUAL AIDS 

DRAMATIZATION

DEMONSTRATION

SALES 
PRESENTATION

MIX

SALES PRESENTATION MIX
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2.2.4 HANDLING OBJECTIONS

• Objection is opposition or resistance to 

information or to salesperson request is labeled 

a sales objection.

• This can be preventing the completion of a sale.

• It is either delaying/ postponing/ avoiding in 

nature

Handle 
objection

as they arise

Anticipate 
and

Forestall

Plan of objective

Basic points 
to be 

considered in 
meeting 

objections

Be positive

Meet the 
objection

Understand the 
objection

Listen-hear them 
out
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Major categories of objections
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TECHNIQUE FOR MEETING/HANDLING OBJECTION
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2.2.5 CLOSING THE SALES

Closing is the process of helping people make a 
decision that will benefit them.
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Closing Techniques

32



33



Maintaining contact with a customer in order to evaluate the 
effectiveness of the product and satisfaction of customer.

Follow up by: 

• Personal visit, Telephone, E-mail

• Call Report

2.2.6 FOLLOW UP

THE IMPORTANCE OF FOLLOW UP FOR CUSTOMER RETENTION
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SALES FORCE MANAGEMENT

C H A P T E R 3
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Learning Objectives

• Define sales force management

• List and discuss the characteristic and 
functions of salesperson

• Discuss the recruiting and selection of 
salespeople

• Describe effective orientation, training, 
and motivation practices

• Describe selected sales compensation 
plans

• List and discuss criteria for evaluating 
sales performance
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INTRODUCTION TO SALES FORCE 
MANAGEMENT

• Sales force management: Activities of planning, 
organizing, motivating, compensating, and evaluating 
and controlling a sales force to ensure its 
effectiveness
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VARIOUS TYPES OF SALES JOB

Sales job can be categorized into three :

Selling in Retail

A retail salesperson sells goods or services to 
consumers for their personal, nonbusiness use.

Three common types of sellers who sell at retail are:
✓ In-store salesperson (bakeries, banks, hotels, travel agents and etc)
✓ Direct seller who sells face-to-face away from a fixed store location (Amway 

has 3 million salespeople)
✓ Telephone salesperson

Selling for a Wholesaler

Wholesalers (also called distributors) buy 
products from manufacturers and other
wholesalers and sell to other organizations.

✓ A wholesale salesperson sells products to parties for:
✓ Resale, such as grocery retailers buying items and selling to consumers.
✓ Use in producing other goods and services, such as a home builder buying 

electrical and plumbing supplies.
✓ Operating an organization, such as schools buying supplies.
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Selling for a Manufacturer

Manufacturers’ salespeople work for
organizations producing the product.

The types of manufacturer’s sales representative positions range from people 
who deliver milk and bread, to specialized salespeople selling highly technical 
industrial products.

There are five main types of manufacturer sales positions:

✓ Account representative calls on a large number of already established 
customers in, for example, the food, textile, and apparel industries. This 
person asks for the order.

✓ Detail salesperson concentrates on performing promotional activities and 
introducing new products rather than directly soliciting orders. Example, a 
medical detail salesperson seeks to persuade doctors, the indirect customers, 
to specify a pharmaceutical company’s trade name product for prescriptions. 
The actual sale is made through a wholesaler or directly to pharmacists and 
hospitals that fill prescriptions.

✓ Sales Engineer sells products that call for technical know-how and an ability 
to discuss technical aspects of the product. Expertise in identifying, analyzing 
and solving customer problems is another critical factor. This type of selling is 
common in the oil, chemical, machinery and heavy equipment industries 
because of the technical nature of their products.

✓ Industrial Product Salesperson (non technical) sells a tangible product to 
industrial buyers. Packaging materials manufacturers and office equipment 
sales representatives are non technical salespeople. 

✓ Service Salesperson sells the benefits of intangible or non physical products 
such as financial, advertising or computer repair services. Selling services is 
ordinarily more difficult than selling tangibles. People cannot see, feel, smell, 
hear or taste intangible products. This makes them more challenging to sell.
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Order Takers vs Order Getters
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SALES FORCE MANAGEMENT PROCESS

Recruitment

Selecting

Training

Evaluating

Compensation
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RECRUITMENT

◆ One of the sales manager’s greatest challenges.

◆ Recruiting is one way of obtaining a pool of 
qualified candidates.

◆ Before recruiting , several decisions and policies 
must be establish to ensure that people who are 
likely to be most suitable with the job 
requirements will be recruited.

◆ In recruitment process, a company prepares job 
description and job specification.
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RECRUITMENT

The recruitment process

Job Description

✓ Describe the job, duties, responsibilities and characteristic of a 
specific position.

✓ Nature of product(s) or service(s) being sold
✓ Types of customers
✓ Specific tasks and responsibilities
✓ Relationship between the sales position and others within the 

organization
✓ E.g. 

Position : account clerk 
Duties : prepare account statement for the company.

Job Specification

✓ Description of qualification, experience, educational required for the 
job.

✓ E.g. for the accountant position ‘s requirement, 
✓ it need a degree in accountancy and 2 years working experience. 
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RECRUITMENT

Recruitment sources

Internal

Company own rank

Internal Company or 
Employee referrals

Exchange/promotion

External

Employment Agencies

Trade/Newspaper 
Advertisements

Internet

Referral from other firms

Educational  institution
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Which one you will select?
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SELECTION

◆ Careful selection is important.

• Select the best person

◆ When Selecting, Consider…

✓ Interest/Enthusiasm for the job

✓ Self-Motivation

✓ Evidence of personal skills

✓ Relationship builders
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SELECTION

• Preliminary screening interview/short 
applications form

• Formal application forms

• References check

• Tests

• Selection interviews by line executives

The selection process:
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1. PRELIMINARY SCREENING INTERVIEW/
SHORT APPLICATIONS FORM
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2.FORMAL APPLICATION FORMS
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• Add resume(optional) 
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3.REFERENCES CHECK
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4.TESTS

Personality/ attitude 
/aptitude
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5.SELECTION INTERVIEWS BY LINE 
EXECUTIVES
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SELECTION

Patterned interview01
Non-directive 
interview

02

Stress interview03
Group interview 04

Types of Interviews
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SELECTION
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SALES TRAINING

Given to the new 
salespeople.

Initial 
training

Given to present or 
experience salespeople

Refresher 
training

Sales
personnel/
distributor

and
dealer

Customers trained 
by the manufacturer

Trained by manufactured 
more knowledgeable)

Customers are given 
adequate information so 
that they may correctly use 
and maintain the product 
and achieve better 
satisfaction with it.
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TRAINING

62



INTERNAL MOTIVATION . . .

is the intrinsic reward that occurs when a duty or 
task is performed.  These rewards include:
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EXTERNAL MOTIVATION . . .

is the action taken by others that involves rewards 
or reinforcement that cause the worker to behave 
in ways to ensure receipt of the reward. They 
include
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EVALUATION

• Define evaluation:
• Evaluation and supervising are concerned with 

monitoring the balance between standards and actual 
performance both are instrumental in achieving sales 
force control.
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EVALUATION

• Weak performance can be 
corrected or eliminated

• Action of sales personnel can be 
guided in the desired direction

• It can improve motivation

• Persons with potential for 
management position can be 
identified.

Benefits of 
performance 

evaluation
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EVALUATION
Problems in assessing 

performance 

Effect on morale

Drawbacks of 
subjective judgments

Irrelevant Personal 
Traits

Halo Effect

Harshness

Central Tendency

Bias

Time And Effort
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EVALUATION

Quantitative Criteria

• Sales volume in dollars or units

• Sales versus previous years

• Sales by product or line

• New accounts opened

• New account sales

• Net profit

• Number of Customer calls
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EVALUATION

Qualitative Criteria

• Attitude

• Product Knowledge

• Communication Skills

• Personal Appearance

• Selling Skills

• Initiative
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COMPENSATION

• DEFINE:
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COMPENSATION

• Characteristic of a great sales compensation plan :

It should 
be fair

Direct effort 
toward company 

objective

Give 
security

Flexibility

Easily administrated 
and understood
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COMPENSATION

• Types of compensation plan
❖Straight salary

✓Greatest security and less incentive

✓Maximum security which tend to minimize employee turnover

✓Straight salary enables management exercise better direction 
and control because they do not depend on sales for their pay

✓A fix salary may effect the profit during periods of declining 
sales
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No incentive

Requires close 

supervision

Selling 

expenses 

remain same 

during sales 

declines

Maximum 

security

Control over 

reps

Easy to 

administer

Predictable 

expenses

New sales reps

New sales 

territories

Many required  

nonselling 

activities

Straight Salary

DisadvantagesAdvantagesEspecially 

Useful For

Compensation 

Method 

No incentive

Requires close 

supervision

Selling 

expenses 

remain same 

during sales 

declines

Maximum 

security

Control over 

reps

Easy to 

administer

Predictable 

expenses

New sales reps

New sales 

territories

Many required  

nonselling 

activities

Straight Salary

DisadvantagesAdvantagesEspecially 

Useful For

Compensation 

Method 
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COMPENSATION
• Types of compensation plan

❖ Straight commission
✓ Providing maximum incentive and minimum security

✓ Useful when the selling is on a part time such as moonlighter who 
sells mutual funds.
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Little security

Little control 

over reps

Reps may 

provide 

inadequate 

service to 

smaller 

accounts

Selling costs 

less predictable

Maximum 

incentive

Managers can 

encourage sales 

of certain items

Selling 

expenses relate 

directly to selling 

resources

Highly 

aggressive 

selling

Minimal required 

nonselling tasks

When company 

can’t closely 

control sales 

force

Straight 

Commission

DisadvantagesAdvantagesEspecially 

Useful For

Compensation 

Method 

Little security

Little control 

over reps

Reps may 

provide 

inadequate 

service to 

smaller 

accounts

Selling costs 

less predictable

Maximum 

incentive

Managers can 

encourage sales 

of certain items

Selling 

expenses relate 

directly to selling 

resources

Highly 

aggressive 

selling

Minimal required 

nonselling tasks

When company 

can’t closely 

control sales 

force

Straight 

Commission

DisadvantagesAdvantagesEspecially 

Useful For

Compensation 

Method 
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❖ A combination of salary and commission
✓ Involved a based salary and commission or bonus

✓ A bonus sometimes used in combination with a salary or 
commission

✓ It is a lump sum payment as reward for individual or group 
performance which may attainment sales quote or goal
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Selling 

expenses are 

less predictable

May be difficult 

to administer

Some security

Some incentive

Selling 

expenses vary 

with revenue

Manager has 

some control 

over nonselling 

activities

Similar sales 

potential across 

territories

When company 

wants to offer 

incentive but 

maintain some  

control

Combination

DisadvantagesAdvantagesEspecially 

Useful For

Compensation 

Method 

Selling 

expenses are 

less predictable

May be difficult 

to administer

Some security

Some incentive

Selling 

expenses vary 

with revenue

Manager has 

some control 

over nonselling 

activities

Similar sales 

potential across 

territories

When company 

wants to offer 

incentive but 

maintain some  

control

Combination

DisadvantagesAdvantagesEspecially 

Useful For

Compensation 

Method 
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SALES COMPENSATION PLANS

01

02

Straight Salary
✓ A fixed amount of money for a given period of

time.

Commission
✓ An amount of compensation that varies with

sales or profits.

Bonus

✓ A lump sum of money paid for some form of

outstanding performance.03
Bonus

✓ A lump sum of money paid for some form of

outstanding performance.04
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CHAPTER 4 :

SELF MANAGEMENT
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IMPORTANCE OF TIME MANAGEMENT

• Time management is important to salespersons 
because the hours available for selling face-to-face with 
customers are limited. 

• The salesperson wants to accomplish as much as 
possible in the limited time and avoid wasting it in 
inefficient routing and travel, traffic jams, writing 
reports, waiting for prospective customers and other 
non-selling activities. 

• Planning is the key to a successful time management.
• Time scheduling:
• A salesperson may keep a detailed log of his daily 

activities. He can then analyze each segment time and 
identify how much time he spends on each segment. By 
scheduling his time, the salesperson may be able to 
manage his time effectively.

• The importance of time scheduling is discussed below:
• Waiting time can be reduced by making appointments 

in advance. Calling just before the visit should be made 
to confirm that the customer is free and is expecting the 
salesperson. Some customers' time for sales call may be 
restricted to certain hours. 

• For example, some retailers may be busy in the morning 
opening his store especially on weekends. They are also 
too busy to spend time listening to sales presentation 
during special sales events.

• Travel time may be lessened by planning routes 
carefully. This helps to avoid traffic congestion and 
traveling in a zigzag pattern.

80



TIME MANAGEMENT 
METHOD

Develop personal 
and business goal

Prepare to-do list Maintain a 
planning calendar

Organize selling 
tools

Use technology
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DEVELOP PERSONAL 
AND BUSINESS GOAL 

PREPARE TO-DO LIST

MAINTAIN PLANNING 
CALENDAR

ORGANIZE YOUR 
SELLING TOOLS

USE TECHNOLOGY

SETTING YOUR OBJECTIVE

A DAILY LIST- SET PRIORITIES

RECORD DAILY APPOINTMENT
(DEADLINES OR TASKS) 

PREPARING THE TOOL

TELEFON, SCANNER, SMS LAPTOP 
ETC
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Tips for developing 
Time 

Management Plan:

• List activities you want to do each day. This 
includes both work related and personal activities.

• Set your priorities. Identify which activities are 
most important and must be accomplished and 
which are of lower priority, and ones that may be 
postponed.

• Pursue your planned goals but modify if necessary. 
This is very important to ensure that your selling 
approach fit with customer needs and wants.

• Make daily or weekly activities plans and goals a 
habit to ensure it will soon become your daily 
routine work ethics.
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FINANCIAL MANAGEMENT 
ISSUE

Types of 
expenses in 
conducting 

sales:

Transportation

Cost of living

Entertainment

Telephone bill

Other 
expenses
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FINANCIAL MANAGEMENT 
ISSUE

• Types of reimbursement plans
▪ Direct reimbursement plan

▪ Limited reimbursement plan

▪ No reimbursement plan
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REIMBURSEMENT 
PLAN

EXPLANATION ADVANTAGE DISADVANTAGE

NO SALESPEOLE PAY
THEIR OWN 
EXPENSES

SIMPLE, NO COST SALESPERSON 
MAY NOT 
SPEND 
ENOUGH ON 
CUSTOMER.

LIMIT COMPANY 
PARTIALLY PAY 
EXPENSES.

LIMITED AND 
PREDICTABLE
EXPENSES

INFLEXIBLE

DIRECT COMPANY PAY ALL 
EXPENSES

FLEXIBLE AND 
FAIR, ALLOWS FOR 
TERRITORY
DIFFERENCES.

ENCOURAGE 
EXCESSIVE 
SPENDING
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SALES 
REPORT

The reports widely required of salespeople are sales 
call or activity reports and expense report. Some 
firms require periodic reports on territorial business 
conditions and competitive activities. Other reports 
also used are lost sale reports, reports on customer 
complaints and / or adjustments, and reports on 
new or potential new business.

Common records kept by salespeople
1. Customer and prospect card files

2. Call reports

3. Expense records

4. Sales records
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CURRENT ISSUE

International/ 
global selling

Diversity of 
salespeople and 

customers

Customer 
partnership

E-selling: 
technology used 
by salespeople

Personal skill: 
communication, 

personality
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• Globalization involves marketing products and 
services worldwide.  Global companies deem the 
world as their market, offering one brand for one 
market – and there are no barriers to marketing 
their products. 

• Globalization also allows the salesperson to expand 
to new markets as there are no barriers in 
marketing products. However, internet 
development is the prime factor in the success of 
business in the era of globalization.

• Salespeople need to think globally because 
companies are enmeshed with foreign competitors, 
suppliers and customers. Successful salespeople of 
tomorrow will be able  to cross borders, speak 
other languages, and understand cultural 
differences. 

• Right now executive recruiting organizations are 
searching worldwide for salespeople to take 
assignments in global organizations. Global 
experience is a prized asset of the salespeople of 
tomorrow.

International / Global Selling
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• In the future, organizations mapping long range 
strategies will have to reckon with the changing 
demographics of the sales force. Asians are proving to 
be outstanding salespeople and providing 
opportunities for others to enter the sales field.

• With more diversity in the workplace comes more 
diversity in the seller’s customers. Will this have an 
impact on the sales force? Yes, it will! Purchasing 
agents, for example, are becoming a more diverse 
group of people. Studies show that women buy 50%, 
and influence the purchase of 80% of American cars, 
yet less than 5% of car salespeople are female. This is 
beginning to change.

Diversity of salespeople and customers

• Customer oriented thinking, requires a company to 
define customer needs from its customers’ point of 
view. Why is it important to satisfy customers?

• Basically because a company’s sales each period come 
from two groups: new customers and repeat 
customers. It always costs more to attract new 
customers than to retain current customers. 

• Therefore, customer retention is more critical than 
customer attraction. The key to customer retention is 
customer satisfaction.

• The satisfied customer buys more from the seller

Customer partnerships
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• Salespeople are going high tech, employing talking 
computers, e-mail, cellular phones, faxes, satellites, 
and automated maps with Imagine walking into a sales 
call with every driving directions. piece of information 
needed to introduce a product to a customer.

E-selling: Technology used by salespeople

• Communication

✓Common Barriers To Communication

✓There are many barriers to communication.  
Salespeople who fail to recognize communication 
barriers between seller and buyer can lose sales such 
as poor listening, prejudice, emotion, appearance, 
distraction etc

• Personality

✓The personality characteristics which are most likely  
to help in building success as a salesperson such as 
integrity, intelligent, enthusiasm, courage, initiative 
etc.

Personal skill 
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CHAPTER 5 :
ETHICAL  AND SOCIAL 

RESPONSIBILITIES IN SALES 
MANAGEMENT

DPM 30053

SALES MANAGEMENT
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ETHICAL BEHAVIOUR

❑Refers to treating others fairly. Specifically, it 
refers to:

• Being honest

• Maintaining confident and trust

• Following the rules

• Conducting yourself in proper manner
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Being 

honest

Maintaining 

confident 

and trust

Following 

the rules

Conducting 

yourself in 

proper 

manner

ETHICAL BEHAVIOUR

• Refers to treating others fairly. Specifically, it 
refers to:
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Employer Ethics In Dealing With 
Sales People

Levels of sales pressure

Decision affecting territory

Telling the truth

Employees right
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Sales People Ethics In Dealing With 
Employer

Misusing 
company 

assets

Cheating

Affecting 
other 

salespeople

Technology 
theft
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Sales People Ethics In Dealing With 
Customer 

Bribes

Misrepresentation

Price discrimination

Tie in sales

Sales restriction
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Direct Selling Association Of Malaysia 
Code Of Conduct

Pyramid 

schemes 

Deceptive or 

unlawful 

consumer or 

recruiting 

practices

Product or 

services

Terms of 

sales

Identification 

and privacy

Warranties 

and 

guarantees
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CONCLUSION

Upon completion of this course, students should be able to: 

• Apply the elements of sales and sales force management in the 
ever-changing marketing environment. 

• Perform the organizing skills and selling skills through simulation 
in conducting sales. 

• Demonstrate the ability to be responsible as a leader or 
contribute as a member of a team to facilitate success in the 
sales area. 
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