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Welcomel!

Competition for customers is fierce and get ting tougher every day,
and the classroom-only style training process for maintaining an effective
sales force is no longer practical , economical nor particularly effective for
hard-line cable MSOs Repetition and co nsistency are the keys to success
and the only way to achieve these two goals in an ec onomically effective
manner is to combine proven processes with 21 Century technology.

We at D2DCableNthe only salestraining company dedicated to the
hard-line cable television industry Nhave created a unique, one -of-a-kind
online Cable College that brings our effective , in-person salestraining for
all areas of direct customer contact right to the individ ual computer
screen of any employee on-demand, 24/7 . Now every employee can de-
velop and maintain professional -level sales skills as they apply to their
specific job function with just a high-speed connection and a desire to do
better.

Sales is a learned skill and no one is a born salesman. So, whether
itOs a dookto-door sales rep, an inbound call center sales and/or customer
service rep, an outbound tel emarketer, a service tech or installer or a
front counter CSR, our on-demand video salestraining courses and Sales
Learning Management Sy stem will enable each to gain the useful tools,
training and techniques necessary to exceed their specific sales and cu s-
tomer service performance expect ations.

On behalf of all of us at D2D Cable, we wish you well.

Rened Wukich Kim Robinson
President VP Sales Operations
ReneW@D2DCable.com KimR@D2DCable.com

"##$  98&" '())*+,-./01234/5'6+.178'9/;; " <22'+45=30'+>0>+72&B37ABBCCC;D"D-*E2>;: F"" "G*5>""




" 15968 ()M%+,+)H). (! *%'(M1%+ 1
10*1,2(31%(3-)/(! 13%)#4/,25%+6 !
17%1153.( *1(88(/1)-(9!, +-(+)(+1!%+.!
10%1,2):(.1*9%'(*! 13%)+)¥41%"1%3(%*!,8!
)30/110%1,2(3Y, +1%/118,31$%& (1: <=

21(F11,19%6" 1 +)+(1/'%** (*1%+.1/,03*(*1&(4) +*1%1!
7115*@AASH#E' ($'%**(*>.)4)1%"'/7%'B>), 2

$,03*(1$%1%' 4

")3(/11<%"(*:%+%4(3%-+.1<05(3-)*,3*

Course: Frontline Sales Supervisor Leadership

This new 3-section video course teaches direct sales field supervisors how to become and
remain sales team leaders. It begins with a few facts about sales team leadership and then
takes the participant through both the tangible functions of being a good supervisor, and
through the intangible aspects of sales team leadership. 1t is a unique course and specific
to door-to-door sales of video, high-speed Internet access and telephony. 1 hour

Course: Effective Field Sales Coaching

This new offering is a stand-alone component of Frontline Sales Team Leadership that
drills down on the specifics of how to be an effective sales coach. Its video component ex-
poses the myth of “constructive criticism” and shows how to make the most of field visits
using a proven 3-step process to provide effective positive feedback so that desired actions
are rewarded and repeated and undesired actions are corrected and stopped. The online
survey tool enables the coach to accurately track every field visit with every sales rep to
indicate the progress of each rep and what, if any, additional training they could use to im-
prove performance. 1 hour

Course: Certification as an Effective Field Sales Coach

This new offering is a key ingredient of the D2DCable.com Learning Management System
for direct sales. A person earns the title of Certified Field Sales Coach when they can
demonstrate comprehensive knowledge of the 5 components of the D2DCable.com sales
training course, have attended both the Frontline Sales Supervisor Leadership course
and the Effective Field Sales Coaching course and passed all related testing, and they
agree to follow the action guidelines for coaching others as set forth in the Leader’s Guide
to the Door-to-Door Sales Training Course. Once earned, this Certification is proof that
the person has the skills to effectively coach field sales reps to a consistently higher level
of sales performance. Time to Earn the Title: Depends on the Person
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Course: Leader's Guide to the Door to Door Sales Training Course

This is the direct sales leader’s guide for the support and delivery of the D2DCable.com
Door-to-Door Online Sales Training Course. This guide helps supervisors understand how
best to use the 5-lesson course to help their sales reps quickly develop new sales skills or
enhance those already in use. 1 hour

C-(36,+(1)+!")3(/1!1<%'(+
5 Core Lessons of the Door-to-Door Sales Training Course

Lesson 1: Introduction to Door-to-Door Cable Sales

This is lesson #1 of the D2DCable.com 5-Part Door-to-Door sales training series. It fo-
cuses entirely on the mechanics of being successful selling cable TV, Broadband and te-
lephony door-to-door. 1 hour

Lesson 2: The Opening at the Door
This is lesson #2 of the D2DCable.com 5-Part Door-to-Door sales training series. It fo-
cuses entirely on how to start the conversation at the door with the prospect. 1 hour

Lesson 3: Uncovering Buyer Needs
This is Lesson #3 of the D2DCable.com 5-Part Door-to-Door sales training series. It fo-
cuses entirely on how to comfortably uncover needs for your products. 1 hour

Lesson 4: Presenting and Closing
This is lesson #4 of the D2DCable.com 5-Part Door-to-Door sales training series. It fo-
cuses entirely on how to present your products for sale and to close the sale. 1 hour

Lesson 5: Overcoming Objections

This is lesson #5 of the D2DCable.com 5-Part Door-to-Door sales training series. It fo-
cuses entirely on how to overcome objections at the door and throughout the sale. In short,
what to do when they say “no.” 1 hour

Course: How Cable Works

This 2-section class offers a clear and easy to understand explanation of the technology
behind delivering video, Internet and telephone service to people's homes. It also provides
sales reps with detailed yet easy to understand instructions on how to spot illegal connec-
tions so that additional sales can be made. It is from a sales person’s perspective and is fun
and informative. 30 Minutes

Course: How to Call Prospects to Set Appointments
This new offering shows direct sales reps how to make a permission-based warm telephone
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call to set an in-person sales appointment with a prospect who did not buy earlier but did
give them their name and phone number. 30 Minutes
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No sales rep should take any of the 3 courses below until they have completed the 5-lesson
sales training course and have shown in the field they can make sales.

Course: Winback Sales

This lesson deals specifically with how to approach, open and close Winback sales. From
initial assumptions that need to be made, through the specific opening to be used, and all
the way to how to make the best follow up calls, this lesson covers it all. People who have
gone through the 5-lesson course and have proven they can succeed at door-to-door sales
should be allowed to take this class. 45 minutes

Course: Competing with U-Verse
This lesson deals specifically with how to compete effectively against AT&T U-Verse.
45 minutes.

Course: Role-Play Exercise - Opening at the Door 2012

This is the brief coaching session that accompanies Lesson #2-The Opening at the Door.
Mastery of The Opening is critical to success at door-to-door sales. This brief, clear and
concise coaching session will enable everyone to remember and practice the 3 critical
components of the process. 45 minutes

Course: Role-Play Exercise - Features & Benefits 2012

This is the brief coaching session that will help the sales reps fully understand features and
benefits. Mastery of determining user needs, features and benefits is critical to success in
sales and customer service. This brief, clear and concise coaching session will enable eve-
ryone to practice these critical components of the sales process. 45 minutes

Course: Role-Play Exercise - Lesson 3: Uncovering Buyer Needs

This is an interactive coaching course to practice and refine the skills taught in lesson 3-
Uncovering Buyer Needs. Kim will give a brief review of the skills and then show the
skills being used in the field. There are several role-play opportunities within the course.
This course should be taken with your supervisor or a coach so that you can practice dur-
ing the role-plays. Prior to starting the course, you should take the pre-coaching survey
(for directions print the documents that go along with this lesson). After completing the
course, the post coaching notes should be completed by the coach. 1 hour.

Course: Role-Play Exercise - Lesson 4: Presenting and Closing

This is an interactive coaching course to practice and refine the skills taught in lesson 4-
Presenting and Closing. Kim will give a brief review of the skills and then show the skills
being used in the field. There are several role-play opportunities within the course. This
course should be taken with your supervisor or a coach so that you can practice during the
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role-plays. Prior to starting the course, you should take the pre-coaching survey (for direc-
tions print the documents that go along with this lesson). After completing the course, the
post coaching notes should be completed by the coach. 1 hour.

Course: Role-Play Exercise - Lesson 5: Overcoming Objections

This is an interactive coaching course to practice and refine the skills taught in lesson 5 -
Overcoming Objections. Kim will give a brief review of the skills and then show the skills
being used in the field. There are several role-play opportunities within the course. This
course should be taken with your supervisor or a coach so that you can practice during the
role-plays. Prior to starting the course, you should take the pre-coaching survey (for direc-
tions print the documents that go along with this lesson). After completing the course, the
post-coaching notes should be completed by the coach. There are additional bonus role-
plays at the end of the session for students’ requiring/requesting more practice. 1 hour.
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Course: Selling at an Event

This lesson shows employees how to best represent both the company and themselves at
events where the company has a booth/presence. It guides employees into understanding
and using the consultative process of sales and customer service so they can comfortably
gain new customers while making RGU upgrade sales to existing ones. 45 minutes

Course: How to Call Back a Customer

This new offering shows all employees how to call a customer (should the need arise) us-
ing a professional and comfortable permission-based approach so that a high level of cus-
tomer satisfaction will occur and a potential upgrade sales opportunity may result.

30 Minutes
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Course: How to Call Back a Customer

This new offering shows all employees how to call a customer (should the need arise) us-
ing a professional and comfortable permission-based approach so that a high level of cus-
tomer satisfaction will occur and a potential upgrade sales opportunity may result.

30 Minutes

Course: Front Counter Sales & Customer Service: Sections 1,2 & 3

The first three sections of the five-section course specifically designed for the profession-
als working at the front counters and in cable stores. The content of this series offers skill
building information that helps with basic customer care and compliments any company-
training program already being used. These skills help frontline retail CSRs become more
comfortable and effective with sales conversations so that more sales can be made and
more disconnects prevented. 1.5 hours- 3 sections of 30 minutes each
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Course: Front Counter Sales & Customer Service: Sections 4 & 5

These final two sections are specifically designed to help Front Counter personnel develop
and/or improve the skills needed to comfortably uncover customer needs and then present
the services to satisfy those needs to make more and better sales. They will learn about
open and closed questions and when to use them. They will learn the skills to comfortably
guide customers to find the services they want and need, and they will learn the formula to
present products and services in the best possible light to make sales. Last but by no means
least, they will learn how to identify and overcome different types of objections and a
process to save more customers while selling more services. 1 hour
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Outbound Calling Lesson 1

This lesson begins the D2DCable.com course on how to be successful making outbound
telemarketing sales calls. It provides core sales coaching regarding what it is people actu-
ally buy, along with 3 sales truths and 4 core fundamentals to the overall sales process. 45
minutes

Outbound Calling Lesson 2
Lesson #2 deals specifically with what not to do and what to do to start a call using the
permission-based approach. 45 minutes

Outbound Calling Lesson 3

Lesson #3 begins with how to start the permission-based call for a new customer sale and
then how to present your products for sale in such a way that the prospect will be much
more likely to make a purchase. The actual formula to present is offered and explained,
along with how to use an assumed close and a universal close. 45 minutes

Outbound Calling Lesson 4

Lesson #4 deals with how to overcome objections. The end of Lesson 2 dealt with how to
overcome the objection to the call generated by the permission-based approach. However,
this lesson offers the advanced sales training technique of how to overcome any objection
to the sale. It offers the specific categories of objections that exist, their offsets, and the
general formula on how to use those offsets to overcome the objections. 45 minutes
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Inbound Call Center Sales Training Lesson #1

This course is specifically designed to help the members of the inbound call center sales
queue generate more new customer sales as well as more RGU sales to existing customers
from inbound calls. 45 minutes

"##$  98&" '())*+,-./01234/5'6+.178'9/;; " <22'+45=30'+>0>+72&B37ABBCCC;D"D-*E2>;:. F"" "G*5>L"




Inbound Call Center Sales Training Lesson #2

This lesson covers in detail how to use the Discovery Process of both Open-ended and
Closed-ended questions to uncover needs for your products. Also, the difference between
features and benefits and the formula to successfully Present and Close to make the sale.
45 minutes

Inbound Call Center Sales Training Lesson #3

This lesson deals specifically with what to do when the caller says ""no." It introduces The
4 specific types of objections possible (the 4 Ds), the offset to each and the formula to use
each offset to overcome almost any “no.” 45 minutes
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This stand-alone course points out that just answering the phone and being polite doesn't
cut it anymore in today's intensely competitive marketplace. It tells the story of what really
defines Premier Customer Service for inbound call centers and then offers a simple, yet
effective, way to employ good customer service skills to transition calls for customer serv-
ice into potential sales opportunities. 1 hour
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Course: Sales Tips for Techs and Installers
This one-lesson course to help service techs and installers make RGU upgrade sales is
comprised of the following 3 Video Sales Tips.

Sales Tip #1 shows installers and service technicians how to comfortably and effectively
make upgrade sales without ever having to become, or act like, stereotypical salesmen.
This lesson clearly makes the point that customers, the company, and the technician(s) all
benefit when upgrades are done right. 18 minutes

Sales Tip #2 identifies, explains, and illustrates with examples the 3 basic steps of the
process installers and technicians can take to comfortably and effectively make upgrade
sales. 19 minutes

Sales Tip #3 deals with those times a customer says "no" to an upgrade offer. It shows
the installer or service tech how to comfortably overcome the "no" to make more upgrade
sales. 15 minutes
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Sales Learning

Management System
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1. Tt is necessary to be authorized by the company and registered by D2DCable.com
to attend an online video sales course. To accomplish this registration process, the
supervisor simply emails the name, email address and PRIMARY JOB TITLE of
the participating employee to Darlene Richards of D2D Cable Customer Support
(DRichards@D2DCable.com). She will enter their profile into the online school
(See recommended format below) and will send an email to the requesting supervi-
sor confirming the employee’s registration. D2D Cable always provides the exact
ID in the confirmation email back to the supervisor. Company-specific passwords
are used and provided along with the login and registration confirmation email. In
the unlikely event the site ever asks the participant to reset the password upon log
in, they should reset it to the password provided in the email for that specific stu-
dent and notify D2D Cable of the event.

Provide this information when submitting an employee for registration:

Name Employee | Email Address Supervisor | Region Primary
Number Job Title
Jane Doe | 60015 JDoe@company.cor Kilroy MN Direct
Saks

2. If'the course comes with a Participant Workbook (not all do), then the employee
must have a printed copy of it before they play the video lesson. D2D Cable rec-
ommends that supervisors print the workbooks in advance, but employee partici-
pants can download and print workbooks on their own when they open the online
lesson.

3. Prior to starting, it is recommended that the latest version of adobe flash player be
installed on the computer to be used. If they need to update, they can do so for free
at www.adobe.com. They may need the technical help desk to allow the update (it
depends on company practice—check through the supervisor). An outdated flash
player most often causes any troubles playing the videos.

4. Audio capability is required, this is a video and audio program and
students will need to be able to hear the instructor.
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NOTE: When attending an online class, each participant should avoid distractions of any
kind. The videos are all content rich and even a slight interruption can cause the partici-
pant to lose or simply not grasp a valuable step in the process being taught. So shut off
telephones, do not read or respond to emails, and focus for the 13 to 30 minute run
time of the video lesson. LEARN TO EARN!
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1. After being authorized to attend classes and registered by D2D Cable, each rep
clicks on the url provided by D2D cable to go to the dedicated online Cable
College created just for their company and enters the email address and the
casesersitive passwordthey were assigned by D2D Cable Customer Sup-
port.

2. Click ACCEPT on the terms and conditions page.

3. Click on the Catalog tab in the upper right to see the courses available to that
employee based upon their Primary Job Title (Door-to-Door, Outbound Call-
ing, Inbound Sales, etc.).

4. Click ADD on the lesson they are instructed by their supervisor to attend and
then CHECKOUT (only ADD and CHECKOUT 1 lesson at a time).

5. Each lesson comes with a single or multi-part training video with assessment
test(s) and most include a Participant Workbook. The lesson ends for the stu-
dent after he or she watches the video and takes the assessment test for that
video component. D2D Cable recommends students watch each video twice—
once to just watch it and the second time to fill in the blanks of the participant
Workbook (if that book is part of the course). After logging on to a lesson, em-
ployees may download and print the Participant Workbook for that lesson if a
supervisor has not already provided it.

6. To start a lesson, go to the Home tab where the lesson the employee just
ADDED will be listed. Then, with Participant Workbook in hand, the employee
simply clicks on the lesson and the video-training portion will appear. Front-
line employees should not be able to fast-forward through any part of a video
lesson, and they will need to watch the entire video portion of the lesson before
the ASSESSMENT will be available. Upon completing and passing the as-
sessment with a grade of 70% or higher, the student should proceed to the next
part of that lesson or to the next lesson entirely, depending upon where they are
in the course.
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a. If at any point the student requires direction, there is a HELP button lo-
cated at the top right corner.

NOTES: Students may take courses outside their primary job responsibility but only after
they have completed and passed the course designated as the one for their primary job re-
sponsibility. To take additional courses, or to simply repeat a course already attended; they
must have their supervisor notify D2D Cable on their behalf.
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D2D Cable created a sister company, Sales Tips On Demand, to distribute to company
employees via video emails, specific, brief Video Sales Tips (VST for short) to use in
sales meetings and one-on-one coaching sessions. These VSTs remind everyone of im-
portant parts of the consultative sales process as they apply to different areas of direct
customer contact. VSTs can also be viewed by individual sales reps in the field on iPads
and Smart Phones to get targeted coaching right when they need it most. 1 to S minutes
each

Partial list of brief Video Sales Tips Available
On Demand to Any Device: Computer, iPad
or Smart Phone

The entire door-to-door sales process in 31, 1 to 5 minute segments
You Don’t Have My Channel

Selling Unauthorized Customers

Always Ask

Selling Door-to-Door After Dark

One Call Close

Control the Conversation Game

Tough Question

9. How to Collect names & numbers without being a jerk
10. Working Holiday Weekends

11. Selling in Bad Weather

12. Acknowledge to Overcome Objections

13. Uncover As Many Needs As Possible - AMNAP

14. Leadership

15. Your Company Promise

16. Attitude is Everything

17. How to Appreciate Employees

18. Features & Benefits Practice

19. The Lure

O NN W=
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20. Confirming Questions Practice
21. Universal Close Practice

22. Open-Ended Questions

23. Closed-Ended Questions

24. The OATD in Spanish

Visit our YouTube Channel for these and other “What not to do” VSTs:
http://www.youtube.com/user/smmartquyl1?fe ature=mhee

Do You Like What You Have Now?
No Badgers!

Leading With The Price

How Are You Today?

Shaking Hands

Wanna Save Money?

AN S e

Contact Kim Robinson or Rene’ Wukich for
a free demo of any class listed in this catalog.

877-840-7425

Rene@SMMarTConsulting.com
KimR@D2DCable.com

Learn to Earn!
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