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INTRODUCTION
Dear Readers:

How do your salespeople and sales managers learn? Obviously, sales process, sales technology, and new products
are important. Many organizations fail to realize, though, that adequately and deliberately shaping the knowledge
and skills of sales team members can also dramatically improve sales. Sales Training 2.0 approaches enable
salespeople and sales managers to learn better, faster, and smarter than the competition, making them most
effective.

Perhaps you have heard of Web 2.0 technologies. Sales Training 2.0 follows a similar thread, aiming to affect the
sales process, the buyer-seller relationship, and sales management practices. Sales 2.0 is defined as:

“Sales 2.0 brings together customer-focused methodologies and productivity-enhancing technologies that
transform selling from an art to a science. Sales 2.0 relies on a repeatable, collaborative, and customer-
enabled process that runs through the sales and marketing organization, resulting in improved
productivity, predictable ROI, and superior performance” (Selling Power Magazine, Nov. 2008)

Sales Training 2.0, then, includes social networking, blogging, and other peer-generated content platforms, but it’s
more than that. It is a process that also examines the impact of these technologies on individuals and teams in
various areas, notably knowledge management (CRM), prospecting (LinkedIn and other social networking sites),
and industry knowledge (portals and discussion boards).

Sales Training 2.0 can help sales teams cope with the rapid change they face in their market. As more knowledge
is provided to buyers through the Internet, opinion sites, and more research-oriented sites, a power shift—from
seller to buyer—has begun occurring. This change will certainly continue as international competition increases,
creating new and emerging markets for many industries.

The Basics of Sales Training 2.0 can help individuals and organizations adjust to these changes. In this special ASTD
Sales Training Drivers product, you will find the keys to aligning sales team development and training efforts to
the changing sales process. Although these materials were not written specifically from a sales perspective, they
provide vital information that will help your help salespeople and sales managers learn to use technologies
currently shaping your industry, such as podcasting, virtual worlds, synchronous online training, and online
meeting platforms.

The Basics of Sales Training 2.0 also contains content that can help sales organizations better their sales processes
through the increased competency of sales team members. Competencies—knowledge, skills, and attributes that
create success—provide a critical foundation for the potential impact of Sales Training 2.0, as they enable a
critical element of success: learning. This might seem trivial at first glance, but most Sales VPs or CEOs would
argue that learning faster, better, or more efficiently than the competition is extremely important to growth. The
Basics of Sales Training 2.0 can help focus on improving the “people element” of any sales team because, after all,
it’s the people that sell, not the technology.

To Your Success,
TS ian WA

Brian Lambert, Ph.D.
Director, ASTD Sales Training Drivers
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Why Online Training?

Online training is becoming an increasingly popular
choice for learning solutions. It is not just a passing
fad, or the “flavor of the month”™—it is here to stay.
Therefore, trainers interested in staying abreast of
trends and keeping up with their own professional
development should consider learning how to train
in online environments.

Much has been written about effective face-to-
face classroom training. Most experts agree that
the classroom trainer’s role is to facilitate learning
in a participant-centered atmosphere. In the vir-
tual classroom, the trainer’s primary role is exactly
the same but involves some additional skills and
preparation.

In both settings, the trainer’s role is an essential part
of the learning equation. The trainer should

establish rapport

use instructional techniques

facilitate discussion

ask and answer questions

coordinate group activities

impart knowledge to the participants.

The trainer’s role in a virtual classroom requires
additional knowledge and skills. The online train-
er uses different tools, such as web collaboration
software, to interact with participants. The par-
ticipants are virtual—separated in different loca-
tions—which also requires a new training mind-
set. Sometimes there is no live communication at
all, with participants reading and responding to
information on a designated website. Coordinat-
ing these components demands specific skills from
the online trainer.

Simple, Effective Online Training

It may seem overwhelming, but this Infoline will
make delivering online training simple. With today’s
e-learning tools, you don't even have to be tech-
savvy; many of the tools are intuitive and just re-
quire a little practice. This Infoline will help you to

e define types of online training

@ transition your training skills to an online envi-
ronment

® engage participants using a variety of methods

e recognize technology considerations, including
common problems and ways to troubleshoot
them.

Identify Types of Online Training

There are two types of online training that you
should be familiar with: synchronous and asyn-
chronous.

Synchronous Training

The synchronous online training environment, like
the face-to-face environment, allows the trainer
and dispersed participants to meet together at the
same time. While synchronous online training can
be conducted via an audio-only teleconference, it
typically uses a web conferencing tool or specifi-
cally designed software that provides both visual
and audio support. A typical training session is no
more than 60 to 90 minutes in length.

For example, eight participants and a trainer meet
at 10 am. Eastern time on a Tuesday by logging
in to their computers, clicking on a link provided
by the trainer, and typing in a password to enter a
virtual classroom. They also join a conference call
or use Voice over IP for the audio portion of the
class. During the class, the trainer leads discussion,
displays and marks up PowerPoint slides and docu-
ments, and engages the participants in learning
activities to meet the stated course objectives.

Copyright © ASTD




P Simple, Effective Online Training

Case Study: Finding Success with Online Training

This case study demonstrates how an online trainer delivered
a valuable training course. Notice her attention to prepara-
tion, ability to “think outside the box” with her small group
activity, and desire to improve an already successful course.

A company needed to develop the supervisory skills of its
frontline managers and decided to try synchronous online
training because the managers were dispersed geographi-
cally. The company’s training department partnered with an
outside vendor for the course content, and an internal trainer
facilitated the program.

The program consisted of eight virtual classroom sessions
over a six-month period, with the web-based modules and
homework assignments completed between the classroom
sessions. Twenty-five managers were selected to participate
in the initial training series.

In addition to typical training, logistical, and class prepara-
tion, the trainer also spent time familiarizing herself with the
virtual classroom application. The trainer facilitated a virtual
orientation meeting to introduce participants to the program,
to each other, and to the virtual classroom tools they'd be
using. At the end of this introductory session, the trainer
distributed the first assignment, which participants were to
complete before the next virtual classroom session in three
weeks.

Before the next classroom training session, the trainer sent
participants an email with the

e link and password to join the virtual classroom

o conference call information

e handout for the session with directions to print it

@ instructions to enter the virtual classroom at least 10 min-
utes prior to the start time in case any technical issues
arose.

At the start of the next session, the trainer reviewed the tech-

nology tools available. She then asked each participant on the

phone to introduce themselves one at a time, sharing their
experience with the self-paced homework assignment.

Throughout the session the trainer followed her detailed
facilitator notes to deliver the session. Fortunately, no techni-
cal difficulties arose during the program, thanks to the trainer’s
advance preparation. Throughout the session, she skillfully

e introduced training content via slides ensuring the screen
changed frequently to keep participants interested

e polled the group often to spark discussions about the
lessons

e invited questions via the chat window
e called upon participants to respond verbally.

A highlight of this session was a small group activity. Since the
virtual classroom application did not have built-in breakout
rooms, the trainer improvised using the available technology
by using multiple conference call numbers. At a designated
point in the session, the trainer posted a slide with each small
group’s members and a new conference call number for each
group. Participants were given explicit directions for joining
the conference call for their group.

The trainer also gave specific instructions on what to do dur-
ing the group activity, including how long it would last and
how to get her attention if they needed assistance. The pre-
printed handout emailed to participants before the session
served as a back-up reference guide. When the trainer said
“go,” participants hung up from the main conference call and
dialed their designated group’s telephone number. The par-
ticipants remained in the virtual classroom so they were able
to see the trainer’s countdown slides which kept track of the
timing.

The trainer visited each breakout “room” to check on each
group by joining their conference call. At the end of the
group activity, the trainer posted a slide to let everyone
know it was time to dial back into the main conference call
number. She asked participants to type their names in the
chat window upon their return. The trainer then led the en-
tire group in a debrief discussion to help the participants
process the activity.
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At the end of this session, participants received
their next homework assignment to be com-
pleted before the next classroom session date.

The overall learning program was viewed as a
success by the company, with measurable re-
sults assessed via pre- and post-program surveys.
The company supported resources for a second
group to participate in the same program.

In hindsight, there were two lessons the trainer
learned from this program. First, reduce the
group size from 25 to a more manageable num-
ber of participants. The second offering of the
program was limited to 15 participants to fos-
ter a more collaborative group environment and
encourage more group discussions. Second, use
conference call technology that allows for virtual
breakout groups without needing to dial a sepa-
rate number. These conference call tools are
readily available, and the trainer used them for
future sessions.

Simple, Effective Online Training

Before the Class Starts

In many cases, you will be selecting the virtual
meeting application that your training will occur in.
To choose the best program for synchronous class-
es, you should consider both the Internet connec-
tivity speeds of your participants and the bandwidth
requirements of the application. Identify the types
of classroom tools you want to use during classes,
such as whiteboards, chat, and breakout rooms, and
then choose the virtual classroom application that
will best meet those needs.

Once the application has been selected, com-
pletely familiarize yourself with it and its fea-
tures. You should

e attend several sessions as a participant

e attend training classes provided by the software
vendor

@ read documentation on how the software fea-
tures work

® practice conducting sessions on your own.

Get Familiar with Your Classrooom

A common technique for becoming familiar with
virtual classroom technology is to have multiple
computers set up in the same room, with one
logged in to a virtual classroom as the trainer and
the other computers logged in as participants. With
all computer screens visible, you can see the entire
classroom environment from both the participant
and the trainer perspectives. This way, you can see
the impact your actions have on participants and
vice versa.
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