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Report summary

This report summarizes a typical working day for an Adventure Works Cycles sales representative. I met Kim Akers at the office in the morning. I spent the day with Kim to observe the various activities and tasks she performs.

Preparing for the day

I met Kim at 7:30 A.M. at the Adventure Works Cycles regional office in Denver, Colorado. The first task that Kim needed to do was to start downloading new pricing information. Kim informed me that she downloads this information only once or twice per week because of the length of time it takes and because she receives very few, if any, changes. Kim started the download at 7:38 A.M. She noted that this download will run in the background while she attends to her other tasks.

Kim’s first meeting was scheduled for 8:30 A.M. with Alpine Ski House, so she wanted to organize her information for that meeting and the following one, which would complete her morning tasks. The first meeting of the day is to follow up with a potential client that is interested in selling Adventure Works Cycles products for retail. Kim keeps her sales opportunity data in Microsoft® Word documents on her laptop. She informed me that accessing the information would probably slow down the download process.

Kim also opened her e-mail to check for any messages that would relate to the visits she had today. She mentioned that another sales representative in the office, Michael Patten, has also talked to the customer we were about to see, so she wanted to make sure she wasn’t wasting anyone’s time by repeating previous discussions. It turned out that Michael provided Kim with some important information. She copied that information from the e-mail message to the sales opportunity file she was managing. After this, she highlighted the various topics she wanted to address with the customer and summarized these topics at the top of her document. She also copied this summary to her Microsoft Windows® CE–based device. When I asked her to explain the duplication, she replied that she will use the Windows CE–based device during the discussion and then update the sales opportunity document with the information she gleaned from the conversation with the customer. So the topic outline is a placeholder and reminder for when she copies the comments from the Windows CE–based device to her laptop later in the day.

The second meeting of the morning is with an existing customer, Wingtip Toys, that has been unhappy recently. Apparently the customer’s orders are not arriving when expected. Kim has researched this problem and has determined that the Fulfillment department has gotten behind in fulfilling orders. Kim addressed this matter with the manager at the department and has received a promise from the manager that her customer’s orders will be going out on time. She wanted to visit the customer to give them the news and to determine whether there are any other potential leads to follow. According to Kim, this is one of the company’s more important customers, so this is one she has been focusing on more.

The third meeting, which we will have after lunch, is actually a cold call with Northwind Traders. Recently, a new outdoor equipment retail store opened up on the other side of town. Kim wants to visit them to see what products they sell and just get to know them. She has a contact name there, but not much else. This meeting will demonstrate how Kim creates a sales opportunity report.

The final meeting we will be having is with another important long-term customer of Adventure Works Cycles, Fabrikam, Inc. Three weeks ago, Kim informed the customer of some new options that can be included on one of the bicycle lines that Adventure Works Cycles manufactures. The customer wants to talk to Kim about changing some existing orders to include the new options, and to place additional orders for bikes with these options.

Kim finished collecting her information. It was approximately 8:04 A.M. when the download process completed. Kim started the application and reviewed the new data. After about five minutes, Kim noted that none of the information that pertains to her had been changed, and that it was fortunate that she had other things to do that didn’t result in the download being a waste of time. We left the office around 8:12 A.M.

The first meeting: A sales opportunity

We arrived at the first meeting at approximately 8:27 A.M. We checked in with reception, and shortly thereafter we met with the purchasing manager. Kim began with a discussion about some of the new options that Adventure Works Cycles is offering on their current line of products. She followed that discussion with a brief introduction of the new cycle the company will begin manufacturing later this year. As Kim discussed these topics, she used her Windows CE–based device exclusively. She never took out her laptop. She was recording what the purchasing manager was saying and highlighting other potential sales opportunities. As the two began talking about pricing, Kim had to take out her laptop because that is where all the current pricing information is stored. However, all her note-taking was done on the Windows CE–based device. The two started discussing long-term volumes and discounts depending on the amount of sales. Kim continued to use her Windows CE–based device for notes but referred to her laptop for the prices. This behavior continued throughout the meeting.

After the meeting, I asked Kim what else she used the laptop for. She said that, in this case, the only purpose the laptop served was to allow her to look up prices for the company’s product line. She performed all the other tasks with the Windows CE–based device.

The second meeting: A dissatisfied customer

We arrived at the second meeting at around 10:25 A.M. Kim was a bit concerned about this meeting because the customer had complained four times about late delivery of their orders. This time, Kim used her laptop quite a bit. First, she used it to show the customer all their orders and which ones were late. She also used the laptop to show the customer where the current orders were in the fulfillment process. Kim modified two of the orders to give a 5 percent discount to the customer for the problems they have been having with their orders.

After the problem with late orders was resolved, Kim talked to the customer about other potential sales opportunities. It was interesting to watch Kim because she never used the Windows CE–based device. She used the laptop exclusively to record the various notes she wanted to make. She created a new sales opportunity document for the customer and began filling it out.

After the meeting, I asked Kim about not using the Windows CE–based device. She noted that she was already using the laptop for the first part of the meeting; there was no reason to switch to the Windows CE–based device unless the customer was going to actually sign. She said that she knew the customer wouldn’t sign any new orders today because of the problems they have been having with Adventure Works Cycles.

The third meeting: A cold-call sales opportunity meeting

Prior to the third meeting, I asked Kim whether she was going to use the laptop or the Windows CE–based device for this meeting. She indicated that she would start with the laptop. If the customer seemed likely to place an actual order, she would switch to the Windows CE–based device to capture the signature. Later today I will see how the two devices interact and will learn more about what each device provides to the sales representative.

Kim never needed to use the Windows CE–based device this time. She started to fill out the new sales opportunity report for the customer. She learned that the customer was contacted by another sales representative of Adventure Works Cycles, Laura Steele, just last week, but nothing had transpired as a result of that phone call. Kim found out that the customer sells bicycles manufactured by Adventure Works Cycles’ major competitor. Kim offered some pricing to the customer.

Creating the sales opportunity report was straightforward. Apparently Kim had created a Word template that she stored in the Templates folder on her laptop. When she created a new document in Word, the sales opportunity template was among the ones she could choose from. It contained some macros that prompted for the potential customer’s contact information, business information, and interest in Adventure Works Cycles. After the initial macros were complete, the rest of the document was filled out manually by moving to the appropriate section with the mouse and typing the data. The initial macro portion of the document took about five minutes to fill out. I couldn’t really time the completion of the document after the macros ended because there were a lot of pauses for discussion between Kim and the customer.

The fourth meeting: A customer who wants to add options to an order

Kim used her Windows CE–based device throughout the entire fourth meeting because the orders with which she was working were already in the system. She used the laptop only to discuss the pricing of some additional purchases the customer wanted to make.

Initially, Kim used the Windows CE–based device to modify existing orders that the customer had made. The customer wanted to add a couple of options to the bicycles they ordered. Kim made the changes and reviewed them with the customer. After everyone was satisfied, Kim had the customer re-sign the orders on the Windows CE–based device.

The customer then placed three new orders for additional bicycles. Again, Kim referred to the laptop for pricing but used the Windows CE–based device to write the orders and have them signed by the customer.

The end-of-day routine

When we returned to the office, Kim’s first task was to dock the laptop and connect the Windows CE–based device. The process took a few seconds, but the Windows CE–based device and the laptop synchronized. Then Kim connected to the network by logging on and uploaded the orders she had taken to the main system. This task took about 10 minutes. Kim emphasized that she cannot do anything on her laptop while the upload is occurring. She said that when she tried to do other things while the upload was running, the upload would fail before completing and then information on the main system would be out of synchronization with the information on her laptop. She also said that when this situation occurs, it takes a lot of work to correct the problem.

When the upload was complete, she re-synchronized her Windows CE–based device to load the updated status of the orders onto the device. She then opened her sales opportunity documents and filled out the rest of the information in each of them. She sent an e-mail message to the other sales representative that contacted the customer we saw after lunch. She also filled out a small field report that described what she had done that day and sent it to the team manager by means of e-mail. The day ended at around 6:45 P.M.


