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Ad: This Harvard Business IdeaCast is
brought to you by Microsoft People
Ready Enterprise Solutions. Does your
enterprise software know how people
really work? Go to
microsoft.com/peopleready.

Julia Kirby: Hi! I'm Julia Kirby, senior
editor at Harvard Business Review. I'm
talking today with Philip Lay and Todd
Hewlin, who along with Geoffrey Moore
wrote the article "In a Downturn,
Provoke Your Customers". It's in HBR's
March 2009 issue. Thanks for taking the
time to talk to us, Philip and Todd.

Philip Lay: My pleasure, Julia. Thank
you very much.

Todd Hewlin: Yeah, great to be here.

Julia Kirby: So, we are in the midst of
this horrible recession, and one
implication of this is that for vendors
trying to sell to business customers it's
really tough to make the sale. There are
at least a couple of aspects involved in
the solution that you outline. Maybe you
can tell us about those.

Philip Lay: Yeah. In normal times what
we see is that the traditional approaches
to sales work reasonably well. And the
two ones that we see over and over with
sales organization is product selling and
solution selling.

www.smartpodcaster.com/podcasts/Provoke-Customers.mp3

Pexknama: CnoHcop noakacta Microsoft
People Ready Enterprise Solutions. A

Bawe kopnopatmeBHoe [10 3HaeT, Kak
nioagM  Ha camom  gene  pabotarT?
MoapobHoOCTU Ha microsoft.-
com/peopleready.

Dxynua Kunp6bu: T[lpusetr! B 3adupe
Doxynna Kupbu, rnaeBHbil penakTop
"apBapa 6wusHec pesblo". CerogHa y

MeHa B roctax ownunn JIam mn Toan

XblO/IMH,  HanucaslwKWe COBMEeCTHO C
Manedpuaom MypoMm cTaTbio
"MpoBounpynTe CBOUX KJIMEHTOB BO

BpeMs Kpusuca". CTaTblo MOXHO HaNTK B
MapTOBCKOM Bbinycke "NBP" 3a 2009 roa.
Cnacnbo, 4TO Hawnwu BpeMmMs 4ns
pasrosopa, ®dununn v ToaA.

®dununn JIsn: Bcerpga paa, xynus.
Bonblwoe cnacnbo 3a npurnaweHue.

Toaa XbronuH: Paa npucyTcTBOBaTh.

Dxynua Kupbu: Mbl  nepexuBaeMm
TSXEnNbI KPU3MUC U OAHO M3 OCNIOXKHEHUN
3aKkayaeTca B TOM, 4TO nMpoJasuaM,
OpPUEHTUPOBAHHbIM Ha BU3HEC-KIMEeHTOB,
CTaNo O4YeHb CJIOXKHO TnpojasaTb. B
onucbiIBaeMOM BaMW peleHUn ecTb Mo
KpalHen Mepe  HeCKOSIbKO  pa3HbIX
acnekToB. Pacckaxute o HUX noapobHee.

®dununn JIan: Bo BpemMsa CMOKOWHbIX
nepuoaoB TpaAWUMOHHbIE nNoAXOAbl K
npogaxam OKa3bIBaKOTCS AOBOJIbHO
3¢ dPeKTUBHbIMN. [1Ba OCHOBHbIX, O4Y€Hb
pacnpoCcTpaHeHHbIX noaxoaa K
opraHmsaummM npogax - 3TO npojaxa
NPOAYKTOB U Npoja)xa peLleHui.
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Product selling being, "My product has
this set of capabilities and a certain price
point in the market, and is this a product
that you need?". Kind of the most basic
form of selling.

Solution selling being trying to address
known problems within the customer's
organization and connect those known
problems back to your offerings as the
vendor. And in normal times for most of
the quota that its sales force has those
approaches work.

In a downturn what you see is that the
budgets that those approaches are
targeted at are no longer there. And the
real objective is to go on and create
budgets around a new mission-critical
problem that has not yet been addressed
by the target organization.

So, this notion of unacknowledged
problems is really what provocation-
based selling is targeted at.

Julia Kirby: So, we are talking about
developing a challenging point of view,
and then also a sort of reaching higher
level decision maker?

Most sophisticated sales organizations
today are doing what you would call
solution selling. And that is an attempt
to try to understand the nature of the
customers' problem. How's this
different? And does that mean that
solution selling is now passe?

Philip Lay: I think what it means in a
downturn is that the previously
acknowledged solutions that a customer
sees are no longer the ones that they
are gonna buy. That the budgets they
would have allocated to address those
issues have evaporated, and they're
spending the minimum amount possible
that they can.

Mpwn NpoAaxe NpoAyKTa CYMTAETCS, YTO Y
HEero  ecTb  OnpedeneHHbln  Habop
XapaKTEPUCTUK W LEHa Ha pblHKE, W
K/IMEHT pellaeT Hy>XeH /M eMy ToBap. B
obLieM, ocHoBHas hopMa KOMMeEpLUW.

Mpu npoaaxe peweHnn npoaasel
NbiTaeTCa pewnTb CyllecTByllwne B
opraHmsaumm KnuveHta npobnembl U

COOTHECTU MUX CO CBOUM MpeasioXeHUEM.
B o06bl4HOE BpeMs 3TWU  noaxoabl
obecneymBaloT  BbIMOSIHEHME  OTAE/IOM
npoAax YCTaHOB/IEHHON HOPMbI.

Bo Bpems kpusnmca Te 6r04XeTbl, Ha
KoTopble 6blnn HaueneHbl 3T NoAXOAbl,
yXxe ncyesnu. naBHOM Lenbto
CTaHOBUTCSA dopmmpoBaHme 6104)KeToB
BOKPYr HOBbIX, 0CO60 BaxHbIX npobnem,
KOTopble eue He O6bln  peleHbl B
3anHTepecoBasLUel npoaasua
opraHusaumu.

DTO MOHSATME WrHOpUpyeMblX npobnem
ABNAETCS OCHOBHbIM OPWUEHTUPOM TMpwU
NPOBOKaLUMOHHOM crnocobe npoaax.

Loxynusa Kup6bu: To eCcTb
noapasyMeBaeTcs dopmynnposka
NPOBOKALMOHHOM TOUYKW 3pEHMUS, a 3aTeM
KOHTAaKT C PpyKOBOAUTENIEM  BbICLUEro
3BeHa?

CerogHa MHOrme KpynHble KOMMaHwuu,
3aHMMaLWmMecs npoga)xamum, UMeKT Aeno
C TaK  Ha3blBaeMbIMU "npoaaxamm
peweHnn", a 3Ha4YUT, MNbITAOTCA MNOHSATb
CyTb npobnem knueHta. B uyem xe
pasHuua? 3HauyuT M 3TO, YTO npojaxa
peLIeHN yXXe He aKTyanbHa?

®dunmunn  JIsn: [ymato, BO BpeMms
KpU3nca 3TO O3HA4aeT, YTO KIANEHT KynuT
Apyrve pelleHus, He Te, K KOTOPbIM OH
npuberan paHee. BoaxeTbl, KOTOpble
6bin 6bl pacnpenenieHbl KAWEHTAMU Ha
pelweHmne 3TUX BONPOCOB, NCYE3NN, N OHMU
pacxoaytoT TOT MUHUMYM, KOTOPbIN MOryT
cebe No3BONUTD.
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MHCTpYKUMM ANs NOKYNKU NMOJIHOW Bepcum

MonHbIM TPAHCKPUNT U NepeBos 3TOro U 4-X Apyrnx rnoakactoB CTouT $1-2.
[oT 35 no 70 pybnen 3a Bce 5 B 3aBMCMMOCTM OT onepaTtopa]

Onsa nokynku 3arpy3ute dann
http://www.smartpodcaster.com/transcripts/Harvard-Business-IdeaCast.zip.exe

OTKpbIB €ro, Bbl yBUAMUTE OKHO C MHCTPYKLUMSIMWU MO onsiaTe C NoMolblo SMS.
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370T dain Nnepen 2anyckoM HeoOxXoaMMo aKTMBMPOBATE Mo SMS, O0LIYHO 3TO 33HWMAST Napy MHUHYT.

— HMHdopMauma o perMcTpaumK
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Poccua - Mera®oH:

OnAa noAy4eHWA naponA, oTnpasste coocbwenne | dam 204450 | Ha HoMep 3933.

CrovmocTe cocbwenna 60,00 pybne (Bez HOC).
Mapoie NPUMAOET B OTEETHOM COCBLUEHMH.

Buumanne! Obpatute BHMMaHWe Ha dopMat cooblweHkA, Ha npoben Mexay cnoBaMM.
Bee Gykabl B conblleHMM natiHokue. B ciydae owwbKK B coobUleHWM, Yonyra c4MTasTca onnadYeHHoi.
CNUCoK NoAOEpMHWBAEMEIX ONEpaToOpoE Bbl MOMETE HAWTH IAeck.
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Maponb, KOTOpbIN NpuAeT B OTBETHOM SMS-coobuweHnn, Heo6xoaAMMO BBECTM B NMepBoe
nosie n HaxaTtb KHonky "MpogomknTe", nocne yero dann oTKpoeTcs.

Ecnn y Bac Bo3HMKAN npobneMbl C ONAaTON, NUWKTE HaM Ha
info@smartpodcaster.com
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