Hino Way of Business




Our boss is checking

each one of our sales
)

staff members’ schedules.
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I see that Richard has

an appointment scheduled.
N

N~
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Is there a reason
why you are visiting
Company A so often?

Explanations and coordination
may be required if there is
a bias in the visit, for example.

Can you visit Company
B tomorrow at 3pm?

When you have some spare time,
your boss may also send you
additional instructions.




And at the end of the week,

you will report back to the manager
to let him know how
the appointment went.

You review will be based
on numbers like this.

Percentage of customers O
who seem interested x
the number of visits Positive

Percentage of
quotation submissions
L

Then you look at Ask your manager things like:
the ‘closing rate’ or 'what went wrong’ and
‘how many days it took’, 'how can we speed up the close rate.’

o T
By being consistent wi'th these reviews, (\.§§\\\\\ %/////
x'uool:’:’:e"ﬁ?;:::ﬁ/.to achieve results @\\\} If 1 ever come across é
& a similar situation, —]
=== T will know =
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You are making
great progress, Rich

ard.

Even though you, Lucas,
only joined the company yesterday,
you still need a goal.

Your goal for

next week is 15, Lucas.

our reverse met
to calculate.

He's already using

hod

the good work




A few days later...

Good morning.

in the Hi—visit App,
always shows all the latest news.
It's very helpful.

zzzzzzz

i/ ¢
heck
schedule today.

Let’s ¢l
Lucas’
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I'm wondering
why you make
so few appointments.

I don’t need
you to apologize.

I can’t seem to make appointments,
even when [ call directly.

I thought you would know
how to make an appointment
since Richard taught
you how to do so.

7 Ok, Lucas you can
go back to work.

Alright.
Could you ask
Richard to come
to my office?

You have a problem
with your

“success rate of
making appointments”.

Numb Number of Success rate
1':""] er _ approaches X  of making
of visits for appointments appointments
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Oh, you're here.
\]

I heard you are struggling
to make appointments.

I don’t know
what to do..

\\//

Mr. Rick asked me to
help you with that.

Let’s do it together.

Oh really,
thank you.

Ok, open the customer list
from the app.

Let’s start with
an appointment
with this customer.




Please sir... i
Just give me | [ have a quota

some of your time.

to achieve.

I'm sorry,

I failed again. Ok

the problem is =
pretty obvious here. §

N
S

e

But..!?

But the point of making
appointment is not to
achieve my goal?
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It doesn’t work because
you are trying to make
this appointment for yourself.

wh@,ﬁi \ \

/

T
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Making appointments is
not something
that you do for yourself,

You said that
I have to work backwards
from my goal.

but for your customers.

If many of your customers are satisfied,

v To put it another way,
then as a result you achieve your goals.

The happier your customers are,
the e,asier it is to reach your goal.
That's what you need to do.

The way we think
determines our actions

‘ H 22/ And the customer doesn’t
’ want to do business
deoanmtng;\ﬁu t with a selfish salesman.
>

your quota ! -

I still need 3 appointments
to achieve my quota.

| If you make it all about you,

o You make yourself look selfish.
- M ——
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On the contrary,

your goal is to help them,

be glad to work with you.

if your customers see that

presenting things that are useful
to them and trying to make
them happy, they're going to

He seems like a
reliable person.

T \\\\\ you're right.

—

—

Oh,

In short, the success rate of
an appointment depends on:

\%\\\\\\\\ [/ /////'/,
';Your desire

e ;;;to help customers,
=
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——=customers happy. —
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This positive way of
thinking is likely to be
perceived by the customer.

Be careful not to exaggerate,
otherwise this attitude can become
one—sided and the customer

might not appreciate.

You have to take the customer’s
situation into account :
they might not be able to accept it.




Yes, the Hi-Visit App is
always useful to us.

So it is also very helpful
for our customers.

Thanks to the Hi—Visit App,
it becomes easier for the Sales | YOUFr answer

team to collaborate Yas so fast!

with other staff. /

This toolbox logo contains
useful information to help you
in your promotional activities.

Here you'll find the latest ‘
customer support information

\RY

This ensures that
customers’ requests are
handled smoothly and that
the customers are satisfied.

A\ W W R VB LI 7 Y/ )

So I guess that’s what is going to
happen before an appointment.

My customer will be interested,
I must show him
this piece of news!

Oil change promotion
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This way, you can put yourself Then you need to
in the customer’s shoes contact the customer.
and imagine how the upcoming
appointment is going to go.

If I were the customer,
what would I want to hear..

Hello.
This is Richard,
from Hino Motors.

You must change

your previous assumptions \\
|
v

After you find out their requires,
you tell them that you'll be back
with some information.

as the conversation goes.

And you narrow them
down to what your customer
specifically needs.

It's so rewarding to
hear the positive feedback
from customers!

stop by soon?
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Given the level I'm at right now,
I don’t think I'm able to make
hypothesis as accurate as that..

Then you can look for customers
that we haven’t visited for a long time.

Could we come and ¢
heck your vehicles?

See, this one was maintained
3 months ago, and no one
came back there since.

Things go smoothly

with this approach.




You'll also finds tips
on how to choose the right
time for an appointment.

On the 1st of Month at
1 pm or on the 2nd of Month at 3pm?
Does one of those work for you?

So would you like
me to come by..

which makes it easier for the customer
who must only choose one.

T R T T TN TP T TR

schedule

But avoid questions I'll call you
that are too general: when I decide. p
~>
When would Y A
you be available? Q/ s 56

O N
Y <
With this kind of questions,
the customer must pick a date and time himself, If you hear that, it's game over.
which requires more time and thoughts You just lost your potential customer.
than just choosing one of two dates. T —

It is also important
not to overemphasize
your speech to the customer.

Please, give me
an appointment soon.

Please hear
my suggestions!
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If you insist too much, it decreases
the value of the information
you are conveying.

If the information is not
presented well, it loses its value
and leads to a loss of trust
from the customer.

I must admit that
Mr. Lucas pointed out

a few interesting elements
and he had some good advice.

But then he sounded
quite desperate,
which makes me question
his professionalism and skills.

I can bring valuable
information to
my customers.

Contract
success rate

Target number _ Number o
of contracts — of visits

Success
rate of
appointments

Number Number of ;
of visits = , approaches X:
for appointments

The success rate of
appointments is the probability
that this feeling was conveyed
to your customers.

And the Hi—Visit App
will be your best friend
to make that happen.




1 week later Wow

Lucas has been
seeing a lot of
customers lately.

From now on people like
Richard will be able to reach
their goal by using the Hi—Visit App.

Richard’s lessons
have paid off.

I must say

that I envy them a bit:
we didn’t have such

a handy tool in my day.

You're right. N\
But Richard is also
someone who can
think logically.

People with logical thinking
become invincible
with the Hi-Visit App.




