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To sell Pat Smith

what Pat Smith buys, 

we must see our products 

through Pat Smith’s eyes.

PK300108

“There are so many products 
in the catalog. How do I 

know what the right product 
is for this customer?”  

  Have you ever asked yourself this question?  If you 
have, you are very normal!  Today, Deluxe offers a 
wide range of products and services to meet many, 
many small business needs.  The key is knowing 
which products to offer and how to make the offer in a 
way that the customer sees the value.

Many things in life can feel overwhelming...

Remember when you thought you would 
never get through college?  With all those 
courses and a commitment of years, educa-
tion can be a very daunting process!

But, you did it, didn’t you?  How did you do 
it?  One assignment at a time, one class at 
a time.  

Once you got in the grove you got it done!

For all you moms and dads - do you 
remember how you learned to be a parent?  

Did someone give you a magic book with 
all the answers?  Did the baby come with a 
user’s manual?  Probably not!  

You learned by talking to people, read-
ing articles or simple trial and error – one 
calamity at a time.  No one gave you a path 
to follow - but you found your way!

Successful people are people who are constantly 
developing their own skills and knowledge.  A far-
ranging study of business success conducted by 
Gallop Consulting, ranks the opportunity to learn 
and grow as one of the top ingredients to employee 
performance.  A quick study uncovered that top 
performing reps at Deluxe are also self-starters!  
We surveyed eight Team Leads across three sites, 
and all reported that their top selling reps were also 
people with strong self-learning habits.

This course will help you develop those same self-learning habits - researching new products and 
teaching yourself how to sell those products.  

“How do you eat an elephant? 
                              One bite at a time!”
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So, how are you going to do this?

Most aspects of life don’t come with directions or a 
formula you can follow to ensure success.  But this 
part of life actually does!  If you follow this formula for 
teaching yourself about the products you sell – well 
– you can’t fail!

The rest of this booklet gives you the details you need to apply this formula for self-learning success!

The next question you are likely asking yourself is, “When am I going to have the time to do this learning?”  
Here is the scoop:

When you registered for this course you were scheduled for 30 minutes away from the phones to 
read and complete this workbook.  In addition, you have about 30 minutes to meet with your man-
ager to cover any questions you have about the learning process, and to discuss which products you 
want to learn about.

If you register for “PK300208 So Many Products Application Lab”, you will be scheduled for 75 min-
utes to complete the research and start your learning about two products.  You will also have about 
15 minutes to meet with your manager to discuss the products, get your questions answered, etc.

After practicing this formula for self-learning on two products, most people fi nd that it is pretty easy to 
apply it in short periods between calls throughout the day. 

If you read those last bullet points closely, you probably noticed a distasteful word – “research.”  But, don’t worry, 
we’re not suggesting that you do a lot of heavy reading, send out surveys or any of that other egg-head stuff.  We’re 
talking about the EASY type of research!

• Review Installabration Offers
• Look in catalogues
• Check out websites 
   (yes, even competitor websites!)
• Watch Deluxe Superstore Flash
• Consult your online manual

And, who should you go to if you need help?  Who else but your Team Leader, your Mentor, and of 
course, any of the Sales Trainers!

Success =
Knowing What Your 

Customers Want to Know
(Product Benefi ts, Features & Anatomy)

+

Selling 
Statements 

and 
Questions

+
Order

Process
Information

We are going to use the word “product” to 
mean product or service.  We hope this does 
not bother or confuse you.  It just takes so much 
time and space to say “products and services” 
all the time!

• Check out Product Library or Product SPECS
• Look at product Sales Sheets 
          – Under Customer Care Docs
• Talk with your Team Lead
• Talk with your Peers
• Talk with your Virtual Resource Team (VRT)
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The fi rst step (the fi rst “bite”) is 
to decide which product you 
want to learn about.  

You can do this in many ways:

• Choose a product featured in the current Installabration offer.
• Select a product that fi ts a specifi c line of business you are interested in. 
   Tip: use the Silver Level Industry Knowledge modules for ideas about products to choose.
• Look for a product that will help you with many lines of business.
• Consider a product you have proposed to customers in the past
 That you did not feel 100% confi dent about.
 That customers did not buy (even though you thought you did a GREAT job of describing it!)
• Pick a product you have never proposed because you do not feel comfortable with it.
• Try a new product or one that is specifi c to the season.
• Identify a product that is similar to a product you have personally received, that you feel really 
   good about (i.e. it became your favorite mug or pen).  You have a built in testimonial for the product!
• Still can’t choose?  Close your eyes and just pick one!

Exercise:  Now YOU do it!

Which products do YOU want to learn about?

Click on the website link above for the brand you support, review the product offerings and use this space to list the 
categories of products the company currently offers. 
Attention: if you are doing this activity in Adobe Reader you can type directly into the box below.

If you know the fi rst one or two products you want to learn about, write those product names here.  If you are still un-
decided, pick a couple of categories, take a few minutes to browse through the products listed under those categories, 
and then choose your products.

• Check out Product Library or Product SPECS
• Look at product Sales Sheets 
          – Under Customer Care Docs
• Talk with your Team Lead
• Talk with your Peers
• Talk with your Virtual Resource Team (VRT)

(Click on logo to open website)

Don’t forget Deluxe services 
such as Logo Design and 
Website Development!
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Step 2 is know the product. In today’s world information isn’t usually difficult to find.  The 
trick is to find and focus on the information that is most valuable to you!

Because you are learning about products for the purpose of offering them to customers, we 
suggest you start by thinking about the information a customer would most want to know 
about the product.  Of course the customer will want to know what it is and how much it 
costs, but beyond that, what information do you think will matter most to the customer? 

By starting your research with this frame of mind, your research will likely take less time, have more meaning 
to you, and ultimately boost your sales success!

Once you are looking at the product from the customer’s perspective, your research becomes pretty 
straight-forward:

Identify Product Benefits – How does this product help the customer achieve his/her goals?
   • What image does the product communicate about the business?
   • Is the product convenient for the business to store/distribute to customers?  If so, in what way? 
                (i.e. put key chain on keys when car is serviced)
   • What function does the product perform?
   • Does the product perform a function better or differently than other products of its type?
   • Does the product provide convenience for the user?
   • How frequently would that consumer use or see the product?
   • What other products does this product naturally fit with?  You know how this works - 
       holiday cards and chocolate, hats and shirts, deposit tickets and deposit bags, etc.

Identify Product Features – What makes this product attractive to a customer?
    • What colors and/or shapes does it come in?
    • What sizes (or for services, “packages”) does it come in?
    • In what ways can it be customized?
    • What quantities can it be ordered in?
    • What is the price?  How does the price compare with other vendors?  If the 
        price is higher, how can you sell the value that our product provides?  What is the cost of customizing 
        the product?
    • How quickly will the customer receive it?  How is it shipped?  What is the cost of shipping?

Dissect the product – What key points will the customer want to know in order to understand these features and 
see the benefit? 

• How does it work?
• What are the key parts?
• Does it come with companion items (i.e. a sleeve, storage box or envelope)?
• What is it made of (again, only important if the customer will care)?
• How will it help them?

Still sound complicated?  No worries.  The next page shows an example of what we mean.  Read and enjoy!

Peanut butter 
without the jelly 

is just nuts!  
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So Many Products – Where do I start?

Step 1: Choose the Product

What product will you learn about? Why this product? Why now?

Step 2: Know the Product

What specific benefits does this product provide to the customer?  How do these benefits compare to the benefits other 
similar products provide?  What makes this product “better” or “special”?

Top Three Benefits Why customers care about this benefit

Logo Design Service
It is a new product.  Many businesses have no logo or are not 
happy with their logo.  I think a lot of businesses will be inter-
ested!

Custom Logo shows unique 
personality of business.

Professional Logo makes a 
business look more established.

Easy Access

Helps business stand apart from their competitors.  Helps cre-
ate a strong brand that will grow with the company.

Customers assume that larger or more established businesses 
provide better or more consistent service.  Also, may appear less 
risky for customer to do business with an experienced firm.

No need to shop around.  Get our logo where your already get 
your promotional items.  Prices are lower than most experienced 
custom design firms charge.  Can use Deluxe Brand Bucks.  Logos 
are created and delivered electronically within a few days.

What information do you need to know in order to describe the product to the customer?  
Write that information here.

Top Three Features Why customers care about this feature

Customization

Price

Speed of Delivery

The customer gets to choose from 
several logo options that are cus-
tom designed for their business!

It can be difficult for small busi-
nesses to afford this type of qual-
ity and experience.  

They can use the logo right away 
for all their marketing materials.  
No waiting!

What you need to know about the feature

Our designers have years of experience 
designing logos for businesses.  They under-
stand what helps “sell” the business.
Our designers specialize in logos.  They know 
about business lines and what makes a good 
logo.  They are very efficient and that keeps 
the costs down.

First draft of designs are delivered within 
4 business days.  Sent electronically, so no 
waiting for mail, etc.
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Now the details!  Describe the product and how it works.  Include any information that might be of interest to a cus-
tomer including key functions, companion items, materials, etc.  You may wish to include a photo or drawing.

How does it work? Deluxe professional design team will create several custom logo options for 
the customer to choose from.  The designers are specialists at logo design.  

What are the key parts?  Deluxe has 3 packages for the logo design service to meet the custom-
er’s needs;  Multiple designers will work on customer’s logo, multiple concepts and revisions are 
included in each package.

Does it come with companion items (i.e. a sleeve, storage box or envelop)? Includes Deluxe “Brand 
Bucks” to be used with additional products, from $50 to $100 depending on the package ordered.

What is it made of? While this question does not “literally” apply to this service, you can con-
sider that the service is made from years and years of small business marketing expertise!
What is the price?  Each of the three packages is priced differently

Foundation
Innovation
Inspiration
Additional revisions to 
Foundation Package

$249
$349
$449
$40 ea

2 designers, 4 concepts, 2 revisions
3 designers, 6 concepts, unlimited revisions
3 designers, 9 concepts, unlimited revisions
Product number used when customer exceeds the 2 
revision limit for the Foundation package. 

Exercise:  Now YOU do it!

If you were a small business customer who needed a Logo Design Service, what additional questions might you have 
about the product?  As a sales rep, where would you go to get the answers to these questions? 
Attention: If doing activity in Adobe Reader type in your answers in the boxes below.

Questions Sources for Answers!

Step 3 is knowing how to sell the product. The Directional Selling process you already know and use, gives you a 
great way to organize product knowledge so it is easy to present to customers.   It works well to write down how you 
would present each part of the sales process to a customer.  Look at the next page to see an example!
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Reduce Tension
Greeting, Tone, Framing 
Statements, Value State-
ments

Reduce Tension

I’ll follow my usual WONDERFUL customer rapport-building process!

Positioning Statement
The bridge from one part 
of the call to asking Quick 
Questions

Positioning Statement

Now, to make sure we’re meeting your business needs, let me ask you…

Quick Questions
To discover customer 
needs; yes/no or 
this/that questions, no 
product named

Quick Question
• I’m sure your customers are as intrigued as I was when they hear your company name! Do 
   you have a logo that helps people get what you all do there? 
            (if yes) Are you completely happy with it or is there something about it you’d change if  
            you could? 
• Do you advertise your business to specific target markets or do you just have an ad in the 
   phone book?

Transitioning to 
an Offer
Yes or No Presented as 
1-2 sentences with 2 fea-
tures and unit price

Transition to an Offer

Since you want to make sure your old customers keep coming back, I’d recommend our logo 
design service. We’ll design a logo especially for your business. Depending on the option you 
choose, you can get up to three designers’ ideas and up to nine concepts – and the pack-
ages start at as little as $249!

B.A.T. Statement
1. a relevant or universal  
   benefit of the product
2. a specific application 
   of how they could use 
   the product in their 
   business
3. a customer testimonial  
   about how the product help 
   another customer

B.A.T. Statements

The great thing about our logo design service is that you get professionals working on your 
image without paying thousands of dollars. You could print your logo on all your forms and 
promotional products and when you do that you’ll create a ‘name brand’ and recognition 
among your customers. I know that when I see a company name that I recognize, I feel com-
fortable giving them my continued business!

Presumptive Close
Make it EASY to get the 
product in the customer’s 
hands!

Presumptive Close
To begin branding your business today, I can get the first draft of logo designs to you within 
four business days, ok?

Maintain the Offer
1. Optional Quick Question
2. Acknowledge
3. Address or use a B.A.T. 
    component
4. Presumptive Close

Maintain the Offer

I can understand that.  Do you think your customers won’t recognize your company if it has a 
new logo, or do you have something else in mind to get your name out there? … I see, I think 
your customers will trust your company more because they’ll know you’re here to stay once 
you begin branding your business, I know I trust companies that I recognize, and an image 
sticks longer in your mind than words, so let’s create an image for your business, ok?

“Serious” Customer:

“With a fun company name like that, you have to tell me more about your business! Like,...”
“Fun” Customer:
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Step 4 is entering the order. You have already learned (sometimes the hard way!) that if you know ahead of time how 
to enter items into the system your life is less stressful!  

But, did you know that swift order entry also increases customer satisfaction?  Yes it does! By reducing phone time 
and increasing order accuracy, you help keep your customers happy – and wanting to call back to order again and 
again.

Link to Online Manual - Open Lotus Notes and the SCC to access the manuals. Online Manual/CC Docs

Use your online manual to learn if this product has any special issues you need to know about when entering the 
order such as:

Exercise:  Now YOU do it!

At the time this booklet was created, there were no order entry process exceptions for this product.  But, many 
products do have exceptions.  Before moving forward, please go into the Online Manual, Product Library or Product 
SPECS and check if there has been any order entry process exceptions added to the Logo Design Service.  Write or 
type those exceptions here.

If you fi nd that the product you are studying requires you to enter information that you are not comfortable in your 
understanding of how to enter, talk with your manager about how he or she can help you get practice with this task.

• Order entry process exceptions
• Reminders related to the product
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Step 5 is moving forward in your learning. You may be surprised 
to learn that most “informed” people don’t really carry all that data 
around in their heads.  They have sources!  They use notes and 
memory tools to help them quickly pull together any information 
they may need.

Now is the time to start your own set of sources.  We recommend you keep a copy of:
    • This document.
    • Your worksheet for each product you have studied.
    • Any other notes or job aids you think will help you quickly and effi ciently recall the details you will need to sell 
       these products.

When you meet with your sales coach, talk with him or her about resources that are available to help you organize 
your worksheets and other data.

Tips for staying organized:
    • Don’t keep more information than you know you will use.
    • Keep the information in a location that is easy for you to access. 
    • Organize your information in a way that makes sense to you.  

If you prefer to keep paper copies, keep your copies in separate fi le folders or a binder with tabs separat-
ing sections.  
If you like to keep records electronically, download the “Self-learning Worksheet” Word document from 
the Learning Spot, enter your learning on the document, and save the worksheet in a directory labeled 
“Product Knowledge.”

Collaboration Pays!

One more thing – don’t do this alone!  You have many peers who also 
need to learn more about the products and services Deluxe sells.  As 
part of this program, we have set-up a collaboration center on the Learn-
ing Spot.  The collaboration center is a little like a blog that you can use 
to post questions about selling products or to answer other people’s 
questions.  If you are ready to try the collaboration center. click this link  
If you need a little help getting started, directions for how to use the col-
laboration center are included in your PK300108 course materials on the 
Learning Spot.  Go out and give them a look.  It’s easy.  You may even 
make a new friend in a far away call center!

The palest ink is better 
than the best memory. 
          Chinese Proverb

Planning Ahead
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Call to Action

You have done it!  Now you know how to teach yourself about any product or service you wish!

But remember, that guy didn’t eat the elephant without taking the first bite!  YOU have to take the first step by deciding 
which products you want to learn about.

Create a list of the first five products you want to teach yourself about. Write or type in the form below. 
Hint – you started your list back on page three.

Products you 
want to learn

Why you are interested in 
this product

Target date for 
learning

“I decided right away that it was important to have product knowledge. I took advantage of the 
down times to go through my catalogs and deluxeforms.com to get more familiar with the prod-
ucts.  Whenever I receive a call and I’m not sure what to offer, I ask around to get some ideas for 
future calls from customers in that line of business. The best strategy is to make the offer which 
forces you to learn more about the product. Deluxeforms.com has been the best tool for me to 
learn more about a product. Product Library helps as well.

When you believe in the product, it helps you feel confident that you are really helping the busi-
ness achieve their goal of growth or keeping their customers happy.  I feel that each of us has the 

responsibility of researching the field we are in.  Doing your best to gather as much information as possible that you 
can apply to your sales will help you reach your goals.”

Think this is a lot to learn?  Believe it - you can master a product in a week!!!!!

“You will learn more products sooner if you take the ‘self-learning’ challenge.  Use all your resourc-
es and also talk to your peers to exchange ideas and product information.

When I was a sales rep, I chose to learn one product a week. On Monday I would choose the 
product and learn its anatomy, features and benefits.  As time allowed I would decide how I would 
present it and to which businesses I would offer it.  As soon as I had this information together I 
would start offering the product to every single business that qualified for the offer.  By the end of 
the week I felt very confident about the product.  As I continued practicing, it became second-na-
ture to me to offer the product – I could not help myself!”  

Marlene Trujillo, Training Specialist 

Sam Abdelmasih in AV
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So Many Products – Where do I start?

Step 1: Choose the Product

What product will you learn about? Why this product? Why now?

Step 2: Knowing the Product

What specific benefits does this product provide to the customer?  How do these benefits compare to the benefits 
other similar products provide?  What makes this product “better” or “special”?

Top Three Benefits Why customers care about this benefit

Top Three Features Why customers care about this feature What you need to know about the feature



SO MANY PRODUCTS
Where do I start?

UNIVERSITY FOR
CONTINUOUS
LEARNING

PAGE 12

Describe the product/service and how it works.  Include any information that might be of interest to a customer including key 
functions, companion items, materials, etc.  You may wish to include a photo or drawing.

Step 3: Selling the Product/Service

Write three Position-
ing Statements for the 
Product/Service

Write three Quick Ques-
tions for the Product/
Service

Write three BAT State-
ments for the Product/
Service

Step 4: Entering the Order

What specific information, such as order process exceptions or reminders, do you need to keep in mind when enter-
ing an order for this product/service?

Step 5: Moving Forward - Do it again with another product!
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Simple instruction for submitting file to your manager:

Once you have completed the document , do the following to send it to your manager for review:

1. Click                                              at the bottom of this page.
    (Results: A Javascript window displays)

2. Verify the Desktop Email Application radio button is selected or select it, if needed.
    (Result: outlook is launched, a new email message displays with ‘Your.Manager@deluxe.com’ in the  ‘To’    
    field, the Subject line is completed, and this document is attached.)

Submit to
Manager

Click here once document is complete

Submit to
Manager

3. Delete information in the ‘To’ field and enter your manager’s name.

4. Click Send


	Text2: Type your answer here...
	Text4: Type your answer here...
	Text5: Type your answer here...
	Text3: Type your answer here...
	Text6: Type your answer here...
	Text7: Type your answer here...
	Text8: Type your answer here...
	Text9: 
	Text10: 
	Text12: 
	Text11: 
	text13: 
	Text14: 
	Text15: 
	Text16: 
	Tex17: 
	Text18: 
	Text1: Type your answer here...
	Text19: 
	Text20: 
	Text21: Type your answer here...
	Text22: Type your answer here...
	Text8a: Type your answer here...
	Text8b: Type your answer here...
	Text8c: 
	Text8d: 
	Text8e: 
	Text8f: 
	Text9a: Type your answer here...
	Text9b: Type your answer here...
	Text9c: Type your answer here...
	Text9d: 
	Text9e: 
	Text9f: 
	Text9g: 
	Text9h: 
	Text9i: 
	Text10j: Type your answer here...
	Text10k: PositionPositionPosition
	Text10l: QuickQuickQuick
	Text10m: BATBATBAT
	Text10n: ExceptionReminder!
	Deluxe web site link: 
	McBee web site link: 
	RapidForms website link: 
	submit from to email: 


