
TThhee  sscciieennccee  ooff  sseelllliinngg  --  CChhrr..  HHaannsseenn  aapppplliieess  aann  aannaallyyttiiccaall  aapppprrooaacchh  

CChhrr..  HHaannsseenn  mmaayy  nnoott  bbee  aa  hhoouusseehhoolldd  nnaammee,,  bbuutt  ffoorr  wweellll  oovveerr  aa  cceennttuurryy  iittss  iinnnnoovvaattiivvee  pprroodduuccttss  hhaavvee  iimmpprroovveedd  tthhee  qquuaalliittyy  ooff  ffoooodd  aanndd  hheeaalltthh
ffoorr  mmiilllliioonnss  ooff  ppeeooppllee  wwoorrllddwwiiddee..  TTrruuee  ttoo  iittss  eetthhooss  ooff  ccoonnttiinnuuaall  iimmpprroovveemmeenntt  tthhee  DDaanniisshh--oowwnneedd  ccoommppaannyy  hhaass  aallssoo  rraaiisseedd  iittss  lleevveell  ooff
pprrooffeessssiioonnaalliissmm  bbyy  iimmpplleemmeennttiinngg  aa  uunniiffoorrmm  ssttrraatteeggiicc  ssaalleess  pprroocceessss  tthhrroouugghhoouutt  iittss  ooppeerraattiioonnss..      

The decision to adopt the Strategic Selling® process came after
members of its Northern European management team
independently attended Miller Heiman public courses in the late
nineties. They realised that introducing its step-by-step procedure
for qualifying business opportunities would result in better focus
and accurate forecasting, as well as promoting the
communications and teamwork that are essential for effective
management of international accounts.    

Chr. Hansen, which develops natural ingredient solutions for the
food, dairy, human health and agricultural feed sectors, has a
string of innovations to its name. For example, its products have
revolutionised cheese production, its range of natural colours
gives an alternative to artificial colours and EU-approved
alternatives to antibiotic growth promoters are now available.
Whilst being active in all major markets and selling to global
customers, the company had no single approach to pursuing
single sales objectives and to building customer relationships. 

BBrriiaann  CCoowwaann,,  MMaannaaggiinngg  DDiirreeccttoorr  ooff  CChhrr..  HHaannsseenn--UUKK  ((LLttdd)),,  iiss
rreessppoonnssiibbllee  ffoorr  ooppeerraattiioonnss  iinn  tthhee  UUKK,,  IIrreellaanndd  aanndd  SSoouutthh  AAffrriiccaa..  

““WWee  ssuuppppllyy  tthhee  mmaajjoorr  ffooooddssttuuffff  mmaannuuffaaccttuurreerrss  wwhhoo,,  iinn  ttuurrnn,,  sseellll  ttoo
tthhee  ssuuppeerrmmaarrkkeett  cchhaaiinnss  aanndd  ootthheerr  rreettaaiilleerrss  wwiitthh  eennoorrmmoouuss  bbuuyyiinngg
ppoowweerr..  OOvveerr  tthhee  llaasstt  ffeeww  yyeeaarrss  mmaannyy  gglloobbaall  ccuussttoommeerrss  hhaavvee
ccoonnssoolliiddaatteedd  tthheeiirr  ppuurrcchhaassiinngg  ppoowweerr,,  ssoo  ttoo  mmeeeett  tthheeiirr  nneeeeddss  oouurr
ssaalleess  aapppprrooaacchh  hhaass  ttoo  bbee  ccoonnssiisstteenntt  rriigghhtt  aaccrroossss  tthhee  bbooaarrdd,,””
hhee  eexxppllaaiinnss..  

““SSttrraatteeggiicc  SSeelllliinngg®® hhaass  ggiivveenn  uuss  aa  ccoommmmoonn  ddiisscciipplliinnee  aanndd
llaanngguuaaggee  tthhaatt  mmaakkeess  uuss  mmoorree  pprrooffeessssiioonnaall  aanndd  mmaakkeess  iitt  eeaassiieerr  ffoorr
ccoolllleeaagguueess,,  ssaayy  iinn  GGeerrmmaannyy  aanndd  AArrggeennttiinnaa,,  ttoo  ttaallkk  ttoo  eeaacchh  ootthheerr..  IItt
iiss  aallssoo  hheellppiinngg  ttoo  ddiiffffeerreennttiiaattee  uuss  ffrroomm  oouurr  ccoommppeettiittoorrss..  TThheessee  aarree
iimmppoorrttaanntt  ffaaccttoorrss,,  ppaarrttiiccuullaarrllyy  wwhheenn  yyoouu''rree  sseelllliinngg  iinnttoo  vveerryy
ccoommppeettiittiivvee  mmaarrkkeettss..””  

The company wanted to send a simple message that 'selling is
universal wherever you are in the world' - a task that entailed
training some 270 people, one tenth of the overall workforce.

IInn--hhoouussee  ddeelliivveerryy
One of Miller Heiman's independent consultants, Tony Ellis,
introduced the Strategic Selling concept and ran the initial
workshops for Chr. Hansen. However, CChhrr..  HHaannsseenn  rreeccooggnniisseedd  tthhaatt
ddeelliivveerriinngg  tthhee  pprrooggrraammmmee  iinn--hhoouussee  wwoouulldd  hhaavvee  aaddddiittiioonnaall  bbeenneeffiittss
iinn  tteerrmmss  ooff  ggrreeaatteerr  fflleexxiibbiilliittyy,,  eeffffiicciieenntt  uussee  ooff  rreessoouurrcceess  aanndd
ccuussttoommiissiinngg  tthhee  wwoorrkksshhoopp  ccoonntteenntt..      

In February 2001 Cowan became a Miller Heiman Client Associate
by completing its Train-the-Trainer programme and has since rolled
out the Strategic Selling methodology throughout the Chr. Hansen
organisation, including North America, Europe, Australia and
South America. 

Generally the workshops were held in English. In France, however,
Miller Heiman's local independent consultant was the facilitator
and in Italy Cowan worked through an interpreter. 
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In his experience differences in cultures present the biggest
challenge, particularly in Latin America, so to gauge whether the
message is getting across he asks delegates to complete Blue
Sheets in their own language during the workshops and observes
as the momentum builds.  

In Europe a Sales Project Monitoring Database has been set up - an
initiative that integrates Strategic Selling's key principles into the
selling cycle. Computerised records, based on the programme's
Blue Sheet analysis tool, provide detailed information by country
of each sales representative, the situations they are currently
working on, the value of potential business and actual sales
generated.  

“We've adopted all the fundamental Miller Heiman concepts - the
Single Sales Objective, the sales funnel, and the Euphoria/Panic
scale, which is about gut feel - so there's a structure in place to
help sales people to clarify their position and track progress.”

““SSaalleess  MMaannaaggeerrss  iinn  eeaacchh  ccoouunnttrryy  ccaann  cclleeaarrllyy  sseeee  eevveerryytthhiinngg  tthhaatt''ss
ggooiinngg  oonn  aanndd  ccaann  ggeett  aa  ttiimmeelliinnee  oonn  wwhheenn  pprroojjeeccttss  wwiillll  hhaappppeenn,,
wwhhiicchh  iiss  aa  bbiigg  pplluuss  wwhheenn  bbuuddggeettiinngg..””

SSaalleess  tteeaammss  mmeeeett  rreegguullaarrllyy  ttoo  rreevviieeww  bbuussiinneessss  ooppppoorrttuunniittiieess  aanndd
sshhaarree  iinnffoorrmmaattiioonn  mmoorree  eeaassiillyy  uussiinngg  aa  ccoommmmoonn  ffrraammeewwoorrkk  aanndd
llaanngguuaaggee..  TThheeyy  hhaavvee  aallssoo  ffoouunndd  tthhee  BBlluuee  SShheeeett  aanndd  GGoolldd  SShheeeett
((LLaarrggee  AAccccoouunntt  MMaannaaggeemmeenntt  PPrroocceessss))  vveerryy  uusseeffuull  ffoorr  ggeenneerraattiinngg
nneeww  iiddeeaass  aanndd  aapppprrooaacchheess  ttoo  pprroobblleemmss..  ““IInnttrroodduucciinngg  SSttrraatteeggiicc
SSeelllliinngg  hhaass  bbeeeenn  ggoooodd  ffoorr  tteeaamm  bbuuiillddiinngg  aanndd  nnooww  tthhaatt  iinnffoorrmmaattiioonn
iiss  mmoorree  aappppaarreenntt  ppeeooppllee  oouuttssiiddee  tthhee  ssaalleess  oorrggaanniissaattiioonn  hhaavvee  aa
bbeetttteerr  iinnssiigghhtt  iinnttoo  oouurr  aaccttiivviittiieess  ttoooo..””      

AA  pprrooffeessssiioonnaall  bbeenncchhmmaarrkk  

In addition to providing a framework for winning business
consistently, SSttrraatteeggiicc  SSeelllliinngg  hhaass  aallssoo  iimmppaacctteedd  pprrooffeessssiioonnaall
ddeevveellooppmmeenntt,,  aaccccoorrddiinngg  ttoo  BBrriiaann  CCoowwaann..  ""OOvveerraallll  ssaalleess  ppeeooppllee  ffeeeell
tthheeyy  aarree  ddooiinngg  aa  bbeetttteerr  jjoobb..  But more than that the Miller Heiman
approach sets a benchmark for identifying individual strengths
and areas that need to be developed, rather like an annual
appraisal,” he says.        

Daily use of the sales database helps to instil the fundamental
techniques, but Cowan also recognises the need for constant
reinforcement. To complement in-house initiatives, refresher
training with Miller Heiman is ongoing, and there are also plans for
sales people to attend the Negotiating Skills programme. 

Any change in working practices tends to meet with some
resistance, but for Chr. Hansen the transition has been remarkably
smooth. It has helped that senior management attended the
workshops to demonstrate their commitment and continue to
promote the new process through internal communications. But
another reason for the positive response to the Miller Heiman
methodology is the company's scientific culture. Its sales people
have to be commercially astute, but typically come from a technical
background. As specialists in food chemistry and related
disciplines they may not necessarily have had any previous sales
training but can identify with Strategic Selling's objective and
analytical approach as the foundation for building an exceptional
sales organisation.    

S
M

C
as

e 
St

ud
y

C
hr

. H
an

se
n


