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The standardization of a highly diverse and complex sales

process: A case study of company A, sales department

Anju HANAHARA
Graduate School of Economics, University of Tokyo

E-mail: hanahara-anjuS58@g.ecc.u-tokyo.ac.jp

Abstract: This paper examines the case of a standardization effort implemented in the sales
department of company A. To respond to changes in the market, it was necessary for company
A to raise the level of its sales force and refrain from sales methods that depend on individual
skills. As part of its mid-term management plan, the company engaged in efforts to
standardize its sales process and expanded its educational tools based on the idea of “process
management”. Although company A handles a great number of products and its customer
needs are complex, many business scenes have been categorized and patterned to make as
many tools as possible. Lastly, the effectiveness and suitability of promoting standardization

in a highly diverse and complex sales process will be discussed.
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