
CMCE Case Study

From National to Global B2B Sales
The case examines the need for B2B sales teams to delve into a customer’s real requirements before 
proposing a solution. Accepting the stated requirements may simply mean that the sales team is being 
used to provide free consultancy or a means of price comparison with a competitor who may already 
have been chosen informally.

In this study, the client (Telco) was an international telecoms operator interested in building better 
relationships with customers in the banking sector (where it was considered a minority supplier). 
Customers (e.g. Globank) were using the need to develop global platforms to consolidate their multiple 
national suppliers to improve the level of service and obtain more favourable rates by giving out larger 
contracts. RFPs had been used and bids invited.

A review of a specific bid opportunity brought to light the following facts. Telco’s sales resource was split 
across multiple countries and not equipped to handle global bids. There was no single point of contact 
with the Globank. However, there appeared to be a readiness on each side to consider a new way of 
working – something that would involve a global team and an enterprise wide approach. This created a 
new way of defining the requirement which led to a completely different analysis by Telco of what could 
be offered and its value to Globank as opposed to responding in its traditional fashion to an established 
requirement and attempting to compete on cost.

The specific issue turned out to be Globank’s need for very high levels of internal customer service 
driven by the tangible costs of trading delays. By showing how Globank could get immediate and visible 
triage in causes of failure, it was possible for them to create a new, high-level, emergency reporting 
capability that would provide immediate answers to questions from the bank’s business leaders – ‘which 
service, when, and who was responsible, how long will it take to fix, how confident are you in your 
prediction, when will we get an update or a confirmed resolution’ etc., etc. The final challenge was to 
overcome the resistance of the Telco’s operational teams to the change in their priorities that would be 
needed if they were to deliver a new and customer-specific offering - something that had to go to their 
CEO for resolution and approval (which was immediately forthcoming).

This change in approach created a new understanding in Telco of the need to provide a much higher 
level of skill when engaging with a global B2B customer set. It led in turn to new organizational 
challenges, resolving the competing demands of country operations, suitable adjustments to accounting 
and performance measures, reporting lines and promotion opportunities. A big win was needed to get 
these changes made and, although it took some eighteen months to resolve, the value created was seen 
readily to justify the many internal upheavals that ensued.


