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2012AY Winter Session- Field Study
Coca Cola business hospitality salesmanship
Final Report



Name: CHIU YuYen
ID: 12410063
Professor: MAKINO Hirofumi

This field study had enabled me to learn more experience than | ever had in any of the part
time jobs that | had done or any of the exchanges that | had experienced with real working Japanese
business people. | was able to understand more and have the closest to real experience of what it
will feel like to be working and what it will feel like to work in Japan. It turned out to be totally
different compared to what | had imagined, espeically in the field of a salesmen. This field study
had made me change my image of the concept of salesmen and also on the concept of brand.

The main purpose of this field study was for us APU students to learn about the true
concept of hospitality salesmanship by having a real life experience with the coca cola company's
salesman managers. | experienced it for 3 days instead of the whole 4 days due to being sick for 1
day and I regret it for not being experience the whole learning chance. However, the 3 days that I
was able to attend enabled me to endure the knowledge of a salesman. | followed 3 different
managers for those 3 different days and they all taught me lots of knowledge and information that |
am not able to receive from class. | would conclude that the advices and knowledge that they
provided to me includes a salesman should have multiple faces for all the different customers he/she
faces, please your customer no matter what, always think in the customers' perspective, there is a
chance to do promotion anywhere including places where people can't see or see you work, etc. The
advices that they gave me at first sounded like those concepts that | read in the textbook before but
later on going around with them for the whole day gave me a feeling that they are concepts that
needs personal experience in order to be understood.

For the first day of the learning process | was in the Oita central bottler company. I went to
7 different shops with my manager. The manager that | followed for the whole day had worked in
the company for more than 20 years and he is still energetic, doing his best everyday at his job. We
went to multiple places to to check on the dispensers and also went to multiple places to deliever the
coca cola products that the customers requested. This manager shared with me a lot of his
experiences and showed me in reality how to keep a close relationship with customers. He took me
to a family restaurant which he said that he just successfully got them to change their dispenser and
refridgerator from 'kirin' to 'coca cola'. He explained that it took a lot of effort and patiences to
change the owner's mind as the owner wasn't willing to make the change at first. On the day that we
went to the shop we brought the owner the menu that he requested my manager to change, and my
manager told me that this is his third time to change the menu. After hearing that | can just feel the
amount of effort and patience my manager put into finding new shops and connect with the new
customers. This first manager was the only manager out of all of the managers that | had followed
who was the most like a salesman in my mind. We were going around other shops to check on the
dispenser and checking whether the settings in the machines were correct or not and amazingly |



could taste the differences in the machines. The area that we went to, to check the dispensers is a
location where most of the bars and restaurants are located in Oita, and after finishing the daily
checking we went to search for new chances for my manager to tackle. He showed me a karaoke
place where he said he had tried multiple times to persuade them to change from kirin to coca cola,
but it is still in progress. He even told me that if he is able to persuade this karaoke shop then he
will be able to change all of the dispensers in other karaoke shops that are under the same
cooperation as this karaoke shop. It is amazing to me to see how much patience and effort these
coca cola salesman needs to put in order to expand their market.

The second day of the event is more tiring compared to the day before as we were going
around to different shops to check on the inventories and re-put in the products when there weren't
enough stocks. It was the first time for me to go around the storage rooms of big supermarkets and
also put in the stocks for the coca cola products. The manager also set up a new campaign area for
the new launching promotion of coca cola zero. It was an amazing process, as the manager created a
whole new eye catching campaign area under thirty minutes just by using the cardboard boxes that
contains the product and a box cutter knife. It was a whole new image change for the area and it
was a great lesson for me. Other than the designing part of the campaign area, the manager also
taught me how to keep the relationship with customers. For example, once we arrived at the
supermarket, the manager immediately prepared some information and small give away gifts for the
workers in the supermarket. He talks to them, jokes around with them and when he sets to work in
the campaign area, he becomes one of the workers in the supermarket. He also expected me to do
the same like welcoming the shopping customers in the supermarket or make sure that we are not
blocking shopper's ways. The manager told me that it is very important to do that as if we do not
engage as the workers of the supermarket and offends the shoppers who shops there, then the coca
cola products will not be able to be sold there anymore. When we face any customer we need to
create a different us in order to satisfy them. I could see from this of how the salesman of coca cola
are protecting the name and brand of coca cola which really impressed me.

The third day of this incredible journey was the job of the first two days combined. | went
to different places to send off documents to customers with my manager and | also cleaned a lot of
coca cola cending machines that day. However, that day, we went to a cultural center in Oita and it
was the first time for me to experience what it is like to be a salesman as | was offered a name card
from the employees of the cultural center. I finally felt the seriousness of the job on that day. The
rest of the day | went around with the manager to clean all of the coca cola vending machines in the
particular area of a local market, which contains more than 20 vending machines. For me it is an
unforgettable experience as it is the first time for me to see how a multi-global organization like
coca cola success; it comes from doing and making sure of the smallest details. Other than the
cleaning, | was able to see something so unique that I think it cannot be found anywhere else in
Beppu or Oita, it is the oldest vending machine. It had been set in the onsen shop for more than 50
years and it is still working.

After these three days | can really feel the influence of coca cola in the drinks industry and
why it is so successful. Its concern to details and having all of the employees in the company



thinking the same way and being concerned about the details in the same way is amazing in my
eyes. The sales managers make me feel like they see the company as their home and they are doing
everything that they can to protect the name of their family and also make others (customers)
around their family feel comfortable around them. This changed me impression of a salesman, who
I thought was just trying to sell products and also just promoting products all day. Instead the sales
managers in coca cola have to do cleanings, putting in stocks, and also the basic promoting. Their
beliefs in the service that they are providing is profound and also their actual actions for their
beliefs are even more unbelievable. Their actions and their way of meeting customers' expectations
are very respectable. They taught me the lesson of loyalty, communication, patience, and also
courage. | have enjoyed this field trip very much and hope that there is another chance for this kind
of wonderful experience.
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Coca Cola Business
Hospitality Salesmanship

Field Study Final Report

Fabiola Keisha Kurnia Ridwan
APM 12410075
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Introduction

Coca Cola Company is a worldwide known American beverage corporation which is headquartered
in Atlanta, Georgia. It was invented in1886 in America and gradually spread around the world.
Finally, in 1957, Coca Cola Japan was established. With the current competitiveness of beverage
company, Coca Cola Japan maintains its existence by producing other drink beverages from Coca
Cola so its products can reach a wide range of consumers with different age categories. To promote
its products, Coca Cola Japan preserves the hospitality salesmanship to build a reliable relation by
using a win win solution in a long period. During the field study, | learn how to implement this
hospitality salesmanship in the reality by using the knowledge that I got from the previous classes.
What I learned from the class

Nowadays, Coca Cola Japan has more than 50 beverages’' brands that are consumed throughout
Japan. Surely, it has to create a right marketing way to promote each product. During this course, it
was explained that marketing is building a structure that preserves consumers’ satisfaction and
continuation in purchasing through the offer of products as well as service. To market its product, it
is important to know the consumers’ needs first. In hospitality salesmanship, the salesman is not
considered as a mere salesman who has the duty to sell the product. Salesman has to act as
consumers’ profit partner which means that he should not think only for his company’s profit, but to
consider consumers’ need and its source, offer a win win solution for customers’ problem, and build a
reliable long relationship with consumers. By combining the customers’ needs together with
company’s distinguish feature, then salesman can propose a solution which contains both
consumers and company’s merit. In other words, before suggesting a proposal to customers,
understanding customers’ current condition and recognizing the cause, priority needs and its reason
are important to reach win win solution between 2 parties. The proposal given to the customer
should contain the way to solve customers'’ issue. It is called PDCA (Plan, Do, Check, Action) as a
consulting sales process for problem solving.

e Plan: understanding the current situation, clarification of the needs and its cause, also decision to
solve the issue (including objectives, strategy, and plan)

o Do: proposing the problem solving solution, implementing the plan

e Check: monitoring the plan, checking the result

e Action: doing improvement and data base

What I learned from the field study

During field study, I visited Minami Kyushu Coca Cola Company and learned 4 different routes In
chuu ou ( ) branch, | learned chain store and food service, while in Higashi Beppu | learned full
service and supervisor. Though each route has its own service field, basically all of them do the
same thing which is suggesting the win win proposal to each customer. When | was doing the
supervisor part, | learnt that the practical implementation of PDCA by seeing the manager’s

strategy plan.
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e Plan: To increase the sales of Georgia coffee, by using the current event during that time (February)
the manager had an idea to sell Valentine gift containing 1 black Georgia coffee and a box of
chocolate wrapped in a Valentine plastic bag for around 300 yen each.

o Do: After that, he made a formal proposal and proposed it to the store manager. The store
manager agreed with his idea so he could start to prepare it by buying necessary items such as
chocolate boxes, valentine plastic bags, etc. At the beginning of February, he started to sell them
and placed them near the cashier.

e Monitoring: For every visit to that store, the manager always asked the sales condition about the
Valentine’s gift products. However, since it was still at the beginning of the February, the sales
hadn’t increased that much. Nonetheless, there were some consumers especially the young people
who bought it.

e Action: To be honest, since the field study ended before Valentine’s day, | didn’t have a chance to
watch manager doing improvement. However, | believe that after the Valentine’s day ended, the
manager would do the reflection about his plan by seeing the result of the sales (whether it helped
to boost the sales or not) and consulting with the store manager about the consumers’ reaction. By
having this evaluation, the manager would know whether this plan was good enough to be

implement next time or not.

In this case, the manager here perceived the Valentine's day as an opportunity to increase sales of
the product by utilizing occurred event and consumers’ needs for Valentine day (such as chocolate
gift). Then, he combined them with the company’s product (Georgia Black Coffee) and it created a
win win solution for both parties.

Conclusion

By doing this field study, | learnt directly on how to implement the materials that | got from the
class to the practical field. Especially during this field, I learnt about how to implement the PDCA
into the real world. If the PDCA is proceed in a right way and successfully agreed by the customer,
it will give a win-win solution both to the customer as well as the company. When there is a win win
solution between the 2 parties, we can preserve a good relationship and trust in a long term. This
way to preserve a good long relationship is called as hospitality salesmanship which is preserved by

Japan Coca Cola company to each customers.
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Coca Cola Business Hospitality Salesmanship
<Year 2012 Winter session Field Study>
12210396 KO WooYoung
This report is going to be discussing about what the writer experienced and felt
during the winter session field study to Coca-Cola Minani Kyusyu Bottling Company. Before
discussing main topic, there will be brief explanation of Coca-Cola Minami Kyusyu Bottling
Company.
The Coca-Cola Minani Kyusyu Bottling company is established in 1962, merged with
Coca Cola West in April of 2013. It is the regional company of the Coca-Cola, the world
s leading company in soft drink industry. The company is in charge of Kumamoto, Kagoshima,
Miyazaki, and Oita. The business they do is from processing the drink, to marketing and sales.
The first day, the class was about the orientation of what the company does and
visiting the warehouse. The second and third day the class experienced the food service and
chain store with the Oita branch managers. Then, at the fourth and fifth day the West Oita
group moved the place to the West Oita branch, and experienced regular service and full service.
These are explanation of the service that writer had experienced during the field trip.

e Food Service

The main customers of this service will be restaurant, karaoke, and others. This is sold
by the syrup, not by the cans or bottles. Also, the manager has to make sure that the
machines are working properly, solving the problems of the customers by introducing new
plans or recipes.

e Chain Store

For this service, the sales are made through the chain store, such as super market and
drug store. For this case, the manager has to cooperate with the chain store to sell the
products. Decorating the product corner will be the one example of what manager has to
do with the store.

e Full Service

For the full service, Coca Cola is selling directly to the customers. The sales are made
through the vending machines. Those machines are located place that the customers can
reach easily, such as school, hospital, and place you can enjoy leisure. As a result,
the manager has to offer the right vending machine that the customer wants. Also, the

maintaining the vending machine is required

e Regular Service

This service is selling the product by can and bottle, to the customers. And that customer

23



will be selling the product though their store, or the vending machine. The main customers

are varies, however, they are usually independent small retailers. The manager has to

support the customers by the visiting them and suggesting the sales promotion.

The hospitality and salesmanship that the writer felt from the field study is that in
sales, the interaction between the salesman and customers is very important, Before taking
class, the writer thought that sales is all about how to talking a lot to persuade the customer
to buy the product or service. However, the most important thing, as mentioned before, it
is interaction. The salesman must listen to the customer, what he or she wants, exactly.
Based on that information, the salesman must suggest the solution that customer would like.
IT the solution that salesman suggested was successful, the customer will rely on that
salesman. And i1t will lead win-win situation for both of them.

Also, what the writer felt during the field trip is that the Coca-Cola salesmen kept
trying to know the current situation of the market. For example, they tried to see what
customers drink during the lunch. Based on what he saw or felt, they share it with business
owner, and make something on common.

In addition, as salesman are working with the people, not machine, while they are
talking with the business owner, they kept trying to keep the balance of the work and private
chats to keep the customer interested in talks.

In conclusion, as the sales were the actual, practical business dealing with people,
it seems very difficult. However, on the other hand, the fundamental was based on thinking
on the situation of customer. As a result, as long as you remember the fundamental, the
sales must be successful.
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Summary Report:
Coca Cola Business Hospitality Salesmanship

Instructor: MAKINO HIROFUMI
SONG, Dong Wook

12409296

APM

Executive Summary: To deepen the understanding of the theory ‘Hospitality
Salesmanship,’ the similarities among number of different salesmen'’s attitude towards
sales activity are observed in the field. Promotion of products to dealers (customers) is
the main purpose of every salesman, but before promotion takes place, understanding
customers’ various unique situation and building interpersonal trust is valued and
served as the basis of the salesmanship.

Objective of the study: To confirm how the theory of hospitality salesmanship learned
during lecture is implemented in the field and to find similarities, differences, or
limitations to the theory.

B Hospitality Salesmanship: ‘Problem-solving Consultation approach’ is needed in order to
establish long-term WIN-WIN relationship with customer. The relationship between the
salesman and the customer is not only that of the seller and the buyer, but also that of a
community which fulfills each other’s needs and support each other’s lives.

B Consultation Skills: It is important for a salesman to be thoroughly aware of his own product
and service to be provided to the customer, and it is equally important to be aware of the
situation the customer is in, to be able to relate to how the customer actually feels, and to
view the situation in the customer’s perspective.

B The PDCA process:

B Plan: Gathering all the information of what the salesman himself can provide to the customer
to fit into the situation the customer is in. The direct contact with the customer occurs. Before
this step, salesman’s sufficient knowledge on the target customers, consumers, competitors,
and the companies is mandatory as basis. Salesman clarifies the customer needs and the
causing factors of the needs. Salesman must gather necessary information about the
customer’s situation through holding proper conversation. Salesman gather information by
asking the customers questions to investigate the situation, to gather specific information,
and to detect what kind of attitude the customers have about the possible solutions.

28



(Case: Small restaurant manager (customer) in the Oita Dom. The syrup machine was old and
was no longer in use. In addition, the manager wanted to establish a new Tabehodai plan, and
needed soft-drink Nomihodai syrup machine. In this situation, the customer’s need was
establishment of a newer syrup machine and to change the soft drink product menu: the most
of the consumer coming to the restaurant was on average above 50 years old, so therefore,
juice and fruits products were favored over carbonated drinks such as Cola. The salesman
began with the customer’s situation related questions before suggesting solutions. The
salesman was mostly asking questions, and only brought out possible solution after he held
conversation enough to figure the customer’s situation and the needs.)

B Do: Provision of the solution to the customer’s problem and satisfy his or her needs.

B Check: Constant monitoring the situation as well as the degree of the success after provision
of solution to the customer’s needs is necessary. Monitoring took majority of time for sales
activities: checking how the products are selling how the customer feel about the product,
and whether the customer is rightly following the rules. (Case: One customer was putting
other company’s products in the Coca Cola’s coffee syrup machine. The salesman checked
with the customer if there was any problem with the machine, the reason why the customer
stopped using the machine.)

B Action: Making improvements to the current situation and arisen problems, and storing the
cases to the database. (Case: Followed by the cases mentioned above, salesman reported the
situation to the office in order to gain support to the solution in the scale of the whole
company.)

Conclusion:

Although the situations the customers are in differed by different types of business, Salesmen'’s

hospitality was the same importance in achieving long-term relationship.
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