
Sponsored by:
ITAC
With support and conferencing services by
WorldCom

We’re ready to begin!

November 19, 2002 - 12:30 to 1:30 p.m. ET

Problems logging on?  Please call 888-823-3630

Creating a Virtual Salesforce: 
The Dow Chemical Company 
Experience



!Gil Gordon
" Welcome everyone!
" Agenda review is next
" Practicing what we preach 

about tools for telework
" Our thanks to WorldCom    

for providing support

Introduction

www.gilgordon.com



Agenda

! 12:35  Welcome by Tim Kane, President of ITAC
! 12:37  Topic overview - Gil Gordon
! 12:40  Presentation by Bob Long - Dow Chemical Co.
! 12:55  Open Q&A session
! 1:05  Presentation by Bob Long (Cont’d.)
! 1:20  Open Q&A session
! 1:28  Concluding remarks
! 1:30  Webinar ends



Review of Protocol

!Audience is in listen-only mode
!We will have two Q&A sessions later -

you’ll be told how to get into the queue  
to ask a question

!Please keep your questions short and to 
the point so we can respond to as many 
questions as possible



The 2002 ITAC Webinar series is sponsored by WorldCom 
Conferencing.  
Learn to be more productive, reduce expenses, and travel less with 
conferencing tools from WorldCom. 
For information on how to host a virtual meeting or event of your 
own, please visit WorldCom Conferencing online at 
www.WorldCom.com/Conferencing or call (800) 480-3600.



Agenda

! 12:35  Welcome by Tim Kane, President of ITAC
! 12:37  Topic overview - Gil Gordon
! 12:40  Presentation by Bob Long - Dow Chemical Co.
! 12:55  Open Q&A session
! 1:05  Presentation by Bob Long (Cont’d.)
! 1:20  Open Q&A session
! 1:28  Concluding remarks
! 1:30  Webinar ends



Tim Kane 
President, ITAC

(412) 391-1010  ext. 255
tim.kane@kineticworkplace.com

“To drive the growth and success of work 
independent of location and promote the 

economic, social and environmental 
benefits of telework.”

Please welcome ...
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Quiz Question:
Is presentation about …

! Dow Chemical Co.’s 
shift from an office-
based sales force to a 
virtual organization?

! The technology and 
cultural challenges of 
making this change?

! How to support field 
sales staff to free up 
their time for more 
sales calls?



Quiz Question:
OR - is this presentation about …

! Distributing an office-
based organization so it 
has more contact with its 
clients?

! The technology and 
cultural challenges for 
accountants, auditors, 
consultants, engineers and 
others making this change?

! How to support field staff 
to free up their time for 
more client contacts?



Guess what -
This presentation is about BOTH …
! Dow Chemical Co.’s 

shift from an office-
based sales force to a 
virtual organization

! The technology and 
cultural challenges for 
sales reps making this 
change

! How to support field 
sales staff to free up 
their time for more 
sales calls

! Distributing an office-
based organization so it 
has more contact with its 
clients

! The technology and 
cultural challenges for 
accountants, auditors, 
engineers and others 
making this change 

! How to support field 
staff to free up their 
time for more client 
contacts
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Creating a Virtual Salesforce:
The Dow Chemical Company  
Experience

Part I - Background and Transition

ITAC Webinar - November 19, 2002
Robert F. Long
Manager, Customer Interface & Sales 
Administration
The Dow Chemical Company



I. Project Background

!Dow’s Sales Office Structure History
! 1990 = 21 Sales Offices in North 

America; all Field Sales personnel 
assigned to an office / regional territory.

! 1995 = 8 Regional Sales Administration 
Service Centers; virtual office 
implementation underway.

! 1999 = 1 North American Sales 
Administration Center located in 
Midland, Michigan; virtual office 
implementation complete.



I. Project Background

!Transition Planning
! Consolidated sales administration 

services before focusing on real estate.
! Planned office closures / transition to 

virtual environment around office lease 
expirations.

! Focused on best use of technology and 
support of IT tools to maximize 
productivity.



I. Project Background

!Business Case: The Virtual Model
! Organizational flexibility - locate Field 

Sales personnel where “the customers 
are”…

! Increase in productivity - facilitates / 
necessitates utilization of IT knowledge 
& experience.

! Cost $avings - primarily in real estate $$



I. Project Background

!Challenges: Implementing Virtual Offices
! Workforce Planning - expect lost 

productivity or turnover of employees not 
suited as a virtual worker.

! Organizational Stress - willingness to 
address employee feelings of 
disconnection from the big company.

! Leadership - reinforce trust, encourage 
initiative, and practice empowerment.



I. Project Background
!Building “Improved” Support for Field 

Sales
! Call Management / Call Center Technology

- voicemail is best practice, but offer a live 
body as needed.

! Written Correspondence - focus should be 
on “what” versus “how”; use dial-in-
dictation; accommodate “drafts” for touch 
typists.

! IT Support - hands-on & phone support 
(50:1 ratio); make house calls if asked; 
productivity experts; facilitate training; 
create value!



I. Project Background
!Transition - Who, How, When

! Consolidate / reengineer all admin. 
support into one location ASAP - make it 
good enough for everyone!

! Know what’s happening in your industry.
! Know what your customers expect from 

a sales person.
! Know what motivates your people and 

what will turn them off!
! Implement a program that you and your 

people can live with that’s best for your 
customer base.



I. Project Background

!Technology Support
! Be willing to shift spending toward 

technology versus saving BIG dollars.
! Be aggressive, progressive, but 

selective
*  remote / “e” fax service
*  reliable high speed data connection 

(ISDN, DSL etc)
*  engineer a fail-safe telecom plan so   

customers do not get lost in the 
technology; keep it simple.
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The Dow Chemical Company  
Experience

Part 2 - Lessons Learned & Next Steps

ITAC Webinar - November 19, 2002
Robert F. Long
Manager, Customer Interface & Sales 
Administration
The Dow Chemical Company



II. Lessons Learned

!Selling “Virtual” to Sales Employees
! Focus on flexibility for work-life 

balance, but don’t hide the cost savings.
! Focus on the business value to be closer 

to the customer base, but don’t hide the 
cost savings.

! Management should be willing to 
“practice what they preach”.

! Recognize that virtual/mobile office 
work is not for everyone … choose the 
right candidates.



II. Lessons Learned
!A Mind Shift: Going Virtual

! Think of being in the same building … 
only on a different floor from your 
colleagues.

! Work is not where you go!
! Know when to turn it off!
! Rely on administrative services to avoid 

getting bogged down with admin work; 
stay focused on selling and building 
customer relationships.

! Build ways to stay connected to the big 
company as appropriate.



II. Lessons Learned

!Increase Customer Focus!
! Transition should be seamless to the 

customers.
! Communicate openly with them about 

the transition to a virtual work 
environment and discuss how contact / 
service will improve.

! All reengineered work processes should 
be focused on customer service / 
contact.



II. Lessons Learned

!Regional (North America) to Global
! Not all cultures can / will accept virtual 

(work-at-home) concepts as easily as 
North America.

! Space for a home office is at a premium.
! Think “mobile work” outside of North 

America.
! T3 (Things Take Time)

*  Take time to listen to employees
*  Do not rush implementation



II. Lessons Learned
!Where we’re headed now

! Use of CRM tool across the enterprise to 
increase customer retention and loyalty 
via effective relationship management.

! Next generation of high speed 
connectivity.

! Continued focus on IT competency as 
technology changes.

! Adopt best practices in leveraged admin 
services for increased productivity.

! Ergonomics in the virtual office; revisit 
equipment / furniture specifications.



Thank you !

Thank You!
Robert F. Long

The Dow Chemical Company
Marketing & Sales Global Technology Center

3391 Route 27, Suite 109-317
Franklin Park, NJ   08823
(732) 940-0168 - Office

(800) 417-4243 - Fax
rflong@dow.com



Agenda

! 12:35  Welcome by Tim Kane, President of ITAC
! 12:37  Topic overview - Gil Gordon
! 12:40  Presentation by Bob Long - Dow Chemical Co.
! 12:55  Open Q&A session
! 1:05  Presentation by Bob Long (Cont’d.)
! 1:20  Open Q&A session
! 1:28  Concluding remarks
! 1:30  Webinar ends



Agenda

! 12:35  Welcome by Tim Kane, President of ITAC
! 12:37  Topic overview - Gil Gordon
! 12:40  Presentation by Bob Long - Dow Chemical Co.
! 12:55  Open Q&A session
! 1:05  Presentation by Bob Long (Cont’d.)
! 1:20  Open Q&A session
! 1:28  Concluding remarks
! 1:30  Webinar ends



!Entire presentation will be available for 
replay - visit 
www.workingfromanywhere.org

for details on/after November 20
!We invite you to learn about and join ITAC -

visit www.workingfromanywhere.org

Webinar Conclusion 
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US!


