Subagent Business Plan: How to Position Yourself for Success
By:  Peter J. Keane

President and CEO 
Keane Telecom Consulting, LLC
        

Today’s Subagents have decided advantages and disadvantages in the marketplace versus years ago.  One of the most dramatic advantages that exists today is the ability for small businesses generally and Subagents specifically, to use powerful Business Process Tools to improve their operations and efficiency.  In so doing, they are better able to sell services more easily, experience faster implementation, gain higher customer satisfaction and lower customer churn.  All these contribute to a better, more successful and enriching Agency.  KeaneTel uses all these tools and they are all available to our Sales Partners (Subagents).

The purpose of this article is to identify these tools and proffer ideas concerning how they will assist in the successful growth and development of your Agency, thereby Positioning Yourself for Success.
Being successful as a Telecom Agent today goes far beyond the amount you receive in compensation.  A reliable Master Agent today provides access to tools and training that help ensure their Subagents success.  The tools automate Business Processes in a way that streamlines the practical details and day-to-day procedures to which all Telecom Sales Agency businesses must attend.  These include:

· Customer Acquisition, Sales, Support and Maintenance

· Order Management

· Financial Management/Commission Management

Subagents have a good opportunity for growth and robust profitability if they modernize their Business Processes to enable them to become more productive. If the tools provided by your Master Agent are the correct ones, your Agency will simply sell more services, at higher prices and correspondingly higher commissions, than they can otherwise.  If the tools provided follow the more traditional style – mainly tools for reporting product information, status and commissions – then you are placing yourself in the position of not maximizing your chance to improve your overall performance as a business.

To ensure growth and robust profitability Agents should: 
· Consider using the best available tools to automate more Business Processes then they have done historically.

· They need to realize that the tools provided by many Master Agents are simply reporting tools, NOT Business Process Tools.

· They need to understand and should embrace the differences between these two items.

1. Automation tools are required to enable Business Process Management improvement in today’s Subagent Company.  These include:

a. Robust Customer Relationship Management (CRM) tools that allow for:

i. Event, Activity and Contact Scheduling
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1 Salesforce.Com Home Page:  From this page, users can setup calendars, use collaborative scheduling, add, delete and modify activities, etc.

ii. Marketing Campaign Management
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                                      Marketing Campaign Management helps you plan, track and execute your entire marketing mix.  KeaneTels implementation is designed fully to support Sales Agency businesses.

iii. Lead Generation and Management
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Lead information is captured as a result of a marketing campaign.  It may be on-line, via direct web inquiry, electronically uploaded or manually input.  All stages of the leads sales funnel progression are date and time stamped, so that a complete history of each and every lead is retained.

iv. Account Management including:

1. Customer Billing and Location by Location basic information and Telecom specific detailed information

2. Location specific service inventories and Contract Information

3. Item by Item Costs
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The accounts home page allows the user to easily navigate to all accounts.  When a campaign is begun, it generates a lead.  A lead that progresses to a real sale opportunity is automatically converted to an Account, a Contact within that account and optionally, an Opportunity (potential sale in the funnel) with a sales stage and potential sale revenue value associated with it.
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Notice the extensive Telecom customization of the Account fields.  Lists of all types of Telecom information such as Data circuit info, POTs line info, Toll Free and Local Dial-Tone information allow you to accurately inventory your customers location by location services inventory.                 

v. Contact Management including:
1. Recording of each and every customer interaction

2. Storage of all written documentation

3. Itemized listing of each call, email and written interaction
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Contact Management is used as a repository of information about a contact.  Here you see a contact record that displays all the fields appropriate for a KeaneTel Sales Partner.  These include, Intranet ID fields, Commission System Id’s, etc.  On ALL record types, a display may be customized to your specifications.  So if you want your sales people to only see certain information, the fields can easily be set to conform to your needs.  This customization ability is available for ALL record types including:  Leads, Accounts, Contacts, Opportunities, Cases, etc.
vi. Opportunity Management including:

1. Rep Identification

2. Sales Stage

3. Proposal Creation and Image Storage

4. Related Product Lists

5. Pricing Details

6. Teaming Status

7. Opportunity Team Task Assignments (for complex sales with multiple people involved, doing individual tasks to help close the deal).

8. Activity Tracking relating to the specific Opportunity

9. Projected Revenue

10. Forecasting Capability

11. Detailed Reporting
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Basic Opportunity information including the “Who, What, When and Where” of the Opportunity.  Notice the Telecom specific information detailed.
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Opportunity related additional information includes: Products to be proposed or sold, Activities relating to the sales process, Notes and file attachments such as proposal and quote copies, Contacts that are related and/or involved in the sales, Partners such as Carriers or KeaneTel Account Managers that are assisting in the sale.
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Forecasting is a critical component of good business management.  As such the KeaneTel implementation of Salesfoce.com automatically extracts information from the Opportunities recorded and applies them to the Reps individual forecast.

vii. Case (Trouble Reporting) Management including: 

1. Web to Case entry of trouble tickets
2. Multiple Carrier Support for Cases

3. Date and Time Stamping of each status change

4. Customer updates made automatically on a predetermined or ad-hoc structure

5. Automatic Escalation to progressively higher levels as need and/or time warrant
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Cases, like Leads, may be opened by web input, electronic upload or manually.  Customers can open tickets with multiple carriers, simultaneously notifying their KeaneTel Account Manager.  Automatic escalations, to progressively more senior management happen, based on user defined schedules.  Clients are automatically notified of problem resolution.  All comments and status changes are date and time stamped to provide a detailed history of Case resolution.  With every change, an automatic notification is sent to the client, eliminating the time needed to manually call and/or create an update email.
viii. Customer Contract Management including:
1. Contract start, end and notification dates.

2. Notices address listings

3. Recording of Contract related Notices whenever they occur.
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Contract Management becomes crucial to avoid complications resulting from Over or Under Utilization, pricing errors, etc.  The KeaneTel implementation of Salesforce.com assists in preventing these errors as well as assisting in prevention of Account loss due to forgotten contract expirations.

ix. Solution Setup and Management including:
1. What to do when “X” happens

2. What to do when “Y” happens

3. Document Storage: including scanned copies of Orders, Contracts, etc.

4. Individual and Group Scheduling or Events and Tasks

5. Mass Communication via:

6. HTML or text email

7. Mail Merge Letters

8. Mass Mailings

9. Telephone Blasts

10. Fax Blasts
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x. It must be highly customizable and can be changeable “on-the-fly”.

b. Lead Generation Tools

i. The Master Agent should invest in and supply to their Subagents leads based on (at a minimum) the following criteria:

ii. Subagents geographic coverage

iii. Subagent area of expertise

iv. Subagent vertical or horizontal marketing orientation

v. Subagent training on specific product sets
vi. Other issues specific to the situation

c. Powerful Order Management, Commission Tracking and Reporting (OMCTR) Allowing for:

i. Instant setup of new customer information

ii. Directly linked to the CRM application
iii. Manually entered

iv. Instant data entry process for new orders allowing for:

v. Carrier implementation tracking

vi. Install tracking

vii. Notification if an installed order is NOT PAID by the carrier

viii. Directly accept carrier data files for commission processing

ix. Complete Subagent by Subagent automatic commission calculations

x. The OMCTR application must be scalable to allow for your own end user accounts, the accounts and all related commission  setup, calculation and reporting on multiple layers of Subagents beneath you.
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The RPM Software Home page allows you to Navigate directly to any section of the system.  Whether it is Agency Management, Commission Issues, Customer Management, Reports or other information, one click and your there.
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Agency Management is easy, well documented and clear even to new users.
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Order Tracking is a breeze, allowing you to virtually never miss payment by a carrier for an order you place.  Many other features allow for implementation tracking, reporting and calculation of commissions as well as other information.

d. Payment Processing

i. Many Master Agents today pay no faster on average than they did five to ten years ago.  

ii. Today’s standard is, a Master Agent receives payment from the carrier and makes payment to the Subagent in the following month.  
1. Therefore, if a carrier pays the Master Agent on April 4th, in many cases the Subagent does not receive payment until between the 20th and 31st of May – fully six to seven weeks later!

2. Subagents have the option today to expect payment no LATER than the first pay period following the Master Agent’s receipt of the carrier revenues.  

a. This will improve payment to the Subagent by from a few days to six weeks or more.  This will dramatically improve the Subagents cash flows.

3. Master Agents should provide and Subagents should REQUIRE:

a. Payment via electronic payment or

b. Payment via direct deposit or 
c. Other payment method such as PayPal deposit.

All of which INSTANTLY clear your payment.  This eliminates waiting additional days for the check to clear.  

4. Payment systems used by the Master Agent should be readily available for Subagents to use or emulate.
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Paychex allows for KeaneTel to manage your payments so that your times to collect your revenues are reduced from weeks on end, to just days.

In summary Subagents can in effect, become Master Agents (whether or not they choose to have subagents of their own) if they:

1. Receive commissions that are ACTUALLY not just PURPORTEDLY high enough to support yourself and Subagents.
2. Today the typical Subagent commission is slightly over 10% on average.  

a. For major Carriers commissions paid to you should be between 15% and 25% residual plus in some cases, bonuses and spiffs and/or other incentives over and above these levels.  
b. Regional carriers, smaller carriers and resellers should be at the higher end of this scale

c. Niche products like Conferencing, Unified Messaging and other such items may well pay upwards of 50% or more. 

3. Have the Business Process Tools, in place and operational, to support their own Agents and their Agents Subs (if any).
4. These should include: 
a. CRM
b. Lead Generation
c. Commission Systems and 
d. Electronic Payment Systems 
e. The cost for these tools for a Subagent should not exceed one to two hundred dollars per month with little or no upfront cost
f. They should be available on a “turn-key” basis from the Master Agent 
g. The tools should require NO knowledge of programming
5. Today’s Subagent should DEMAND of their Master Agent, that ALL tools they use be available to the Subagent, so that they can run their Subagent business more successfully
The advantages listed above for Subagents will allow them to move to the next point in their business evolution.  Success is measurable by how you manage your business and the results then attained.  To best Position Yourself for Success, use these Business Process Tools to enhance your own business process and make the drive for success a reality.  
As indicated all these tools are immediately available from KeaneTel.
KeaneTel™ - Changing the way Telecom is sold, FOREVER!™
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