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Problem

Fear of failure is the biggest obstacle and opportunitepreneurs and small business
owner’s face. The fear of failure or rejection tleeyperience when making a sales call or
dealing with customer objections can be terrifying, or werseippling. If left

unchecked, fear can destroy productivity, sales, and markeg. Sbftensmall business
people have a lack of sales skills and it takes too mifictt and time to obtain good
skills. Small business owners do not have the timeaim lehrough experience. They

need a faster track.

Solution
We submit for your approval “The Crucible”.

The Crucible is a simulated sales training environmen
that teaches existing and prospective business |
entrepreneurs how to navigate the dangerous cliffs of
selling in a virtual environment. The Crucible is an
immersive sales training system, where small busine g
owners go through six simulated sales calls and six

training seminars in a consequence free environment.

Wouldn't it be great if you could play video games and nma&eey? Isn'’t that the
fantasy of every 25 year old in lowa? How many timeghau seen young ambitious
people spending too much time in front of video games, whengiould be preparing
for careers in business? The Crucible combines the “\gdawe” experience with

business training to help young entrepreneurs grow profedgional

The Crucible’s virtual simulation immunizes small busin@ssers from rejection in a
non-threatening game-like environment. It takes away theofedenial while teaching
them the skills to make a salehis application of Virtual Worlds will be an enormously
powerful application for the lowa Small Business Depealent Center (SBDC).



The program is concrete and easy to understand fromath@ypstint of the lowa SBDC
and their clients. The Crucible will help SBDC clientsrease the number of jobs
created in lowa through additional sales and also hedmrgtbs in lowa.

The entire program will be administered during three ecuisve Saturday mornings —
from 7:30 to Noon.

The Crucible environment will be an office building
with three offices, a sales training room, and a
waiting room. Behind each desk (virtually) will be a
skilled businessman from SCORE (Service Core of
Retired Executives). The participants will cycle

through the virtual office building making two sales

calls in each office. The first three sales calisa
needs analysis. The second three sales calls are the
solution presentation. During this training process,

SCORE Volunteers

participants will switch products three times. The
products to be sold will be selected by each
individual SCORE volunteer. The student will

receive product information prior to the training.

Background of Entrepreneurs in lowa

Are you smarter than your boss? Do you know more afmutjob than anyone else in
your office? Why is your boss or corporation taking allryoredit? Is corporate America
sucking the best and most productive years of your lifeydmean you? If you have ever
experienced feelings like this — you may be a good entrepreneur

In lowa we have a deficit of entrepreneurs. Sadly,tmpesple in lowa will not tell you
that because they are too polite. This is preciselywsdpave a deficit of entrepreneurs.
People in lowa are just too nice. It takes a rough necklittlhregard for rejection and
failure to be successful in a harsh and unforgiving bustigsate. Small business is the
light of the lowa economy and it is the budding entrepuemwho are the baby stars —



born from the nebula of the entrepreneurial flame. SBBC needs to develop these
young budding entrepreneurs into successful business olneraching them crucial
sales skills

Cold calls grow sales, market share, income, and cjaageUnfortunately, cold calling
advanced products and services can be difficult. Not bedagdene consuming, but
because cold call sales can be downright frightening andnsxgped fear can destroy

success. Or worse, fear can keep potential entrepremeor&ver starting their venture.

SBDC Background and Key Metrics.

The Office of Small Business Development Centers (SBRrovides management
assistance to current and prospective small businessreav8BDC offers one-stop
assistance to individuals and small businesses by prgwdimde variety of information
and guidance in central and easily accessible bragakidms. The program is a
cooperative effort of the private sector, the educatiooalmunity, and federal, state and
local governments. It is an integral component of &neneurial Development's
network of training and counseling services. (Source SBBLsite)

According to Jim Heckmann, the key performance metoicthe SBDC are as follows:
1. Capital Raised for business

Number of jobs created in lowa

Number of jobs retained in lowa

Hours of counseling services performed for business owrser
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Class attendance

The Crucible system will increase the number of jobsterd and jobs retained through
the cultivation of new customers through skilled sellirdhteques. The hours counseling
business owners and class attendance will also bevebsigffected by this program.

To assist in the training of young entrepreneurs, thedfelge Service Corps of Retired
Executives will be requested.



Service Corps of Retired Executives (SCORE)

SCORE is a nonprofit organization which provides smalinass counseling and
training under a grant from the U.S. Small Business Adstration (SBA). SCORE
members are successful, retired business men and wonoevolinteer their time to
assist aspiring entrepreneurs and small business owmenre dre SCORE chapters in
every state. By tapping into the resources of SCQREill be creating a virtual
environment where veteran business people can shargvdadin of knowledge with

young, up and coming entrepreneurs. (Source Wikipedia)

The Crucible Format Structure
How do you practice sales? Role-play.

Role-playing allows you to stumble in a safe

environment. At first, it feels awkward, even silly, '
but it is ultimately one of the best ways to work

out the kinks in your sales process. Practice can
help you enforce important skills such as tone of

voice, articulation, expressions, body language,

Choosing Appropriate Attire

and your choice of wordsuScessful sales people

are made — not born.

Behind each desk (virtually) would be an
experienced SCORE volunteer who is skilled in

the art of selling. The participants would cycle
through the virtual office building making sales
calls in each office. During the training process

they will switch products three times.

Virtual Waiting Room

There will be a short list of sales books that mustelae before entering the crucible.
These books will be mailed out in a packet, along witlt@rial on moving and talking in
SL. Each person will use a “slip on Avatar” for thesthweek session.



Topics Covered
Appropriate dress, Product knowledge, Timeliness, The wabioign game, Meeting
your potential customer, Small Talk, Professionalisneddeanalysis, Presentation of

Solution, Asking for the sale, Handling objections, Clgsi@oodbye, and Follow-up.

One Cycle of the SBDC Sales Crucible

To effectively administer this system the followingspmns are required:

1 Moderator

3 SCORE Instructors

9 Entrepreneurs
Team Nine recommends a staged development process fantdp virtual selling
system. Initially the capacity will be small, but tingl give a good indication of interest
and effectiveness. If the results are exemplary, thesystem can be modified to service
more entrepreneurs by scaling the system upward.

Week One: choosing clothes to wear, preparation, appearanceduttion, small talk
(build trust), questions (to learn about the customensiéss, interests, problems, etc),
summarization, ask if proposal can be made, schedidsvfoip.

Schedule

7:30 - 8:00am Group meeting with Moderator in sales trairogr
8:00 - 8:50am Sales Training Seminar

9:00 - 9:50am Sales Training Seminar

10:00 — 10:50am Sales Training Seminar
11:00 - 11:50am Sales Appointment #1
Noon Depart Second Life — See you next week

Week Two: preparation, appearance, introduction, not as much sallalpresentation
of solution, questions, closing or schedule follow up.

Schedule

7:30 - 8:00am Group meeting with Moderator in sales trairogr
8:00 - 8:50am Sales Training Seminar

9:00 - 9:50am Sales Appointment #2

10:00 — 10:50am Sales Appointment #3
11:00 - 11:50am Sales Training Seminar
Noon Depart Second Life — See you next week



Week Three: Review what you've learned in the first two weekends, give additional

advice.

Schedule

7:30 - 8:00am Group meeting with Moderator in sales trairogr
8:00 - 8:50am Sales appointment #4

9:00 - 9:50am Sales appointment #5

10:00 — 10:50am Sales appointment #6

11:00 - 11:50am Sales training Wrap-up

Noon Depart Second Life — Program Finished

We are focusing our efforts on training the sales skiti$ industry knowledge (although
the two are undoubtedly connected). This program is desgpoeind a two step sales
process. The first step is getting to know the "cliemd their needs and the second is the
presentation of the proposal and closing the deal.

Inventory of Competitive Ideas:

Only a couple of offerings in the sales simulationnsegt were uncovered in our
research. Team Nine believes it is an untapped businesguppo The competition
consists of games play people against databases ahation. Basically our competition
lacks the power to reason and share experience franeatotal standpoint. Our
simulation plays real people against real people.thtascombination of youth and
experience that makes The Crucible a winner in the madoet

Competition Websites
http://www.reiss-profile.co.uk/planspiel_vertrieb.php5

http://www.shootformars.com/

Conclusion
If doing an exercise like The Crucible strikes you as =
too difficult or scary, then you are probably a good
candidate for it. Ultimately, the ability to faceeefion

is one of the most important skills a person can lear

in order to create both personal and business success. |, sBDC Building in Second Life



Sales is a lifetime mastery of attitudes, phraseologyng, persistence and, yes, a lot of
practice.Virtual Worlds can assist in this development procedsdaive real profits to

the bottom line for small business in lowa.

When you do what you fear, fear fades away and success appears...

For more information on The Crucible, please contaetrii Nine.
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Web 2.0 Review

Web 2.0, as quoted from Wikipedia, refers to a perceiveanskegeneration of web
development and design that facilitates communicaseciire information sharing,
interoperability, and collaboration on the World WideVé/eb 2.0 concepts have led to
the development and evolution of web-based communiteeteti services, and
applications; such as social-networking sites, video4spasites, wikis, blogs, and
folksonomies. Web 2.0 has changed the way companiesygawizations, conduct their
business. It has shortened the distance to customeresased the frequency of social
contacts, and diversified ways to communicate with custariféeb 2.0 allows
businesses to work more efficiently and has the potesatiee companies money. As a
result, it opens venues for small businesses withdoiiinds. Dimdim, YouTube,
blogs, Facebook and wiki's can all be utilized by comparmied organizations, to

enhance the reach to their consumers.

Dimdim is web-based conference system that has gaingabularity over the past year
due to its simplicity and comprehensiveness of functionafibou do not need to setup

any software on your computer, you just simply sign up ok ‘tstart meeting” &



"joining meeting". While this is similar to many other og@urce companies, Dimdim's
business model is based on providing paid support and custoffatiteta for business
users; they also provide a free package (for groups aflass20) which offers less
features. This is often desirable for users who intentb@mg small audience
participation. There are other free online meeting agiidins such as Yugma, Mikogo,
or ZOHO. However, Dimdim has a number of user featno¢dound in those free
applications. Some of those features include the abilitgcord meetings so that the
meeting can be shared with others at a later date. Wieiltill version of Dimdim does
come with a price, it is a small price compared to vithedsts to send people to out-of-
house trainings. For the Small Business Developmene€C&BDC), they can take
advantage of this Web 2.0 technology to host their educa@minars. Clients will no
longer need to come together in one central locatidisten to SBDC presentations.
They can stay at home or in their office to join theeting. Hence, the technology
provides the convenience of remote participation. As wavktize population density in
lowa is pretty low. People are scattered throughoustidte and it can be difficult to find
an easily accessible venue for training together. Fromn to time, the SBDC may need
to host several seminars with the same topics to tbeahaudience in several different
parts of the state. Dimdim would alleviate some ofttheel needs for the SBDC as well

as for the participants.

The Center for Learning and Social Technologies (CLST)

(http://ww.c4lpt.co.uk/handbook/dimdim.hthmMecommends Dimdim. Similar to the

CLST, SBDC has a division focusing on educational semimdrsre Dimdim would be
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most beneficial. The CLST emphasize Dimdim's functiongducation and training -
participants can be present in a live lecture or traintsgion wherever they are and
whatever mode they prefer. Obviously, SBDC can alsofibdrean these characteristics
of Dimdim in the same manner. In addition, using Dimdawes money in regards to
renting conference room and travel and hotel feesekpgcially outstanding for

companies on a tight budget.

Like Dimdim, YouTube has become very popular in theyaar or so. YouTube is an
offline Web 2.0 tool that offers a fast and easy wayost pideo to the web for the public
to see. The SBDC can publish their training lectures amndbe and let their clients
access previously held trainings for them to see withgjeb link. This allows clients
the flexibility to watch the training videos on their owume. Another benefit of
YouTube is that it allows for nationwide access. Angspe who watches the video can
comment on the video. So, maybe there are a lot giflpewtside lowa who are willing
to comment on those lectures. Feedback can be coliectedp SBDC improve the

quality of their lectures.

Social networks are another way that the SBDC can dddifective messages. The
effect is immediate and more reliable than "pushing'triditional advertising given that
there is an established element of trust between &ienda social network. Even more,
social networks often provide "group" applications to glue peopshared interests and
activities together, which is analogous to the communiti€econd Life. Social

networks enable people to interact with each otheadod them to share likes and
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dislikes - text, image, video etc. Over time socialoeks, such as Facebook “learn” the
preferences of the user and tailor advertisements $e fhieferences. Users can then
choose whether or not they are actually interestelbainactivity or topic and vote,
essentially, to keep or remove that advertisement tha&in page. Users are also allowed
to see the advertisement preferences of those theythgged as a “friend”. Viral in
nature, social networks have created a virtual world insitieh people extend their real
life. As a representative of social networks, Facellmskbeen used by SBDC to release

news and exchange ideas.

Blogs and wikis are two more options complementarmtjpéoabove tools. Blogs can be
regarded as YouTube in "text". Company management can anaoeincements and
release news to employees via his, or her, blog (or @wentral company blog) on

something likevww.blogger.com Often audiences would rather believe the personal

blog posts of people they know rather than the newsphpeaise of the authority of the
publisher. Wiki is a great starting point for team prgdmtcause the work of each team
member is compiled together. Each member of the tearaudamit and edit information
(text, pictures, links, etc.) at any time. Only one wuseredit at one time to avoid
duplication and to ensure that the current user has teeupdated version. Its
simplicity encourages participation and team work alwval for continual revisions as

needed by all involved with the wiki.

Recently, Twitter has gained is popularity. Twitter soaial network much like a blog

but limits the user to relay their message in 140 chasactdess. No time or space to be
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verbose here, messages are quick and succinct. Tweetie(Thessages) can be written
by anyone with a username and password and those oketlcarsifollow other

member’s tweets. For example, may celebrities haned the Twitter craze and their
messages can be followed by anyone who selects tleusicto follow. From a
business standpoint, the very nature of “short and sweaetallow for companies to
communicate important messages with employees in & gaat easy format. Tweets
can be read on the Twitter web site or you can chtmokave the tweets sent to your
mobile device (cell phone, Blackberry, etc.). Empleye@n instantly communicate with
one another. Individual tweets can be replied to,,ati4d characters or less, making it
very similar to texting but it can reach many more peamee quickly than a mass text

could because it is internet based.

Realistically, each of these tools can work in cortjoncwith one another to function as
an effective means of communication and learning foSBBC. For example, Facebook
and Twitter can be compared to blogs, YouTube is a "bldg seitind”, and the basic
function of YouTube resembles that of wikis. Dimdinddfacebook have similar group
functions. So while companies do not need to take advantageifand every one of
these tools, because that could prove to be redundant,re$sishould take advantage
of all possible Web 2.0 tools to carry out its implenaéions to be as effective in

reaching its target audience as possible.
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Team Visits Second Life

R i e (s chat

Team Second Life Chat Log

[18:59]
[18:59]
[19:09]
[19:13]
[19:13]
[19:16]
[19:16]
[19:16]
[19:16]
[19:17]
[19:18]
[19:18]
[19:18]
[19:19]
[19:19]
[19:20]
[19:20]
[19:20]
[19:20]
[19:21]
[19:21]
[19:22]
[19:22]
[19:22]
[19:22]
[19:22]
[19:23]

Connecting to in-world Voice Chat...

Connected

YINBIN Chau is Online

Free Radar HUD v1.1 by Crystal Gadgets

Free Radar HUD v1.1 by Crystal Gadgets

YINBIN Chau: ok

Linda Umia: hello guys

Linda Umia: here | am

YINBIN Chau: so you will put some graphic on the paper?
Linda Umia is Online

Linda Umia: put some graphics?

Linda Umia: do you mean the presentation or paer?

Linda Umia: where are other guys?

YINBIN Chau: I think we also need aTeam Member Jdurn
YINBIN Chau: for this paper

YINBIN Chau: meeting

YINBIN Chau: discuss

YINBIN Chau: any other thing we can do in the secde@ li
markvarner2009 Zobovic: | don't think so

Linda Umia: yeah, we are suppose to include a team engauional
markvarner2009 Zobovic: just handing in the paper andrpati®s tomoor
markvarner2009 Zobovic: Can someone make a journakaddt<o me
Linda Umia: well, what are the requirement of thenal?

Linda Umia: it slippled my mind

markvarner2009 Zobovic: don't know

Linda Umia: let's go back and check

markvarner2009 Zobovic: OK
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[19:23]

YINBIN Chau: Team Member Journal: Each team memberdiconsider registering for Second Life (SL)

and setting up an avatar. You are expected to keep trgokiotime in the environment and include a "journal”
documenting your time in the environment. The journal should inéghidemation about when you were on, what you
did, and what you learned during that encounter. While you aoemelto elaborate, this does not need to be an
extensive report of activities (i.e., just a summarye journal for each team member should be included in the
appendix of the report. If you did not use SL then you areonedo journal any other research or activities aatexti
with completion of this project.

[19:23]
[19:24]
[19:24]
[19:25]
[19:25]
[19:26]
[19:26]
[19:27]
[19:28]
[19:28]
[19:28]
[19:29]
[19:29]
[19:29]
[19:32]
[19:32]
[19:33]
[19:34]
[19:34]
[19:34]
[19:35]
[19:35]
[19:35]
[19:35]
[19:35]
[19:35]
[19:35]
[19:35]
[19:36]
[19:36]
[19:36]
[19:36]
[19:36]
[19:36]
[19:37]
[19:37]
[19:37]
[19:37]
[19:37]
[19:38]
[19:38]
[19:38]
[19:38]
[19:38]
[19:38]
[19:38]
[19:38]
[19:38]
[19:38]
[19:39]
[19:39]
[19:39]
[19:39]
[19:39]
[19:39]

markvarner2009 Zobovic: OK

Linda Umia: so can we attach our talking logs?

markvarner2009 Zobovic: Is there a text file?

Linda Umia: or, grab a screen of our meeting ah&e

YINBIN Chau: | don't think we need to attach tHkitay log
markvarner2009 Zobovic: looks like we can copy theftert this discussion
YINBIN Chau: We just put when we on, what de didahdt we learned during that encounter.
markvarner2009 Zobovic: good idea, i've got the saieen

Linda Umia: do we need to attach everone's actogty

YINBIN Chau: how we get activity log?

Linda Umia: | remember it is requried

Linda Umia: let me go back and check

markvarner2009 Zobovic: i just copied the text frératénto appendix
markvarner2009 Zobovic: is the activity log differe

Linda Umia: we are suppose to include jounals for eachber
markvarner2009 Zobovic: hi Dion

Linda Umia: Is Dion online?

Linda Umia: | am not sure

markvarner2009 Zobovic: he will be

Linda Umia: what is our meeting topic?

YINBIN Chau: use second life and WEB2.0

Linda Umia: for project discussion or

YINBIN Chau: mark could you host a dimdim so that yousizow us the paper
Linda Umia: should the topic be related to SBDC?
markvarner2009 Zobovic: the paper is not ready

Dion Lunasea: hey guys

markvarner2009 Zobovic: still working on it

YINBIN Chau: ok

YINBIN Chau: that's fine

Linda Umia: or other topics related to e business?

Linda Umia: hi Dion

YINBIN Chau: I think this is for the sbdc

markvarner2009 Zaobovic: yes

YINBIN Chau: do we need to move to dimdim?

Dion Lunasea: i'm a little bit lagging right now

Linda Umia: yeah, we can start dimdim.

markvarner2009 Zobovic: it would just be more chay. microphone doesn't work
Linda Umia: but I still do not know how to use dimdim
markvarner2009 Zobovic: i don't either

Linda Umia: me either -)

Linda Umia: that is ok

Linda Umia: typing is fast

YINBIN Chau: just log i the web site

Dion Lunasea: i'm going to try it right now

Free Radar HUD v1.1 by Crystal Gadgets

YINBIN Chau: join meeting

YINBIN Chau: enter my name

Linda Umia: ok.

YINBIN Chau: chenyinbin

Linda Umia: you can still remain here while prepafarghe dimdim -:)
Linda Umia: if you'd Ike

Fabienne Lupindo: na goldi

Fabienne Lupindo: fg

Dion Lunasea: okay

markvarner2009 Zobovic: i'm back to working on the pag@er you tomorrow
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Wikis Used Extensively
Team Nine spent four weeks using Wikis to develop théectior this presentation. A
screen shot from our Wiki is displayed below
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