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Caroline Black
Graham Lauren – Editor, Australian edition

Here at last is a practical source of reference and best
practice on every aspect of public relations, written in a
clear, accessible style. It is truly comprehensive, with expert
advice on media relations, new product launches, event
management, legal and ethical issues, crisis management
and many other topics. 

Busy practitioners will appreciate the abundance of
checklists, charts, do’s and don’ts, summaries and time-
saving tips. 

The ringbound format is easy to use and offers plenty of
space for your additional notes.

About the authors
Caroline Black is a highly experienced public relations
professional. Her areas of expertise include corporate
communications, consumer and business-to-business, 
and crisis management.

Graham Lauren, editor of the Australian edition of 
The PR Practitioner’s Desktop Guide, is a journalist and
communications consultant who has worked in IT,
entertainment and building design.

Contents
What is public relations?

A brief history of public relations

The public relations practitioner

Ethical and legal issues for the
public relations practitioner

Planning and evaluation for public relations

Public relations and the marketing mix

Tactics and techniques for public relations

Media relations

Managing public relations

Issues and crisis management

Public relations specialisms

Public affairs

Event management

International public relations

Public relations, new media and technology

The PR Practitioner’s Desktop
Guide is a welcome addition
to professional knowledge...
I applaud the easy access to
its language and its ideas. It
is a lucid, engaging read full
of valuable information.
Importantly, it is practical.
Peter Lazar, Founder and
Chairman of Professional
Public Relations

Published 2003     
ISBN: 1 92068 807 2     247 pages   $145
Also available in paperback:    
ISBN: 1 920 688 07 2     $49.95

challenging old ways; breaking new ground

Make 2003 your most 
successful year ever!

Get the expertise and practical guidance you need on professional sales, 
marketing and PR with the latest from Richmond.
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Alan Melkman

Strategic
Customer
Planning

How to develop and 
implement a strategic account plan

Australian Edition
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Dynamic Practice Development
Kim Tasso
Selling skills and techniques for the professions A Richmond Special Report

This Special Report is a must for
professionals who want to sell their
services successfully and feel
uncomfortable in doing so. The author
understands very well why many
professionals hate selling and provides
reassurance, expert advice and
practical guidance. She addresses a
wide range of selling concepts and
techniques, bearing in mind the
specific requirements of the different
professions.

About the author
Kim Tasso is an independent
consultant, specialising in the
professional services sector, with over
20 years' marketing experience. She
advises on and provides training in the
strategic and operational aspects of
marketing, selling and client
development. 

Who will benefit from this
Special Report?
Dynamic Practice Development is a
highly practical, profit-focused guide
for Australian professionals, including:
law firms, barristers chambers,
accountants, surveyors, public and
private educational establishments,
psychologists, marketing services
agencies, broadcast services
companies, management consultants,
insolvency practitioners, financial
services companies, advertising
agencies, national associations,
publishers, IT companies and
manufacturers. 

Contents
Chapter 1: Introduction 
Why do professionals dislike selling?
The context of relationship
management
The art and science of selling
Cultural differences
The importance of needs
Why you should have a coherent
marketing strategy 

Chapter 2: Marketing planning
Understanding the basic principles 
of marketing
So what is selling?
B2C/Business-to-Consumer versus
B2B/Business-to-Business marketing
Different levels of marketing planning
A marketing framework 
Agreeing a strategy
Implementing your plan
Developing an action plan

Agreeing a budget
Monitoring the results

Chapter 3: What is selling?
Definitions
What makes a good salesperson?
Why is selling different for
professionals? 
Services not products
Buying people
Fear of failure
Expert status
Do it all
Ethics and integrity
Training
Ongoing relationship
Attitude
Transactional
What is a professional?
Consumer v Business-to-Business sales

Chapter 4: Adopting the buyer’s
point of view: an introduction to
buyer behaviour and relevant
psychology
Introduction
Individuals
Personality
Learning styles
Cultural styles
Emotional intelligence (EQ)
Perception
Motivation
Life cycle
The decision-making process
Group dynamics
Buying situations
Organisational buying behaviour

Chapter 5: Selling frameworks 
and models
Introducing the sales cycle
Classical models
Consultative or process models
Maister
The SPIN® Selling Skills model
Strategic selling®
RADAR™
Behavioural science systems
Summary

Chapter 6: Selling skills
Setting objectives
Process
Results
Targeting
Researching
Primary research
Secondary research
Cold calling 
Networking
Conversational skills 
Following up
Building trust

Non-verbal communication 
Listening
Questioning 
Writing skills
Presentation skills
Persuading – features and benefits
Negotiating
Handling objections
Closing

Chapter 7: Competitive tendering
Introduction
Common mistakes
Elements of a competitive tender
The most important point to remember
The need for a framework
Sometimes you should break the rules!
Using the framework

Chapter 8: Account management
Part I – The business rationale
Part II – Taking action

Chapter 9: Firm-wide issues on
selling
Managing change 
Culture
Business and marketing strategy
Involvement of junior staff
Time and recognition
Role models
Feast and famine
Ethics and professionalism
Loyalty to individuals versus loyalty 
to the firm
Appraisals
Research
Training
Coaching 
Incentives
Systems to support selling
Motivation
Priorities

Appendix 1: Sales jargon buster
Appendix 2: Useful sales-related
books
Appendix 3: Self-appraisal of
service performance
Appendix 4: Internal service review
questionnaire and example
questions
Appendix 5: Full account
management plan
Appendix 6: Summary account
management plan
Appendix 7: Checklist: Are you
ready to sell?

Published April 2003    $195
ISBN 920688 16 1   A4 Format    
256 pages
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Strategic Customer Planning
Alan Melkman with Professor Ken Simmonds
How to Develop and Implement a Strategic Account Plan A Richmond Special Report

This is a how-to report. Its purpose is quite simply to
explain how to prepare a key account plan as an 
important step towards achieving High Performance
Account Management. 

The Report:

◗ shows you how to compile and implement a powerful
plan that will work within your particular organisation.

◗ takes you step by step through the planning process,
explaining the methodology and planning techniques.

◗provides helpful examples, formats and checklists.

◗allows you to select material directly relevant to your
business. The author recognises that industrial, 
consumer products and services each face different
challenges; the Report addresses all of these.

About the authors
Alan Melkman is Managing Director of Marketing Dynamics
Ltd, a qualified engineer and a graduate of London
Business School. He specialises in customer and strategic
account management, implications of internet-based
technologies for the marketing and sales function, effective
selling, strategic and marketing planning. A consultant for
over 30 years, he has worked for many organisations across
a number of markets and varying cultures.

Ken Simmonds is a pioneer in the field of strategy and
marketing and has worked as a consultant to some 400
firms from 30 countries.

The market
Executives in all businesses responsible for increasing
growth and profitability.

Content
The key account planning process

The customer fact file

Analysing performance data

Customer relationship analysis

Conducting the SWOT analysis

Picture the future

Creating the future

Implementing the key account plan

Account planning formats

Published April 2003  
250 pages + prelims and index   ISBN 1920688 15 3
$195.00

What was said about the first edition:
“Professionals know that they need to 
understand this topic better. They know that
mindset plays a key part in winning new work.
Many have read one of the best sellers on 
selling. But their background still leaves them
with a skill gap. They hate skill gaps, but until
now nothing addressed their specific needs
and ethics. This practical book completes the
package”. Gilbert Toppin, Partner, Deloitte
Consulting

“Kim focused on getting business and 
marketing strategy in place first and promotes
involving and motivating all to contribute….
Hear! Hear! This is a super book. Go buy it as
it is well worth the money” Richard Oakes,
Eversheds

"I wish I had had access to this sort of 
information earlier in my career.” 
Ken Baldwin, Quantity Surveyor
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Please send me the following:
QTY TITLE
___ Dynamic Practice Development @ $195
___ Strategic Customer Planning @ $195
___ PR Practitioner’s Desktop Guide (Looseleaf) @ $145
___ PR Practitioner’s Desktop Guide (Paperback) @ $49.95
___ The Book of Me – Life Coach Yourself to Success @ $39.95
___ Mastering Marketing @ $45

Please add postage and handling: $8 for the first book, $5 for each additional book.
Name (Mr/Mrs/Ms): __________________________________Job Title: ______________________________________
Organisation:________________________________________Address: ______________________________________
________________________________________________________________________________Postcode:______ ___
Tel:_________________Fax:__________________Email:__________________________ _________________________

■■ Please find enclosed my cheque for $________________ made payable to Richmond Ventures Pty Ltd
■■  Please debit my Bankcard/Mastercard/AMEX/Visa/Diners

Card No: ■■ ■■ ■■ ■■  ■■ ■■ ■■ ■■  ■■ ■■ ■■ ■■  ■■ ■■ ■■ ■■
Signature:_________________________________

Name of cardholder:_____________________________Expiry Date:_______________Today's Date:_____________

Please send me information about Richmond publications on:
■■ Human Resources   ■■ Futures and Strategy

Please mail or fax this order form to:
Richmond
8 Ridge St, North Sydney NSW 2060
Tel: (02) 9929 2488
Fax: (02) 9929 2499
Email: info@richmondventures.com.au 
IMPORTANT PRIVACY NOTICE The information you provide on this form is being collected by Richmond for the purposes of processing your
registration or enquiry and keeping you informed of upcoming products, services offers and events. The information is disclosed from time to time
to our related bodies corporate for these purposes. The provision of this information by you is voluntary but if you do not provide some or all of
the requested information we may be unable to properly process your registration. You have both a right of access to the personal information
we hold about you and to ask us to correct it if it is inaccurate or out of date. Please direct any queries to The Privacy Officer, Richmond.

Your Guarantee
If you are not entirely satisfied after receiving any
Richmond publication, simply return it (in saleable 

condition) for a full refund. How can you lose?

The Book Of Me
Life Coach Yourself to Success
Barrie Pearson and Neil Thomas

We make plans for other people. We make profits for
them. We think strategically at work but not at home. This

book will put a stop to all this! It’s a highly practical
manual to help you realise your full potential by putting

yourself first for a change.

The authors are both entrepreneurs who each started his
own business, built it and subsequently sold it very

successfully to a major company.

A Thorogood publication
Published February 2003   260 pages 

ISBN: 1 85418 202 1   $39.95

Mastering Marketing
Ian Ruskin-Brown

The success of any business depends upon effective
marketing. An understanding of the key principles and

techniques is vital for managers of all levels, and not just
those in the marketing department.

Mastering Marketing provides a clearly written
explanation of the core skills and concepts needed to

market your business profitably. Offering more than just
short-term selling 'tricks', it provides techniques 

for building and maintaining a long-term profitable
market position. 

A Thorogood publication   Published 11/95
ISBN: 1 85418 123 8   $45

Also available from Richmond
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