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Global Health Products Corporation Sales Dilemma
Shane Rogers, the new Virginia-based sales representative for Global Health Products Corporation (GHPC), was very excited about his first day out in the field. Having just graduated with his undergraduate degree and fresh from GHPC’s two-week sales training program, he felt anxious but eager to get on to the business of selling. 

His employer, GHPC, is one of the largest medical equipment supply companies in the world. Specializing in medical imaging equipment, GHPC has a reputation in the industry for providing high-quality equipment at reasonable prices. Moreover, the company also is known for employing bright, conscientious sales representatives who are loyal and committed to the firm. 
Shane’s particular sales territory only became available after the long-time GHPC representative, Sam Talbot, unexpectedly passed away from a heart attack just six months short of a scheduled retirement. Sam was one of the highest sales producers in the industry, and lived a lifestyle that illustrated his financial success – beautiful cars, a 55-foot catamaran that sleeps 8 comfortably, and two vacation homes. Shane reflected on how important it would be to make a good impression in Sam’s sales territory; after all, Shane stood to gain a lot if he could garner even half of the business Sam had earned. 

Shane arrived early to his first and largest account, Smithville Medical Center, for his appointment with the purchasing director, Sandy Collins. Ms. Collins has been in her current position for 12 years, with a reputation for being a tough negotiator and brusque with sales people. Shane was a bit intimidated by what he had heard about Ms. Collins, but knew that he needed this account to go well in order to meet his sales goals. 

Indeed, he felt certain that he needed this account to do well in order to keep his job long-term, since Smithville Medical Center was his territory’s largest customer, making up nearly 22% of GHPC’s revenues in Shane’s 31-hospital sales territory. GHPC sales reps earn 4% of each dollar sold, and Smithville Medical Center purchased nearly $700,000 in GHPC equipment last year. 

As Shane waited in the lobby while Ms. Collins finished a phone call, he contemplated how important this customer was to not only his territory, but also to his company. Few hospitals in the country purchased as much from GHPC, and he knew that his employer was counting on him to continue healthy sales at this account. Shane also mulled over the information he learned about at the sales training: his primary core products, the latest technological advances in medical imaging equipment, and what the competition was offering. 

He was particularly concerned about GHPC’s competition – the sales trainers warned that a few were catching up to GHPC, with better products at better prices than ever before. So, sales reps need to know both their own products and those of competitors. The trainers also indicated that it was more critical than ever that GHPC sales reps work hard to build and maintain relationships with valued customers. 
“Come on in, Shane. Welcome to Smithville Medical Center,” Ms. Collins said warmly. Hardly the tough old bird he was warned about back at corporate, he thought to himself. Ms. Collins was probably in her early 50’s, pleasant looking, and trim, even athletic looking. He wasn’t sure exactly what to expect, but Ms. Collins certainly seemed to contradict the drill sergeant demeanor he anticipated. She continued, “Would you like to join me for a cup of coffee in the cafeteria?” Shane rose to his feet and said to her, “Absolutely.” 

After a short walk and some light conversation, Ms. Collins leaned forward in her cafeteria chair and said, “Shane. I know this is your first sales call. And I’m sure you know how much Smithville Medical Center purchased from your company in the last 12 months. I also want you to be aware that your competition is working hard to replace GHPC as the top medical imaging equipment supplier here. You should also know that some of my surgeons seem to like one of your competitor’s latest medical imaging equipment better than GHPC’s offerings. I decided to hold off on placing my major annual medical imaging order – the one with the biggest ticket items – until a replacement could be found for Sam. With my surgeons pushing me to make the purchases as soon as possible, and now that you’re on board, I can’t wait any longer. I will be placing the order tomorrow.” 

Shane was greatly encouraged. His first sales call, and his biggest account was just a day away from placing a huge order. Based on last year’s big purchase, this represented at least 50% of GHPC’s annual revenues from Smithville Medical Center.
His thoughts were interrupted by Ms. Collins. “Shane, Sam and I had a very good professional relationship. We took care of each other. I’d like us to have a similar relationship?” 

Shane gulped. Absolutely, he thought. He nodded to Ms. Collins. 

“Shane, did you know about the arrangement Sam and I had?” Shane shook his head side to side and said, “No. I never knew Sam. I hear he was a great guy, and a very successful salesperson.” 

“Indeed he was. I really enjoyed Sam’s sense of humor and he always made sure that I got the equipment I ordered on time. We also had a financial arrangement that I would like to continue with you now that you are in his territory. You see, Sam and I had a private little understanding that he would provide me with 1% of all GHPC sales from Smithville Medical Center --- directly to me in cash. No one knew about this arrangement; as far as I know, not even Sam’s wife. And certainly no one should know about any such agreement we make. Here’s the arrangement I’d like to have with you. Given GHPC’s increased competition, the fact that my surgeons are breathing down my neck to seriously consider your competitor’s products, and given that you are still wet behind the ears – think about it, this is your first sales call – I think 2% of GHPC revenues from Smithville Medical Center is reasonable, don’t you?” 
Shane was stunned. They never said anything about this in training. Boy, would he give almost anything to talk to Sam Talbot right now! 

“Shane, please understand what I’m saying. This sort of thing happens all over the industry; in fact, it happens in sales everywhere. What keeps me in this job are the little perks like this. Sam became very successful in part because he knew how to take care of buyers like me. Don’t you also want to have a successful career?” 

“Yes,” was all Shane could muster as a response. 

She continued. “Look – I know this doesn’t give you much notice. But I need an answer now. I’m placing a $400,000 order tomorrow with someone –either GHPC or one of your competitors – and I’m willing to place the whole amount with your company if you agree to this little arrangement. Think it over while I go get myself a little more coffee.”
Shane slumped in his chair while Ms. Collins walked over to the coffee machine. He thought to himself – what do I do? There’s no time to call anyone – she wants a response in the next few minutes! Moreover, who could I call? Why didn’t anyone warn me about such “arrangements?” 

A hundred different thoughts were floating around in his mind. Is such an arrangement legal? He thought back to his summer internship with a large law firm. One day an insurance agent who long had represented the firm took a few law partners out on the insurance company’s yacht for dinner. Shane was invited along. He couldn’t believe his good fortune – free drinks and a wonderful meal with high society people on a beautiful yacht. But, he wondered at the time, is this legal? Is it ethical? Where does one draw the line when accepting such “gifts?” Is buying someone a cup of coffee or lunch fine? Dinner? What about a bottle of liquor at Christmas-time? Tickets to a football game? Free weekend stay at a mountain cabin? How about cash? Shane thought to himself, “Where should I draw the line?” 
Just then, while Shane was deeply pondering these alternatives, Ms. Collins returned. “Well, Shane, what will it be? Do we have an understanding?” 
Shane sat stunned. He thought to himself, “What should I do?” 
