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FOREWORD

The occupational analysis project was conducted by The Instructional Materials

Laboratory, Trade and Industrial Education, The Ohio State University in con-

junction with the State Department of Education, Division of Vocational Educa-

tion pursuant to a grant from the U.S. Office of Education.

The Occupational Analysis project was proposed and conducted to train voca-

tional educators in the techniques of making a comprehensive occupational

analysis. Instructors were selected from AgricultUre, Business, Distributive,

Houietconomics and Trade_and-IndtiStrial Education to gain experience in

developing analysis documents for sixty-one different occupations. Represen-

tatives from Business, Industry, Medicine, and Education were involved with

the vocational instructors in conducting the analysis process.

The project was conducted in three phases, Phase one involved the planning

and development of the project strategies. The analysis process was based ,

on sound principles of learning and behavior. Phase two was the identifica-

tions selection and orientation of all participants. The training and work-

shop sessions constituted the third phase. Two-week workshops were held

during which teams of vocational instructors conducted an analysis of the

occupations in which they had employment experience. The instructors were

ass ted by both occupational consultants and subject matter specialists.

The project resulted in producing one hundred two trained vocational instruc-

tor capable of conducting and assisting in a compreheniive analysis of

various occupations. Occupational analysis data were generated for sixty-one

occupations. The analysis included a statement of the various tasks performed

in each occupation. For each task. the following items were identified:

tools and equipment; procedural knowledge; safety knowledge; concepts and

skills of mathematics, science and communication needed for successful per-

formance in the occupation. The analysis, data provided a basis for generating

instructional materials, co'irse outlines, student performance objectives,

criterion measures as well as identifying specific supporting skills and

knowledge in the academic subject areas.
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PREFACE ,

In the initial undertaking of, this occupational analysis as it would apply to an industrial

salesperson* the main concern was with a-comprehensive procedural analysis; yet at the same
time concentrating the analysis to that which is unique to industrial sales. When one speaks

in reference to purchasing, one speaks in reference to one basic marketing function. When

one speaks in reference to buying and selling new and used cars, one speaks of one essential

product. In the area of industrial sales, one refers to thousands of different product
functions, required knowledge, and supportive duties. Thus-) the essential problem at the

outset was to do an occupational analysis as it would be unique only to industrial sales.

This is one of the underlying points which needs to be kept upppermost in the mind-Of-the

reader.

The approach to this analysis was to eliminate those duties, tasks, performances or knowledge
common'tolaples_as it exists on the consumer product or retail level. For purposes of this

analysis, it is assumed that one is aware of the common knowledge and techniques found in
' every-day selling situations on the retail or consumer level.

This analysis begins where this type of selling ends. Again, this occupational analysis is
concerned with emphasis on those particular and unique activities as they are encountered by

the industrial salesperson. Thus, an analysis would not be done in the areas of approaching

or greeting the customer. There is extensive analysis on cost estimations, negotiations and

introducing new product lines. It was agreed this approach would allow this occupational
analysis to be distinguishable in its own right-and eliminate the confusion with other types

of selling.

What developed from this approach is to be found in the following pages. It is the hope of

these writers that the reader will not only find a comprehensive and cohesive analysis, but

one which will prove beneficial and meaningful in its own right; in its own place; within

a given classroom situation.

*, It is assumed here that the reader is aware'of those distinguishable characteristics.
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JOB DESCRIPTION

Every industrial salesperson must thoroughly know the company he/she represents and the products,
that his/her company produces. The job may be to handle one-time sales, to introduce new products,
to keep orders for' established items coming in, or to see that the clients get the best posssible
results with the products. He/she may also do a combination of these things. The manner in which
the salesperson performs the duties depends to a large extent on whether one sells technical
products to business and industry or non-technical products for resale to the general public.

Salespersons of industrial products usually sell merchandise that Industry will use in its own
business rather than for resale. This merchandise may be machinery or electronic equipment
designed to make the company's operation more efficient, or it may he raw materials and parts
which will be used in the finished product the company sells. Some'salespersons sell fairly

standardized items and do not need to be college graduates. However there are instances where

salespersons who sell to business and industry will find technical training' useful. They must

know a great deal about their company's products and policies. They must also have -a considerable

knowledge of salesmanship.

After, the sale has been made and the equipment is installed one may instruct the customer's own
employees in the operation and maintenance of the eq ipment, also may make frequent return visits
to be sure that the product sold is working satisfactorily.

Salespersons spend most of their time getting orders
established lines. They try to increase the size of
salers merchandise current stock successfully. .

from their regular customers for already
these orders constantly by helping whole-

Often in industrial sales, one teaches the representatives of the various companies about products 1

and special promotions. At times, he/she holds conferences with the wholesale salespersons to
encourage them to promote the sale of particular products.

The industrial salespersons needs to have a good backgiound in the economics of wholesaling-khe

necessaryimargins of profits; budgetary controls, warehousing, inventory control, sales
compensation, and sales management. This knowledge enables him/her to help the wholesaler and
clients to correct weaknesses and exploit strengths to their mutual benefits. He/she advises

the wholesaler and client on such problems as credit and pricing, as well as provide such

services as complaint adjustments.
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JOB, DESCRIPTION (CON'T)

Another aspect to the marketing of industrial products is sales promotion in which'the
industrial salesperson rarely sells anything but instead tries to promote sales by
supplying merchandising advice and servixes.

He/she displays good will-by- helping the retailer sell more products and by adviCing on
publicity opportunities, store layouts, displays, exhibits, special events, and diredt
mail and Other advertising media. The industrial salesperson explains the services offered
by his/her company, such as in-store demonstrations, special displays; and sales
training.

Although industrial salespersons spend most of their time with-customers, there are also
many non-selling activities connected with their Jo They must make up lists of prospects,
schedule appointments, plan work schedules, ha le sales correspondence, and keep expense
accounts. They must spend time reading co any and business publications and studying price
lists and descriptions of new products.- They m st keep informed about new developments in
their field and about cdnditions)n--their terra ory. They are also expected to write reports
on the sales made, sales pr,pedts, competitors products, and credit ratings of their
customers.

I t
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Duty A Introducing New Items
1 Up-date and maintain current product line catalogs.
2 Distribute available current literature
3 Interpret new product description(s) to customer
4 Demonstrate new product lines
5 Suggest auxiliary equipment and material
6 Inform customer:of,new technological changes
7 Examine competitor's products
8 Handle objectiobs
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S
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C
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E

D
 U

P
O

N
P

E
R

F
O

R
M

A
N
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E
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N

O
W

LE
D
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E

S
A

F
E

T
Y

H
A

Z
A

R
D

C
l
i
e
n
t

M
a
n
u
f
a
c
t
u
r
e
r
 
p
u
b
l
i
c
a
t
i
o
n
 
(
s
)

I
n
d
u
s
t
r
i
a
l
 
s
a
l
e
s
p
e
r
s
o
n
'
s
 
c
r
e
a
t
e
d

l
i
t
e
r
a
t
u
r
e

A
g
e
n
c
y
 
o
r
 
o
r
g
a
n
i
z
a
t
i
o
n
a
l
 
l
i
t
e
r
a
t
u
r
e

V
a
r
i
o
u
s
 
a
p
p
r
o
a
c
h
e
s
:

V
i
s
i
t
 
c
l
i
e
n
t

M
a
i
l
 
l
i
t
e
r
a
t
u
r
e
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n
v
i
t
e
 
c
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t
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S
o
r
t
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a
t
u
r
e
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o
r
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g
 
t
o
 
c
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t
o
m
e
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'
s
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e
e
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s

U
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e
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o
s
t
 
a
p
p
r
o
p
r
i
a
t
e
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p
p
r
o
a
c
h
 
t
o

c
o
n
t
a
c
t
 
c
u
s
t
o
m
e
r
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C
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p
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p
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p
r
o
a
c
h

C
U

E
S

O
r
g
a
n
i
z
a
t
i
o
n
a
l
 
s
t
r
u
c
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p
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c
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c
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O

R
S

G
e
t
t
i
n
g
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t
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o
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g
 
p
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U
s
i
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g
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e
t
h
o
d
 
o
f
 
d
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i
b
u
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n
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t
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u
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f

a
p
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V
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R
R
E
N
T
 
L
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T
E
R
A
T
U
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E

S
C

IE
N

C
E

.

M
A

T
H

N
U

M
B

E
R

 S
Y

S
T

E
M

S

P
e
r
s
o
n
a
l
 
Q
u
a
l
i
t
i
e
s

E
x
h
i
b
i
t
 
c
a
p
a
c
i
t
y
 
t
o
 
a
s
c
e
r
t
a
i
n
 
p
e
r
s
o
n
a
l
 
q
u
a
l
i
t
i
e
s
 
o
f

c
l
i
e
n
t
 
(
s
k
i
l
l
s
,
 
k
n
o
w
l
e
d
g
e
,
 
c
h
a
r
a
c
t
e
r
,
 
f
l
e
x
i
b
i
l
i
t
y
,

l
e
a
r
n
i
n
g
 
c
a
p
a
c
i
t
y
)
;
 
t
o
 
f
o
s
t
e
r
 
t
r
u
s
t
;
 
t
o
 
a
c
c
u
r
a
t
e
l
y

r
e
f
l
e
c
t
 
b
u
s
i
n
e
s
s
 
o
p
e
r
a
t
i
o
n
 
e
n
v
i
r
o
n
m
e
n
t
 
a
n
d
 
j
o
b

e
x
p
e
c
t
a
t
i
o
n
s
;
 
t
o
 
e
n
g
e
n
d
e
r
 
c
l
e
a
r
 
s
t
a
t
e
m
e
n
t
 
o
f
 
r
a
t
i
o
n
a
l
;

t
o
 
l
i
s
t
e
n
 
o
p
e
n
l
y
 
a
n
d
 
a
t
t
e
n
t
i
v
e
l
y
 
(
w
i
t
h
o
u
t
 
b
i
a
s
)
 
i
n
 
t
h
e

c
o
m
m
u
n
i
c
a
t
i
o
n
 
p
r
o
c
e
s
s
;
 
a
n
d
 
t
o
 
e
x
h
i
b
i
t
 
q
u
a
l
i
t
i
e
s
 
o
f
 
t
a
c
t
,

p
o
i
s
e
,
 
c
o
n
s
i
d
e
r
a
t
i
o
n
,
 
g
r
a
c
i
o
u
s
n
e
s
s
,
 
a
n
d
 
i
m
a
g
i
n
a
t
i
o
n

P
r
o
f
e
s
s
i
o
n
a
l
i
s
m

M
a
i
n
t
a
i
n
 
c
a
p
a
c
i
t
y
 
t
o
 
f
o
s
t
e
r
 
t
r
u
s
t
;
 
t
o
 
f
o
s
t
e
r

c
o
n
f
i
d
e
n
t
i
a
l
i
t
y
;
 
t
o
 
f
o
s
t
e
r
 
c
o
o
p
e
r
a
t
i
o
n
;
 
t
o
 
g
e
n
e
r
a
t
e

i
n
t
e
g
r
i
t
y
;
 
t
o
 
c
o
p
e
 
w
i
t
h
 
c
o
n
f
l
i
c
t
 
b
e
h
a
v
i
o
r
;
 
t
o
 
f
u
n
c
t
i
o
n

e
f
f
i
c
i
e
n
t
l
y
 
w
h
e
n
 
e
n
c
o
u
n
t
e
r
i
n
g
 
f
a
s
t
 
c
h
a
n
g
i
n
g
,
 
m
u
l
t
i
p
l
e
,

p
e
r
s
o
n
a
l
 
o
r
 
s
i
t
u
a
t
i
o
n
a
l
 
v
a
r
i
a
b
l
e
s
;
 
a
n
d
 
t
o
 
e
x
h
i
b
i
t
'
,

q
u
a
l
i
t
i
e
s
 
o
f
 
s
e
l
f
-
c
o
n
f
i
d
e
n
c
e
,
 
s
e
l
f
-
c
o
n
t
r
o
l
,
 
s
e
l
f
-
'

r
e
l
i
a
n
c
e
,
 
s
e
l
f
r
e
s
p
e
c
t
,
 
a
n
d
 
a
d
a
p
t
a
b
i
l
i
t
y

P
h
y
s
i
c
a
l
,
 
e
m
o
t
i
o
n
a
l
,
 
a
n
d
-
m
e
f
i
r
a
l
 
c
o
n
s
i
d
e
r
a
t
i
o
n
s

C
o
n
c
e
n
t
r
a
t
i
o
n
,
.
m
e
n
t
a
l
 
a
l
e
r
t
n
e
s
s
,
 
m
e
n
t
a
l
 
q
u
i
e
t
u
d
e
,

-
.
.
,

:
i
l
k

,

U
s
e
 
o
f
-
N
u
m
b
e
r
s

C
o
u
n
t
i
n
g

C
o
o
r
d
i
n
a
t
e
 
s
y
s
t
e
m

O
r
d
e
r
i
n
g

I
n
d
e
x
i
n
g

C
o
d
i
n
g

R
a
t
i
o

M
e
a
s
u
r
e
m
e
n
t

R
e
c
o
r
d
i
n
g

.

_
_

(
w
i
t
h
o
u
t
 
c
a
l
c
u
l
a
t
i
o
n
)

4
.

\
i
,

C
O
M
M
U
N
I
C
A
T
I
O
N
S

P
E

R
F

O
R

M
A

N
C

E
M
O
D
E
S

E
X

A
M

P
LE

S

.

S
K

IL
LS

/C
O

N
C

E
P

T
S

S
p
e
a
k
i
n
g

.
.

R
e
a
d
i
n
g

L
i
s
t
e
n
i
n
g

_

V
i
e
w
i
n
g

/
I
/

'
.
.
.
.
.
.
.
,

V
e
r
b
a
l
 
i
n
t
r
o
d
u
c
t
i
o
n

S
o
c
i
a
l

C
o
m
p
r
e
h
e
n
s
i
o
n
 
o
f
 
c
a
t
a
l
o
g 4
.
'

C
o
n
v
e
r
s
a
t
i
o
n

S
o
c
i
a
l
/
b
u
s
i
n
e
s
s

I
l
l
u
s
t
r
a
t
i
o
n

,/

T
e
r
m
i
n
o
l
o
g
y
/
G
e
n
e
r
a
l
 
v
o
c
a
b
u
l
a
r
y
,
 
A
p
p
r
o
-

p
r
i
a
t
e
 
d
i
c
t
i
o
n
,
 
E
n
u
n
c
i
a
t
i
o
n
;
 
C
l
a
r
i
t
y

o
f
 
e
x
p
r
e
s
s
i
o
n
,
 
D
r
e
s
s
,
 
P
o
i
s
e
,
 
U
s
a
g
e
,
 
_

C
o
m
p
r
e
h
e
n
s
i
o
n
,
 
D
e
t
a
i
l
/
I
n
f
e
r
e
n
c
e
,
 
I
n
f
o
r
-

m
a
t
i
o
n
a
l
 
r
e
p
o
r
t
s
,
 
R
e
c
o
m
m
e
n
d
a
t
i
o
n

r
e
p
o
r
t
s
,
 
P
h
y
s
i
c
a
l
 
e
x
p
e
r
i
m
e
n
t
,

-

D
e
s
c
r
i
p
t
i
o
n
 
o
f
 
m
e
c
h
a
n
i
s
m
,
 
T
e
r
m
i
n
o
l
o
g
y

C
o
n
c
e
n
t
r
a
t
i
o
n
,
 
N
o
t
e
 
t
a
k
i
n
g

R
e
c
o
g
n
i
t
i
o
n
 
o
f
 
s
y
m
b
o
l
s
,
 
c
o
d
e
s
,
 
e
m
b
l
e
m
s

.

l'i
Q
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E
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S
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O

M
E
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O
LS

, E
Q

U
IP

M
E

N
T

, M
A

T
E

R
IA

LS
,

O
B
J
E
C
T
S
 
A
C
T
E
D
 
W
O
N

P
E

R
F

O
R

M
A

N
C

E
 K

N
O

W
LE

D
G

E
4
0
,

S
A

F
E

T
Y

H
A

Z
A

R
D

P
r
e
s
e
n
t
a
t
i
o
n
 
v
e
h
i
c
l
e
s
:

W
r
i
t
t
e
n
 
m
a
t
e
r
i
a
l
s
 
a
n
d
 
l
i
t
e
r
a
t
u
r
e

A
u
d
i
o
-
v
i
s
u
a
l
 
e
q
u
i
p
m
e
n
t
 
a
n
d
 
m
a
t
e
r
i
a
l
s

M
o
c
k
 
-
u
p
s

.
.

P
r
e
p
a
r
e
 
w
r
i
t
t
e
n
 
a
n
d
/
o
r
 
o
r
a
l
 
p
r
e
s
e
n
t
a
-

t
i
o
n

I
d
e
n
t
i
f
y
,
 
p
r
o
d
u
c
t
 
f
e
4
t
u
r
e
s
 
a
n
d
 
b
e
n
e
f
i
t
s

w
h
i
c
h
 
a
r
e
 
u
n
i
q
u
e
 
a
n
d
 
d
i
f
f
e
r
e
n
t

f
r
o
m
 
e
x
i
s
t
i
n
g
 
l
i
n
e
s
 
a
n
d
 
c
o
m
p
e
t
i
t
o
r
s

l
i
n
e
s

D
e
l
i
v
e
l
 
p
r
e
s
e
n
t
a
t
i
o
n
 
t
o
 
c
l
i
e
n
t

,

.

D
E

C
IS

IO
N

S
C

U
E

S
'

E
R

R
O

R
S

D
e
t
e
r
m
i
n
e
 
p
r
e
s
e
n
t
a
t
i
o
n
 
v
e
h
i
c
l
e
s
 
o
r

O
r
g
a
n
i
z
a
t
i
o
n
a
l
 
s
t
r
u
c
t
u
r
e
 
t
o
 
d
e
t
e
r
m
i
n
e

.

c
o
m
b
 
i
n
a
t
 
i
o
n
 
t
h
e
r
e
o
f

a
p
p
r
o
a
c
h

.
.
-

\

G
e
o
g
r
a
p
h
i
c
a
l
 
l
o
c
a
t
i
o
n
s

C
u
r
r
e
n
t
 
e
c
o
n
o
m
i
c
 
c
o
n
d
i
t
i
o
n
s .

V
e
h
i
c
l
e
 
c
h
o
o
s
e
n
 
w
o
u
l
d
 
p
r
o
d
u
c
e
 
l
e
a
s
t

e
f
f
e
c
t
i
v
e
 
p
r
e
s
e
n
t
a
t
i
o
n

.
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S
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.
M

A
T

H
N

U
M

B
E

R
 S

Y
S

T
E

M
S

M
A

T
H

e
r
s
o
n
a
l
 
q
u
a
l
i
t
i
e
s
 
(
s
e
e
 
a
p
p
e
n
d
i
x
)

P
r
o
f
e
s
s
i
o
n
a
l
i
s
m
 
(
s
e
e
 
a
p
p
e
n
d
i
x
)

H
u
m
a
n
 
c
o
n
s
i
d
e
r
a
t
i
o
n
s
 
(
s
e
e
 
a
p
p
e
n
d
i
x
)

-

B
a
s
i
c
 
h
u
m
a
n
 
i
n
h
i
b
i
t
i
o
n
s

E
x
c
e
s
s
i
v
e
 
p
r
e
o
c
c
u
p
a
t
i
o
n
 
w
i
t
h
 
p
a
s
t
 
e
x
p
e
r
i
e
n
c
e
s

.

C
o
n
d
i
t
i
o
n
s
 
f
o
r
 
h
e
a
l
t
h
y
 
a
n
d
 
g
r
o
w
t
h
-
d
i
r
e
c
t
e
d
 
j
o
b
 
p
e
r
f
o
r
m
a
n
c
e

A
w
a
r
e
n
e
s
s
 
o
f
 
o
n
e
'
s
 
c
h
a
n
g
i
n
g
 
e
m
o
t
i
o
n
a
l
 
s
t
a
t
e
s
;
 
C
a
p
a
-
i
t
y

t
o
 
m
a
i
n
t
a
i
n
 
o
p
e
n
-
m
i
n
d
e
d
n
e
s
s
 
a
n
d
 
c
o
m
p
o
s
u
r
e
 
i
n
 
t
h
e
 
f
a
r

s
e
e
m
i
n
g
l
y
 
d
i
f
f
e
r
e
n
t
,
 
e
c
c
e
n
t
r
i
c
 
o
r
 
c
l
a
s
h
i
n
g
 
v
a
l
u
e
s

e
x
p
r
e
s
s
e
d
 
b
e
h
a
v
i
o
r
a
l
l
y
 
o
r
 
v
e
r
b
a
l
l
y

,
.

P
h
y
s
i
c
a
l
,
 
e
m
o
t
i
o
n
a
l
,
 
a
n
d
 
m
e
n
t
a
l
 
c
o
n
s
i
d
e
r
a
t
i
o
n
s

C
o
m
f
o
r
t
,
 
s
a
f
e
t
y
,
 
p
h
y
s
i
c
a
l
,
 
e
m
o
t
i
o
n
a
l

a
n
d
 
i
n
t
e
l
4
c
t
u
a
l

h
e
a
l
t
h
,
 
a
t
t
e
n
t
i
o
n
;
 
c
o
n
c
e
n
t
r
a
t
i
o
n
,
 
m
e
n
t
a
l
 
c
l
a
r
i
t
y
,

o
r
g
a
n
i
z
a
t
i
o
n

.

R
a
t
i
o
n
a
l
 
N
u
m
b
e
r
s

F
u
n
d
a
m
e
n
t
a
l
 
O
p
e
r
a
t
i
o
n
s
 
(
C
a
l
c
u
l
a
t
i
o
n
)

B
a
s
i
c
 
A
r
i
t
h
m
e
t
i
c
 
S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
s

U
s
e
 
o
f
 
C
o
u
r
t
i
n
g
 
D
e

c
e
s
 
a
n
d
 
M
e
c
h
a
n
i
c
a
l
 
A
i
d
s

B
a
s
i
c
 
k

s
u
r
e
m
e
n
t

k
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
s

B
a
s
i

A
l
g
e
b
r
a
 
S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
s

B
a
g
i
c
 
G
e
o
m
e
t
r
y
 
S
K
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
s

B
a
s
i
c
 
T
r
i
g
o
n
o
m
e
t
r
y
 
S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
s

B
a
s
i
c
 
P
r
o
b
a
b
i
l
i
t
y
 
S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
s

B
a
s
i
c
 
S
t
a
t
i
s
t
i
c
a
l
 
S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
s

B
a
s
i
c
 
L
o
g
i
c

A
s
 
i
t
 
m
a
y
 
a
p
p
l
y
:

D
e
p
e
n
d
e
n
t
 
o
n
 
n
a
t
u
r
e
 
a
n
d
 
u
s
e
 
o
f
 
p
r
o
d
u
c
t

S
t
a
t
u
s
 
a
n
d
 
c
o
m
p
e
t
e
n
c
y
 
o
f
 
c
l
i
e
n
t
 
o
r
 
a
u
d
i
e
n
c
e

.
,

M
a
t
h
 
-
 
N
u
m
b
e
r
 
S
y
s
t
e
m
s
 
(
s
e
e
 
a
p
p
e
n
d
i
x
)

.

.

C
O

M
M

U
N

IC
A

T
IO

N
S

P
E

R
F

O
R

M
A

N
C

E
 M

O
D

E
S

E
X

A
M

P
LE

S
S

K
IL

LS
/C

O
N

C
E

P
T

S

S
p
e
a
k
i
n
g

R
e
a
d
i
n
g
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s
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,
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e
n
t
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l
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u
i
e
t
u
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,
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e
n
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l
 
c
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r
i
t
y
,
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r
g
a
n
i
z
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t
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o
n

B
a
s
i
c
 
h
u
m
a
n
 
i
n
h
i
b
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t
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o
n
s
 
(
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e
e
 
a
p
p
e
n
d
i
x
)

C
o
n
d
i
t
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o
n
s
 
f
o
r
 
h
e
a
l
t
h
y
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n
d
 
g
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o
w
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-
d
i
r
e
c
t
e
d
 
j
o
b
 
p
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r
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r
m
a
n
c
e

A
w
a
r
e
n
e
s
s
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f
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e
'
s
 
c
h
a
n
g
i
n
g
 
e
m
o
t
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o
n
a
l
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t
a
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e
s
;
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f

c
h
a
n
g
i
n
g
 
p
h
y
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i
c
a
l
 
s
t
a
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;
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f
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n
l
i
m
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t
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d
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n
t
e
l
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c
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a
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a
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s
;
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f
 
d
i
v
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r
s
e
,
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n
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u
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t
i
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e
 
(
c
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e
a
t
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v
e
)
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a
p
a
c
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t
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e
s
;
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o
 
p
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r
c
e
i
v
e
,
 
q
u
i
c
k
l
y
 
i
n
t
e
g
r
a
t
e
,
 
a
n
d
 
f
u
n
c
t
i
o
n
 
w
e
l
l
 
i
n
 
t
h
e

f
a
c
e
 
o
f
 
u
n
e
x
p
e
c
t
e
d
 
s
i
t
u
a
t
i
o
n
a
l
 
v
a
r
i
a
b
l
e
s
;
 
a
n
d
 
t
o
 
m
a
i
n
-

t
a
i
n
 
o
p
e
n
-
m
i
n
d
e
d
n
e
s
s
 
a
n
d
 
c
o
m
p
o
s
u
r
e
 
i
n
 
t
h
e
 
f
a
r
 
s
e
e
m
i
n
g
l
y

d
i
f
f
e
r
e
n
t
,
 
e
c
c
e
n
t
r
i
c
,
 
o
r
 
c
l
a
s
h
i
n
g
 
v
a
l
u
e
s
 
e
x
p
r
e
s
s
e
d
 
1

b
e
h
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v
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r
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r
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r
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l
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y

F
u
n
d
a
M
e
n
t
a
l
 
O
p
e
r
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t
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n
s
 
(
C
a
l
c
u
l
a
t
i
o
n
)
,
 
U
s
e
 
o
f
 
N
u
m
b
e
r
s

(
w
i
t
h
o
u
t
 
c
a
l
c
u
l
a
t
i
o
n
)
,
 
S
e
t
 
o
f
 
R
e
a
l
 
N
u
m
b
e
r
s
,
 
B
a
s
i
c
 
A
r
i
t
h
7

m
e
t
i
c
 
S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
s
,
 
U
s
e
 
o
f
 
C
o
m
p
u
t
i
n
g
 
D
e
v
i
c
e
s
 
a
n
d

M
e
c
h
a
n
i
c
a
l
 
A
i
d
s
,
 
B
a
s
i
c
 
M
e
a
s
u
r
e
m
e
n
t
 
S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
s
,

B
a
s
i
c
 
A
l
g
e
b
r
a
 
S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
p
e
t
s
,
 
B
a
s
i
c
 
G
e
o
m
e
t
r
y
 
S
k
i
l
l
s

a
n
d
 
C
o
n
c
e
p
t
s
,
 
B
a
s
i
c
 
T
r
i
g
o
n
o
m
e
t
r
y
 
S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
s
,

B
a
s
i
c
 
P
r
o
b
a
b
i
l
i
t
y
 
S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
s
,
 
B
a
s
i
c
 
S
t
a
t
i
s
t
i
c
a
l

S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
s
,
 
B
a
s
i
c
 
L
o
g
i
c
 
[
I
n
 
h
a
n
d
l
i
n
g
 
o
b
j
e
c
t
i
o
n
s
,

d
e
t
e
r
m
i
n
i
n
g
 
c
u
s
t
o
m
e
r
 
n
e
e
d
s
,
 
r
e
i
n
f
o
r
c
e
 
s
u
g
g
e
s
t
i
o
n
s
]

A
s
 
i
t
 
m
a
y
 
a
p
p
l
y
:

D
e
p
e
n
d
e
n
t
 
o
n
 
n
a
t
u
r
e
 
a
n
d
 
u
s
e
 
o
f
 
p
r
o
d
u
c
t

S
t
a
t
u
s
 
a
n
d
 
c
o
m
p
e
t
e
n
c
y
 
o
f
 
c
l
i
e
n
t
 
o
r
 
a
u
d
i
e
n
c
e

M
a
t
h
 
-
 
N
u
m
b
e
r
 
S
y
s
t
e
m
s

C
O

M
M
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N
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A

T
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N
S

P
E

R
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R

M
A

N
C

E
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D

E
S

S
p
e
a
k
i
n
g

L
i
s
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n
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n
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X

A
M
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S

V
e
r
b
a
l
 
p
e
r
s
u
a
s
i
o
n

C
o
n
v
e
r
s
a
t
i
o
n

S
K
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O

N
C

E
P

T
S

T
e
r
m
i
n
o
l
o
g
y
,
 
D
i
c
t
i
o
n
,
 
I
m
p
l
y
i
n
g
,
 
E
n
u
n
c
i
-

a
t
i
o
n
,
 
C
l
a
r
i
'
y
 
o
f
 
e
x
p
r
e
s
s
i
o
n
,
 
P
e
r
s
u
a
-

s
i
o
n
,
 
D
e
n
o
t
a
t
i
o
n
/
C
o
n
n
o
t
a
t
i
o
n
,
 
L
o
g
i
c
,

G
e
s
t
u
r
e
s
,
 
F
a
c
i
a
l
 
a
n
d
 
b
o
d
y
 
f
e
a
t
u
r
e
s
,

D
r
e
s
s
,
 
P
o
i
s
e
,
 
U
s
a
g
e

D
i
s
c
r
i
m
i
n
a
t
e
 
f
a
c
t
s
 
f
r
o
m
 
n
o
n
-
f
a
c
t
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,

R
e
c
o
g
n
i
z
e
 
o
p
i
n
i
o
n
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o
n
c
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n
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r
a
t
i
o
n
.
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o
r
d
 
d
e
f
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n
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n
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N
o
t
e
 
t
a
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i
n
g

1
1



www.manaraa.com

(T
A

S
K

 S
T

A
T

E
M

E
N

T
)

I
N
F
O
R
M
 
C
U
S
T
O
M
E
R
 
O
F
 
N
E
W
 
T
E
C
H
N
O
L
O
G
I
C
A
L
 
C
H
A
N
G
E
S

T
O

O
LS

, E
Q

U
IP

M
E

N
T

, M
A

T
E

R
IA

LS
,

O
B

JE
C

T
S

 A
C

T
E

D
 U

P
O

N
P

E
R

F
O

R
M

A
N

C
E

 K
N

O
W

LE
D

G
E

2:
1

S
A

F
E
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D
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l
i
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.
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n
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s
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y
 
p
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u
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c
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p
l
e
s

T
e
s
t
i
m
o
n
i
a
l
s
:

D
o
c
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u
p
p
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e
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c
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c
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p
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b
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p
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c
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c
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c
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c
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c
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n
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u
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c
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o
l
o
g
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c
a
l
 
c
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n
g
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p
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C
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H
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U

M
B
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P
e
r
s
o
n
a
l
 
q
u
a
l
i
t
i
e
s
 
(
s
e
e
 
a
p
p
e
n
d
i
x
)

-

P
r
o
f
e
s
s
i
o
n
a
l
i
s
m
 
(
s
e
e
 
a
p
p
e
n
d
i
x
)

H
u
m
a
n
 
c
o
n
s
i
d
e
r
a
t
i
o
n
 
(
s
e
e
 
a
p
p
e
n
d
i
x
)

P
h
y
s
i
c
a
l
,
 
e
m
o
t
i
o
n
a
l
,
 
a
n
d
 
m
e
n
t
a
l
 
c
o
n
s
i
d
e
r
a
t
i
o
n
s

A
t
t
e
n
t
i
o
n
,
 
O
b
s
e
r
v
a
t
i
o
n
,
 
C
o
n
d
e
n
t
r
a
t
i
o
n
,
 
M
e
n
t
a
l
 
a
l
e
r
t
-

n
e
s
s
,
 
M
e
n
t
a
l
 
q
u
i
e
t
u
d
e
,
 
M
e
n
t
a
l
 
c
l
a
r
i
t
y
,
 
O
r
g
a
n
i
z
a
t
i
o
n

B
a
s
i
c
 
h
u
m
a
n
 
i
n
h
i
b
i
t
i
o
n
d
 
(
s
e
e
 
a
p
p
e
n
d
i
x
)

C
o
n
d
i
t
i
o
n
s
 
f
o
r
 
h
e
a
l
t
h
y
 
a
n
d
 
g
r
o
w
t
h
 
-
 
d
i
r
e
c
t
e
d
 
j
o
b
 
p
e
r
f
o
r
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m
a
n
c
e
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w
a
r
e
n
e
s
s
 
o
f
 
o
n
e
'
s
 
d
i
v
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r
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e
,
 
i
n
t
u
i
t
i
v
e
 
(
c
r
e
a
t
i
v
e
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-

c
a
p
d
t
i
t
i
e
s
;
 
C
a
p
a
c
i
t
y
 
t
o
 
'
m
a
i
n
t
a
i
n
 
o
p
e
n
-
m
i
n
d
e
d
n
e
s
s
 
a
n
d

c
o
m
p
o
s
u
r
e
 
i
n
 
t
h
e
 
f
a
r
 
s
e
e
m
i
n
g
l
y
 
d
i
f
f
e
r
e
n
t
,
 
e
c
c
e
n
t
r
i
c

o
r
'
c
l
a
s
h
i
n
g
v
a
l
u
e
d
 
e
x
p
r
e
s
s
e
d
 
b
e
h
a
v
i
o
r
a
l
l
y
 
o
r
 
v
e
r
b
a
l
l
y
;

C
a
p
a
c
i
t
y
 
t
o
 
p
e
r
c
e
i
v
e
,
 
q
u
i
c
k
l
y
 
i
n
t
e
g
r
a
t
e
,
 
a
n
d
 
f
u
n
c
t
i
o
n

w
e
l
l
 
i
n
 
t
h
e
 
f
a
c
e
 
o
f
 
u
n
e
x
p
e
c
t
e
d
 
s
i
t
u
a
t
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o
n
a
l
 
v
a
r
i
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b
l
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,
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e
t
 
o
f
 
R
e
a
l
 
N
u
m
b
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s
 
[
A
s
'
a
p
p
l
i
e
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o
 
n
e
w
 
p
r
o
d
u
c
t
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e
a
t
u
r
e
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a
n
d

b
e
n
e
f
i
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s
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,
 
U
s
e
 
o
f
 
N
u
m
b
e
r
s
 
(
w
i
t
h
o
u
t
 
c
a
l
c
u
l
a
t
i
o
n
)
,
 
F
u
n
d
s
-

m
e
n
t
a
l
 
O
p
e
r
a
t
i
o
n
s
 
(
C
a
l
c
u
l
a
t
i
o
n
)
,
 
,
B
a
s
i
c
 
A
r
i
t
h
m
e
t
i
c
 
S
k
i
l
l
s

a
n
d
 
C
o
n
c
e
p
t
s
,
 
U
s
e
 
o
f
 
C
o
m
p
u
t
i
n
g
 
D
e
v
i
c
e
s
 
a
n
d
 
M
e
c
h
a
n
i
c
a
l

.
A
i
d
s
,
 
B
a
s
i
c
 
M
e
a
s
u
r
e
m
e
n
t
 
S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
s
,
 
B
a
s
i
c

.

A
l
g
e
b
r
a
 
S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
s
,
 
B
a
s
i
c
 
G
e
o
m
e
t
r
y
 
S
k
i
l
l
s
 
a
n
d

C
o
n
c
e
p
t
s
,
 
B
a
s
i
c
 
T
r
i
g
o
n
o
m
e
t
r
y
 
S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
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,
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a
s
i
c
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r
o
b
a
b
i
l
i
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y
 
S
k
i
l
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d
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o
n
c
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p
t
s
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a
s
i
c
 
S
t
a
t
i
s
t
i
c
a
l
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k
i
l
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s
 
a
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d
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o
n
c
e
p
t
s
,
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a
s
i
c
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o
g
i
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s
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t
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a
y
 
a
p
p
l
y
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D
e
p
e
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d
e
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t
 
o
n
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t
u
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e
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n
d
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e
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f
 
p
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a
t
u
s
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d
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p
e
t
e
n
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f
 
c
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t
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c
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a
t
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u
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b
e
r
s
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y
s
t
e
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s
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e
e
 
a
p
p
e
n
d
i
x
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p
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b
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P
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-
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Duty B .Analyzing Custnmer Needs
1 Determine customer need (s)
2 Observe and determine clients operational problems
3 Relay Customer needs to research and development
4 Determine specific equipment to meet customers needs

.5 Decide specific material to meet customer need (s)
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n
a
l
,
 
a
n
d
 
m
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n
t
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l
 
c
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s
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t
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n
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t
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n
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s
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c
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n
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c
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a
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b
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E
x
c
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i
c
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c
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E
x
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p
r
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o
c
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u
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E
x
c
e
s
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v
e
 
p
r
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o
c
c
u
p
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t
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n
 
w
i
t
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p
a
s
t
 
e
x
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e
r
i
e
n
c
e
s

E
x
c
e
s
s
i
v
e
 
a
t
t
a
c
h
m
e
n
t
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o
 
f
i
x
e
d
-
p
r
o
j
e
c
t
e
d
 
t
i
m
e
 
s
e
t
s

(
e
.
g
.
 
s
c
h
e
d
u
l
e
s
,
 
a
p
p
o
i
n
t
m
e
n
t
s
,
 
d
e
a
d
l
i
n
e
s
)

E
x
c
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h
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p
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c
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b
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c
a
t
i
o
n

E
x
c
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c
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p
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p
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b
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b
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c
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c
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p
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c
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c
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c
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c
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c
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c
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b
r
a
 
S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
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c
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c
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c
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c
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r
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d
v
i
-
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c
l
i
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-
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r
o
p
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r
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y
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p
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p
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p
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c
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c
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t
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m
b
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r
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y
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t
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p
p
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C
O

M
M
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N
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E
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F
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R
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A
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C
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D
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S
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p
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k
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t
e
n
i
n
g

V
i
e
w
i
n
g
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X

A
M

P
LE

S

V
e
r
b
a
l
 
q
u
e
s
t
i
o
n
i
n
g
 
t
e
c
h
n
i
q
u
e
s

C
o
n
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s
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o
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I
l
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u
s
t
r
a
t
i
o
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o
r
 
v
i
e
w
i
n
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q
u
i
p
m
e
n
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K
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O

N
C

E
P

T
S

T
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m
i
n
o
l
o
g
y
,
 
D
i
c
t
i
o
n
,
 
I
m
p
l
y
i
n
g
,
 
E
n
u
n
c
i
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a
t
i
o
n
,
 
C
l
a
r
i
t
y
 
o
f
 
e
x
p
r
e
s
s
i
o
n
,
 
P
e
r
s
u
a
-

s
i
o
n
,
,
D
e
n
o
t
a
t
i
o
n
/
C
o
n
n
o
t
a
t
i
o
n
,
 
L
o
g
i
c
,

G
e
s
t
u
r
e
s
,
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r
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,
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a
c
i
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l
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d
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t
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o
i
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,
 
U
s
a
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e
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u
d
i
t
o
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y
 
d
i
s
c
r
i
m
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n
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t
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,
 
D
i
s
c
r
i
m
i
n
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t
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f
a
c
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f
a
c
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e
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o
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n
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n
c
e
n
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r
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t
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n
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i
s
u
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n
a
l
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t
a
i
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r
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n
c
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l
o
r
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i
s
c
r
i
m
i
n
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t
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e
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o
g
n
i
t
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n
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f
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y
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o
d
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s
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e
m
b
l
e
m
s

2
3
.
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R
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r
c
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o
p
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t
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r
t
-

R
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s
e
a
r
c
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a
n
d
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e
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e
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o
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t
 
p
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p
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e
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t
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r
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s
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t
e
r
i
a
l
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v
e
n
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c
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t
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S
a
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p
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e
 
o
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b
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e
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t
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d
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c
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p
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e
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e
s
e
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r
c
h
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d
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o
p
m
e
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t
 
d
e
p
a
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t
-
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o
l
l
e
c
t
 
R
e
s
e
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r
c
h
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D
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o
p
m
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t
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e
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s
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o
p
e
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d
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o
p
h
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n
a
l
y
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i
s
 
r
e
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r
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i
c
a
t
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n
 
d
e
p
e
n
d
i
n
g
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n
 
n
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n
a
l
y
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e
 
r
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R
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s
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c
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s
i
z
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f
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m
p
a
n
y
 
s
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l
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p
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n
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e
v
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t
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n
 
r
e
l
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t
o

r
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p
r
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t
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o
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r
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e
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d
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D
E

C
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N
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C

U
E

S
k

E
R
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S

D
e
t
e
r
m
i
n
e
 
a
n
d
 
e
l
i
m
i
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a
t
e
 
i
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r
e
l
e
v
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t

C
o
m
p
a
n
y
 
p
r
o
c
e
d
u
r
e
 
t
o
 
f
o
l
l
o
w
 
i
n

N
o
t
 
h
a
v
i
n
g
-
s
i
g
n
i
f
i
c
a
n
t
 
d
a
t
a
 
t
o
 
p
r
e
s
e
n
t

i
n
f
o
r
m
a
t
i
o
n

-
p
r
e
s
e
n
t
a
t
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o
n
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f
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n
a
l
y
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i
s
 
f
o
r

t
o
 
R
e
s
e
a
r
c
h
 
a
n
d
 
D
e
v
e
l
o
p
m
e
n
t
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e
s
e
a
r
c
h
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n
d
 
D
e
v
e
l
o
p
m
e
n
t
 
d
e
p
a
r
t
-

.
m
e
n
t

.
.
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c
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c
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c
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n
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p
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b
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c
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c
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c
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c
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c
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c
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c
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c
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p
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Duty C Performing Sales Presentation
.1 Adjust Sales presentation to customers needs and operation

4\mi
'2 Determine most app opriate sales presentation and steps
3 Plan presentation t ng
4 Perform actual sales presentation
5 Utilize questioning techniques to determine potential objections
6 Stimulate customer by 'involvement in presentation (response)
7 Demonstrate product line knowledge, stressing product features and benefits!
8 Maintain visual impact through demonstrat ).on
9 Incorporate company's image, policies and procedures in presentation
10 Close sales presentation

,
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i
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c
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p
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b
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c
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c
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c
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c
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c
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c
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i
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i
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R
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b
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b
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c
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p
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r
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R
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P
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c
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p
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p
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c
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c
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c
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p
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p
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p
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c
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c
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p
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b
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b
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c
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c
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d
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P
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R
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c
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c
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c
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b
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c
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c
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c
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c
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c
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c
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c
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p
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c
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c
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c
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b
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b
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c
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c
u
l
a
t
i
o
n
)

C
o
u
n
t
i
n
g

C
o
o
r
d
i
n
a
t
e
 
s
y
s
t
e
m

O
r
d
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c
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p
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c
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c
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p
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c
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p
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.
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p
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p
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c
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c
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p
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P
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R
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P
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p
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p
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b
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c
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p
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c
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p
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c
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p
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P
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c
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c
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c
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c
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p
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c
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c
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c
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r
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i
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d
i
c
t
i
o
n
,
 
i
t
p
l
y
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n
g
.

e
n
 
.

a
t
i
o
n
,
 
c
l
a
r
i
t
y
 
o
f
 
e
x
p
r
e
s
S
i
o
n
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r
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u
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i
o
n
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d
e
n
o
t
a
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n
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n
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p
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s
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c
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o
r
m
a
n
c
e

C
a
p
a
c
i
t
y
-
t
o
 
p
e
r
c
i
e
v
e
,
 
q
u
i
c
k
l
y
 
i
n
t
e
g
r
a
t
e
,
,
 
a
n
d
 
f
u
n
c
i
t
o
n
 
w
e
l
l

i
n
 
t
h
e
 
f
a
c
e
 
o
f
 
u
n
e
x
p
e
c
t
e
d
 
s
i
t
u
a
t
i
o
n
a
l
 
v
a
r
i
a
b
l
e
s
;
 
C
a
p
a
c
i
t
y

t
o
 
m
a
i
n
t
a
i
n
 
o
p
e
n
-
m
i
n
d
e
d
n
e
s
s
 
a
n
d
 
c
o
m
p
o
s
u
r
e
 
i
n
 
t
h
e
 
f
a
r
 
s
e
e
m
-

i
n
g
l
y
 
d
i
f
f
e
r
e
n
t
,
 
e
c
c
e
n
t
r
i
c
 
o
r
 
c
l
a
s
h
i
n
g
 
v
a
l
u
e
s
 
e
x
p
r
e
s
s
e
d

b
e
h
a
v
i
o
r
a
l
l
y
 
o
r
 
v
e
r
b
a
l
l
y

P
h
y
s
i
c
a
l
,
 
e
m
o
t
i
o
n
a
l
,
 
a
n
d
 
m
e
n
t
a
l
`
 
c
o
n
s
i
d
e
r
a
t
i
o
n
:

C
o
m
f
o
r
t
,

c
a
u
t
i
o
n
,
 
s
a
f
e
t
y
,
 
p
h
y
s
i
c
a
l
,
 
e
m
o
t
i
o
n
a
l

a
n
d
 
i
n
t
e
l
l
e
c
t
u
a
l

h
e
a
l
t
h
,
 
a
t
t
e
n
t
i
o
n
,
 
o
b
s
e
r
v
a
t
i
o
n
,
 
c
o
n
c
e
n
t
r
a
t
i
o
n
,
 
m
e
n
t
a
l

a
l
e
r
t
n
e
s
s
,
 
m
e
n
t
a
l
 
q
u
i
e
t
u
d
e
,
 
m
e
n
t
a
l
 
c
l
a
r
i
t
y
,
 
&
 
o
r
g
a
n
i
z
a
t
i
o
n

S
e
t
 
o
f
 
R
e
a
l
 
N
u
m
b
e
r
s
,
 
U
s
e
 
o
f
 
N
u
m
b
e
r
s
 
(
w
i
t
h
o
u
t
 
c
a
l
c
u
l
a
t
i
o
n
)
,

F
u
n
d
a
m
e
n
t
a
l
 
O
p
e
r
a
t
i
o
n
s
 
(
c
a
l
c
u
l
a
t
i
o
n
)
,
 
B
a
s
i
c
 
A
r
i
t
h
m
e
t
i
c

S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
s
,
 
U
s
e
 
o
f
 
C
o
m
p
u
t
i
n
g
 
D
e
v
i
c
e
s
 
a
n
d

M
e
c
h
a
n
i
c
a
l
 
A
i
d
s
,
 
B
a
s
i
c
 
M
e
a
s
u
r
e
m
e
n
t
 
S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
s
,

B
a
s
i
c
 
P
r
o
b
a
b
i
l
i
t
y
 
S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
s
,
 
B
a
s
i
c
 
S
t
a
t
i
s
t
i
c
a
l

S
k
i
l
l
s
 
a
n
d
 
C
o
n
c
e
p
t
s
,
 
B
a
s
i
c
 
L
o
g
i
c
 
[
a
s
 
a
p
p
l
i
c
a
b
l
e
 
t
o

s
t
r
e
s
s
i
n
g
 
f
e
a
t
u
r
e
s
 
a
n
d
 
b
e
n
e
f
i
t
s
]

A
s
 
i
t
 
m
a
y
 
a
p
p
l
y
:

D
e
p
e
n
d
e
n
t
 
o
n
 
n
a
t
u
r
e
 
a
n
d
 
u
s
e
 
o
f
 
p
r
o
d
u
c
t

S
t
a
t
u
s
 
a
n
d
 
c
o
m
p
e
t
e
n
c
y
 
o
f
 
c
l
i
e
n
t
 
o
r
 
a
u
d
i
e
n
c
e

M
a
t
h
 
-
 
N
u
m
b
e
r
 
S
y
s
t
e
m
s
 
(
s
e
e
 
a
p
p
e
n
d
i
x
)

,

-
-

C
O

M
M

U
N

IC
A

T
IO

N
S

P
E

R
F

O
R

M
A

N
C

E
M
O
D
E
S

E
X

A
M

P
LE

S
S

K
IL

LS
 /C

O
N

C
E

P
T

S

S
p
e
a
k
i
n
g

.

W
r
i
t
i
n
g

L
i
s
t
e
n
i
n
g

D
e
l
i
v
e
r
 
o
r
a
l
 
p
r
e
s
e
n
t
a
t
i
o
n

W
r
i
t
e
 
i
n
f
o
r
m
a
t
i
v
e
 
p
r
e
s
e
n
t
a
t
i
o
n

I
n
t
e
r
p
r
e
t
 
o
b
j
e
c
t
i
o
n
s

.
,

4
5

.

T
e
r
m
i
n
o
l
o
g
y
,
 
D
i
c
t
i
o
n
,
 
I
m
p
l
y
i
n
g
,
 
E
n
u
n
c
i
.

a
t
i
o
n
,
 
C
l
a
r
i
t
y
 
o
f
 
e
x
p
r
e
s
s
i
o
n
,
 
P
e
r
s
u
a
.

s
i
o
n
,
 
D
e
n
o
t
a
t
i
o
n
/
C
o
n
n
o
t
a
t
i
o
n
,
 
L
o
g
i
c
,

G
e
s
t
u
r
e
s
,
 
D
r
e
s
s
,
 
F
a
c
i
a
l
 
a
n
d
 
b
o
d
y

f
e
a
t
u
r
e
s
,
 
P
o
i
s
e
,
 
U
s
a
g
e

P
e
n
m
a
n
s
h
i
p
,
 
S
p
e
l
l
i
n
g
,
 
C
l
a
s
s
i
f
i
c
a
t
i
o
n
,

D
e
s
c
r
i
p
t
i
o
n
,
 
T
e
r
m
i
n
o
l
o
g
y
,
 
A
p
p
r
o
p
r
i
-

a
t
e
 
d
i
c
t
i
o
n
,
 
C
l
a
r
i
t
y
 
o
f
 
e
x
p
r
e
s
s
i
o
n
,

P
e
r
s
u
a
s
i
o
n
,
 
L
o
g
i
c
,
 
U
s
a
g
e

A
u
d
i
t
o
r
y
 
d
i
s
c
r
i
m
i
n
a
t
i
o
n
,
 
D
i
s
c
r
i
m
i
n
a
t
e

f
a
c
t
s
 
f
r
o
m
 
n
o
n
-
f
a
c
t
s
,
 
R
e
c
o
g
n
i
z
e
 
o
p
i
n
'

i
o
n
s
,
 
C
o
n
c
e
n
t
r
a
t
i
o
n
,
 
N
o
i
s
e
 
d
i
s
c
r
i
m
i
-

n
a
t
i
o
n

.

5.
e.
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I
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T
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S
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Q
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IP
M

E
N

T
, M

A
T

E
R

IA
LS

,
O

JE
C

T
S

 -
A

C
T

E
D

 U
P

O
N

1

C
l
i
e
n
t

A
u
d
i
o
-
v
i
s
u
a
l
 
e
q
u
i
p
m
e
n
t
 
e
-
I
d
 
m
a
t
e
r
i
a
l

S
i
m
u
l
a
t
i
o
n
s

M
o
c
k
-
u
p
s

S
u
p
p
o
r
t
i
v
e
 
d
a
t
a
 
a
n
d
 
a
n
a
l
y
s
i
s
 
i
n
f
o
r
m
a
-

t
i
o
n
 
r
e
 
r
e
s
e
n
t
e
d
 
i
n
 
f
o
r
m
 
o
f

g
r
a
p
h
s
 
a
n
d
 
c
h
a
r
t
s

P
E

R
F

O
R

M
A

N
C

E
 K

N
O

W
LE

D
G

E
S

A
F

E
T

Y
H

A
Z

A
R

D

O
b
s
e
r
v
e
 
m
e
e
t
i
n
g
 
r
o
o
m
 
a
n
d
/
o
r
 
p
h
y
s
i
c
a
l

f
a
c
i
l
i
t
i
e
s
 
w
h
e
r
e
 
p
r
e
s
e
n
t
a
l
c
c

w
ill

t
r
a
n
s
p
i
r
e

S
e
l
e
c
t
'
 
d
e
m
o
n
s
t
r
a
t
i
o
n
 
e
q
u
i
p
m
e
n
,
.
 
a
n
d

m
a
t
e
r
i
a
l
 
w
h
i
c
h
 
w
i
l
l
 
f
a
c
i
l
i
t
a
t
e
 
p
r
e
-

s
e
n
t
a
t
i
o
n

C
h
e
c
k
-
o
u
t
 
a
n
d
 
t
e
s
t
 
d
e
m
o
n
s
t
r
a
t
i
o
n

4
p
e
e
q
u
i
p
m
e
n
t
 
t
o
 
d
e
t
e
r
m
i
n
e
 
i
f
 
o
p
e
r
a
b
l
e

s
i
g
n
,
 
c
r
e
a
t
e
 
a
n
d
 
p
r
o
d
u
c
e
 
v
i
s
u
a
l
s
 
t
o

b
e
 
u
s
e
d
 
i
n
 
d
e
m
o
n
s
t
r
a
t
i
o
n

D
E

C
IS

IO
N

S

D
e
t
e
r
m
i
n
e
 
w
h
i
c
h
 
v
i
s
u
a
l
s
 
w
i
l
l
 
p
r
o
d
u
c
e

g
r
e
a
t
e
s
t
 
i
m
p
a
d
t
 
i
n
 
d
e
m
o
n
s
t
r
a
t
i
o
n

C
U

E
S

P
h
y
s
i
c
a
l
 
f
a
c
i
l
i
t
i
e
s

A
c
c
e
s
s
 
t
o
 
e
q
u
i
p
m
e
n
t

S
i
z
e
 
a
n
d
 
m
a
k
e
-
u
p
 
o
f
 
a
u
d
i
e
n
c
e

E
R

R
O

R
S

I
n
a
p
p
r
o
p
r
i
a
t
e
 
v
i
s
u
a
l
s
 
-
 
p
r
o
d
u
c
i
n
g

i
n
e
f
f
e
c
t
i
v
e
 
d
e
m
o
n
s
t
r
a
t
i
o
n

L
o
s
s
 
o
f
 
c
l
i
e
n
t
 
i
n
t
e
r
e
s
t
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V
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I
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D
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M
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S
T
R
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T
I
O
N

S
C

IE
N

C
E

M
A

T
H

N
U

M
B

E
R

 S
Y

S
T

E
M

S

.

H
u
m
a
n
 
c
o
n
s
i
d
e
r
a
t
i
o
n
s

G
r
a
n
t
 
a
p
p
r
o
p
r
i
a
t
e
 
r
e
g
a
r
d
 
f
o
r
 
c
u
s
t
o
m
e
r
'
s
 
u
n
i
q
u
e
 
n
e
e
d
s
;

E
x
h
i
b
i
t
 
c
a
p
a
c
i
t
y
 
t
o
 
a
s
c
e
r
t
,
t
m
 
b
e
s
t
 
s
e
r
v
i
c
e
 
f
o
r
 
t
h
e

p
a
r
t
i
c
u
l
a
r
 
p
a
r
t
y
 
t
y
p
e
 
r
e
q
u
e
s
t
;
 
S
h
o
w
 
a
n
d
 
d
e
s
c
r
i
b
e

f
a
c
i
l
i
t
i
e
s
 
w
i
t
h
 
a
p
p
r
o
p
r
i
a
t
e
 
s
p
e
e
d
 
a
n
d
 
c
l
a
r
i
t
y
;
 
C
o
w
m
u
n
i
c
a
t
e

p
r
i
d
e
 
i
n
 
e
s
t
a
k
l
i
s
.
.
m
e
n
t

C
o
n
d
i
t
i
o
n
s
 
f
o
r
 
h
e
a
l
t
h
y
 
a
n
d
 
g
r
o
w
t
h
-
 
d
i
r
e
c
t
e
d
 
j
o
b
 
p
e
r
f
o
r
m
a
n
c
e

C
a
p
a
c
i
t
y
 
t
o
 
m
a
i
n
t
a
i
n
 
o
p
e
n
 
-
 
m
i
n
d
e
d
n
e
s
s
 
a
n
d
 
c
o
m
p
o
s
u
r
e
 
i
n
 
t
h
e

f
a
r
 
s
e
e
m
i
n
g
l
y
 
d
i
f
f
e
r
e
n
t
,
 
e
c
c
e
n
t
r
i
c
 
o
r
 
c
l
a
s
h
i
n
g
 
v
a
l
u
e
s

e
x
p
r
e
s
s
e
d
 
b
e
h
a
v
l
.
o
r
a
l
l
y
 
o
r
 
v
e
r
b
a
l
l
y
;
 
C
a
p
a
c
i
t
y
 
t
o
 
p
e
r
c
e
i
v
e
,

q
u
i
c
k
l
y
 
i
n
t
e
g
r
a
t
e
,
 
a
n
d
 
f
u
n
c
t
i
o
n
 
w
e
l
l
 
i
n
 
t
h
e
 
f
a
c
e
 
o
f

'
u
n
e
x
p
e
c
t
e
d
 
s
i
t
u
a
t
i
o
n
a
l
 
v
a
r
i
a
b
l
e
s
,

.

P
h
y
s
i
c
a
l
,
 
e
m
o
t
i
o
n
a
l
,
 
a
n
d
 
m
e
n
t
a
l
 
c
o
n
s
i
d
e
r
a
t
i
o
n
s
:

C
o
m
f
o
r
t
,
 
c
a
u
t
i
o
n
,
 
s
a
f
e
t
y
,
 
p
h
y
s
i
c
a
l
,
 
e
m
o
t
i
o
n
a
l
 
a
n
d

i
n
t
e
l
l
e
c
t
u
a
l
 
h
e
a
l
t
h
,
 
a
t
.
_
 
.
t
i
o
n
,
 
o
b
s
e
r
v
a
t
i
o
n
,
 
c
o
n
c
e
n
t
r
a
t
i
o
n

m
e
n
t
a
l
 
a
l
e
r
t
n
e
s
s
,
 
m
e
n
t
a
l
 
q
u
i
e
t
u
d
e
,
 
m
e
n
t
a
l
 
c
l
a
r
i
t
y
,
 
a
n
d

o
r
g
a
n
i
z
a
t
i
o
n

.

C
O

M
M

U
N

IC
A

T
IO

N
S

P
E

R
F

O
R

M
A

N
C

E
 M

O
D

E
S

E
X

A
M

P
LE

S
S

K
IL

LS
 /C

O
N

C
E

P
T

S
. V
i
e
w
i
n
g

W
r
i
t
i
n
g

I
l
l
u
s
t
r
a
t
i
o
n

W
r
i
t
t
e
n
 
d
e
s
i
g
n

4
7

V
i
s
u
a
l
 
a
n
a
l
y
s
i
s
,
 
M
e
m
o
r
y
,
 
L
o
g
i
c
,

D
e
s
c
r
i
p
t
i
o
n
,
 
R
e
c
o
g
n
i
t
i
o
n
 
o
f
 
s
y
m
b
o
l
s
,

c
o
d
e
s
,
 
e
m
b
l
e
m
s

P
e
n
m
a
n
s
h
i
p
,
 
S
p
e
l
l
i
n
g
,
 
C
l
a
s
s
i
f
i
c
a
t
i
o
n
,

D
e
s
c
r
i
p
t
i
o
n
,
 
R
e
p
o
r
t
s
,
 
T
e
r
m
i
n
o
l
o
g
y
,

C
l
a
r
i
t
y
 
o
f
 
e
x
p
r
e
s
s
i
o
n
,
 
P
e
r
s
u
a
s
i
o
n
,

D
e
n
o
t
a
t
i
o
n
/
C
o
n
n
o
t
a
t
i
o
n
,
 
L
o
g
i
c
'
,
 
U
s
a
g
e

N
 g
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H
A
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A

R
D

C
l
i
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H
i
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d
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o
f
 
c
o
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a
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y

D
e
t
a
i
l
e
d
 
d
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s
c
r
i
p
t
i
o
n
o
f
 
p
o
l
i
c
i
e
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a
n
d

p
r
o
c
e
d
u
r
e
s

T
e
s
t
i
m
o
n
i
a
l
s

S
e
l
e
c
t
 
m
o
s
t
 
a
 
T
-
o
p
r
i
a
t
e
 
i
n
f
o
r
m
a
t
i
o
n
 
a
s

a
p
p
l
i
c
a
b
l
e
 
t
o
 
c
l
i
p
_
n
t
2
s
_
s
i
t
u
a
t
i
o
n

I
n
c
o
r
p
o
r
a
t
e
 
i
n
t
o
 
i
n
t
r
o
d
u
c
t
i
o
n
 
o
f

p
r
e
s
e
n
t
a
t
i
o
n

S
l
a
n
t
 
c
o
m
p
a
n
y
'
s
 
i
m
a
g
e
,
 
p
o
l
i
c
i
e
s
 
a
n
d

p
r
o
c
e
d
u
r
e
s
 
t
o
 
c
l
i
e
n
t
 
f
o
r
 
s
a
k
e
 
o
f

i
m
p
a
c
t

D
E

C
IS

IO
N

S

D
i
s
t
i
n
g
u
i
s
h
 
b
e
t
w
e
e
n
 
p
r
i
m
a
r
y
,
 
s
e
c
o
n
d
a
r
y
,

a
n
d
 
s
u
p
p
o
r
t
i
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Duty:D Negotiating and Completing Terms of Sales Contract with Customer

1 Estimate bids for base product or materials
2 Estimate transportation coat
3 Estimate installation cost
4 Estimate product modification cost
5 Estimate auxiliary equipment and/or material cost
6 Submit bid for approval
7 Expedite order from manufacturer
8 Draw contract in proper legal form
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Duty E DeterMining Results by PO-nowUp Contact
1 Supervise installation of product
2 Demonstrate operation of equipment; and use of materials or

auxiliary equipment
3 Instruct employees on operation of equipment
4 Instruct employees on maintenance of equipment
5 Adjust complaints (including delivery)
6 Inspect product for wear and servicability
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c
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c
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Duty F Contacting and Servicing Existing and Perspective Customers

1 Determine sources of information for potential customers
2 Compile and maintain (up-date) potential customers
3 Plan and schedule weekly/monthly appointment schedule
4 Contact person responsible for making client's buying decision
5 Schedule Appointments
6 Develop follow-up system
7 Ascertain information on territorial changes
8 Utilize replacement and refill orders as a sales tool

(suggestive selling)
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Duty G Developing and Implementing Proper Sales Promotion and Product Promotion Plan
Develop "customer relation" procedure

'2 Determine methods of 'keeping advised of promotional techniques
(of products and firm)

3 Determine method of product, company and sales publicity
4 Determine method of displaying product(s) in conjunction with exhibitions,

trade fairs,,' and special events
5,

Exhibit goodwill through-:effective "public relatibns" program
.

(oy

4,
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Duty H Writing Reports
1 Write reports on completed and uncompleted sales
2 Write reports on sales prospects and contacts
3 Write reports on competitors' products
4 Write reports on credit ratings of customers

5 Record And maintain salesperson's expense accounts
6 Maintain sale progress report charts
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APPENDIX

SAFETY AND HAZARD

At this point, note that specific or determinable safety procedures or hazards encoun-

tered by the industrial salesperson are of a general nature. The industrial salesperson

will have to have a general and constant awareness of safety procedures-dictated by the

nature of the product he/she is selling-and the use of the product he/she is demonitating

or selling.

The basic reason for not being able to list specific instances is/due to the vast difference

in various industrial products-and the various safety procedures which apply to each. For

example, an industrial salesperson selling a product involved with construction, obViously

would have to be constantly aware of the need of a hard hat; an industrial salesperson sell-*

ing to a machine shop would need to be aware of the need for safety goggles afid-Wf-tht vari-

ous'safety devices on large machinery. It would be safe at this time to say, the safety and

hazard would be of a general natureyet ALL ENCOMPASSING as
it'appliei to industrial sales.

MATH - NUMBER SYSTEMS

The rationale behind this area lies within two very basic, yet important considerations.

First, the nature and use of the industrial product being sold. This difference is as vast

as the difference between light switches and nuclear reactors for industrial or institui

tiohal use. At this point, the vastness and complexity of mathematical systems as they are

employed by an industrial salesperson are just as vast as the example stated above_ (from

the simple to the most comp] *).

Second. consideration with regards to mathematics as applicable to,industrial sales lies with

the status and competency-of one's particular client or audience. In selling nuclear reac-

tors, the approach used with a city mayor would differ' to the approach used to the city engi-

neers (who would be inclined to better understand technical and statistical data given during

the sales presentation).

These two considerations must be given careful thought when approaching needed mathematical

systems to insure competency on the part of the industrial salesperson

ma
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BEHAVIORAL SCIENCE CODE

I. Personal Qualities
A. Exhibit capacity to ascertain personal qualities of client (skills, knowledge,

character, flexibility, learning capacity)
B. Exhibit capacity to foster trust
C. Exhibit capacity to accurately reflect business operation environment and job

expectations
D. Exhibit capacity to engender clear statement of rationale
E. Exhibit capacity to listen openly and attentively (without bias) in the commu-

nication process -
F. Exhibit Oilities of tact, poise, consideration, graciousness and imagination

II. Professionalism
A. Maintain capacity to foster trust

B. Maintain capacity to foster confidentiality
C. Maintain capacity to foxier cooperation

D. Maintain capacity to generate integrity
E. Maintain capacity to cope with conflict behavior
F. Maintain capacity to function efficiently when encountering fast changing,

multiple, personal or situational variables

G. Exhibit qualities of self-confidence, self-control, self-reliance, self-respect
and adaptability

III. Human Considerations
A. Maintain customer's illustion of privacy by avoiding excessive noise or movement

B. Grant appropriate regard for customer's personal space (convenience and special

interests)

C. Maintain regard for differing views on maximum efficiency of the operas

D. Grant appropriate regard for customer's unique needs

E. Exhibit capacity to ascertain best service for the particular party type request
F.' Show and describe facilities with appropriate speed and clarity

G. Communicate pride in establishment

IV. Physical, Emotional and Mental Considerations
A. Comfort
B. Caution
C. Safety
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D. Physical, emotional and intellectual health

E. Attention
F. Observation
G. Concentration
H. Mental alertness
I. Mental quietude

J. Mental clarity
K., Organization

V. Basic Human Inhibitions
A. Excessive anticipation of expected events

B. Excessive preoccupation with fantasy
C. Excessive preoccupation with past experiences

D. Excessive attachment to fixed-projected time sets (e.g. schedules, appoint-

ments, deadlines)

E. Excessive attachment to personal value sets which inhibit open interpersonal

communication
F. Excessive mental activity to the complete exclusion of intuitive body expressions

VI. Conditions for Healthy and Growth-Directed Job Performance

A. Awareness of one's changing emotional states

B. Rareness of one's changing physical states
C. ,Awareness of one's unlimited intellectual activities

D. Awareness of one's diverse, intuitive (creative) capacities

E. Capacity to perceive, quickly integrate, and function well in the face of unex-

pected situational variables,
F. Capacity to maintain open - mindedness and composure in the far seemingly different,

eccentric or clashing values expressed behaviorally or verbally


