
Because integrated delivery 
networks (IDNs) are highly 
complex organizations, medical 
device and diagnostic (MDD) 
companies often have difficulty 
establishing and sustaining 
relationships with the right 
decision-makers. 

The key to improving access is 
understanding how to evolve 
the sales process to meet the 
needs of C-suite leaders, supply 
chain executives, and physicians. 
Speaking at the Fall 2017 IDN 
Summit, several healthcare 
executives offered advice 
for trainers on helping their 
sales teams form value-based 
partnerships with IDNs.

What IDNs Wish Your Sales 
Team Knew
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Train sales teams on 
consultative selling. 

Provide frequent 
training on the 

industry landscape.

Besides making the mistake of selling during C-suite meetings, MDD 
sales teams often lack the knowledge base that allows them to adapt 
the conversation to where executives want to go, said Anthony 
Slonim, MD, DrPH, CPE, FACPE, president and CEO, Renown Health, 
and chair of CMR Institute’s Board of Directors. Consultative selling 
skills can help suppliers avoid short-term “selling” and focus on 
building long-term partnerships.

Another common mistake sales teams make is not making sure they 
are at the same point in the conversation as the customer. A simple 
strategy is to train sales teams to contact a customer ahead of time 
and gain consensus on the purpose of the visit. This can help them 
keep conversations on track, Slonim said.

“I expect that sales representatives who talk to our team stay 
informed and on top of the issues,” Slonim said. “You have to 
have a working knowledge of what is going on in the industry.” 
For example, if a CEO asks about a risk arrangement, a sales 
representative should know the basics, including whether or not the 
company is willing to engage in such contracts, he said. 

Other valuable topics for training include: effective account 
management, developing value propositions, and gaining access to 
the C-suite.
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When calling on IDNs, sales representatives may be asked to present to a wide range of 
influencers and decision-makers, including supply chain executives, service line directors, 
CMOs, and physicians.

Sales teams should know the elements of good communication and how to create 
effective presentations.
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Offer training 
to enhance 
presentation 
skills.
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Ensure sales teams 
understand how the 

product reduces costs. 

“The days when suppliers would come in and say, ‘but it’s patient-chargeable,’ are over.”

Reimbursement is shrinking across the 
industry, and in such an environment, IDN 
customers are particularly focused on if a 
product delivers value, said Tony Ybarra, 
CMRP, senior vice president, CHC Supply 
Trust, the group purchasing organization 
arm of Community Hospital Corporation. 
“The days when suppliers would come in 
and say, ‘but it’s patient-chargeable,’ are 
over,” he said. “It may be patient-charge-
able, but we’re not getting reimbursed for 
it.” Trainers should teach sales teams how 
an organization’s payer mix can affect its 
priorities and strategic initiatives.

Trainers also should help sales teams 
become fluent in discussing financial 
outcomes, especially if their product can 
reduce avoidable costs. Case in point: In 
today’s evolving healthcare environment, 
hospitals are no longer reimbursed for 
hospital-acquired infections, Ybarra said. 
If a product or technology has been 
approved to help reduce such risks, sales 
teams should offer data on how it can help 
reduce the total cost of care. Suppliers 
also need to understand how their 
products affect outcomes like length of 
stay and rehospitalizations.
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Teach sales teams 
how to put the patient 

and family—not the 
product—at the center 

of the conversation. 

“We’re in an industry that is about caring about people,” said Steven W. Huckabaa, 
vice president, supply chain, Avera Health. He urged sales teams to discuss what 
their products can do not just for patients but for family members as well. 
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Make sure sales 
teams truly know your 
company, not just the 

product or technology. 

Beyond having a strong knowledge of their customers and product lines, your 
sales representatives should have a deep understanding of your company, 
Huckabaa said. IDN customers want to know what a company has to offer, such as 
value-added programs and other services. This portfolio of services is what IDN 
customers consider when evaluating your sales team’s value proposition.
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CMR Institute offers a suite of products and services for the medical device 
and diagnostic industry to avoid missed connections and lost opportunities.

CMR designs competency-based learning plans that can be implemented for 
the right roles in your organization, at the right times, to make change where it 
will bring the most impact to your business quickly.

For more information, visit www.CMRinstitute.org

Through our extensive blended learning library, CMR helps 
pharmaceutical, medical device, and diagnostic professionals maximize 
market access, connect effectively with decision makers, and demonstrate 
the value of their products and services. Founded by a team of visionary 
physicians and healthcare companies in 1966, CMR Institute educates 
12,000 professionals annually in 35 countries and provides services to 
more than 75 of the leading life science companies worldwide.
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