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Introduction 
Why is there a need for this document?  This document is designed to help on-board any new member 

of the Visual Services team, specifically in the area of selling the solutions Visual Services offers.  It’s 

objective is to inform and create the right mindset for successful selling.  

 

Backgrounder 
Visual Services was created as a way to generate additional revenue for the California Superbike School 

in the UK (and Ireland).  The goal of this discipline is to create profit making opportunities specifically 

associated with both still and moving images.  Originally the school farmed out this service to a third 

party, but since the 2013 season it has brought the discipline in-house to help bolster the bottom-line 

profit of the schools.  

 

Here is an overview of the process currently used at the schools.  At the beginning of each day and as 

students sign-in at registration they are assigned a number and a group.  Along with the sticker showing 

their group color and number, they receive barcode stickers which are to be affixed to the motorcycle, 

and should be visible as they round the circuit.  

 

The school hires a freelance photographer to attend the school days who takes photos of every student 

throughout the day.  

 

Typically the target capacity of the school is 63 students per school day, and each student typically 

enjoys 5 sessions per day on track. Depending on the circuit, there can be anywhere from 4-8 laps in a 

session.  Not all students will be photographed on every lap but when they are photographed they can 

be photographed more than once in the same lap. This means that the photographer can, and does, 

shoot approximately 3,000 photos in a day.  After each session the photographer returns to the base, 

hands the card in, waits for the photos to be downloaded and the card returned, then heads back out to 

shoot more photos.  Meanwhile the person in the Sales and Sorting role will upload photos to the 

server, where both automatic and manual sorting begins.  

 

The photo sorting process includes passing the photos through the “Sorterizer” software.  This software 

looks for the barcodes in the photos and automatically sorts the photos into folders by their group and 

number.  Depending on the day, and specifically the weather conditions, the Sorterizer can typically sort 

anywhere from 25% - 75%.  The rest of the photos, not automatically sorted by Sorterizer, are manually 

sorted. 

 

 

 

Created by Martin Leitch v011918 



The Role: 

The main objective of the Sales and Sorting person, working at the base station, is to sell more 

photographs. This person is the primary point of contact for customers interested in visual services.  He 

or she should proactively engage with customers in a sales role to help understand their needs in 

regards to the solutions Visual Services can provide.  Currently there are three main areas Visual Services 

is focused on: 

1. Still photos in electronic form 

2. Still photos in printed form 

3. Personalized videos 

 

We’ll talk more about these three options as we proceed but for now it’s important to know something 

about the school and its founder. 

 

About Keith Code: 

Keith started riding in the dark ages of motorcycling, the 1950’s. He first raced in the 60’s at age 16, 

again in the 70’s, 80’s and 90’s. He went to design school; was a photographer; designed and 

manufactured shoes for the stars; sold pretzels on the street; was a full on drug addict in the 60’s; 

cleaned up with Dianetics; became a writer, inventor and dedicated himself to understanding and 

teaching the art of riding motorcycles. He was the first person to put words to road-racing and riding, 

and his research continues today. 

 

Keith is described in Wikipedia as "arguably the best known and most successful on-track motorcycle 

instructor in the world"  “The Legendary” Keith Code is known the world over and has been so, since the 

1980’s.  For students, by coming to the school, there’s an association with one of the celebrities of the 

industry. 36 years is a long time in motorcycle years. 

 

Positioning 
Next, let’s take a look at how to position Visual Services as an integral part of the California Superbike 

School (UK & EMEA). 

 

Positioning Statement: 

The Visual Services discipline provides valuable, high quality image-based solutions to the customers of 

the California Superbike School and the school itself.  These are top-shelf solutions designed solely with 

you our customers in mind.   Although an integral part of the school, our work is different from the core 

business of the school.  Visual Services are a profitable discipline serving the needs of the school and its 

customers. 

 

Objectives: 

● Deliver bottom-line profit to the School 

● Deliver quality driven products and services to our customers 

● Develop excellence in partnering (bringing freelance professionals and the school together) 

● Provide excellence in customer service to both customers and partners 
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Reasons to Buy 
Iconic Venues: 

The school provides training at some of the most iconic circuits in the world.  The backdrop for Visual 

Services is a good one; Brands Hatch, Silverstone, etc.  Each of these locations contain one or more 

recognizable feature, whether it be the Silverstone Wing or Druids Corner.  

 

Proof Points: 

● The names Silverstone and Brands Hatch are iconic, household names around the world. Prove 

you’ve been here with a package of photos from your day. 

● The Silverstone Wing and Druids corner are all recognizable locations in the world of 

motorcycling. These will be the backdrop to your photos. 

 

 

Finite Opportunities: 

How many times will they be back here at the school?  The combination of being at the school, at an 

iconic track is a winning combination.  This can create a sense of urgency to capture this moment before 

it’s lost. Most students will not be regular customers at these venues and so to have an opportunity to 

take home an image of themselves riding these locations can be compelling. 

 

Proof Points: 

● Outside of Silverstone the school will typically only spend 2 days per calendar year at any given 

track. Don’t miss an opportunity to capture the moment. 

● We don’t always return year after year to the same circuits. For example, Cadwell Park is on the 

calendar for 2018 and we haven’t been there in two years.  

 

 

Quality of the Product: 

Still Photography: Our photographer has been a mainstream action sports photographer for more than 

19 years.  He has been on the cover of every major motorcycle magazine in the UK more than once. At 

one point his photographs were on the cover of the top 3 major industry publications in one week.  His 

photos speak for themselves.  

 

Still photographs are made available to download through an email which is typically sent out 3-4 

working days after the event.  They are in high-resolution jpeg format. 

 

Proof Points: 

● We use a photographer that is recognized in his industry as one of the best, who produces 

photographs that are regularly found on the covers of the industries top periodicals. 

● The proof of the pudding is in the eating.  Take a look at his photos for yourself which can be 

found by clicking the Event Photos link on the school’s website. 
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Print Products: We use a Canon ix6850 inkjet printer, and we choose to use genuine Canon paper and 

inks so we can provide you with the highest quality print products.  The combination of both these inks 

and genuine Canon paper have been proven to last up to 40 years with care.  

 

Proof Points: 

● Our prints are designed to give you a product you can enjoy many years into the future.  

● We use all Canon products in the making of our prints which provides you with the highest 

quality product. 

● By offering both A4 and the larger A3 size, we are demonstrating our desire to provide you with 

solutions that meet your needs. 

● We provide a free shipping tube for you to be able to carry your print home with you, even if 

you are travelling with limited space on a motorcycle. 

 

Video Solutions: We have received excellent feedback on our personalized videos, and more 

importantly a significant amount of repeat customers.  Customers will only invest in a product more 

than once if they see a lot of value in it.  Repeat customers are a proof point demonstrating the quality 

and value of the videos. 

 

Proof Points: 

● Nearly 1 in 6 of our video customers are repeat customers.  There are many customers that have 

purchased 3 or more videos.  

● All videos are produced in HD 1080p format using Canon DSLR’s, Garmin Action cameras and 

Adobe Premiere Pro software and are social media friendly (yes, you can upload it YouTube). 

● We are one of the only organizations in the UK to provide a personalized video service at 

sporting events, one that includes complete post production at an affordable value. 

 

Learning and practicing to effectively communicate the above Reasons-to-Buy can be the deciding factor 

in a sale, and an opportunity to fend off objections.  Please learn them and communicate them, as 

needed, in terms of a benefit to the customer. 

 

Overall Proof Points: 

● By using products that are known in their respective industries for delivering quality products, 

Canon, Nikon, Garmin and Adobe we are ensuring that you will get high quality products at 

competitive prices designed to maximize value to you as the customer. 

 

● We provide a wide range of offerings in 3 different categories of services, electronic still images; 

printed images and video. All three are designed to ensure that you have an opportunity to take 

home a memento of your experience at the California Superbike School. 
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Engaging Customers on School Days 

 
Quick Sales Tips: 

● Be sincere in all your dealings with customers and the school 

● Be proactive.  Do not wait for customers to ask, approach them. 

● Show genuine interest in them. 

● Do not do a feature dump on the customer.  Find out their specific need by asking questions and 

guide them toward the close.  

● We will not win every deal. Not everyone is fit for our solutions.  If it’s not a fit let it go.  

● If you don’t know, ask. Do not make assumptions. Take ownership and tell them you will find 

out.  

● Let the customer speak. 

● Ask questions.  You have two ears one mouth. Listen more than you speak. 

● Hear what the customer is saying. 

● Never bad mouth the competition.  

● Don’t shy away from the value we provide.  The school is expensive.  What we provide in Visual 

Services are high quality products, priced competitively.  We should be confident in our 

products, the prices we offer them at and the value they bring.  If several hundred people have 

bought these products before without question there is no reason that any student should balk 

at our prices.  Again we will not win every deal, but usually we win but a fraction of one percent. 

● Always take the opportunity to thank people for their purchase. Without them, none of this 

would be possible. 

● Take time to make the effort.  It is not good enough to tell people what they need to do.  Do it 

for them where possible.  In other words go the extra mile. 

● Trust them and build trust with them. 

● Have an unquestionable work ethic. 

● Sincere compliments are valid. 

● Know what limitations you have to work with and stick to it.  At the end of the day we have to 

make a profit to make everything else possible. 

● Understand why you are engaging with someone. 

● Use their first name. 

● Be friendly. 

● Be sincere. 

● Be conversational. 

● Show interest in them and their needs. 

● Take mental notes. 

● Plant seeds.  Let them know we will have more photos toward the end of the day.  Y’all come 

back now,  ya hear! 

 

Opening the Conversation: 

Q. Would you like to see what photos we have of you so far? 

Q. How’s it going so far? 
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Q. What level are you doing today? 

Q. What are you focusing on today? (for Level 4 students) 

Q. Are you having fun? 

Q. What are you riding today? 

Q. How long have you been riding? 

Q. How did you hear about the school? 

Q. Do you ride road or track, or both? 

Q. Are you experiencing any difficulty with a particular aspect of your riding? 

Q. Why now?  What has prompted you to look at training now? 

Q. Are you here for one day or two? 

 

Ask for their name and build rapport.  Generally engage them in conversation.  If there are not many 

photos available for them yet,  recommend to them that they come back later to see more. 

 

If we are not proactively engaging customers when they approach the big screen then we are effectively 

saying, you are not as important as the other thing I’m doing right now.  In the Sales and Sorting role 

there is nothing more important than helping the customer get what they need. 

 

Handling Objections: 

Q .Can you include the electronic image free if I buy a print? 

A. No, but we do offer individual high resolution Jpeg images for £9. 

 

Q. Can you ship it to me for free? 

A. We have a free shipping tube so you can carry your print home without damaging it.  

 

Q. What if I want a print of a photo you have not yet sorted? 

A. We get through sorting most of the photos on the day and so you should have a great selection to 

choose from if you are here at the end of the day.  

 

Q. Can you give me a deal if I buy more than one print? 

A. Our prices are already priced to give you the best deal whether you are purchasing one or multiple 

prints. 

 

Q. The weather is not good.  I’m probably just going to wait. 

A. Weather has a big impact on how things look.  Just bear in mind that sunshine makes things look 

shiny and new, and that rain also makes things shiny and bikes can look much more dramatic in the rain. 

So weather is much less important than a lot of people think in how the photos look. 

 

Q. Can you make 6 prints for me now and I will pay for them later.  

A. Sure.  Just fill out this form with your signature and the photos you want printed. 

 

Q. It's very expensive. Can you do me a deal? 
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A. We really did a lot of work to ensure that the prices we offer are competitive with what you would 

find elsewhere.  So, it’s not possible for us to offer a discount on printed products. 

 

Q. Can you give me a discount? 

A. We really did a lot of work to ensure that the prices we offer are competitive with what you would 

find elsewhere.  So, it’s not possible for us to offer a discount on printed products. 

 

If you can provide solid reasoning for making a decision that falls outside of the scope of the objections 

mentioned above it’s unlikely you will be faulted.  If however you are a repeat offender and constantly 

giving away the farm, you should expect one on one communication. 

 

Closing The Sale: 

If you are convinced the customer wants to move forward then, sometimes the next step can seem 

awkward.  Here are ways to help move the sale to it’s natural conclusion: 

● Offer them alternatives.  For example: Which size will work better for you, A4 or A3?  When they 

respond, you can begin the printing process and tell them “Okay, let me get your payment 

details and we will get this printed out for you.”  

● Simply ask; How do you want to pay for that? 

● Would you like to get this done now while it’s quieter or come back later? 

 

 

Understanding Why Selling Works: 
 

Exposure: 

If we are not communicating effectively then customers may not understand their options.  Ensure you 

thoroughly understand their need and guide them to a solution.  At the same time do not balk if 

someone walks up and says I want X, without any discussion.  Saying too much can often kill a sale.  Do 

not oversell it. One on one engagement in selling has a proven track record at the school. 

 

Excitation Transfer and Balance Theory: 

There is no doubt that being at the California Superbike School is exciting, and we on the Visual Services 

team should do nothing to mitigate that feeling.  That feeling brings good will.  By aligning ourselves 

directly with the school we can enjoy the benefit of a third party endorsement of what we do.  This 

brings more sales.  Yes, we are part of the school, but we are separate enough to enjoy the benefit of 

that endorsement without it appearing to be self-boasting. 

 

The Personal Touch: 

Do they have a great bike and look good on it?  Seeing it on screen can make them want to take home a 

copy.  We know from experience that at the end of the day when most people are interested in seeing 

their photos that the hand holding one on one experience they get from us during that time can be all 

the difference between a sale or not.  In 2016 we introduced self-service stations for students to peruse 

their own photos throughout the day and sales went DOWN!  When we shifted back to one-on-one sales 
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sales went back up.  In 2017 we have reinforced that shift by putting as many of the Visual Services team 

on duty at the photo station at the end of the day as possible.  We had even spun up another photo 

station to help with the backlog and that helped even more. 

 

Caveat: 

Our products are only available for personal use.  They cannot be used for Commercial purposes.  This 

means that they can use it on all of the Social Media platforms, but cannot use it anywhere where 

money is being derived. 

 

 

 

Ideal Client Profile 
Typically male, but more and more women are showing interest. 

Very affluent 

Mid 40’s 

Executive level 

Business professional 

More data than this is being captured, but has yet to be mined successfully. 

 

 

Qualification 
 

Qualify In/Out 

Sales at the school are usually very straightforward.  Either people have an interest or they do not.  If 

they have an interest they usually buy.  What they buy and how much they buy are the variables. 

Qualifying prospects in or out of the sales process is, unusually, not an issue.  However, understanding 

the customer is integral to a successful sale, based on what and how much they buy.  

 

 

 

Programs 
Programs designed to make it easier for customers to invest in visual services. 

 

Promotions 

● Purchase 2 days of photo packagess at a discount, £69 instead of 2 x £39 (£78) 11% discount. 

● Purchase Photos and Video together and £139 instead of £144. 

 

 

 

Marketing Materials 
Website, www.superbikeschool.co.uk 
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http://www.superbikeschool.co.uk/


Look under the tabs on the left for Event Photos and Event Video. 

 

 

Keywords: 
Passion, Fun, Confidence boosting, Exciting, Educational, Comradery, Exclusivity, Scarcity, Luxury 

 

 

 

Main Competitors  

Our only competition is people bringing their own cameras. Students are allowed to bring their own 

action cameras for use on the bike, and they can use their own cameras (of any kind) when not on the 

bikes.  This is just one of the reasons why quality, customer service, variety and the right pricing 

strategies are so important to what we do. 

 

 

 

Brand Partners  

No brand partners currently exist for Visual Services. 
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