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“FROM GOOD SERVICE  
  TO ACTIVE SERVICE”

METSÄ FOREST 
FROM GOOD SERVICE TO SALES
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Metsä Group’s provider of wood procure-
ment and forestry services, Metsä For-
est, serves forest owners and industrial 
operators who use wood. Metsä Forest 
procures all of the wood used by Metsä 
Group – approximately 30 million cubic 
metres per year. The services for forest 
owners also cover forest management 
services and management of natural ar-
eas. The company employs more than 300 
forest experts in about one hundred lo-
cations around Finland. The Metsäliitto 
cooperative counts 104,037 forest owners 
as its members, and collectively they own 
almost half of Finland’s private forests.

FROM GOOD SERVICE TO ACTIVE 
SERVICE

Trainers’ House and Metsä Forest began 
working together in spring 2016.

“Our customer service group had previously 
concentrated on customer service, respond-
ing to customers’ requests and processing 
these requests in various channels. And we 
were good at that. We wanted to change the 
role of our customer service group so that it 
better supported sales and we wanted to stay 
in touch with certain customer groups more 
actively,” says Juha Jumppanen, SVP, Mem-
ber Services at Metsä Forest.

“The customer service group employed 
people who were not used to active sales and 
marketing work – particularly by phone. The 
goal of our collaboration was to learn skills 
and gain tools for cold calling and work more 
efficiently. On the phone, the customer service 
group needs to get down to business quickly, 
drive the conversation forwards in a service-
oriented manner and be easy for forest owners 
to talk to,” says Kalle Ikonen, Manager of 
Electronic Services at Metsä Forest.

“We asked our contacts who the best trainer for 
call centre and outbound calling is in Finland. 
Trainers’ House was highly recommended,” 
Jumppanen says of the background to the 
collaboration.

TOUGH BUSINESS GOALS

The target by which the collaboration was 
measured was to increase the customer 
service group’s proportion of sales of forest 
management services and the timber 
trade. Reaching this target would require 
higher standards of customer service, sales 
orientation and activity.

Trainers’ House’s team familiarised itself 
with the customer service group’s work and 
interviewed the group’s members and their 
internal customers, forest experts.

Based on this background work, the team 
tailored sales call training sessions for the 

customer service group and held them in 
spring and autumn 2016.

“The training sessions, led by Kirsi Vuorinen 
from Trainers’ House, clarified the customer 
service group’s role in implementing Metsä 
Group’s strategy. We went through the theory 
of sales work and created some call stories to 
facilitate phone work. Both training sessions 
also included a real call scenario where team 
members contacted forest owners and then 
engaged in sparring with professionals from 
Trainers’ House specialising in telephone work,” 
Ikonen says.

A pilot campaign was also carried out by a 
marketeer selected by Trainers’ House as 
part of the collaboration. The pilot campaign 
generated encouraging results and was 
well received by forest owners. We led the 
collaboration through regular steering group 
meetings, as well as daily and weekly reporting 
for the pilot campaign. In addition, the 
customer service group used Trainers’ House’s 
Pulssi change management system from June 
to November to share internal information, 
ensure that learning had taken place and 
reinforce the agreed actions.

RESULTS FOLLOWED ACTIONS

The atmosphere within the customer service 
group improved during the collaboration 
period, and employees began to value their 
work more highly. Both of these factors 

contributed to ensuring that the targets were 
reached. “Our experts understand that actively 
reaching out to customers by phone is valuable 
and demanding work. The number of outbound 
calls has increased,” Ikonen says.

The new campaign operating model agreed 
upon during the autumn training facilitated 
collaboration between the customer service 
group and other field personnel. The operating 
model made both groups better aware of each 
other’s work, while ensuring that customer 
data flowed efficiently.

“The expert element of the work has not 
disappeared, as a key task of the customer 
service group is to prepare deals for employees 
in the field to finalise. The collaboration has also 
played a part in influencing the forthcoming 
change in our reporting,” Ikonen continues.

“During the joint calling time on training days, 
we had a large number of conversations with 
customers. These conversations led to direct 
requests for quotes as well as a large number 
of meetings with forest owners. Our team 
experienced a tangible improvement in terms 
of calling and efficiency,” Ikonen says.

“The pilot campaign carried out by Trainers’ 
House’s marketeer was a success. It led to a 
significant number of timber transactions 
and sales of forest services, and it gave us a 
good benchmark standard for outbound calls,” 
Jumppanen concludes.
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