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Effective Selling Chapter
Effective selling has three main requirements: 
First, the salesperson must understand him or herself, and how to build on strengths and 
develop any areas of weakness, aware of how different customers perceive him or her.
Secondly, the salesperson must understand others - particularly customers - who are different.  
Customers will often have opposing needs, expectations, desires and motivations than those of 
the salesperson. These distinctions need to be appreciated and respected.
Thirdly, the salesperson must learn to adapt his or her behaviour to relate to, connect 
effectively with, and influence, the customer.
This chapter is designed to support the development of each of these requirements at each 
stage of the sales process. 

The model below illustrates the conceptual overview of each of these different stages and the 
corresponding sections explored in this chapter. 

Use the Effective Selling Chapter to develop strategies for improved customer relationships, 
greater self-understanding and more & greater sales.

This chapter works particularly well when used in conjunction with Insights Quest - an 
extensive modular sales development programme which explores the differing behavioural and 
skill requirements at each stage of the sales process.

1. Before The Sale Begins

2. Identifying Needs

3. Proposing The Solution

4. Dealing with Buying Resistance

5. Gaining Commitment

6. Follow-up & Follow-Through
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Selling Style Overview
These statements provide a broad understanding of John's selling style.  Use this section to 
gain a better understanding of his approaches to his customer relationships.

John is likely to focus on the organisation of facts and information as a vehicle for developing 
stronger interpersonal relationships. He prefers to remain free of emotional involvement with 
customers. His desire for consistency and stability in customer relationships can lead his 
customers to believe him to be a little insular and unemotional. He works hard to express his 
appreciation for his customer's support and makes a considerable effort to recognise and value 
his customer's feelings. John is seen as generally relaxed, but capable of rising to a challenge.

He should try to establish whether his ideas are relevant, and not ignore feedback from 
customers that may differ from his own perceptions. John has a strong sense of duty and 
loyalty to customers, but has little desire to impress or influence them against their own 
judgements. Others may not be aware of much of John's deeper personality, through his private 
demeanour. He may encounter frustration when others do not stick closely to his "best-laid 
plans". He does not readily share his first thoughts or feelings with customers.

John may prefer to operate in isolation from the rest of the sales team. Some customers may 
find John rather unsympathetic towards their unrealistic expectations if they are seeking 
creative and innovative solutions in a short time scale. John is highly effective in a quieter and 
more analytical sales environment.

Personal Notes
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Before The Sale Begins
The sale begins long before the formal sales process starts and continues long after it ends.  
Here are some of the key ideas that John needs to be aware of in the initial stages when 
planning and approaching the customer.

John's key strengths before the sale begins:

Appears calm and unhurried to customers despite other pressures.

Manages pre-call time efficiently.

Works quietly and effectively behind the scenes.

Can apply both logic and empathy to understanding prospective customers.

Balances task and people issues in account planning.

Ensures that everything is to hand, beforehand.

Before the sale begins John could:

Take the initiative in acquiring new business contacts.

Avoid taking things too seriously.

Set testing and stretching sales targets for himself.

Spend less time organising his personal space and time.

Practise offering compliments to promote positive self-esteem in the customer.

Be less reliant on traditional practices.

Personal Notes
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Identifying Needs
In identifying needs, the goal is to find out what the customer's real problems are.  Here is an 
overview and some advice relating to how John may identify customer needs.

John's key strengths in identifying sales needs:

Checks understanding to ensure the customer's desires have been correctly identified.

Relates to difficult problems empathetically.

Genuinely listens to the customer's practical concerns.

Builds client confidence with his attention to customer satisfaction.

Retains neat, tidy, comprehensive records.

Readily senses the customer's deeper emotional needs.

When identifying needs John could:

Call on the team to support when in new or unfamiliar territory.

Practise adapting his style to match different customer types.

Ask for support when necessary.

Be more aware of the bigger picture.

Get down to business issues, some times more quickly.

Practise thinking aloud and responding immediately.

Personal Notes
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Proposing
Having identified the customer's needs, the proposing phase should close the gap between their 
needs and the current situation.  Here are some of the keys for John to develop a powerful and 
effective proposing style.

John's key strengths in proposing:

Provides practical, customer-focussed solutions.

Includes preparation and structure among his presentational skills.

Accurately reflects his customer's wants and needs.

Exercises realism and moderation in framing customer proposals.

Makes highly comprehensive proposals.

Uses tried and tested proposal techniques.

When proposing John could:

Consider alternative possibilities.

Continually recap on the current and future benefits of acceptance.

Vary the pace by speeding the process.

Close every presentation with a call to action.

Paint a picture of a solution that is larger than himself.

Be aware that some customers prefer to be given some direction towards making 
decisions.

Personal Notes
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Handling Buying Resistance
If the customer relationship has been built effectively, buying resistance should be low.  
However, this section suggests strategies for John to deal effectively with buying resistance.

John's key strengths in dealing with buying resistance:

Meets customer concerns with a tolerance.

Notes "body language" signals, enabling the identification of key objectives.

Listens to his customers and their objections from an early stage in the process.

Overcomes most objections through his quiet determination.

Applies well-constructed probing questions.

Appeals to logical and emotional motives when responding to the customer.

When dealing with buying resistance John could:

Try not to take resistance personally.

Surprise himself sometimes - and carry the customer with him!

Remember to examine his proposal through his customer's eyes.

Understand the negative impact his direct responses could have on the customer.

Be confident in directing the customer's thinking.

Challenge unsubstantiated statements.

Personal Notes
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Gaining Commitment
The close should be the natural progression of the sale, not the conflict at the end!  When your 
customer trusts you, is clear about what they are buying and needs what you have to sell, you 
are ready to propose commitment.  Here are the strengths and suggestions for development in 
John's closing style.

John's key strengths in gaining commitment to the sale:

Considers patient listening to be a critical requirement.

Is an analytical and thorough closer.

Maintains customer relationships when business is elusive.

Summarises features and benefits succinctly and carefully.

Devotes time to people issues.

Offers steady and responsive post-sale support.

When gaining commitment John could:

Accept that a short term failure may be the doorway to long term success.

Keep his mind focused on the business outcomes.

Not insist on attending to every detail on the spot.

Negotiate in a rather less formal style.

Talk about future benefits with confidence.

Think and plan less; act more instinctively instead.

Personal Notes
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Follow-up and Follow Through
It is your job, having built a relationship with your customer, to continue that relationship and 
to be of service to your customer beyond the initial sale.  Here are some ideas which John can 
use to support, inform and follow-up with the customer.

John's key strengths in sales follow-up and follow through:

Prefers logical, rather than emotional, feedback from his customer.

Seeks agreement throughout the servicing process.

Will always honour commitments to his customers.

Carefully plans future updates for customers.

Has a consistent and trustworthy consultancy manner.

Can button down the details.

When following-up and following through John could:

Look forward to enjoying more social/business occasions.

Recognise the value of social events in cementing good customer relationships.

Redefine goals and targets in the light of his experience.

Relax more and let losses go.

Avoid feeling comfortable in the supporting role.

Recognise that some customers might take advantage of his good nature.

Personal Notes
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Sales Preference Indicators
Before The Sale Begins

Researching 5.7

Building Trust 5.4

Clear Objectives 4.2

Getting Appointments 3.0

Identifying Needs

Listening 4.7

Questioning 6.2

Encouraging 6.6

Creating Opportunities 4.5

Proposing

Focused & Relevant 4.4

Enthusiastic Presentation 3.6

Shows Understanding of Needs 4.7

Organisation & Accuracy 5.4

Dealing With Buying Resistance

Direct Handling of Objections 4.3

Persuasion 5.2

Clarifying Details 4.4

Meeting Concerns 6.4

Gaining Commitment

Closing 3.6

Flexibility 5.0

Minimising Risks 4.7

Meeting Clients' Needs 6.6

Follow-up And Follow Through

Maintains Contact 6.2

Account Planning 4.2

Relationship Maintenance 5.9

Developing the Account 5.1




