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Sales and Consultative Selling

“Vision Without Action
Is Just a Dream.

Action Without Vision 4
Just Passes the T1me »
But, Vision and A $
Can Change the

@:el Barker, Futurist

“Sales is....Ideﬂ \the customers wants and needs, and helping
the custo those wants and needs.”

ns®ltative selling is....building long-term business relationships
by staying proactive and being solutions oriented.”

*The process must benefit both parties, buyer and the seller.
*It considers each person’s feelings to be 1mportant

*Focus on we (buyer and seller) and not just m wl

Remember: You need the helping 1nst1nct er instinct.

“Quality Customer Service W1I%my individual or any organiza-
tion long term competltlv If you build and support it

within the structure 1zat10n and nurture and recognize
it within the C f e 1nd1V1dual, there is no way that this
can be It becomes an individual’s and an organization’s

co it1 Vantage
Stephen Covey, Author

Seven Habits of Effective People
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Consultative Selling Skills: An Overview

Consultative Selling Skills

The What = Quality and Results ‘ \l
The Who = Account Managﬁ&tomer

The How = SKkills Behavioral Flexibility

ram Objectives

-Toe %h ales Account Managers understanding of Effective
? omsultative Selling and the building blocks for sales success,
Wo provide an opportunity for Sales Account Manager’s to learn and practice

concepts by applying them to real “on-the-job” situations in order to
strengthen their skills and abilities,and

-To identify and experience the benefits of planning, listening, pre*g,

handling and closing to increase sales. ; \

Program odules

Module #1: Consultative Selling: A rSales Success
Module #2: Block #1: Call P ‘c elf Preparation and Call Preparation)
th

Module #3: Block # all/Making the Connection
Module #4: Bloc #€ ing and Uncovering Customer Needs
Module # loring a Response/Presentation

Module é 5: Handling Customer Questions/Objections

Module #7®Block #6: The A, B, C’s of Closing the Sale (or Addressing the Issue)
Module #8: Block #7: Follow-Through (Internal and External)
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Using Behavior Modeling to Acquire Skills:

4

Six Steps

1. Understand Why the Skill is Important for the Job. Each training and development mod-
ule provides an overview of the topic and its importance. Specific sales situations where
the skill can be used, as well as typical “cues” for using the skill, are ioned. As part of
each session, you will discuss how the skill can be used in your@Qle aifp what the impact
could be if the skill was applied. V

2. Identify the Key Actions Involved in the Skill. Tthindividual reading for each mod-
ule and class discussions, you will idenﬁ aand analyze the steps or Key Actions involved

in the successful use of the skill. ale for each Key Action, “The Why” will be
covered, as well as specific ¢ga , 0% ‘The How.”

3. See a Demons t§(ev Actions. For each set of Key Actions, you will see a
role play ‘:@ monstration. These demonstrations will show a Account Manager
t

and C eraction in a realistic and appropriate manner. These demonstrations are
based?rea 1stic situations from your organization. Participants will take notes on these
role-pldy scenarios and will discuss how the Key Actions were used and what effect they
had on the interaction. Areas for improvement will also be discussed.

4. Practice the Key Actions. Practice is at the heart of behavior modelln Practice is
required to perfect any skill. Practice builds the skill itself, along w ﬂonﬁdence to

apply it to real-time situations S

5. Receive Constructive Feedback on the Use of the Key eedback lets individuals
know when they have succeeded. Additionally, it also pro es someone with information
about what aspects of their behavior need odified. Participants will receive feedback
from fellow participants. This feed ased on concrete observation notes taken

during individual role-play op 0
6. Identify Apphca‘u ﬁv Actions at Work. Individuals will learn about and practice
“the rule of thr ing the skill goals, anticipating obstacles and planning counter-

measures? apply concepts.
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Seven Basic “Effective Selling” Principles s

1. Focus on the specific situation, issue or behavior, not on the person. Whether one is
talking about child-rearing, supervision, or selling, this principle is key to one’s effective-

ness in interacting with others. By using this principle, one build’s rappo[\.
nce and self-es-

2. Demonstrate trust and respect in order to support the ge m

teem of others. Relationships at home and at work are bﬁ st and respect. Take
the time to treat others the way they want to be tre to establish a foundation
for mutual respect.

3. Strengthen cooperative an relationships with others.
Healthy relationships reduc %nd ncrease morale which strengthens interdependent
work relationships an t1 nships.

4.Never u es e the power of effective communication and teamwork. Two-way
co a d teamwork go hand-in-hand. Communication and teamwork are essential
to suc¥gss for all high performing sports and organizational teams. Open communication
also strengthens customer confidence and loyalty.

5. Lead by example and take initiative to make things happen.
“Just Do It!” By taking initiative and leading by example you are able tg dmonstrate to
others in your organization, and to your customers, what is important % youNghis behavior

provides “value-added” benefits, in the eyes of your custome i sfferentiates you
from the competition.

6. Obtain the information first, by asking oggn-ended questions.

In order to provide consultative services erson needs to understand the customer’s
situation “from the customer’s pers CY asking a series of open-ended questions,
a sales person creates a non—! env1r0nment for obtaining the information they

human b share one thing in common. We are all unique! Understanding the per-
sonal style®and preferences of ourselves and others provides us with the ability to adjust
our style and preference to “match” that of another. As a result of this behavioral flexibility,
we allow an individual to remain in their comfort zone. And when comfort levels increase,
so does their ability to cooperate.

need
7. Understig %nal styles and preferences require behavioral flexibility. As
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Introduction:

Continuous Improvement=Breakthrough

Chapter One
Level #1 Sales Skills \'

Welcome to sales training! Whether you are an expd %’ ed sales professional, a new-

comer to sales, or work in a sales suppoytgunction, there is always something you can
do to sharpen your skills, and that’ &s training is all about. The purpose of this
training is to learn, or perha reece me basic principles of sales technique. We’re
going to cover various ts K th®sales call, which can be viewed from both an inbound
and an outbound &e. These include: effective call preparation, good question-
ing techni ha¥gghg objections, and many other topics. This training will be useful
and i q%for anyone who desires to enhance their sales skills and should also be
helptﬁ those who aspire to be promoted. Whether you are new to the organization,

or are an experienced sales associate, it is anticipated that this training will provide you
with a fresh perspective.

It has been said that there is no such thing as an excellent orgamzatlon hose that
believe in continuous improvement. We’d like to view this concept ual level,
by suggesting that there is no such thing as the “perfect” sale§ y those who
believe in continuous improvement. Just think for a mo acwone of us has specific
skills, abilities, resources and experiences. And, where now, in terms of what we
are achieving, is the direct result of our p lopment, skills and commitment.

ai pruous Improvement
ﬂﬁl rovements, doing “little things” better;
i

ng ever higher standards of performance.

Making inc
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Skills + Activities=Performance

The idea of continuous improvement simply means that we can always learn to do something
better, more productively, more profitably, and the key to obtaining these type of results is
for us to be...

sopen, 4
ready to learn, \

scapable of sharing, $
*willing to change and

eable to adapt how we conduct ourselves.

We are anticipating that this tral ide you with the opportunity to share and shape
secrets of personal succes group Working together and sharing ideas is the best
way to both learn dglp urself to become the superior sales professional that you
know you ca et get started by examining a formula for your sales success......

? SKkills + Activities =Performance

This formula is quite simple. The SKkills portion refers to the abilities, techniques and com-
petencies that each one of us has as a sale professional. The Activities portion of the formula
refers to both each sales associate’s and their sales manager’s visible observagble actions or
practices in applying their skills to their day-to-day challenges and res nmﬂies. And the
Performance segment of the equation refers to the results tha &ssociates, sales
managers, sales teams and the organization achieves.

What are some examples of skills that you currently have Qctivities which you currently

demonstrate which significantly influence y. erformance?
*My Skills: ‘ e,
*My Activities: q

*How sat\? &1 with your current level of skills and activities and your performance?

What is the single most important ingredient to your sales success?
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The Five Elements of the Sales Process:

An Overview

The Five Elements of the Sales Process

The sales process can be summarized into five essential elements, each of which have to be
present during a sales associates interactions with a customer in order fqg the contact to be
considered a sales contact and not a social contact. These ele ntsﬂas follows: Plan-
ning, Listening, Presenting, Handling and Closing. Let’s de crggividually and outline
how the Level #1 Sales Skill Training resources will tﬁh of the five elements.

Planning: It has been said that “o nity is where preparation meets challenge”
and the initial planning process plé fficant role in a sales associates foundation for

SUCCcCSS.

1. It allows you eﬂyugh and include all points necessary to make a good presenta-
tion—suc S nefits, customer information, possible objections and closes.

2. Be?hﬁe prepared you feel more confident. This confidence is passed on through
your W§ce. Subtle, but different, inflections and tones send out the message of “confi-
dence.”

3. Because you are more confident, your customer notices automatically, believes your
presentation more, and is more likely to buy your product or service.

Block #1: Call Preparation of Level #1 Sales Training include th@ng planning
information.

1. Adapting Your Attitude o
2. Self-Esteem

3. Avoiding Negativity ®
4. Self-Talk/Affirmations
5. Readiness/Success Model \e

6. Planning Your Apprg cl“

7. Prospecting Preparigs

8. Qualifyi \@o ects

9. Handliéeje ion

What are the benefits to you and your customer of Planning & Call Preparation?
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The Five Elements of the Sales Process:

An Overview

Listening: Effective communication begins with focused listening for understanding. We
truly can’t say that we understand the customer’s perspective without first taking the time
and concentration to listen to what they have to say. By truly listening, you are building
that unspoken bond between you and your customer. We’ve all bee nd a person who
talked constantly and never listened. Generally, we can’t wait Va If you are doing
this with your customers, they will react the same way. It’ mportant to put some
“body language” into your phone conversation, suc yg “uh huh,” or “I see.”

Why is Listening to customer nee ell as communicating your understanding
and reinforcement of their st for successful sales professionals?

Block #2: Open ll/ aking The Connection of Level #1 Sales Training includes

the followin % commumcatlons information.
ishhg the Purpose of the Call

11 Tel hone Skills/Etiquette
12. First Impressions
13. Speaking the Prospect’s Language

What is meant by “Making the Connection” and can a call be ¢ shﬂd a success
if you made the connection with a customer’s voice mail? ‘

Block #3: Probing and Uncovering Customer Needs evel #1 Sales Training also
includes the following listening and com “mns information.

14. Asking Open-Ended Questlo

15. Listening for Understa,“
16. Managing Distrag Discipline

1veness

Why is th@skillful use of open-ended questioning techniques important in Consulta-
tive Selling and how can you strengthen your ability in this area?
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