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You can contact me directly on email roger@rogerbrooksbank.com or for further information, please visit www.rogerbrooksbank.com


Roger Brooksbank





1: Only got a minute?



In a challenging business environment, what do you think is the X factor that differentiates that small group of top-performing salespeople in your industry? Do they work harder than you? Probably not. Are they more self-motivated and self-disciplined than you? Hardly likely. Could it be that they’re more knowledgeable about the features and benefits of their products and services? I seriously doubt it. OK, they must be more experienced then – is that it? Not necessarily.


Would you agree that while all these factors are important prerequisites for sales success, none of them gets even close to explaining the true difference between an ordinary salesperson and a top performer?


Let’s make no mistake about it. The X factor is a five-letter word: skill. It’s a little word that makes a big difference; all the difference, in fact, to a salesperson’s performance.


There’s no getting away from it. The best way to increase your sales performance is to focus on improving your selling skills, and this book will help you do just that. It provides a concise description of 50 specific selling skills that are essential for any salesperson who sells face to face. Best of all, each skill comes with a ‘call-to-action’ in the form of a skill acquisition exercise. These exercises provide a starting point for taking the skills off the pages of this book and translating them into your day-to-day selling.





Introduction


IS THIS BOOK FOR YOU?


If you are a professional salesperson selling your company’s products and services face-to-face with customers, or if you are responsible for training a regional or national sales force, then yes, this book is for you.


FIVE MAIN SKILL AREAS – OIMCO™


On the basis of my extensive involvement in sales training over the past 25 years, I have found that the process of face-to-face selling can be usefully broken down into five sequential phases, or ‘skill areas’, otherwise known as the O I M C O™ model:


 




	
Opening



	
Interviewing



	
Matching



	
Closing



	
Objection-handling.






Most importantly, I have observed that whenever a salesperson focuses their efforts on improving their skills in these areas, success inevitably follows. So, let’s take a closer look at each of these five areas:


The opening phase


This begins the moment a salesperson comes face to face with a customer. During this phase a salesperson needs the skills to create a favourable first impression and to set the scene for a businesslike and mutually beneficial conversation to take place.


The interviewing phase


A salesperson cannot prescribe a solution for their customer until they have thoroughly diagnosed their buying situation. So, during this phase of the selling process, a salesperson needs to employ a variety of interviewing skills in order to find out all about their customer’s specific needs and wants, and to uncover the key benefits that they are really looking for.


The matching phase


Once a customer’s specific requirements have been established, a salesperson needs the skills to match, as closely as possible, that customer’s needs and wants to the benefits of their product or service.


The closing phase


Closing is about helping the customer to make up their mind. During this phase of the process a salesperson needs to be able to draw on a wide range of skills for getting the customer’s agreement to go ahead with making their purchase, and for ensuring that they are left feeling positive about their decision.


The objection-handling phase


This phase is triggered whenever the customer responds negatively in some way to a salesperson’s offer. This occurs when there’s an area of ‘perceived mismatch’ in the customer’s mind – a mismatch between what he or she wants and their understanding of what is on offer. So, during this phase of the sale, a salesperson needs the skills to be able to handle the customer’s objection to their complete satisfaction and, whenever possible, turn it around into a closing opportunity.


As you can see, in order to progress successfully through each of the five phases of the O I M C O™ model, a salesperson must be able to call upon an array of selling skills at each phase. The purpose of this book is to help you to acquire these skills.


I’ve divided the book into five chapters, with each chapter corresponding to one of the five phases of the O I M C O™ model, as shown in the diagram opposite. In each chapter I’ll take you through a number of specific selling skills that are essential to becoming an expert ‘opener’, ‘interviewer’, ‘matcher’, ‘closer’ and ‘objection-handler’. In total the book covers 50 skills, numbered 1 through to 50 for ease of reference. Each skill is written in a straightforward fashion and clearly spells out the how-to-do-its, concluding with a call to action in the form of a skill acquisition exercise. These exercises are important because they provide a starting point for taking the skills off the pages of this book and putting them into practice in your day-to-day selling.


THE OIMCO™ MODEL OF FACE-TO-FACE SELLING
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At this point you’re probably wondering: ‘By how much will this book enable me to improve?’ Well, of course I can’t give you a straight answer to that question because it all depends on your current level of knowledge and expertise. Certainly, not all the 50 skills will necessarily be of equal value or even new to you. However, I can promise you one thing: my book will surprise you if you let it. Providing you read it with an open mind, with a willingness to learn and, above all, with a willingness to try out new ideas and to change your selling habits, you will become a better salesperson and you will close more sales. I’ve worked with salespeople from some of the world’s leading organizations and I’ve seen it happen. If it works for them, it can work for you too.


GETTING THE MOST FROM THIS BOOK


It isn’t just a convenient coincidence that I’ve included almost the same number of selling skills in this book as there are weeks in a full working year. It’s designed to be read S-L-O-W-L-Y – with the intention of acquiring one skill per week for a year. That’s all. Except that’s not all. Let me explain …


Don’t just read it, do something!


This book isn’t just for reading – it’s for acting upon! In fact, the words on its pages amount to only a tiny fraction of the book’s true value. It’s what you do as a result of reading it that counts. So this is my suggested weekly game plan:


[image: Image]


Focus your attention solely on reading through one skill at a time; this will take just a few minutes. Then do the skill acquisition exercise right away, while it’s still fresh in your mind. Doing this exercise is important because it forces you to think about what you could do differently that might help you to sell better. Then for the rest of your working week, take the opportunity to try putting your new ideas into practice during real selling situations, using a process of trial and error to see what works best.


Work systematically through all 50 skills


Regardless of your current level of knowledge and expertise, for optimal results I strongly recommend that you work systematically through all 50 skills in this book. Start with Skill 1 and just keep on going until you’ve finished Skill 50. Even though you might already be a seasoned professional, and highly proficient in many of the more ‘basic’ selling skills, please don’t be tempted to skip any of them. Just as the world’s top musicians, golfers or dancers never stop working on honing their basic skills, neither do the world’s top salespeople and therefore neither should you. By all means spend less time working on some selling skills than on others as appropriate, but please don’t short-change yourself. Go through the whole book.


Get yourself a study buddy


A ‘study buddy’ is another salesperson with whom you join forces as a learning partner. If you can work through this book together, you’ll learn a lot more and you’ll have more fun doing it. Two heads are better than one, so work closely together comparing notes, providing mutual support and encouragement, and exchanging ideas, knowledge and experience. The ideal study buddy is another member of your sales team who sells the same products and services as you do. However, if this isn’t possible, a good choice is any salesperson you know who sells non-competing products or services and who, just like you, wants to keep on improving.


STAY SHARP BY USING THE SELLING SKILLS SELF-ASSESSMENT QUESTIONNAIRE AT THE BACK OF THE BOOK


As time goes by it’s all too easy to become a little complacent! Bit by bit, slowly but surely we start to lose our selling ‘edge’. So in order to stay sharp, it’s important to analyse your level of selling proficiency on a regular basis. For this purpose I’ve included a diagnostic tool in the form of a self-assessment questionnaire at the back of the book (see page 128). Designed for rapid completion, you’ll find it’s an easy way to monitor and control your level of selling proficiency. As you will see, each of the 50 questions in the questionnaire corresponds directly with each of the 50 skills featured in this book, thereby enabling you to identify a short list of any selling skills that you need to re-sharpen. You can then turn this list into an ‘action-plan’ by putting each skill into priority order and setting yourself a date for re-doing the corresponding skill acquisition exercise and trying out your new ideas in the field.


ABOUT THE AUDIO PROGRAMME


An audio programme accompanies this book. The audio programme is structured in accordance with the O I M C O™ model and contains 22 top tips for successful face-to-face selling. Presented in a lively, fast-moving and entertaining format, it’s ideal for listening to in the car between sales calls. In this context it will provide plenty of food for thought when reflecting back on how well you performed during your last sales call. It will also be a timely source of inspiration and ideas in preparation for the next one you’re about to make. Used in this way, you’ll find it’s a great catalyst for self-improvement, either as a stand-alone resource or as the perfect companion to this book.


You’ll find this book quick and easy to read. What’s more, it’s a book that you can refer to again and again as a source of new ideas and inspiration. So, study it, use it, apply it … and watch yourself begin to close more sales!


Good luck.


Roger Brooksbank, Hamilton, 2010
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1


Opening-phase selling skills


In this chapter you will learn:




	how to set the scene for a businesslike and mutually beneficial conversation to take place between you and the customer
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1 Go through a set-up routine


Picture this. You’re fully prepared for an appointment with a prospective customer. You’ve arrived at their offices with five minutes to spare, parked your car and walked into their reception area. The receptionist tells you that they will be with you shortly and invites you to take a seat. Then it happens. Your mind slips out of the present. Perhaps there is a lot happening in your life and there are other things on your mind. Maybe your head is swimming with nervous anticipation or self-doubt. Whatever the reason, the result is that when the time comes to greet the customer your mind is elsewhere and not focused on the task at hand. Sound familiar?


If you’ve ever watched an Olympic gymnast or a professional golfer in action you’ll know exactly what I mean by a ‘set-up routine’ (or a ‘habitual ritual’ as it’s sometimes called). Immediately before the gymnast performs a discipline or the golfer hits a shot he or she performs a little ritual that helps to focus the mind and put them in ‘the zone’ – a place of total concentration and mindfulness in relation to what they are about to do. Of course the routine itself will be different for a salesperson but the principle is the same. Going through a set-up routine in the few moments before meeting a prospective customer is a habit you can acquire to ensure that you’re completely focused on performing to the best of your ability every time.


Here are some examples of the set-up routines often used by top salespeople:


 




	Read through any notes you have made relating to the customer you’re about to see.


	Access the ‘little voice’ that’s inside your head and use positive self-talk to remind yourself of the value of your offer to the customer.


	Rehearse the exact words you’re going to use when greeting the customer by quietly repeating them several times to yourself.


	Do some slow deep-breathing exercises to centre yourself in the moment and become perfectly calm and collected.





Whenever you have a particularly important sale coming up, I’d recommend a set-up routine called ‘mental movie-making’. It works like this: by drawing on the databanks of your memory you already have the ability to make a ‘mental movie’ of any one of thousands of past experiences, and in such detail that you can quite literally ‘re-live’ that experience inside your head – right? Well, imagine that instead of making a mental movie of the past, you make one of the future – a movie relating to the next sales presentation that you’re about to make. That’s when mental movie-making can really work for you. By projecting an up-coming sales scenario onto the screen of your mind and making a movie of it, you can ‘live out’ the experience just as you want it to happen, thereby effectively conditioning yourself for a successful outcome.


Here’s how to do it. First, visualize yourself, in detail, successfully ‘acting out’ your part as the consummate professional salesperson. Second, add the ‘sound track’, so that inside your head you can hear every single piece of the dialogue between you and your customer, just the way you want it to unfold. Third, add the emotion, so that you can really feel the sense of elation and success you’re going to experience as you visualize the sale moving along towards the customer happily deciding to buy. Fourth, now that you have the finished version of your mental movie (complete with moving pictures, soundtrack and emotion), it’s important that you ‘imprint’ it by playing it over and over in your mind prior to going into your next sale.





Insight


The more you can ‘live out’ a future successful selling experience just as you want it to happen, the more likely it is that it will become your reality.





In developing your set-up routine, do understand that what works for someone else will not necessarily work for you. Everyone must develop their own uniquely personal routine. Use a process of trial and error to find one that just ‘feels right’ and works for you. While a set-up routine is no substitute for proper preparation and pre-call planning, in those few crucial moments before meeting a customer it’s a great way to de-clutter your mind, eliminate negative thinking, banish last-minute nerves and effectively ‘program’ yourself for a successful outcome.
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