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A Tried & Tested Process:

IDEALS

1~ |ntroduction - gain interest and attention

° Determine needs/Discover information - ask open

questions
Explain the benefits of your product or service
Ask for commitment - call to action

° Leave relevant information - reminders

2 Seek follow-up - set a timeframe to talk again
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A sales call/discussion structure allowing the
salesperson, to plan for and execute,
consistently productive sales conversations



=> You keep control of the

i conversation

=» Logical and engaging

! =»Structure helps you to

review the interaction

afterwards

Y =>Easy to learn and simple to
follow




The IDEALS conversation

”Introduction - gain interest and attentioh

® Determine needs/Discover information — ask open
s estions

® Explain the bene ST TOGUCE Or service

e Ask for commitment - call to action

® I_eave relevant information - reminders
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The Primacy Effect

IMPRESSIONS
DO MATTER









Actions | took

The Ladder Of Beliefs | formed
Perception Emotional anrcégglgﬁiscei!

Logical conclusions | drew

Interpretations and
meanings | gave

Value judgements | made

My perception
(selected data)

The event (as a camera
would capture it)



Ways to make a great first impression
with your customers?




Behavioural Iceberg
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Elements of our behaviour

Vocal delivery

Slow and Loud

Fast and Loud
(Authoritative) (Animation)

Speed

Language
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ways of talking
(e.0. pauses,
stress on words)

sounds
{e.g. laughing)

closeness

Slow and Soft Fast and Soft

(Authenticity)

posture
{e.g. slouching)

appearance

(e.g. untidiness)

head
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communication
Non-verbal body contact body language
° ° (e.g. shaking
communication hands)

facial
axpression
(e.g. frown)

60%

gye movements
{e.g. winking)

movements
(e.g. nodding)

hand
movements
(e.g. waving)

(Anticipation)




Facial Action Coding System - eckman & Friesen
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Aristotle’s
Ethos
Pathos
Logos

Ethos
Credibility

Pathos
Empathy



Discover information
Determine needs

Now think about what information you would need to
gather from the customer before selling/recommending a
product to them

What’s important to them?

What are their real needs, what are they actually looking
for?

Remember to focus on the use of OPEN questions

~Stephen Covey



Anything | can help with......?
Do you need anything......”?
Looking for something in particular......?

You OK there......?

Would you like some more information......?
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The biggest
communication problem
is we do not listen to
understand.

We listen to reply.




Advantages of Open Questions

* Gets the customer talking so builds rapport
* Gives us information about opinions and needs

e Shows concern for the customer’s attitudes and
behaviour

* Keeps the customer involved and interested

* Person who asks the last question controls the
interview

So whenever you are in trouble - ASK A QUESTION




= Thinking of our farmer who
A is casting an eye over the
Cattle worming range in
your store.....think of some
of the engaging open
questions that you’d be
using to establish their
precise needs

LET’S SEE HOW THIS WORKS!



ACTIVE LISTENING

Prepare to listen

Establish eye contact
Encourage others to speak
Avoid interrupting

Focus on ideas and key points

Take mental notes

The Listening
Wheel
Asking
Open
Questions g#

Demonstrating

Summarising
Empathy _g

Reflecting



e Clarify and confirm

e Get the conversation back on track

* Allows you to build a ‘ves’ momentum
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