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From the Office of Dr. Linda Burrs
Successful Selling

Given that the top 20 – 30% of a sales force produce 70 – 80% of the revenue, what are the Critical Success Factors that drive business value in the eyes of organizational leaders, in other words, what makes customers happy enough to do business with you. These behavior based selling skills required in today’s extremely competitive marketplace, when used effectively, can indeed transform mediocre sales people into world-class consultative salespersons.

What is it that makes this top 20 – 30% of the sales force so effective? Results show that 80% of sales results are determined by attitudes and expectations of sales reps. A successful sales model is one that is focused on the customer. The not-so-secret art of selling lies in developing relationships. Customers buy from people they know, like and have relationships with. So how do we develop those relationships? There are five things I believe outstanding sales people need to be doing. They are:

· Be Focused

· Be Empowerment

· Be Commitment

· Be Service oriented

· Be Creative

Being Focused
Stop:  it is not about you as a sales rep; it is all about the customer. Pushy and arrogant are out, positive and affirming are in
Look:  look for opportunities (pressing needs), hot buttons (what is not working...what pain you can solve), what changes are going on in the organization (plans for the future)
Listen:  listen to what your customer is saying….listen…not passively, but actively. Think about an individual you consider to be a bad listener. When you speak to them and they don’t listen, how does that make you feel? Don’t you feel de-valued, unappreciated, and not important? Now think about an individual you consider to be a good listener. How do they make you feel? I’m sure you feel valued, cared about, and important. Your customers will feel the same way. Take the time to talk them about what is going on and then be consultative in your approach as you offer solutions. How serious is their problem or situation? What do they feel the best solution is? What would make them happy?

Being Empowered
Being empowered does NOT mean running around the organization like a loose cannon. It DOES mean managing your territory like it is your own business. Get involved with your customers. Demonstrate leadership by understanding your role with the customer as one of the consultative salesperson. Act as a role model not only for team members but with customers as well. Mentor, guide, and lead others to excellence. Being entrepreneurial means being pro-active. How soon would you return that customer call if it were your own business? How quickly would you work to avoid and resolve customer complaints if it were your business? Being entrepreneurial means believing in the principles of “self-employment” (Cliff Hakim, We Are All Self-Employed). This all reflects positively to the customer as they make their decisions. People want to do business with a winner.

Being Committed
Critical success factors must include commitment to the success of the customer. Customers know when you are in it just for yourself versus total commitment to them. Think of your best ever relationship. What was it that made it so special? Friendship, reliability, confidence? Commitment may lead you to some long days, but at times it is absolutely necessary to ensure the customer’s total satisfaction. Remember, it is easier and less costly to keep a customer than to get new clients. So make the commitment. Do what must be done?

Being Service Oriented
Tied closely to commitment is service. In this age of what seems like information madness, service to the customer HAS to be above reproach. Each customer must be treated as if they are the most important client you have. If you have to under promise in order to over deliver, then do it. Follow up to ensure products are delivered and problems are resolved. Follow through to see that your customers are satisfied and if there are additional needs. Always have what I refer to as the 3 P’s…prepared, polished, and professional. It shows when your customers are making decisions about whether to do business with you or not.

Be Creative

Thinking out of the box to come up with creative solutions….must be solution oriented….not part of the problem! It may not be the standard way of getting things done, but success is the goal. Of course, there is much more to be said on creativity, but that is will be a separate article.
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About Step Up To Success!

Step Up to Success! is a consulting firm that focuses on leadership and organizational strategies for leaders, teams and individuals. For more than 20 years, Dr. Linda Burrs has brought her rich dynamic approach to the corporate and professional training arena  The breadth of her experience crosses all walks of social and organizational life including  law firms, technology organizations, educators, business professionals, leadership groups and non-profit groups.

Dr. Burrs designs and delivers targeted and successful coaching interventions and programs designed to measurably improve personal, leadership and organizational performance. Her experience, enthusiasm, and high energy provide the foundation for your memorable, life-changing, inspirational experience. When you attend a Step Up To Success! Program, you walk away with improved communication skills, better self-management skills, enhanced interpersonal skills and a clearer understanding of your individual strengths and how they contribute to your success both organizationally, professionally, and personally.
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