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The 8 degrees of selling; let’s define, discuss, and look at
“live” scenarios:

Convert to sale -

Repeat sale -
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Referral sale -

Cross selling -
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Suggestive selling -

Up selling -
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Add-on selling -

Impulse selling -
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Magic 8 Sale Closings:

The either/or closing —

The assumptive closing -
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The reflective question closing —

The feel, felt, found closing -
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The take-away closing —

The “ask-for-it” closing -
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The relevant story closing —

The “What did | do wrong?” closing -
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Resources Order Form

Today's prices reflect a 20-percent savings off regular prices!

Filled with 251 strategies $15 J Create and see each of $25
[ ; " ARHFLIW Y .
for increasing business - your next 12 financial
with retailers. Also a statements (includes a
great read for retailers. @ - disk for computer @
i | installation).
Advertising and $8 Advertising and promotion $8
promotion ideas that ideas that have been
have been proven to IE proven to work at little or IE
work at little or no cost. no cost.
Business-building and $8 Business-building and $8
managing ideas to managing ideas to
increase profits and @ increase profits and @
reduce expenses. reduce expenses.
ldeas Book #2
e A collection of 50 of the best $15 A second collection of 50 $15
E T?I.] (] of Tom Shgy’s columns from of the best of Tom Shay’s
L ) 65+ tra_de journals and @ columns from 65+ trade @
L= magazines. (PDF format on journals and magazines.
I = CD) (PDF format on CD)
I 29 posters providing $15 l This deck of cards creates $15
inspiration, education -~ an interactive event for
and motivation. employees to learn how to
| @ work better with @
customers.
Make your annual $30 Screen savers for your PC $15
advertising, marketing containing photos of store
and promotional plans — @ displays and the best @
guaranteed to keep you ideas from the Power
Calculator on budget and on task! Promoting books.

VALUE PACKAGE

Get the complete 12-piece set of Profits+Plus Tools which includes:

EZ Cashflow™
All 4 Idea Books
Big Deal Cards
AMP Calculator

How to become the Powers Posters Collection
Preferred Vendor
What Does Tom Say?

What else Tom Say?

Power Promoting PC
Screen Savors

$175

EACH ITEM SOLD WITH A GUARANTEE TO MAKE YOU MONEY!

Name: Business Name:
Address: City, State, Zip:
Phone #: e-mail Address:

Credit Card #:

Expiration date:

Signature:

Today’s Date:

e-mail FREE!

Please send me the monthly e-retailer via
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BONUS ARTICLE

In the movie, "Cool Hand Luke", there is a
prison guard played by Struther Martin
who is frequently seen talking to a
prisoner played by Paul Newman. From
the viewpoint of the prison guard,
Newman was constantly doing things,
(and not doing things) that drew the ire
of Struther Martin. If you saw the movie,
perhaps you will remember the line that
Struther Martin is most famous for; "What
we have here is a failure to
communicate'.

I remember a similar story told by Bob
Aiken, a noted speaker and retailer, about
the first day on the job of a young part
time employee. The instruction given by
Mr. Aiken was to clean certain areas of
the business, and to "Get the mop,
broom, detergent, and bucket out of the
closet. And, be sure to use plenty of
elbow grease."

As you might imagine, a short time later
the young employee has returned to Mr.
Aiken stating that he has gathered all of
the supplies, but "l can't find the elbow

grease".

Our topic today is not dealing with giving
instructions, but instead it is to
demonstrate five ways your employees
can better communicate with your
customers. These five techniques allow
your customers to know your employees
are interested in their wants and needs;
ways that allow your employees to
demonstrate a distinctive advantage over
your competition and allow your
employees to not only close more sales
but to also have more add on sales.

The Magic 8's of Selling
Page 11 of 13

SOUND ADVICE FOR BUSINESS

Team Talk

By Tom Shay

The first type of question is the one that
unfortunately is the most frequently
used by employees. It requires no
training as it is the easiest way for a
customer to be spoken to.

"Can | help you?"
"Is that everything?"
"Finding everything ok?"

What are the traditional answers to
questions like this? Yes, and no;
whatever is easier for the customer.
The answer being whatever is
necessary to get your sales help to go
away. These are close ended
questions. A close ended question does
not invite a follow-up question or
additional response.

Anyone ever having gone shopping in
any type of business, or doing business
over the phone, has dealt with people
that are asking close ended questions.
The salesperson is simply using a
statement, quick and easy, that more
often will close down the sale. And
when you think about the businesses
whose sales staff uses close ended
questions, you will probably agree the
business has done little in the way of
creating an atmosphere that causes
customers to want to do business again
with them.

"How can | help you?"

"Please tell me which styles you would
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SOUND ADVICE FOR BUSINESS

Yes or no. There is not a place in either
of these questions for the customer to
say yes or no. A simple rephrasing of
the questions has opened an occasion
where the customer is invited to provide
their feelings. As the customer begins
to explain, the well trained employee
will not only know what the customer is
asking for, but will begin to mentally list
the additional products and services
that may be of value to the customer.

"Say, you like these .... don't you?"
"Wouldn't you like to own this ...?"
"This item sure is pretty, isn't it?"

With each of these questions, you know
exactly where the employee wants the
customer to go with their answer; They
want agreement. And, many customers
will respond accordingly. Unfortunately,
too often the sale will be cancelled or
the merchandise returned. Ask the
customer why they have done this, and
you will likely hear, "The salesperson
was too pushy".

Leading the customer with a question
will too often lead the customer to one
of two things; out the door or to the
phone to call your competitor.

Team Tal k (continued)

By Tom Shay

There is nothing wrong with wanting to
know what the customer thinks about a
product. It will often help you to close
the sale or obtain an add on sale. Itis
just the leading technique that is
incorrect. In phrasing the question
differently, you obtain substantially
different results.

"Did you like the ....?"

"You had purchased this brand last
time, would you like to look at that
brand again?"

With this type of question, you are
inviting the customer to give you their
thoughts, opinions, preferences, and
experiences. Usually, you cannot start
a conversation with the customer with
this probing type of question. If you
use the first few moments of informal
interaction with the customer to gain a
level of confidence, you can then
proceed to a probing question.
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Team Tal k (continued)

By Tom Shay

SOUND ADVICE FOR BUSINESS

The fifth type of question is reserved for
only the masters. Many times it is not
even a question, but a statement. | am
not sure if you can train a person to
become a master, or if it just a
personality trait that some people have.
All of us have experienced these
people; employees that can let you
know in 10 seconds that they enjoy the
company of other people and are
thrilled to have the customer call or
walk in the store.

These masters always include three
steps when making a sale. The first step
in speaking with the customer is to
simply engage them in conversation.
The master is now hard at work in the
conversation selling themselves to the
customer. From the first step, the
master will begin to weave the business
they work for into the conversation.
Comments may include, "l think you
are going to like the brand that we
carry. Our buyer says this
manufacturer makes a quality product.”

The master will now sell to the
customer the product. Notice the three
steps? Sell yourself, sell your business,
and sell the product.

What is an example of the questions the
master asks? "Wow, | really like your
watch, where did you buy it"?

I watched one person who was being
waited on by a master. The customer
enjoyed the experience and made
several purchases. Visiting with the
customer afterwards, | asked about the
interaction with the master. Their

"Why", | asked.

"l so enjoyed being waited on by that
person and | felt bad that | did not
have enough money to buy the other
items they suggested.”

Yes, | had just watched a master in
action. If you are fortunate to have
one of these individuals, treat them
well and expose all of your sales people
to the master. Make sure they are
learning as many of the master’'s
techniques as possible. If you are not
training all of your people, just ask one
of the people walking out of your
business without making a purchase,
why they are doing so.

I think you will find the answer is, "We
have a failure to communicate."

answer was, "l wish | had more PH(
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