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Foreword
Contributors to the Foreword section include both Neil Warren from Modern Selling, and Ben
Turner from the ISMM.

NEIL WARREN – FOUNDER OF MODERN SELLING
An independent body for the UK sales profession

Why does the modern day sales professional NEED this book?

Well, let’s start to answer this question with another question: What are the consequences of
not reading this book?

Put simply, as a sales professional you’ll get left behind. The world of buying has changed
which means the world of selling has changed. As a sales professional you need this book to
help you take the simple steps to adapting in today’s environment.

While your competitors are taking all your prospects off your hands and you’re missing sales
targets left, right and centre, you’ll be looking around wondering what on earth changed.
Well, I can tell you right now what changed: everything. And that has been driven by the
internet.

The internet, specifically the changes in the online business resources in the past three years,
has re-written the rules and transformed the selling and buying environment. This is rivalling all
sales revolutions that went before.

Share this with a friend ~ CLICK HERE
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What we’re seeing is a planet wide realignment of how people live, work and cooperate.
Where you once needed to be physically based somewhere, today you’re not tied down by
those same restrictions. What’s more, the internet has liberated the buyer too. They don’t wait
at home for a sales person to knock on the door if they want to buy a hoover. They’re
empowered to go online and / or choose to take such research and go shopping, online or
in-store – you’ve seen the adverts encouraging just that.

The modern day sales professional must take this seriously because the traditional methods
simply don’t make sense in the world we live in today. Why would they when there is a brand
new platform that buyers and sellers are migrating towards?

You need to keep changing adapting and evolving to make sure that you stay in the know
and ahead of the game.

Understand that everything is changing all the time, so read this book, evolve with the
changes around you, and enjoy the financial fruits of your labour.

Neil Warren
MODERN SELLING
www.modernselling.com

Foreword

blog

Even if you are the best sales person in the world, nothing is
staying still.

http://www.naturaltraining.com/blog/
http://www.naturaltraining.com/training/sales-training/
http://twitter.com/natural_sales
http://www.linkedin.com/company/natural-training#
http://www.facebook.com/naturalsalestraining


6/41� �

BEN TURNER - THE INSTITUTE OF SALES & MARKETING MANAGEMENT (ISMM)
Also Founder of The SalesPro

There has been a fundamental shift in the way modern businesses conduct themselves. The
evolution of social media and new technologies mixed with a larger macro shift in the world
economy means that the way we sell today has changed, and with it, the nature of the sales
professional.

The profession has further understood its value and its importance, and reflected on its poor
reputation within business – the change has been realised and reacted to.

The sales professional is a different animal to that of the past 30 years. These individuals are
knowledge-driven, have a deeper understanding of their environment and their client base,
but perhaps more importantly, a deeper understanding of sales and what it takes to excel in
this challenging profession.

As sales professionals assert themselves in the commercial world and seek new sources of
information, new learning, and new knowledge, they gravitate to the best content and ideas
that can help them increase performance – The Natural Sales Evolution is a prime example.
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The Natural Sales Evolution encapsulates this change in the modern world and offers insight
and expertise on how to handle and compete.

This book is a must read for any knowledge-driven salesperson; a must for any sales
professional.

Ben Turner
ISMM & THE SALESPRO
www.ismm.co.uk
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Introduction

We opened our doors at Natural Training in London in January 2005 which, at the time of
writing, was nearly eight years ago. In that time, we have trained nearly 5000 salespeople.
Their attitudes, skills and knowledge have been diverse: there have been salespeople who
were absolutely on a high after winning countless deals and making the most of their natural
style, and salespeople who were at an all-time low, questioning their worth in a world that
seemed pitted against them. And in between those two extremes there has been every type
of selling attitude imaginable.

For all their diversity, the people we have trained shared one very important quality: they were
mentally prepared to evolve and prosper.

It seems perfectly straightforward: we all know that customers are changing as the rhythm of
business evolves. Likewise, we salespeople must evolve with them, or if we can, slightly be-
fore them. If we don’t, we risk scrambling around for an increasingly smaller piece of the
action. There is no doubt that selling has become tougher in the past few years. But this is only
the case for those who haven’t adapted their sales process and approach to suit the modern
day buyer. This is EXACTLY what inspired us to write this book.

Introduction
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Introduction

In our experience from this considerable sample of 5,000 individuals, less than 10% evolve in
an effective way to meet the changes of today. Those 10% of salespeople are in a very enjoy-
able position indeed, and don’t really want the other 90% getting up to speed with today’s
natural selling evolution, because they are making great money!

So why don’t salespeople evolve? There are several reasons – lack of motivation, energy,
economic growth, successful management and plain old smarts being some of them. It also
has a lot to do with attitude; to borrow from the Toffler quote at the start of this introduction,
it is easier to do nothing than it is to learn, unlearn, and relearn selling behaviours.

However, the main opponent to sales evolution is fear. Salespeople carry with them some of
the ritualistic attitude of top athletes: “If I win the biggest game of the year with my blue
underwear, then I’m wearing blue underwear for every game.” And the sales version: “If I win
a big deal by presenting using PowerPoint, then I must present using PowerPoint for every big
deal.” (Never mind that the big deal was in 2009!) Fear of failure is, therefore, a bigger
motivator for the majority of salespeople than the thrill of success. That’s a sad indictment on
a profession known for just the opposite.

Evolution in sales is about being strategically adventurous, bold and creative. It’s about going
for deals, and even if you lose, being remembered for being different. Better that than to lose
and instantly be forgotten! Evolving in sales is also about being curious and picking up on the
signs around you. If your customers are engaged in a new communication technology such
as LiveChat, which is promoted on their website, then chances are you will establish a stronger
connection by communicating with them using that technology. If customers are demanding
value, then work out some ways to package it up and give it to them. And if customers want
your solution to be different, stop saying “We can’t” and start thinking about ways to adapt!
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So, where does Natural Training, and this book, fit in with the fast changing selling evolution
around us? Well, during the past eight years, we have helped salespeople to evolve by intro-
ducing them to a very personal, high-impact range of strategies and techniques that reflect
two main dynamics:

1) How customers like to do business right NOW, and
2) The natural style of the salesperson.

Along the way, the results have been impressive in terms of our clients attracting and retain-
ing the right type of clients, and closing more deals at higher margins – all with less work and
anguish! We know we are on to something - which is why we published this book. It serves as
a “best-of” all of our techniques to ensure today’s salespeople are better equipped to deal
with change.

Do you have to make massive changes to be effective? Absolutely not.

This leads to another change, and another, until it forms a new pattern – temporarily
completing an evolutionary cycle.

The key, however, is to make that first small change. Implementing just one or two of the tools
andmethods in this book will help drive your success to new levels. For example, while reading
the first draft of this book for us, one of our clients noticed an idea that she hadn’t realised

Share this with a friend ~ CLICK HERE
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Introduction

could be achieved for such a low cost. She recognised that her sales team was
communicating with customers in the same way it always had, which was having a negative
impact. In fact, clients viewed it as dull and tiresome. So, she listened, and evolved the
business to suit how the customer liked to communicate. As a result, in one month she moved
from 20% conversion from pitching stage, to 50% conversion, which in monetary value was
worth over £100,000. And that was just ONE of the techniques you are about to read. (We
won’t tell you exactly which one, but it appears in Chapter 13.)

The standout words in the example you've just read are: noticing, recognising, listening,
evolving and, most of all, implementing! At Natural Training, we strongly believe that it’s
implementing what we teach that gets the results - not the theory. This is why this book is
packed with practical advice and tips. Look out for 29 bonus sales tools, offers, templates and
resources at the end of each chapter to help kick-start the implementation of your evolution
strategies.

A final note on how to use this book...

It is not a novel that is meant to be read cover to cover, nor is it an instruction manual designed
for robots. Instead, it is a rich breeding ground of ideas. We want you to read something so
wonderful that your pulse starts to quicken, and your brain starts to whir. This book is designed
for you to dip in and out of, as you prioritise your own issues.

As always, it starts with you. Where are the weak links in your sales cycle? For example, you
might be fantastic at managing clients from online to offline (Chapter 11), but you feel you
aren’t describing your product in a way that creates excitement in today’s market (Chapter
3). Or you might feel that you are up-to-date with modern objection handling techniques
(Chapter 8), but you can’t get hold of enough decision makers to begin with (Chapter 4). Or
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maybe you have no problem presenting to a client via some of today’s newest methods
(Chapter 7), but feel guilty about your poor LinkedIn presence (Chapter 12). The point is, work
out what you need first and target that!

Make the book your own by scribbling notes all over it, personalising it to reflect your own
natural style, feelings and goals. That way, it will be easier to own your evolution.

As always, we would be delighted to receive your feedback. If you would like to share your
thoughts on how selling has changed, your greatest sales challenge, or about a current trend,
please get in touch by calling our London office on +44 (0)207 613 7830 or emailing
evolve@naturaltraining.com. I will personally see and hear about all of your communication.

Evolve and prosper!

Matt Drought
FOUNDER - NATURAL TRAINING
www.naturaltraining.com
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They say that the Olympic Games don’t really open until the flame is lit in the main stadium.
However in 2012, many people felt that the real starting point of the London Olympic Games
was signalled with the immortal words spoken by the Queen, “Good evening, Mr Bond”.

Producer Danny Boyle had pulled off a master stroke: James Bond (played by Daniel Craig)
walked into the Queen’s actual private quarters and escorted her out of Buckingham Palace
to the Olympic ceremony. It was unlikely – and it was magnificent!

Five years ago, if you asked anyone whether it would be possible for the Queen to embrace
pop culture and do an acting gig with Daniel Craig, they would have laughed in your face.
Now, having made this leap, it’s not inconceivable that the Queen herself will be Tweeting on
a daily basis in the near future. Watch this space!

The point is, that simple act by the Queen represented much more than a bit of fun. It

1CHAPTER Selling is evolving, and wemust evolve with it. The time to change how we
prospect, develop relationships and sell is NOW. This chapter looks at how
selling has changed.We highlight what exactly has changed and what you,
the sales professional, need to do to adapt and find the levels of success
that you’ve been used to in the past…

How selling has evolved

Chapter 1

blog

http://www.naturaltraining.com/blog/
http://twitter.com/natural_sales
http://www.linkedin.com/company/natural-training#
http://www.facebook.com/naturalsalestraining
http://www.naturaltraining.com/training/sales-training/


17/41� �

represented real and exciting change – a significant milestone in the evolution of culture and
communication. When you break it down further, it becomes even more exciting. Here is a
figurehead, representing one of the most conservative and dignified organisations on earth,
doing a cameo in a promotional piece by a producer who shot to notoriety with a film about
a group of heroin users!

The real message is if the Queen can change, so can you. The way customers buy and sales-
people sell is evolving.

If you work in sales, you need to sit up and pay close attention to what’s happening around
you. Sell how you have always sold, and you risk becoming a relic of the past. Embrace the
new world of selling and you have a wondrous opportunity to be at the vanguard of sales
success, enjoying the increased income as a result.

Let’s have a look at the way selling has changed in the past five years: (See next page)

The rules are evolving around us daily at a pace that’s leaving
many salespeople cut adrift.

Chapter 1
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YESTERDAY’S SELLING SELLING NOW
1. Traditional selling approach 1. Blended selling approach

2. Product is King 2. Customer is King

3. Salesperson generates leads 3. Technology generates leads

4. Cold calling is weight of numbers 4. Develop modern, smart and intelligent cold
call campaigns

5. Salespeople rely on customers knowing less
than they do

5. Educated modern day buyers know more
than some sales people!

6. The priority is on relationship selling 6. The priority is on providing value and results

7. There is no recognised power in Procurement
function

7. Selling to Procurement and Buying Agencies
is, in most cases, a necessity

8. “We have loyal customers who only spend
with us.”

8. Customers are constantly being tempted
with competitive offerings and their spend is
fragmented

9. “We communicate solely with customers by
phone and face to face.”

9. “We now communicate using multi-media
platforms including Webex and Skype.”

10. The sales starts with a call 10. The sale starts online

11. “I am a salesperson.” 11. “I am a Sales Maker.”

12. Salespeople qualify leads 12. Customers use an automated online sales
process to do the pre-qualifying for you

13. “I don’t need to change my sales approach
because my results are fine.”

13. You are missing out on a huge opportunity
to improve your results. Going from being
good to great is within your power but it
takes the right attitude.
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WHAT IS DRIVING THIS CHANGE AT THE MOMENT?
In truth, there is only one main driver. It sits at the heart of the sale and is the real hero. No – it
is not WHAT you are selling (yesterday’s hero) but WHO you are selling to.

So what has sparked this change?

We know that the entry of the internet marked a huge change in selling. In the last few years,
however, the internet has evolved from being a graduate research assistant to a powerful
consumer ally.

At the click of a mouse, your customer has a unique window into your virtual shopfront. But
that’s just the start. They also have access to details about your people, your sales performance,
your company records, your customer information andmany other facts that will either work for
you – or lose you the sale before it has even started. The information and choice available to
buyers today gives them great buying power. And don’t customers, as we all are, love it!

Chapter 1
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Insider Tip: Your customers are central to everything now because they are infinitely more
educated and resourced. They make very powerful allies indeed!

Modern day buyers have changed how and why they buy,
which has created the need for the modern day sales
professional to change how they prospect and sell.
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That’s a key role reversal. The buyer can reach everything they need in an hour or two and
have all sorts of buying advantages. This means that the modern day sales professional not
only has to adapt the way in which they sell, they also need to ensure that they know their
industry, sector and products and services inside out.

HERE’S A GREAT EXAMPLE…
In 2008 at Natural Training, we did a few days of telesales training for a reseller of a major
photocopier brand. The company's whole sales process involved cold calling schools,
surgeries and small government agencies with the aim of selling them a photocopier for
£13,000 with a large, ongoing maintenance contract. The company sold about a dozen of
these machines a month. However, if its customers had simply ‘Googled’ the model number,
they would have seen the same product for £6,200. That’s right – the reseller's business model
was reliant on 100% mark-ups from standard retail prices.

The customer, as always, was central to this. This company, which had 12 salespeople, was relying
on an ill-educated, ignorant, poorly resourced customer base. It was a market the company
desperately hoped wouldn’t check or compare pricing; a market of trusting or non-caring
customerswhowould havebought anything fromanyone. In otherwords, it was a rapidly shrinking
market. We had discussions with the client - begging the key decision makers to develop a
more sustainable new business strategy that could initially sit alongside the shrinking one, and
then take over in the long term. They didn’t listen.

Share this with a friend ~ CLICK HERE
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Inmany cases, a mildly interested customer is more informed
than a lazy salesperson.
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Fast-forward to 2012 and that same company only has two employees – the Director and the
Administrator. They work out of the Director’s lounge room. They are essentially washed up –
finishing up the last of their maintenance contracts, wondering what went wrong (blaming the
customer), and working out what to do next.

So, what happened in this example?

It’s simple: technology evolved. It pulled their uneducated customer base into a position of
wisdom. Their competitors also evolved, forming alliances with other organisations that were
able to get them larger contracts in the new 'print solutions' space. Yet this company failed
to evolve – applying four-year-old business practices to amarket that no longer needed them.

Meanwhile, the rest of us realise that sales is evolving fast - led by awise customer who is spoiled
for choice. That customer wants to do business on their terms, be communicatedwith in theway
they want, with their considerations met at every turn.

This educated customer is central to selling today. Successful salespeople and selling organi-
sations have evolved their sales process to meet the market. These people aren’t pushing
their sales process onto a market that doesn’t want it.
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Put simply, today’s buyers will not tolerate weak, ill-informed salespeople. Sales roles have
changed over the years.

In the following diagram, you can see the evolving nature of salespeople, from Seller to Sales
Maker:

1. Seller: “I think I have what you need
– now I need to convince you.”

2. Consultant: “I’m going to ask
questions to find out what you
need.”

3. Collaborator: “Let’s work
together to find out how we can
make your life easier.”

4. Trusted Adviser: “You see me as
the expert, so I’m going to
encourage this trust with
sound counsel and genuine
empathy.”

5. Sales Maker: “You know what you
want and you need me to make it
happen.”
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Figure 1.1: Sales Maker Evolution
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The salesperson now MAKES the sale – they make the sales happen by bridging the gap
between computer and customer. Sales Makers are the face of the organisation. They bring
the brochure to life, they personify the sales process, they fill in the warm, human component
that technology cannot.

Each part of this evolution is critical and valued. There is nothing wrong at all with being
labelled a ‘seller’: people who sell make the world go round, and we need them more than
anything. When I want to buy a Big Mac, I don’t need a consultation. I want to hand over the
money, and walk out with a hamburger.

The same principle applies to consultants, collaborators and trusted advisers: these are all very
valuable roles that you make your own depending on your industry and where you are
positioned with the customer.

It is the Sales Maker, however, that we would like to focus on, because we feel that this is the
newest breed of salesperson.

WHY THE ROLE CHANGE?
First some background: as we discussed previously, your customer is at their most sophisti-
cated right now. If, five years ago they were at a Bachelor Degree level, now they have
attained their Masters in you, your company, your pricing and everything else they need to
know. They may even have sampled your product, or talked to an existing customer, or filled
out an enquiry form outlining exactly what they need. (In that enquiry form, it is getting
increasingly common for customers to write, “Don’t call me, I just want a price” or “This is an
early stage – please no contact”.)
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Customers are used to dealing with a 'thing' (the internet) rather than a person, which is you.
They are muchmore trusting of technology. In fact, as Gen Ymoves into management, many
don't know any other way.

For example, recently we were contacted by a genuine ‘digital native’[ – a Gen Y Human
Resources and Training Director from an office supply company with 92 employees. One of our
salespeople took the call, and was surprised at the information the caller knew. For example,
she knew more about two of our competitors than he did! She had three very quick, sharp
questions:

1. How much is it for eight people to get trained in high value proposal writing?
2. Do you have availability on December 3?
3. Doyouhavea trainerwith the rightexperience forour industry – itwasn’tclearonyourwebsite?

Despite his best efforts to keep her on the line, the call was over in two minutes. She wouldn’t
give any particular contact details, nor would she entertain another call. Rightly or wrongly,
she knew what she wanted, and our sales guy couldn’t find a way to add any value right
then. He did have her name, and was able to follow up later, but in many respects, he had
felt the horse had bolted. We never got the business.

This might strike you as an extreme example, or it might be happening to you frequently.
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Either way, it is definitely becoming a much greater part of today’s Natural Selling Evolution.
At Natural Training, we used to get a dozen calls like this every year. Five years on, we get
two or three of them a week: that is, customers using the phone purely as a way to find stop-
gap information and moving on quickly. They simply don’t want engagement.

ENTER THE SALES MAKER!
The Sales Maker, as the name suggests, makes the sale happen. They are the human face of
the company, the conduit between a computer screen and the delivery of the product.
Simply stated, Sales Makers add the bits that an online experience can’t provide.

Key attributes of a Sales Maker in today’s selling evolution include:

� Sales Makers need to be 'Johnny on the spot': available right there, right away, within
two to three rings of the phone.

� They need to be on their 'A game': the consultation period has trended down quite
substantially. If customers used to have 30 minutes to talk to a salesperson, today’s
new breed of customers have 10 minutes.

� Sales Makers need to add value – a spark, something different and new that the inter-
net hasn’t provided their customer.

� They understand that the customer must be persuaded – quickly. They have to bring
their considerable talents to the table in record time, and help structure a persuasive
argument based on the customer’s reality. Not easy, but achievable with practice
and a dedication to the evolution!

� Sales Makers understand that customers are more guarded, because they don’t want
a team of rabid salespeople to set upon them. They will have their defence
mechanisms up!

� They will use a phone conversation as a launching pad to other media, as they under-
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stand customers will be open to being approached via LinkedIn, Skype and MSN
Messenger.

� Sales Makers know today’s evolved customers don’t want to wait around for quotes,
proposals and next steps. They know that customers see no reason why they can’t
have it NOW! And when they do get it, they don’t want to wade through information
to find out what they want. They aren’t conditioned to search for stuff for longer than
about 10 seconds.

� Sales Makers know that one small step to undermine trust is deadly, particularly during
this increasingly smaller window of contact.

If you recognise some or all of the above attributes, then the pressure is on! Welcome to the
Natural Sales Evolution!

DOES THIS MEAN THAT THE ROLE OF THE SALESPERSON WILL BECOME
REDUNDANT?
The simple answer to that is, no. In 2000, around the time of the dotcom boom, some people
predicted this would happen. Yet 12 years on, and sales professionals are thriving in most
industries – even the ones that were definitely going to be redundant, such as travel. It seems
that the human face of your commercial organisation, the salesperson, will always have a
valuable role to play. However the role is definitely adapting at a rapid pace.

SO LET’S LOOK AT SOME OF THE OTHER MAJOR CHANGES...
Althoughwewould love not to include the economic downturn in this book, we can’t hide from
the fact that it has been amajor factor in how customers have changed their buying habits. We
would like to stress, however, that salespeoplewho use the economic downturn as an excuse for
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not achieving are simply in denial of the new ways in which you can still successfully sell.

So how has it affected sales? Well, the major change is that a lot of companies made some
cutbacks within their organisations to reduce costs and increase profits. This means that
today’s decision makers are more than likely to be in multiple roles with increased
responsibility, which makes time their most precious commodity. This affects their ability to
concentrate, to read sales and marketing collateral and to take sales calls or visits.

The economic climate has also had a major impact on the decision making process and
budgets. In the B2B arena, five years ago you might have sailed through the decision making
process without having to go through Procurement. Those days are gone, andmany decision
makers are measured on how much money they save and the extra value they generate.
We’ll talk about this much more in Chapter 10, which is all about Procurement.

Buyers know that some salespeople will heavily discount simply to win the deal - putting them
in the driving seat when it comes to getting the best deal. They will know, for example, why
you are particularly keen for them to buy off you towards the end of the month when your
targets are looming!

When you do finally get to engage with customers offline, you will be one of the chosen few
that they have carefully selected to give you their precious time. With time being their most
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precious commodity and the level of information they already have at hand, today’s buyers
are demanding. There is less tolerance for small talk and a greater desire to have you, Ms
Sales Maker, get to know their situation efficiently and recommend the right solution.

They also won’t tolerate seller-centric salespeople who simply want to talk about themselves
– you need to have customer-centric messaging.

Buying has changed, and this has initiated the change in how we sell. Continue to sell as you
have always done and you will miss out. Adapt and change your approach using the infor-
mation in this book and you can look forward to getting back in the driving seat of your sales
success.

SO WHAT PARTICULAR SKILLS DO YOU NEED IN THE NATURAL SALES
EVOLUTION?
To be a Sales Maker, you need to convert calls and meetings into customers and sales. You
need to have a strong value proposition. You need to ask intelligent questions that positions
you with trust, credibility and nous. You need to be ready to prove results. You also need to
be prepared to handle objections, have confidence in moving through the negotiation
arena, and be ready to sell to Procurement.

These are must-have skills for the modern day sales professional which is why we have in-
cluded a separate chapter on each of these skills in this book.
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SUMMARY
• If the Queen can evolve, so can you!
• Selling has changed in 13 fundamental ways over the past five years, which is mainly

technology-led.
• Today make the customer the hero – not your product.
• Customers have evolved to be much more educated and won’t tolerate ill-informed

salespeople.
• Salespeople have evolved too. Today it’s all about the Sales Maker – bringing a sale

to life.
• Key skills of today’s Sales Maker include making a rapid, favourable impression.
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TIME TO EVOLVE! YOUR SALES TOOLKIT:
• Become aware of how you are currently selling by taking our natural sales evolution

test. Find out how much of what you are doing still works from five years ago, and
how much you think needs to be changed.

• Download our FREE Sales Maker worksheet – perfect to help determine the type of
profile you need in today’s selling evolution.

To access the Natural Training sales resource centre for your 29 FREE
resources, simply click here to buy the full version of the book
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Let’s start with an adage and ‘walk a mile in your customer's shoes’. You see, to understand
your customer you have to ask yourself a series of questions. Only then can you add value to
them and sell effectively.

Take an example of a typical buyer or decision maker you deal with and answer the following
questions:

1. What does an average day look like for them?
2. What are they saying, thinking or feeling?

2CHAPTER In Chapter 1, we established that selling has changed and how vitally
important it is for the modern day sales professional to evolve with that
change. Today’s buyers have essentially changed the rules – particularly
the ‘how’, ‘why’ and ‘where’ they buy. In this chapter, we look at themodern
day buyer and help you to get inside the head of the type of buyers you will
be targeting. Without this information, how can you possibly evolve your
sales process and approach?

Understanding the modern
day buyer
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3. What are their key objectives when buying?
4. What are their key business objectives and goals?
5. What challenges, issues or problems do they currently face?
6. What do they really want to achieve?
7. What changes have taken place within their industry, company or status that could

affect their ability to make a decision to buy?
8. Are they under any time or budget pressures?
9. How do they measure success?
10. What will they need to achieve to see that buying your product or service has been

a wise decision and is providing the ROI they wanted?
11. What are their greatest fears in making decisions?
12. What are the possible risks they could be concerned about?
13. What is their buying process?
14. Does your buyer have the autonomy to make a decision or do they have to involve

others in the process. If yes, who do they involve?

Asking yourself these questions and then answering them will help you to ‘walk a mile in your
customer's shoes’ because you’ll truly understand their perspective. You’ll also be far closer to
understanding the modern day buyer.

Well, for the most part, yes, they have. Buyers and decisions-makers today are under immense
pressure – this is normally driven by time andmoney constraints. Due to these pressures, buyers
have less time for cold calls or spontaneous meetings. The decision makers you need to talk
to are dedicated to key business priorities, meaning if buying your product or service isn’t
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aligned to their goals and objectives, then you’ll struggle to get their time.

ARE YOUR CUSTOMERS SUFFERING FROM ‘ANALYSIS PARALYSIS’?
Time also affects the buyer’s ability to concentrate. The customer wants to get things done as
quickly as possible without missing any important information. Remember, most buyers today
suffer from what we like to call ‘analysis paralysis’ - too much information overwhelms them.
So keep it simple and to the point.

A lot of buyers who previously had the autonomy to make a decision alone are now forced
to involve others in the process – people who will be privy to the analysis paralysis too! What
does this mean for you? Well, it means a longer and more complicated route to closing a
deal. Today’s buyer may also be scared of making a decision through fear of personal
retribution. As a consequence, they will consider risks a lot more carefully, and will need to see
proof of value and results before buying.

Due to all of these pressures, they also subscribe to the “If it ain’t broke, don’t fix it” philosophy,
which means winning competitor business is a tough game. Unless you can demonstrate that
it MUST be a business priority to switch to your product or service (because there is suitable
value in doing so), it’s going to be a real challenge.

In the majority of cases, they will want to prove to others in
the decision making team that they got the very best deal
available.
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THE DECISION MAKING PROCESS
Once you truly understand your buyer, your next step is to understand the decision maker’s
buying process. Consider for a moment that there’s a sudden role reversal, and you were the
decision maker, as opposed to the seller. Get in their shoes for a second...

What buying steps would you go through?

Based on our experience in dealing with today’s decision makers, here’s an example of key
buying steps:

1. Identify they have a need.
2. Research online.
3. Select a shortlist.
4. Engage with sellers offline.
5. Go through Procurement or

decision making team.
6. Buy from a supplier they like,

trust and feel they can work
alongside.
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Figure 2.1: Customer Buying Cycle
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Let’s look at the research stage. If you believe that during a sales conversation, you automati-
cally know more than the buyer, you have a traditional view of sales.

Ignore the knowledge of today’s buyer at your peril! Usually the buyer is equipped with just as
much information as you, so never underestimate their knowledge.

WHAT’S THE MAIN CONSEQUENCE OF MAKING THIS ASSUMPTION?
If you think you know more than the buyer, consider how you’ll feel if you lose all credibility as
a sales professional because you get caught out by the buyer’s superior knowledge. Can you
think of anything worse? A prospect asks you a question. You're caught off-guard but manage
to respond with what you hope she will accept. But she doesn’t. In fact, she catches you out
and starts telling you about the products you sell. You’ve just taken 10 paces back from
making the sale. And the customer is walking out the door.

MODERN DAY BUYERS HAVE ARRIVED
And they don’t have much time! They are pounding up and down the virtual high street at
this very moment, searching for products on the internet. Dependent on the complexity of
your offering, some buyers will complete the entire buying process online whilst others use it
as a research tool to arm themselves will relevant information before contacting the seller.

Consider this modern buying cycle:

1. Visit coffee shop and buy coffee.
2. Drink coffee and log onto Wi-Fi via smartphone.
3. Search for product recommendations.
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4. Assess product features and latest reviews.
5. Search for best possible price online and buy

or
6. Visit store armed with more knowledge than ever before.

When you think about it, often we (as customers) don’t actually come face to face with the
salesperson until we have to make a pretty important purchase.

In the same way that the recession has put salespeople under pressure to squeeze everything
from encounters with the customer, technology exerts further pressure on the sale.
Technology has effectively reduced the amount of time the salesperson gets to sell.

Let’s look again at the modern day decision makers' buying process. The first three steps are
now happening online: Identify need, research online, and select a shortlist.

Customers will only have patience for those salespeople who
can give them exactly what they need – there isn’t any time
to waste!
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ONLINE
It’s the move from online to offline (you!) which is critical.
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Figure 2.2: Customer buying cycle online influence – customers may not be on your
radar until stage 4
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In later chapters, we provide some great insights into exactly what information you should be
displaying online to get to the opportunity to engage with more decision makers offline. We
have also included information on how to be better equipped to provide customers with
exactly what they want to see and how to navigate your way through the decision making
process successfully, moving from being shortlisted to winning the deal.

TODAY’S PERSONALITY ANALYSIS
Buying and selling has changed. Gen Y buyers are in management, and they grew up with
the technology that you are selling with and sometimes against.

Here is a simple personality analysis that will help you to be more aware of your buyers and,
importantly, how to sell to them:
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Figure 2.3: Buyer Personality Analysis
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The Pulse Buyer

� Personality: Restless, aggressive, quick to click, and quicker to buy; you really need to
be on your A-game to close this impulsive buyer.

� They say: “Give me a proposal by 3pm and I will let you know in the morning.”
� Selling to a Pulse: Be assertive and confident. Be ready! Your window seems to be about

three minutes! They will call you, having done their research, and they will be hot to
buy.

� Sales tip: Sell the way they want to buy! Cut out meaningless steps, and have your close
ready.

The Bloggy Buyer

� Personality: The type of buyer who loves to socialise and interact. They are chatty and
like to see and feel your product. They will contribute to your blog and offline forums.
They will be friendly and go off-topic – and like to talk about themselves!

� They say: “Let’s have ameeting. I would like to introduce you to a few ofmy colleagues.”
� Selling to a Bloggy: They like people so make friends! Set aside some extra time to

socialise. Be aware that they need to be focused back to the sale, if you are going to
make a sale happen!

� Sales tip: You can go off-topic with them, but focus them back to your product with a
favourable blog review, or invite them to ‘join the conversation’ and offer their
opinion. They can even write something for your company, or be the hero of a case
study.

Chapter 2

blog

http://www.naturaltraining.com/blog/
http://twitter.com/natural_sales
http://www.linkedin.com/company/natural-training#
http://www.facebook.com/naturalsalestraining
http://www.naturaltraining.com/training/sales-training/


39/41� �

The Luddite Buyer

� Personality: This buyer moves slowly. In fact, they are so far beyond the curve they are
thinking of joining Facebook “one day” and believe that Twitter is a Ronald Dahl book.
So, you need to cater for this.

� They say: “I’m not sure we are ready yet.”
� Selling to a Luddite:While sales has evolved for many people, there are some for whom

it definitely has not. They want to meet, stare you in the eyeballs, and ask you questions
about your company (nope, they haven't been to your About Us section!).

� Sales tip: Trust is very important to the Luddite. Don’t feel the need to pressure them,
because they will run a mile. Be patient, clever and transparent.

The Geek Buyer

� Personality: Detail, detail, detail! Analytical by nature, this person has just done a
Master’s Degree on you! They know more about your company, product and your
team than you do. So be prepared.

� They say: “Give me evidence!”
� Selling to a Geek: Know your world, and theirs, as best you can. Miss a statistic, or make

up a number, and you will get found out. Did we tell you to be prepared?!
� Sales tip: Recognise their genius. Be natural, authentic and believable. Let them know

that they are in experienced hands.

Share this with a friend ~ CLICK HERE
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SUMMARY
• Walk a mile in your customer’s shoes by asking 14 key questions.
• Customers want quick, accurate advice.
• Customers may have to involve more decision makers due to the tight economy.
• Customers have a six-stage buying cycle; however, they might not be on your radar

until stage 4.
• Know what modern personality your buyers have: Pulse, Bloggy, Luddite, or Geek.
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TIME TO EVOLVE! YOUR SALES TOOLKIT:
1. Download our free Customer Decision Making Cycle Worksheet. Use this in your next

sales meeting to determine how you can influence the customer at each part of the
cycle.

2. During our training we explore buyer personalities and preferences. Receive a 20%
discount voucher for our Complete Telesales Skills Open Workshop.

3. Receive a free sales training worksheet on Customer Personality Analysis. Spend two
weeks marking which customers appear in which quadrant. That way you can
analyse who you spend the majority of your time selling to.

To access the Natural Training sales resource centre for your 29 FREE
resources, simply click here to buy the full version of the book
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http://www.amazon.co.uk/Natural-Sales-Evolution--Customers-Evolved-Have/dp/1907308229/ref=sr_1_1?s=books&ie=UTF8&qid=1348140005&sr=1-1
www.naturaltraining.com/naturalsalesevolution
http://www.amazon.co.uk/Natural-Sales-Evolution--Customers-Evolved-Have/dp/1907308229/ref=sr_1_1?s=books&ie=UTF8&qid=1348140005&sr=1-1
http://www.naturaltraining.com/blog/
http://www.naturaltraining.com/training/sales-training/
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