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Getting emotional?

No, just in touch with your selling side

words | Paul Myles

Sometimes it's good sales practice to
explore the cracks in your sales suit of
armour, argues ReMap

ometines, the hardest thing for asales professional b
achieve i troe selfawareness, Most of the time, he or
she x|wl|1|\ the tlul'm s lstering }'H.'I:'.*-'!JL'Iill (ELER

mwativit ing the deive to the mest close

But, sy sales training specialists ReMap, embrwing the
Frailties that exist in eversone opens the route-mag Lo
bawmting siles performance,

S cmght up with Rebdap associate CLPDs, Martin Perry
and Lan Saonders to hel pesplain how addeessing the things
thict ke us wimt to ory cin lead to sistained soeoess,

Both former financial sales specialists, Perry and
Smanders sinv that the teaditional Thard-arse’ appronch to
selling wis doing meuny sales professionals a disserviee and
limiting their ability to perform and decided to belpoehange
this thinking by Lunching Redbap about 135 vers ago.

Perry told S7: “Shortly after setting up we realised the
satbes preference questionnaive (SPQ designed by BSR and
the programime that rons alongside it wias very different - it
proves it works and, from a bisiness perspective, that would
Lre s unigque selbing paoint.

“In sales and staff development., there i a widely held
Brelief there are three things that are important if they are
going to be suecesstul: normally, the ASK model - attinade,
knowledize and skills.

“We fonnd maost onganisitions focus their resourees for
staff development, or indeed recruoitment, on skills and
kinewledge, So. i teroes of recroitment., you go for
competeney-lased assesments, vou'll be asked for evidence
of your skills and knowledge and how good sounare, Your Cy
doses the some and interviews do the sume, assessment
prrocesses also all concentrate on skills and knowledge,

“When vou're emploved, mest of the development
offered to people rests on skills in terms of sales or providing
technical knowledge, Therek good reason for that, becanse
ity ensier o dol”

Perry argues that this "Ly appeoach to staff

ar



management overlooks the essential assessment of attitudes
within members of the company’ sales foree.

“The attitudinal bit is very difficult to assess, very
difficult to measure and incredilily diffionlt to tain” Peres
explining Ve see a part of the attitude bit being sales call
reluetivnee (SO o phmse we wse to deseribe the discomfort
preople can feel while in asales environment or undertaking
asales role.”

Hee s that withont addressing this propensity to be
reluctant in selling, no nsnper of other attrilutes will make
the siles person be able to perform at the optimuom level.

Perey contitmed: “We arve passionate that ifwe don't get
that right, if our emotional resilience isn't correct, then skills
and Enewledge Decome redundint. Becanse, no matber Tow
shilful and knowledgealile vou arve, if vou don't hive an
emotional capability to actually undertale the tasks needed
tos L siecessful, then skills and konowledge count for
nothing.”

Saunders said the pereeived difficulty in addressing a
sitles professionals emotional attitude has resulted in it
Being ignored altogether by maoy training masdels available
it the Uk todiy:

Hee savid: “ The hand Bit i there are lots and lots of people
out there with profiling tools that start at £5 a pop but owst
of them don't accurately assess how o sales person truly
feels, Thats the bit thaty unigue for ws i that the profile s
incredilly aceumte at identifiing the emotional Luindseape a
silbes person has,

“Thats imprortint Decaise vou need that to be right to
wiork with people and inmany cises, most sales
environments, aren’t condueive to admitting that vou have
issues of this nature, VWe'lre all meant to be, as sabes people,
Supermin and invineible and ‘every No tikes 1 one step
nearer b o ves) rejection i the break st of champions,
wieve heard all the dichés hutactually nust sales people are
nuornuil, Lhey have fraggilities themsebaes, they have
ermational concerns abont how they are perceived and all
thiet has aomueh Bigger impact than the fndusty sometimes
recognises”

Lt was work completed by pachologists in the US that
inspired Redaps approsch to looking at the emotional and
e nbal attitudes that dictate asales pemsons perfommance
potential.

“The ackground theory to this is very, very sim ple” said
Perry, “Ifvou tike what we call the enengy model - when we
withe upin the moming our batteries ave 100% full of
energy and all of that should be directed towards achieving
our belanioural oljectives, our goals,

“Unfortunately, call reluetanee Kicks in at some point
during our day and that energy & divected elsewhere and
Boes into avoidinee, This could be very anert it could be that
1 just have s home’ day and 1 need to do Tots of things in my
office, [ need to clean my car rather than going out on
territory to sell,

“That’ becase | feel nneomfortable, Uve wolen up with
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energy but there's something nagging away in my brain that
sinys, 1 o't want to make that phone call, 1 don't want to
see that key target, [ don’t want to ask them any damn
questions’ Alternatively, it could be a littde Bit more sultle
such as 1 will go out on tervitory but [ won't see the ones |
should be secing, Ul zo and see the soft tangets, the peaple
wha e nice to us the people who provide the informeation
wie need Dt we don’t actually sell to them.

“It could even be that [ get on territory | see the dght
people but my avoidance is 1 don't ask the dght questions,
Instend of asking, “when can 1 get an order from yon and
T mneh do vou need 2" 1 back off and oy “will von
consider it?™

Perey is quuick to pointout that there shoubd e no Dlaome
attributed to this hecanse, in st cases iovolved, the
reluctiance is not wilfal buot imvaluntar,

He explained: Ve all have awhole mnge ofinidance
techiigues we e suboeonsciously, You don't go about
thinking "how much avoidance can D undertake todin? But
these get in the way of using our skills and knowledge
t'!'ru'L[u'l}.

“We are able, throngh an online questionnaive, to
identify 12 things that make vs feel uncombortable. They can
e tiskis, they can be enviconmments, they can be things we
need to do that are our responsibilities”

Smnders expanded on this, sving: “Unlike some
profiling tools where they tey to pat vou ina box they are
often eross=shaped with four options. We don't operte that
wary brecaise we konow sales people emotions cin
rollerconster during the week, So we assess all 12 to see the
level of change. Forsome people, call reloctance will kick in
at acertain pegotiation bot another can kick inat a different
situation,

“WWe are not trying to adge or label people, Ye say “these
are all the things vouare sensitive to and when the working
week chimges, the tasks change and the olients change,
things will flair upand then die down,

“We affera proper MOT alout what i going on in their
hesuds when they sell?

Perry stressed that the assessment is not about types of
preople but abwout their habits often learned feom their
edarliest experdences.

“I% adl about leamed behiviour and not alwut
prersonality: said Perry, “Most psychometric tests in this
county attempt to measume who vou are, vour personality
Lt the SPCY does not do this, it measores how
uneom fortabbe vou are and, therefore, what the belaviour is
prredicted to be like in certain conditions, So regandless of
vour pemsonality, whether the most exteovert or introverted
person on the planet it doeso’t matter, vou can all suffer
Frrosen call pel vetance sand it's the behivioureal piece which is
the mvost important piece,

“We are able to predict, Decinse of vour sensitivity, your
emwtional lack of resilienee, we can predict very accurately
what veu are likely to do in certain situations.”
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ReMap lists the 12
different behaviour traits as:

Dvomsay er — energy goes into avoidanee becimse U'm
worred about things,

Over-preparation - avoidance in procmstinating,
Hyperpro = image and doulsting onesel Cand over
comprensiating by avoiding sales but making the olient feel
good alwut them

Stage Iright - unease at being centre stage

Role rejeetion - Rejection of the siales role where the sales
person prefers being an information resource to the client
rither than closing the deal

Yielder - Backing off and Being apobgetic sither than
chullenging with direct questions

Social sell-conscious - intimidated Iy certain individuals,
aviiding those with wealth, power, status

Separationist - uneomfotalle nsing fends tosell
Emotionally emancipated - unoomfortable about using
Family connections

Referralaversion - reluctionee tooask fie referals becinse it
LY apper shewy

Telephobia - uncombortable making cold-calls for Insiness
Opposition rellex - becomes challenging when challenged
without achieving the end goal.

Sunnders said adverse sales behaviours cin stem from a
virie by of experiences and envimnments the sales person has
experienced through life, He said: *These are learned trits
and can be imprinted feom parents teachers, society, the
prress for example a lot of sales people in medivines and
pharmmacenticals are very sensitive abwout what they do
Brecinse of the negative exposure in the press, Maybe possed
om from sales managers and even costome s - all learned
Behavionr which can be corrected.”

FReMap aims to change these halsits by helping sales
people foe up to their own frailties. Perry explainad: “Like
Biting vour nails there are to ways o change the

behaviour - one is to consvionsly think about it Ca“ Rel'u(_

every time you go to bite the nail, using self-
tialk s will-paswer, and the otheris to
paint nasty tasting stoff on the nadls and
that is a mechanical method

“We nse both to enable people to
remember to do things in certain
sitnations which ean be o guick as a few
dincs o upy to o few weeks to change oore
reluetinee.

“This is s change that is sustainable and can
last for good becanse we have changed a sales
prersons Dehavione”

And ReMap has shown some meal sales
performanee boosts with clients that have undeggone its
training conrses.,

Perry said: *We can measure performance against specific
aims that challenge person’s issnes over o four week provess
follomving our tvoedig workshop and then set ongoing ainms
fir the managers o maintain these new habits - better for
the individual and for the company. ReMap get on average a
85% success mate with thisnew aims” UM
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5o does the ReMap approach wark? lan Styles,
managing director of Axminster Tool Centre/Brimare
which saw a 23% hike in sales during the teeth of
recession. He sald: “The wark undertaken with ReMap
allowed us te totally rethink eur wholesale sales
f% operation looking to engage the whale team
and re-invigorate the external sales staff.
“Within weeks of the inital training we
were seeing instant results and a team
serously coming together working in
unison for the common gain of increased
sales and service level improvements.
Sequential selling and greater sales agemt
custarmer interactions quickly resulted in
impraved sales and ultimately better
communications all round.

“In all & win-win situation has resulted and waorked well
for Brimare with year-on-year increases in sales and
mzrging, Prefit marging on sales have increased by 5% a
well as overall tumover.

We were so pleased with the results achieved inwerking
with ReMap that we have engaged them to work with
another divislen of our company”



