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Overview

It's no secret that selling has changed in recent yaars. We are all working harder, with more
responsibllities. High pressure selling Is no longer effective. Customers want invalvement,
They want to be recognized and listened to. And they don’t want you to forget them once the
sale is made. This workshop will help employeas fael more comfortable and skilled in selling
to thelr customears and to halp them identify and address some of thelr customer service chal-
lengas.

Learning Objectives

At the completion of this workshop, participants will:

. Understand the wonderful paradox: helping other people get what they want gives
us more of whal wea wanf,

. Use goal-setting techniques as a way fo focus on what you want fo accomplish
and develop strategles for getting there,

. Recognize the difference between features and benefits of products and services,
and develop a plan for Increasing proeduct knowledge.

- |dentify tha most critical elemeants of telephoenea sales and customer sarvice
* Undearstand the power of your behaviour for more succassful sales and customer
service,

. Cevelop communication skills to bether share information and to battar lisken fo
the custorner
- Recognize opportunities for both individual and team problem-salving

Pre-Workshop Assignmeant

Participants will be asked fo complaete a queastionnalre about sales and customer service per-
captions.

Workshop Outline

Introduction and Learning Objectives
Discussion of pre-assignment

What selling Is all about?

Behind every sale iz a person
Find out what they want
Figure out how to help them get it
Paople buy trust and service
Thit first seven seconds
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Sefting achievable goals
The value of setting goals
The charactaristics of SMART goals
Developing a strategy to reach your goals
Cealebrating success & thinking like a winner

Know your products and services

What are your products and services?
What are their outstanding features or USPs?
How do these benefit custormears?

Telephone technigues
Tha verbal handshake
Using your voice effectively
Telaphona manners
Using your telephone as a sales tool
Building relatienships by phonea

Deal with objections

Ask for the sale

Review and evaluation
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