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Go On – Ask



Are your reps controlling their sales? Or are they letting the buyer and the sale control them? It’s an important distinction. Reps who take charge of the buyer ask the tough questions that elicit the information they need to decide whether to drop or pursue the prospect, and how to guide the prospect through the buying process. Your most successful, high performing reps fit into this category. 

Many others, however, fall into the second category – they let the sale control them. “Instead of taking action to orchestrate acceptance, unsuccessful reps perpetuate the art of avoidance,” observe Teri Gamble and Michael Gamble, owners of Interact Training Systems and co-authors of the just-released second edition of Sales Scripts That Sell (AMACOM, 2007). “They go out of their way to avoid feeling uncomfortable, so they practice the art of ‘beating around the bush’ and ultimately are faced with answering the question, ‘What went wrong?’” 

To teach your reps how to control the sale, you first must understand the two behaviors that drive reps to allow the sale to control them. They are procrastination and disorganization. Reps who procrastinate put off what needs to be done. It’s usually a result of fear, say the Gambles – fear of rejection, fear of embarrassment, fear of failing to elicit appropriate responses. Disorganization is the failure to have at our “fingertips and lips those qualifying questions that elicit the information we need to use our time wisely and become more productive,” say the authors. It’s failure to keep track of conversations with prospects, the inability to locate files when you need them. Interestingly, these two limiting factors, procrastination and disorganization, feed on each other. Conquer one, say the authors, and you’re likely to conquer the other. 

So how do you conquer these behaviors and take control of the sale? You ask questions. You walk into the prospect’s office with the questions to which you need the answers in order to decide if or how to proceed with the sale. “When you use questions as sales tools, you help your prospects explain to themselves their reasons for buying your product or service. That’s controlling the buyer,” say the Gambles. Here, they say, are some of the qualifying questions you should be asking: 

• Who besides you will be making the decision?
• How is the purchasing decision made?
• How soon do you plan on making this decision?
• What have you budgeted for this project?
• What will I need to do to win your approval? To win the approval of others?
• If you had carte blanche, describe your ideal [product/service].
• What is not using this [product/service] costing you now?

If your reps aren’t asking these kinds of questions early in the sales process, if they’re just visiting prospects to “build rapport” and give them information about your company, they’re taking the easy way out and it’s likely reflected in their sales results. When you can help your reps overcome the personal fears and insecurities that keep them from asking tough qualifying questions, their success will skyrocket.
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