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introduction
Welcome! We are delighted that you are taking this course. We believe, “if you increase your 
learning and you will increase your earning.” We have designed RCI’s “Real-Time” Learning in four 
niches:★★ Leadership

★★ Customer Service

★★ Sales

★★ Personal Development

Most modules can be completed in a approximately 30-minutes or less to give you the help you 
need when you need it. Each contains practical and proven value that you can apply today. Sound 
learning theory supports each competency. Each is organized in three parts:

1. Self-assessment (5-8 minutes)...measure it!

2. Article (5-6 minutes)...study it!

3. Video and Application questions (10-15 minutes)...reinforce and apply 
it!

We encourage you to engage our other modules. All the skills and approaches in a niche reinforce one 
another. All learning to be useful must result in positive behavior or strategy changes. At the end of this 
module review the other resources available. We wish you the best of success-now accelerate your 
career!

Positively,

Rick Conlow
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assessment
➜ INSTRUCTIONS: The sales industry is in disruption today. Customer know as much or more than 

the salespeople. The game has changed. Salespeople who do an exceptional job will be able to 
write their own ticket for almost any company. Here are 12 specific traits to benchmark yourself. 
Use a scale of 1-5. Mark a 1 if it is very infrequently like you, 5 means it is very frequently like you. 
Answer as you think others would see you, not how you would want to be.

I...

1.____  sincerely desire to make a difference and do business with integrity.

2.____  am a student of the game and am constantly learning to be more effective. 

3.____  prepare excellently for serving my clients by conducting enviable due 
           diligence and needs analysis.

4.____  am a good listener, and demonstrate genuine empathy with customers as we 
            discuss their goals.

5.____  relate to all kinds of people and build positive rapport quickly.

6.____  am good at asking probing questions that help me understand a customer’s  

            true needs or wants.

7.____  give specific on point presentations to speak to the payoff or profitability for   
           my customers.

8.____  always close sales positively and constructively.

9.____  go the extra mile to create happy and loyal customers.

10.____ work collaboratively with my co-workers to service and satisfy customers.

11.____ diligently work on my sales skills and emotional intelligence and resiliency to   
            achieve peak performance. 

12.____am a superstar salesperson in the eyes of my clients.

Strengths (List 3-4 of your highest rated areas)

Areas to Improvement (List 1-2 of your lowest rated areas)
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A MODEL OF EXCELLENCE:
CONSULTATIVE SELLING  
Sales professionals may be successful in a number of different ways. One 
may be particularly strong at opening new account relationships with 
customers. Another may be most effective at building trusting relationships 
and fully understanding the customer’s business needs and objectives. 
Many sales representatives are highly knowledgeable about the products 
or present well. Research shows that the superstar salespeople excel in 
several key areas. Consultative Selling requires versatility, strong skills and 
an unwavering commitment to customer-centered activity. Here are 10 key 
areas of competence that will drive success in the new sales world.

CUSTOMER CENTERED ACTIVITY: the ability to approach the sales relationship with a complete focus 

on the customer, their business and personal needs, wants and expectations, adapting your behavior to 

meet their style and focus of communication, relating effectively in terms of personality style, reading 

their nonverbal communication and testing your understanding of their communication during the various 

stages of their buying process. The overriding purpose is to do business with integrity and to help clients 

build their business by solving critical problems.

Sales today is about
PARTNERSHIPS not products.
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EFFECTIVE SALES CALL 

PLANNING: the ability to 

determine where you are in the 

sales relationship and to plan the 

appropriate sequence of sales 

activities to generate profitable, 

mutually beneficial outcomes for 

you and your clients. Timing and 

sequencing your resources and 

activities to maximize the value 

of your time and skill as well as 

building effective business and 
customer outcomes for your 

customers. Other areas of this 

competency include: Time and territory planning, 

individual sales call planning, annual strategic 

business planning, coordination and teamwork with 

all internal resources.

BUILDING RAPPORT WITH CLIENTS: establishing 

credibility, creating a positive impression, 

establishing trust, listening effectively, creating a 

safe and constructive communication climate, and 

casting a wide net by building relationships with all 

key decision influencers, and effectively using all of 

the communication tools at your disposal enable 

you to effectively connect with your clients. Ethics, 

courtesy, and respect drive all communication. It’s 

about profitable positive partnership not just 

product capability.

IDENTIFYING CUSTOMER NEEDS: planning and 

executing a questioning strategy that enables 

you and the client to think through their personal 

and business needs resulting in a clear and joint 

realization of the best product and service solution 

to address their unmet and undefined needs. Asking 

questions, listening accurately, raising client 

consciousness about unperceived needs. It’s also 

knowing your clients business so well you uncover 
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their challenges and problems before they do. 

You become indispensable to their success as 

an organization. 

PRESENTING TO CLIENTS: developing solutions 

to client problems, developing effective selling 

statements, demonstrating new products 

and processes, expressing yourself clearly, 

maintaining active dialog in presentations, 

acting in a persuasive manner, presenting 

effectively to groups, using sales supports 

effectively, and keeping technical presentations 

simple and understandable.

ADDRESSING CUSTOMER CONCERNS: asking 

for feedback on your proposed solution, 

expressing empathy for others, working with 

client resistance, dealing with interpersonal 

conflict, and repairing broken sales 

relationships. This competency involves skilled 

application of the ability to create dialogue and 

mutual involvement in the sales process with 

the customer. Most significantly, this involves 

skillfully working with the customer when she 

disagrees with your solution, or she is angry or 

frustrated with you or your company.

The most
 successful salespeople 
are the best at helping 

their customers 

WIN.
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CLOSING THE SALE: all sales activity is directed towards 

specific outcomes. This competency involves moving the 

customer to a commitment to use products. Elements of the 

competency include “asking for the business”, securing client 

commitments, and showing assertiveness in negotiations.

FOLLOW UP AND FOLLOW THROUGH: engaging the client 

for successful solution execution, using the telephone 

and other web based resources for maintaining sales 

relationships, reestablishing dormant account relationships, 

generating appropriate written correspondence to clients, 

acting on expected action steps, coordinating activity and 

outcomes within, keeping adequate records, and increasing 

penetration in existing accounts.

LEVERAGING TEAM & ORGANIZATIONAL SUPPORT: 

functioning as an external/internal team member in 

selling, relating effectively to sales-support personnel, 

understanding your products, taking advantage of your 

organizations online, mobile, or cloud based resources, 

initiating quick action in critical situations and ensuring 

that information and activity flow in support of customer 

commitments and expectations. 

SUCCESS PRACTICE AND PEAK PERFORMANCE: learning the 

products and services in-depth and staying up-to-date on 

our products and services, handling rejection and stress 

while maintaining appropriate life balance, evaluating 

personal sales call performance and continuously learning 

and improving for ongoing effectiveness.

To summarize, the consistently outstanding sales 

professional constantly grows in each of these ten 

competency areas. You don’t simply master one and then 

take it for granted. You keep polishing your skills and 

expanding your knowledge. As the old adage goes, “Life 

is a journey, not a destination.” So continued excellence 

in professional selling is a process of periodically 

taking inventory of your strengths and opportunities for 

improvement and doing something about them.

Is your company going 
through significant change? 

See this complimentary 
eBook

Changing  
Change Management 

Do you want to learn how 
to be a one of the best 

leaders? If so, I suggest you 
check out our new book 

Superstar Leadership

http://rickconlow.com/changing-change-management-download/
http://rickconlow.com/changing-change-management-download/
http://rickconlow.com/changing-change-management-download/
http://rickconlow.com/product/superstar-leadership/
http://rickconlow.com/product/superstar-leadership/
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training video
In this training video you will learn:

• Why way too many sales people fail .

• Why sales is the lowest paid easy work, and highest paid hard 
work.

• 5 sales steps to success.

review questions

1. What have you learned or relearned about your sales skills? (Review your learning with one other
person)?

2. List three ways you will improve your sales success today?

“The exceptional salesperson today becomes a valued part of the client’s company.”                          
RICK CONLOW

https://www.youtube.com/watch?v=i9d8UOhh7IM
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about rick conlow
I’ve been in your shoes, I was a manager just like you may be now. I 
wanted to succeed just like everyone. I wanted to make a difference. The 
first company I worked for believed in training, with this opportunity 
and my desire to learn, I attended over 100 training programs and 
conferences in a little over fifteen years. My results improved and I moved 
from teaching and selling to executive, with five promotions. Eventually, 
I founded Rick Conlow International. Our purpose is to bring out the best 
in others and make a positive difference in peoples’ careers. Throughout 
the years we have partnered with many fine companies and managers to 
achieve:

• 48 quality service awards including JD Power, Ford’s President
Award, and Canada’s Consumers Choice Award.

• Record-breaking sales year after year: 30%, 48%, 52%, 75%,
122% gains in sales.

• 15-20 points on customer experience surveys.
• 12-14 points on employee engagement surveys.
• Author of 20 books, including the best seller, SuperSTAR

Leadership.

You can do this and more. Exceed your potential today. I’ll show you how.

Ford’s President’s Award Canada’s Consumer Choice Award

website
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about rick conlow
call 612-868-8521 email  rick@rickconlow.com

read rick's customer experience resources

visit rick's website & blog

website

find more on rickconlow.com/shop

http://eim.rickconlow.com
http://rickconlow.com
mailto:rick%40wcwpartners.com%20?subject=
http://rickconlow.com/product/superstar-leadership/
http://rickconlow.com/product/superstar-customer-service-a-31-day-plan-to-improve-client-relations-lock-in-new-customers-and-keep-the-best-ones-coming-back-for-more/
http://rickconlow.com/product/designing-a-superstar-experience/
http://rickconlow.com/superstar-leadership-blog/
http://rickconlow.com
http://rickconlow.com/coaching/
http://rickconlow.com/shop
http://rickconlow.com/shop
https://rickconlow.com/store/store/
https://rickconlow.com/coaching/
https://rickconlow.com/online-training/
https://rickconlow.com/product/superstar-sales-a-31-day-plan-to-motivate-people-build-rapport-close-more-sales/

	Text1: 
	Text2: 
	Text3: 
	Text4: 
	Text5: 
	Text6: 
	Text7: 
	Text8: 
	Text9: 
	Text10: 
	Text11: 
	Text12: 
	Text13: 
	Text14: 
	Text15: 
	Text16: 


