D Behavioral Selling Skills

Dominant/Driver/Choleric (Using DISC Model) Dominant
—
Step Az Know Yourself: "ID" Salesperson Step B: Read the Person You
* Results oriented (task) are Speaking With:
¢ Wants to close fast EHt_I"I'.‘P"I."E'I'I'Ed I“tr{wa’_nﬁ'd
* Arpumentative F’_”E'“':ﬂ'!"' =l Cm}pe_ralwe =3
¢ May try to overpower the person Direct =D Analytical =L
* Likes towin
* May not follow up properly Behavioral Style Match (BSM):
* May be unprepared .'F=E_KIJHIII&@'I'I'I' 3=Fair
¢ (Can handle several customers at once a_GCood 4=Paor
— e e — —_——
e .
Step C: Use This Chart, When You Are Selling To: Il
— — ——
IIDIr EE"_:E ||$I| EEM:&
"D" is looking for: Resulls "S" is looking for: Security
¢ Be direct * Slow down presentation
¢ Give alternatives * Build trust
* Make sure you let them win (malke sure * People focus
you win, too) * Give them the facts they need
* Disagrec with facts * Logical presentation
* Enjoy the "combat” {good match) * Get "little” agreements
* Thon’t try to build a friendship * Listen carcfully
* Do not dictate to them * Show sincerity in presentation
* Move quickly; they decide fast * Don"t control or dominate
* o not try to overpower them * Do not close fast
Green New Products Blue Traditional Products
" . BsM=2 "C" . BSM=4
"I" is looking for: The "Experience” "C" is looking for: Information
* He ptrﬁnnal, friendly * Cive them the data
* Slow down, take time * Do not touch
* Joke around and have fun * B patient, slow
¢ Allow them to talk * Use fhyers with data
¢ Provide recognition * Give more info then you'd like
* Don't talk down to them * Keep control
* Talk about people * o not talk personally
* Faollow up often * Do nog be pushy
Red Showy Products Yellow Proven Products




Behavioral Selling Skills

Influencer/Expressive/Sanguine (Using DISC Model) Influencer
Step A: Know Yourself: "I" Salesperson || | Step B Read the Person You ki
* Qocial are Speaking With:
¢ People-oriented lack of attention to details Extroverted introverted
+ May over-promise Fr_imcl'_y'-l Euﬂpgraii'-.re:s
# May be "too talkative® l Direct=D Analyt E'E'E“'_'P_ |
+ May close too slowly, or not at all — — —-
*+ Enthusiastic Behavioral Style Match {EEM:!:
* Wordy, nenlogical presentation 1=Excellent 3=Fair
i Py
— = — - — —— —
—— m— ——— — -
| Step C: Use This Chart, When You Are Sclling To: I

Stay business-like

Be direct and to the point
[l ot over-promise

Do not joke

Let them win (you win alsa)

Confidently close, not allowing them to
OVEr-power you

- o ® o w® E

E—— —
"D* BSM=2 g | BSM=3
"D" is looking for: Resulis "S" is looking for: Security
Do not touch (Give them the facts

Slow down

Be friendly, personal and carn their trust
Provide assurances of your promises

Get “livtle” agreements

Let them talky you ask questions

Take necessary time before closing
Follow up alter the sale

s e F F F O B W

Let them talk more than you

Green New Products Blue Traditional Products
5 b . BsmM=2 "C” . BSM=4

"|" js looking for: The "Experience” “C" is looking for: Information

* Have fun Keep your distance

* Don't waste too much time talking Do not touch

* Make sure you close Give them the [acts, figures and prool

* (Give them the recogmition [}o not waste time

N

o not be personal

e friendly and direct

Answer all questions, then close
Be concerned with details

O W o B B & &

Red

Showy Products

I Yellow Prowven Products
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Behavioral Selling Skills

S

Steadiness/Amiable/Phlegmatic (Using DISC Model) Steadiness
Step A: Know Yourself: "8 Salesperson r Stcp B: Read the Person You
| # Natural salesperson, personable arc Speaking With:
+ Steady and dependable Extroverted Introverted
+ Easily discouraged, low confidence Fr_iﬂndl'ﬂ"l Loope rative=3
+ Creat on follow-through (may over-service) Direct=0 Analytical=C
r * May give away 5% under pressure == ':. =
¢ More enthusiasm may be needed E:haﬁnml 5_1:?]#,_”5“]1::{55’,'1}:
¢ May over use facts 1==EHI'.':E5|HI'I|Z A=Fair i
I| *+ May wait too long to close s-Good A=Foor
Step C: Use This Chart, When You Are Selling To: ll
e — e — - ————— — — —
"D" | BSM=3 8" | BSM=1

"D" is looking for: Resulis

“S" is looking for: Security

Be confident: don't be intimidated
Close sooner than normal

Disagree with facts, not person

Do not he overpowered by them

Let them win (you win, too)

Move faster than normal

Come on as strong as "1 is, but [riendly

& @ W % & & B

Give them the facts

Provide assurances they need

Be yoursell

Close when you feel you have their trust
Assure them of the fight decision

Introduce them to managers, service man-
agers, et

* Follow up after sale

# & & &+ & =

Green Mew Products I

Blue Traditional Products

"y BSM=2

o [ Bsm=1.

"I" is looking for: The "Experience” _I_

"C" is looking for: Information

* Aflow them to talk, but keep focus * MAnewer questions with facts
+ Minimal product knowledge * Do not be too personal
¢ Provide [ollow-up ¢ Be direct and friendly
* Give recognition * Do not touch
# Listen to their stories * (Give them their space
+ Have fun with them ¢ [o not fear their sheptical nature
* "Jump” to close when ready ¢ Follow through on details
# Give information, then close
Red Showy Products Yellow Proven Products




C Behavioral Selling Skills

C

Compliance/AnalyticalMelancholic {Using DISC Model)

u Step A: Know Yourself: "C” Salesperson
K.norers data

May over use datay, over-cvaluate

Meeds more enthusiasm

May have trouble selling products below
their own standards

- = ® »

* Well organized
¢ Good service

* Analysis paralysis

Compliance

Step B: Read the Person You

are Speaking With:
Extroverted introverted
Friendly =l Cooperative =5
Direct =D Analytical =C
R — .
Behavioral Style Match (BSM):

1=Excellent 3=Fair
2=Good A=Poor

e —

“ Step C: Use This Chart, When You Are Selling To: ]
—

Uy EEH

"S" . BSM=1

"D" is looking for: Results

“"S" Is looking for: Security

Touch high points of facts and figures
[}o not "over-data”

Move quickly

Be brief, to the point

Satisfy their strong ego

Allow them to "win” (you win, too)

& & & & & &

Mowve showly

Provide facis & figures

Do not over-control, be too pushy
Prowide assurances

Develop trust

Focus on reliability and service
PPersonal talk allowed

Green New Products Blue Traditional Products
mp BSM=4 b e | BSM=1
"I" is looking for: The "Experience” "C" is looking for: Information
* People focus, [dendly & fun * Give data
* Listen to them as they wlk * Remuain in control
* Ask questions ¢ Examine positives and negatives
* Show excitement about products ¢ Close carlier than you would expect
* (Close earlier than normal * Follow through on promises
* Prowide evidence

Red Showy Products

Yellow Proven Products




Behavioral Selling Skills
Bodly lLanguage

Salesperson"Do’s" Salesperson "'Don’ts"'

* Relax position, lean back in chair * Close arms in front of you
* Maintain friendly cye contact * Perch on your chair
* Nod your head in agreement * Touch "I¥ or "C"
* T’Etpit before answering a question or * Jingle coins or doodle with things
* S-itri:!::::: to *1" and "5,” sit across fro e

TV and "C* . " N Iuﬂ o
* If standing: Mowve around, gesture, open * Sitacemss frons the "I" and *8"

arms * Ignore any female prospect

* Give more space to "I and “C”

* Usc forcarm or back touch with "I" and "§"
.

#

Raise & lower your voice for effect
Frown thoughtiully

Buyer's Eye Language: Emotionally-charged person blinks more

] Seating Positions & DISC Haw Feﬂ;ﬂe Communicate
2L = Salesperson m= Desk W[ '{'_i'.'-;-';i_':g'-':'_:*'--f'.'-:i-.'fi-'--'- Gestures (55%)

i M e o
i %
X x
Buying Signals "I'm defensive.” "I disagree."
* Bites lip/Turrows brow * Arms crossed + Sct jaw
. | I * Face Drawn * Shaking head side to side
*+ Calls friend for advice * Rody rigid and tight + Narrowed eyes
* I
* Rubs chin RN
"I'm losing interest,"’ “You are too close."’
* Handles combract * Broken eye contact Looking * Body block
around ¢ Physical
- : i ¥scal retreat
* Seratches head * ﬁluuth‘mg in chair + Leg swinging or tapping
- * El:ll."t.'l-tl:l'l-g watch ¢ Crossed |¢gﬁ Away frenm you
i ; : ] :
aps with pen : F:hmF:ng posture L + Broken cye contact
¢ Elulf ihosie ivie J_urnmg away body 45790
* Sighing
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KEYS TO MOTIVATING

No matter where you work or what your job is, you are always creating a
motivational environment for others. To help empower yourself and others for high

performance, the following are keys to motivating:

A person who is ambitious, forceful, decisive, strong-willed,
independent and goal oriented wants:

O Power and authority to achieve results,

O Prestige, position and titles.
a0 Freadom from controls, supervisinn and details.

Q0 Opportunity for rapid advancement.

A person who is magnetic, enthusiastic, friendly, demonstrative and
political wants:

O Popularity and social recognition,

0 Freedom of speech and people to talk to.
O Favorable working conditions.

O Freadom from control and detail.

A person who is patient, predictable, reliable, steady, relaxed and
modest wants:

O Status quo.

O Long time to adjust to change.

O Sincerity.

0 Recognition for dedicated service.

A person who is dependent, neat, conservative, perfectionalist, careful
and compliant wants:

O Standard operating procedures.

O Reassurance that they are doing a good Job.
0O Limited exposure.

0 Personal attention.




Missing Person’s Report

Standard Missing Person’s Report for a Lead
Buyer Specialist

Missing Person’s Report — Lead Buyer Specialist

Behavior
DISC Additional Behavior Requirements
Recommended Graph: Assertiveness:

VeryImportant [ Important ] LessMon-important [

N S

Very Important [ Important [ LessMon-important [

Urgency:
Very Important B Important [ LessM on-important [
"""" L Cauticusness:
Very Important [ Important [ LessMon-important [£
Sociahility:
Very Important B Important [ LessMon-important [
\ Accommodation:
| g VergImportant []  Important (8] LesaMon-important [
Flexihility:
VergImportant []  Important ]  LessMon-important [
Risk Taking:
VeryImportant [ Important []  LessMon-important [
Self Shucture:
Very Important ] Important []  Less/Mon-important [
STYLE = DI e P F
DISC (continued) Additional Behavior Requirements
{continued)
Alternative Graph?*: Asgertiveness:

Very Important B Important [ LessMon-dmgportant [

D I s C Turcehoeos

Very Important [ Important [ Less/Mon-important [
Urgency:
Very Important B Important [ LessMon-important [
P :
Cautiousness:
/ \\ Very Important [  Important B LessMon-important [
\. Sociability
Very Important [ Important [ LessMon-dmportant [
J Accommodation:
Very Important [ Important B LessMon-important [
Flexdhility:
Very Important [  Important B LessMon-important [
Risk Taking:
Very Important [ Important [ LessMon-dmportant [
Self Structure:
Very Important [ Important [ Less/Mon-important [
STYLE = ISC TR B B

*Ifth tatatidity d motivated.
I & AR makvaLe Feller Williams Realty @ 2003 Standard Missing Person's Report




Missing Person’s Report

Stendard Missing Person's Repon for @ Lead Buper Specialist (confnued)

Missing Person’s Report — Lead Buyer Specialist (continued)

Behavior (continued)

A Deeper Look
Level of Assertiveness Communication Style
B Take risks and face challenges B Usze emotion'charm to convince
O Be cautious andfor non-confrontational O Use proofffacts to convince
B Proactively handle challenging peoplefsituations B High level of empathy and consideration
O Comfort following the lead of othets O High level of objectivity and impartiality
Bl An assertive, take-charge attitude B Establishing/nurturing personal relationships
O Anaccommodating, suppottive attitude O Wotking with facts & technical information
Pace Need for structure

B COuickreaction, strongsense of urgency Independent decision making

FPetsistenice, strong follow-up skills Heeks guidance when making decisions

Liulti-tasking and comfortable with change
Comfort with routine, predictable tasks

Being self-sufficient and self-directed
Being cooperative and working “by the hook™

Fast, demanding pace
Relaxed, steady, methodical pace

“Big picture” focus

&
d
&
O
&=
O Strong attention to detail

O O=E O




Missing Person’s Report

Standard Missing Person’s Report for a Lead
Listing Specialist

Missing Person’s Report — Lead Listing Specialist

DISC

Behavior

Additional Behavior Requirements

Recommended Graph:

T

STYLE = DI

Assertiveness:

Very Important B Important [ LessMon-dmportant [
Thoroughness:

Very Important B Important [ LessMon-important [
Urgency:

Very Important [ Important [ LesaM on-important [
Cautiousness:

Very Important [ Important [ Less/Mon-important (=]
Sociahility:

Very Important B Important [ LessMoncdmportant [
Accommodation:

Very Important [ Important Bl LessMon-important [
Flexihility:

Very Important [0 Important Bl LessMon-important [
Risk Taking:

Very Important Bl Important [ LessM on-important [

Self-Structure:
VeryImportant B Important [ LessMon-important [

A DeeperLook

Level of Assertiveness

O0E OB OH

-
B

Take risks and face challenges
Be cautious andfor non-confrontational

Proactively handle challenging peoplefzituations

Comfort following the lead of others

A1 assertive, take-charge attitude
An accommodating, supportive attitude

e

=

OE OE O

Cuick reaction, strong sense of wrgency

Persistenice, strong follow-up skills

Iiulti-tasking and comfortable with change
Comfort with routine, predictable tasks

Fast, demanding pace
Relaxed, steady, methodical pace

Communication Style
Use emotioncharm to conrvince

Uze proofifacts to convince

High level of empathy and consideration
High lewel of objectivity and impartiality
Establishingmurturing personal relationships
Wotking with facts & technical information

MNeed for structure
Independent decision making

0 O OH

Zeeks guidance when making decisions

E
O
[E EBeing selftsufficient and self- directed

£ Being cooperative and wotking “by the book™
E

O

“Big picture” focus
Strong attention to detail

keller Willizms Realty & 2003 Standard Missing Person's Report




Missing Person’s Report

Standard Missing Person’s Report for a

DISC Additional Behavior Requirements
Recommended Graph: Assertiveness:
Very Important (] Important [1  Less/Mon-important [
Thoroughness:
Very Important [ Important [ Lessilon-important [
Urgency:
Very Important [ Tmportant [ Lessilon-important [
/‘\ 1‘1\ Cautiousness:
/ \ Very Important [ Important [ LessMon-important [
\ Sociability:
/ Very Important [ Important [ LessMon-important [
s Accommodation:
Very Important B Important [ LessMon-important [
Flexdhility:
Very Important B Important [ LessM on-important [
Risk Taking:
Very Important [ Important [1  Less/Mon-important B
Self Structure:
Very Important B8 Important [ LessMon-important [
STYLE = ISC
A DeeperLook
Level of Assertiveness Communication Siyle
O Takerisks and face challenges O Use emotionfcharm to comvince
B Be cautions andfor non-confrontational B Uszeproofffacts to cotvitice
B Proactively handle challenging people/situations O High level of empathy and consideration
O Comfort following the lead of others B High level of objectivity and impartiality
O Anassertive, take-charge attitude H Establishing/murturing personal relationships
E Anaccommodating, suppottive attitude 0O "Wotkitg with facts & technical information
Pace Need for structure
O Quickreaction, strong sense of urgency B Independent decision making
[ Persistence, strong follow-up skills O Eeeks guidance when making decisions
O Multi-tasking and comfortable with change B Beitg self sufficient and selft directed
E Comfort with routine, predictable tasks O Being cooperative and working “by the hook™
O Fast, demanding pace O “Bigpicture” focus
B ERelazed, steady, methodical pace E Strong attention to detail
Heller Williams Realty & 2003 Standard Missing Person's Report




