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“You Can Always Sell More, By Observing Another Sales Rep Sell”
by Jim Pancero

How are you, as an experienced sales professional, increasing your selling skills? A great way to
increase your understanding of selling is to ride along observing another sales rep as they work to sell
to their customers.

Most experienced sales reps find it difficult to evaluate or critique their own sales calls. During a call
they’re so focused and involved in what their customer is saying and how they plan to respond that
most really don’t remember a lot of the details that actually transpired on their call.

The reality of selling is you’ll always observe and retain the most new ideas when you’re able to
remove yourself from the “thick of the battle” of a sales call and just observe how both sides are
interacting and communicating.

When was the last time you rode along to observe someone else selling?

Observing Others To Improve Your Own Skills

A great way to learn more about your own selling skills is to observe and evaluate how someone else
sells. You’ll receive the most value if you’re able to observe a sales person selling the same products
or services that you do.

Consider asking one of the most senior and successful sales reps from your company if you can ride
along with them for a day to observe and learn how they sell. If this is not possible then ask a peer
with at least as much experience and success as you now have if they want to partner with you. The
idea is to take turns with them riding with you for a day to watch you sell and then you allowing them
to observe you on a day of calls.

When you ride with a rep be careful to respect their customer and selling challenges. Most customers
appreciate being asked ahead of a call if it is okay with them for you to bring a guest on their sales
call. The best way to explain this to a customer is to just say you have another sales rep from your
company riding with you for the day and would it be okay if they joined you on your call.

When you join them for a day of calls be sure and use the time in between calls to discuss both the
last call just completed and the call about to take place.

Things To Look For When Riding With Another Sales Rep

When observing another salesperson selling you want to evaluate them on three sets of selling skills.

The first set of skills to observe and evaluate are the operational skills of selling.

Operational selling skills are the foundation skills and techniques of selling. Your ability to utilize the
steps of a sales call and to know how and when to ask questions, to present and to ask for the order
are all Operational or fundamental skills of selling.
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Look to see if they actually follow the steps of a sales call. Most define the steps of a call to be: 1.
lowering a customers resistance; 2. Asking questions to learn and qualify your customer; 3. To then
present your solutions based on what you learned in your questioning; 4. To ask for the order or some
type of customer commitment; and then finally 5. To agree and set up your next contact or follow-up.

Watch to see if the person you’re observing goes through these steps in the proper order. The best
way for you to learn is to identify what you think this rep could be doing better in their call. If you can
see the gap in their selling efforts there is also a good chance you can learn how to avoid this problem
in your own selling efforts.

Also look for how customer focused your rep is, do they give the customer a chance to talk or do they,
as the rep, do all the talking? How are they getting their customer to open up and share any
information with you and do you see any way they could improve or strengthen these skills?

Another Operational skill to look for is the rep’s flexibility skills. Are they able to adjust their
communications style to better mirror the customer’s personality?

The second set of skills to observe and evaluate are the tactical skills of selling.

Tactical selling skills include the multiple-stepped structures and processes of selling. These are the
“game plans” or “road maps” to their selling process from the time they identify a new selling
opportunity until they have closed the sale.

How many moves ahead is this salesperson you are observing thinking and planning with their
customer? When in a sales call watch to see if your rep sets up and discusses potential future steps
or actions they or the customer would want to make to help them with their buying decision. Also
listen for them positioning and suggesting future buying or evaluation actions from their customer.

Before you get to an account ask your sales rep what steps they took to get to where they currently
are with this account; what they want to accomplish or learn on this call you are about to observe; and
what their goal outcomes are. You want to understand and evaluate how many moves ahead this
sales rep is thinking and planning and to understand how they are developing their multiple-stepped
selling plans. How many moves ahead are they thinking compared to your selling thought process?

Also ask them to walk you through their selling steps from the time they identify a new selling
opportunity until the time they can get a signed order. How do their steps and planning compare to
what you do?

The third set of skills to observe and evaluate are the strategic skills of selling.

Strategic selling skills include your philosophy or positioning skills and your ability to communicate
your value and uniqueness to a customer.

How does your rep communicate their value and uniqueness to their customers? Are they spending
the majority of their sales call being “customer centric” where they talk about how their customer will
benefit from using their product or service or are they selling with a more “product centric” approach
where they spend the majority of their call pointing out all of the features and benefits of their products
or services?

The more successful sales reps will focus their communications on the more persuasive “customer
centric” style of selling.
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Are they explaining in simple and brief terms why they’re unique, why they offer their customer the
most value, and how they justify their costs against the competitive impact and value they can
provide?

After the call is complete do you think their customer could repeat the top three reasons they would
want to buy from this rep and their company? How could they have better communicated the strength
of your company, your products or services and your brand?

It’s appropriate to offer your feedback and observations at the end of the ride-along day. Be careful to
keep any feedback you share balanced and upbeat. Make sure to point out as many strengths that
you observed as you do weaknesses. Be sure and also share how you learned by observing
something they did that has helped you realize you too do it the same way and can improve if you
change or improve your efforts.

The best way to learn more about your own selling skills is to observe and evaluate the selling skills of
others, preferably from the same company selling the same products or services. What can you do to
invest the time and effort to increase your own selling skills by riding along and observing the skills of
others?

We know you’re good, now the question is, are you good enough and committed enough to decide to
invest in improving your own selling skills by observing and learning from the selling efforts of others?

Jim Pancero

Want to learn more? Subscribe to Jim's free monthly newsletter titled "You Can Always Sell More." Each
month you can either read or listen to a sales and a sales management article that can help increase your
selling (and sales leadership) success. The audio file for each article can also be downloaded as an MP3 file
for your portable player. Sign up at www.Pancero.com.


