SERVICE-MINDED SELLING

VALUE IN QUESTIONS

Article by Rene Zamora

Five Ingredients that improve the value of each question you ask 

The better you are at asking questions clients and prospects appreciate, the greater the value and number of engagements you will deliver. There are no real magic words or questions I can give you to insure your success. And while the questions you prepare are important, the real power lies in five key ingredients that should be present. 

Attitude of service 
The word sales in it self conjures up pictures of a person talking someone else into buying something they might not need. Hardly the attitude of service we are looking for. Instead of focusing our attention on getting the sale our focus should be on helping the prospect. When a prospect can sense that you are there to help, not sell them, they will listen to your questions from a more open perspective, which brings greater power to each question. 

Don’t be an expert, be interested 
The purpose of asking questions is to learn, not to lock and load. Be interested in their answers and allow their answers to lead to more in depth questions. Resist the need to demonstrate your expertise or knowledge. Much of our value is not in the answers we have but in our ability to facilitate our clients’ own search for answers. If we do our job correctly and they have a need we can solve, they will be dying to listen to what we have to say. The questioning process helps both of us learn and identify a need, problem or goal. 

Empathy 
There are active listening techniques that can give someone the impression you are listening; when you really are listening in a way that puts yourself in your clients shoes they will know it. One way to accomplish this is not to worry about the next question you will be asking. Focus all your attention on listening and understanding what your prospect or client is saying. When you are listening with an empathetic ear you will find yourself asking follow up questions as you search for deeper understanding. If you notice your interviews only follow a script of questions you have prepared you might be stuck in process vs. relationship. Process is not empathy. 

Knowledge of your client/prospects industry 
Tailoring your questions with the language and terminology of your clients will build their trust which will allow them to answer questions more openly. Take the time to do some research. There are great research tools and resources to help streamline this process. One tool we use is www.firstresearch.com. It familiarizes us with an industry‘s current issues, terminology, internal and external factors and questions we might want to ask. Many times I will ask questions of my prospect that help me understand what he/she is trying to tell me. This goes back to not needing to be the expert. 

Asking tough questions 
If you are visiting with a CEO, GM, owner or shareholder they may only have a select group of people, if any, that are willing to ask them tough questions. We all need someone to ask questions for us to reflect on, because it is hard to do it on our own. When you are willing to ask the tough questions others do not, your value rises. These might be related to profit, leadership style, compensation rates or their exit plans. They can hire anyone that can ask superficial questions, but there is increased value in people they can trust with high level confidential information. This grows with practice. My recommendation is to begin to take steps out of your comfort zone with each meeting. 
Your questions will depend on the type and level of service you offer. You should keep this in mind as your prepare for your meetings. Here is a list of 15 questions you can add to your quiver. 

To build rapport and get to know them a little better: 

· What are you spending your time on these days? 

· If CNN were reporting on what has been happening in your business the last few months, what would they be reporting on? 

· What types of changes have occurred in your business or industry over the last few years? 
What’s it like doing your job these days? 

· Can you help me understand what is happening in your world these days? 

Questions to uncover issues or goals: 

· What do you drive home concerned about at night? (or keeps you up) 

· If resources were not an issue, what do you think you could do with your business? 

· What do you suppose is keeping you from hitting your profit (or other goals) objectives? 

· If you could erase them tomorrow what current business obstacles would you remove? 

· What are you in this business for? 

· How do you define success for your business? 

· Questions to understand the impact of their issues or goals: 

· If you don’t make any changes what will the financial impact be to the organization? 

· If you did make these changes what would it mean to the organizations financial situation? 

· What would these changes mean to others (shareholders, managers, employees, customers)? 

· Which of your company values would be most supported by making these changes? 

· If we worked together, what would be two or three outcomes you would need to realize to make you a champion for our company? 

Other tips: 

· You don’t have to ask every question you have prepared. 

· You should ask many questions you did not prepare as you search for greater understanding. 

· It is okay to refer to your list during the meeting and in some cases send your quality questions to client/prospect prior to your meeting. 

· Use your own words to have questions come across safe and natural. 

· Be conversational, keep from making your prospect feel like they are on a witness stand. 
