
 

© Global Courseware 

 

  



 

© Global Courseware 

Module Two: Effective Traits 

We usually end up avoiding the pushy salesperson. The one that 

follows you around the store, asking a million questions. There 

are many traits in a sales representative that we all avoid. Being 

that salesperson that a customer wants to see and to talk to 

takes a little bit of practice. You can become that salesperson, 

and eventually lead the customer to the purchase, and create a 

positive, long lasting relationship. 

 

 

Assertiveness 

There is a fine line between being assertive and being aggressive. 

Being pushy and overly aggressive can not only offend customers 

but also scare away perspective customers. On the other hand, 

by being assertive, and in tune with the customer’s needs, you 

can draw them in.  

Before you begin the sale, know the objections/concerns the customer may have and be prepared to 

respond. Give all of the supporting data when delivering the sales pitch. Always be calm, positive, and 

honest about the product/service. This will convey the message that you are an authority in the field. 

Assertive behavior: 

• Calmness 

• Positivity 

• Enthusiasm 

• Honesty 

 

Estimated Time  7 minutes 

Topic Objective Review the ways to be assertive 

Timid salesmen have skinny kids.  

       

   Zig Ziglar 
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Topic Summary 
Assertiveness 

Discuss ways you can be more assertive. 

Materials Required Flipchart/Whiteboard & markers 

Planning Checklist None 

Recommended Activity 
List and discuss different ways to be assertive in sales. How can this be used 

every day? 

Stories to Share Share any personal, relevant stories. 

Delivery Tips Encourage everyone to participate. 

Review Questions Why is it important to be assertive? 

 

Emotional Intelligence 

What is emotional intelligence? It is the ability to identify and controls one’s 

emotions, and to recognize and manage others’ emotions. In short, being 

aware of one’s emotions and being able to control them, along with having 

empathy for others, are both signs of emotional intelligence. People with high 

emotional intelligence are usually better team players, better problem solvers, and overall better 

“people” persons.  

Those with high emotional intelligence are very aware of their own emotions. They know their triggers 

and are capable of controlling their emotions, even in stressful situations. High emotional intelligence 

also involves a motivation to understand other’s situations and empathize with them. Improving all of 

these traits is important to developing a high emotional intelligence.  

Traits of a high emotional intelligence:   

• Self-awareness 

• Self-regulation 

• Empathy 

 

Estimated Time  7 minutes 

Topic Objective Review the importance of emotional intelligence. 

Topic Summary Emotional Intelligence 
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Discuss how to develop a higher emotional intelligence. 

Materials Required Flipchart/Whiteboard and markers 

Planning Checklist None 

Recommended Activity List and discuss ways of increasing emotional intelligence. 

Stories to Share Share any personal, relevant stories. 

Delivery Tips Encourage everyone to participate. 

Review Questions What are some ways you show your emotionally intelligence? 

 

Solve Problems 

Sales = problem solving. If you want to be valued by your customers, you have 

to solve their problems. Customers that need solutions to high priority issues 

are willing to pay for those solutions. But first, you must identify the customer’s 

problem. What are they missing or needing? Then, you must analyze that 

problem. What causes the problem? What could solve the problem? Then you 

need to formulate several options to remedy the situation for the customer. Which products/services 

will solve this problem? And lastly, assist the customer in choosing the option that best suits their needs. 

 

Estimated Time  7 minutes 

Topic Objective Review how selling is actually problem solving. 

Topic Summary 
Solve Problems 

Discuss how to identify and solve problems of your customers. 

Materials Required Worksheet 1: Solve Problems 

Planning Checklist None 

Recommended Activity 
Complete the worksheet individually. Share your answers with the rest of the 

group. 

Stories to Share Share any personal, relevant stories. 

Delivery Tips Encourage everyone to participate. 
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Review Questions What are some ways to solve your customer’s problems? 

Close  

The hardest thing to learn as a sales person is to close the deal, make the sale. 

No matter how you word it, there are many techniques to getting your 

customer to put their name on the dotted line. After you have presented all of 

the facts, and the customer wants the product, you may still need to gently 

push your customer to actually committing to the sale. 

One of the techniques used is the assumptive technique. You assume the sale is completed and you say 

something like, “So you would like your delivery date to be next week?” Another technique is the bonus. 

Hold back a low cost, high value bonus to purchasing. Use this bonus to sway your customer into the 

purchase. Another way to close the deal painlessly is to put a deadline on the deal. This works well when 

offering sale prices. “This sale is about to expire, so I assume you want to take advantage of this pricing 

now?” would be a good example of this technique. 

 

Estimated Time  7 minutes 

Topic Objective Review techniques to closing the sale. 

Topic Summary 
Close 

Discuss different methods of closing a sale. 

Materials Required Flipchart/Whiteboard & markers 

Planning Checklist None 

Recommended Activity List and discuss the different methods of closing a sale. 

Stories to Share Share any personal, relevant stories. 

Delivery Tips Encourage everyone to participate. 

Review Questions Why is it important knowing different techniques? 
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Practical Illustration 

Toni and Bob are attending a sales training workshop for newly hired sales people. They 

are learning some of the basics of sales and customer relations. At the end of the 

workshop, they meet to have coffee and review what they had learned that day. They 

plan on practicing their closing techniques with team members later. 

Bob really enjoyed the session on problem solving. He had never considered sales as being a problem-

solving position. He thought approaching the sale asking “What is the problem and how can I solve it,” a 

very good idea to start using immediately. Toni attended the workshop on becoming more assertive. 

She learned that she doesn’t have to be aggressive to get the sale. She can be enthusiastic, 

authoritative, and positive to win over her customers. 

They both attended the emotional intelligence workshop. They both scored highly in many areas, like 

empathy and self-awareness. Toni admits she cries easily when stressed, so she scored slightly lower on 

the self-regulation part of the test. They both admit that they learned a lot and are excited to start using 

all of the good advice. 
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Module Two: Review Questions 

1.) Which is not an assertive trait? 

a) Manipulative 

b) Calmness 

c) Enthusiasm 

d) Positivity 

Being manipulative or intimidating is an aggressive behavior; it is negative, and not a good trait. 

Calmness, positivity, honesty, and enthusiasm are all positive traits of assertiveness. 

2.) Most customers purchase from sales people who are: 

a) Aggressive 

b) Intimidating 

c) Overbearing 

d) Assertive 

Customers will purchase more often from assertive sales people that are calm, positive in 

nature, and honest. No one wants to deal with others that are negative, dishonest, pushy, or 

aggressive. 

3.) What is emotional intelligence? 

a) Your intelligence, as in IQ 

b) How well you identify and control emotions 

c) How well you score on emotional stability tests 

d) An analytic market, used to recruit 

Emotional intelligence is being aware and in control of one’s emotions. It also refers to how well 

you identify the emotions and relate to those emotions in others. Empathy for others and self-

control are good traits in sales. 

4.) Which is not a trait of someone who has a high emotional intelligence? 

a) Empathy 

b) Calmness 

c) Problem solver 

d) Hot temper 

Quick emotions show an inability to control one’s emotions. This is the trait of someone with a 

low emotional intelligence. Someone with a quick temper needs to assess triggers, and how to 

resolve these negative feelings. 
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5.) Customers value sales people that ___________. 

a) Close the sale quickly 

b) Only visit when called 

c) Solve their problems 

d) Give them discounts 

Sales are a form of problem solving. Once you identify the problem the customer has, you can 

then sell them the solution. 

6.) Sales are essentially __________ for the customer. 

a) Problem solving 

b) A waste of time 

c) Money losses 

d) Cause of problems 

Sales are essentially centered around the fact that the customer has a problem. You need to 

identify that problem and then “sell” the customer on the proper good/service. 

7.) After you present the data, the customer wants the product; the _____ is the next step. 

a) Money transaction 

b) Close 

c) The sales pitch 

d) Research 

After you identified the customer’s problem, you find the options and present all the data, and 

the customer wants the product, you then need to close the deal. Gently lead the customer to 

sign on the dotted line. 

8.) Which technique is not used to close the deal? 

a) Assumptive 

b) Bonus to purchase 

c) Threats 

d) Calendar deadline 

Threats, manipulations, and other negative techniques are never the way to close the deal. You 

can however use positive techniques like offering a bonus to purchase, or pointing out a 

deadline. 
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9.) We usually end up avoiding the_______ salesperson. 

a) Pretentious 

b) Pretty 

c) Pushy 

d) Personable 

We usually end up avoiding the pushy salesperson  

10.) There is a fine line between being assertive and _______. 

a) Closing the sale 

b) Being aggressive 

c) Being emotional 

d) Being a good salesperson 

There is a fine line between being assertive and being aggressive  
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Sample Worksheet 1 

Solve Problems 

Identify a problem that the customer has, that could be solved by one of your products/services. 

1.) ______________________________________________________________________________ 

______________________________________________________________________________ 

What causes this problem? 

2.) ______________________________________________________________________________ 

______________________________________________________________________________ 

List several options to solve this problem. 

3.) ______________________________________________________________________________ 

______________________________________________________________________________ 

______________________________________________________________________________ 

______________________________________________________________________________ 

______________________________________________________________________________ 
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Icebreaker: Cartoon Character 

PURPOSE 

To get participants to examine themselves and to meet each other. 

MATERIALS REQUIRED 

1. 2 name cards for each person 

2. 1 3x5 index card for each person 

3. Markers 

ACTIVITY  

Have participants write their name on one name card and put it on. Then, ask participants to think of 

the cartoon character they think is most like them. Have them write the name of the cartoon character 

on the other name card.  The cartoon character can be from any legitimate source such as a comic book, 

animated movie, or comic strip. 

Have each participant stand up, announce their name and character, and why they chose that character. 

Once all participants have had a chance to speak, ask them to write the name of a real person or movie 

character they would like to become more like onto the index card (this is their Goal Card).  

Have each participant stand up and explain who they chose and why. When they sit back down, have 

them place the Goal Card someplace visible in front of them to remind them of their goal. 

[INSTRUCTOR’S NOTE: the self-identity and role model may well change during the class, and that’s fine. 

You now have some valuable insight into who your participants are and what leadership skills they may 

already have.]  
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