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A BOOMING VOICE SHOUTED 
ACROSS THE DESK AT ME…

“What do you know?!! What could you possibly know that will 
add any value to my business?”

I looked up at an angry face.

“What does a young girl like you know about my business?”

I didn’t know what to say.

“The company you work for has gold plated prices! I only buy 
things that I really have to from your company – and when I do, 
I get terrible service!”

I still didn’t know what to say. I was scared.

“You are wasting my time! GET OUT!!!”

My stomach churned. I felt numb. I don’t remember feeling 
my feet touch the floor as I left the office, desperately trying to 
hold it together. I did hold it together, just, until I got to my car. Then I cried.

By the time I was driving out of the driveway I was bawling my eyes out.

That was 1983. I had left the safe haven of my somewhat routine technical job and entered the world 
of technical sales, in search of new challenges and more pay.

It sounded easy enough. I had a good technical brain, so getting my head around the product 
knowledge was no problem. The sales role meant a company car and a much higher salary. I had 
the freedom of driving around in the sunshine rather than being stuck inside all day. Perfect! Only it 
wasn’t. Not even close.

Finding my way around unfamiliar parts of town was a challenge. Walking in to unfamiliar buildings 
to visit customers was a little daunting. Working out what to say to complete strangers was terrifying. 
Oh – and I knew absolutely nothing about sales. Not really.

Sure, my boss had sent me on a couple of sales courses. I had listened and taken notes. I thought I 
knew what to do. But I was wrong.

So back in 1983 when I was driving back to the office, with tears streaming down may face something 
happened.
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I started playing the tape back – listening to what this customer had said to me, over and over again. 
It was awful. This was a very dark day in my life. I cried and cried some more. And then I got angry!

You see, I got angry because he was right. I was a useless waste of time.

So I decided to fix it.

Within 18 months, the business with that customer had tripled and inside 4 years, they became my 
largest customer. In fact business with all of my customers grew so much that the company took on 
more technical sales people. 

Since then I have tested my methodology in many technology based businesses, including Information 
Technology, Engineering services, Manufacturing and Scientific fields. In each industry, by following 
my critical success factors, technical people and technical businesses have achieved outstanding 
performance.

Some time ago, I realised that many more companies need technical people to develop the right skills 
for technical sales roles. 

Lots of companies were still making the same mistakes that I had experienced back in 1983. This is the 
reason why I developed the TechBiz Success Academy. 

In this report I will outline the 9 most common mistakes companies are making. These mistakes could 
be costing you thousands, if not millions of dollars in lost revenue.
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PART 1: 
THE 9 MISTAKES OF CURRENT SALES 

TRAINING METHODS

Mistake # 1: Public Courses

Most public course sales training is delivered in a classroom style. This doesn’t suit all personalities. 
The quieter people are overshadowed by the talkers in the room and so don’t participate readily, 
which means they observe rather than really learn. Extensive research has been carried out since 
the time of Carl Jung who pioneered studies on personality types about “introverts” and extroverts”. 
This research confirms what we observe every day in the classroom and the boardroom. Introverted 
learners prefer solitary study and like to have time to think about new skills before putting them into 
practice.

The public training course is probably full of a range of different businesses. 

Independent retail, large chain retail, tradespeople, business to business, professional services, heavy 
industry, insurance sales. 

It is very difficult for the trainer to deliver relevant examples and appropriate skills needed for everyone 
in the room. Technical sales people, especially the more analytical technical people, miss out on the 
kind of training they can assimilate because examples given by the trainer may not be easily adapted 
to their own situation. More on this later.
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Mistake # 2: In-house Team Training

In-house training for a company sales team is great 
because it is aimed at the specific needs of that industry. 

It is a fantastic idea to have team training if it is covering 
a skill area that everyone in the team needs or of it has 
a motivational impact, setting challenges for all. 

There is still the problem, however, that the quieter 
types remain silent, just like they do in other meetings. 

In the meantime the “sales experts” may get bored 
because they think they know it all already. 

Something else happens during in-house training when 
teams of extraverted non-technical sales people and 
quieter technical sales people are learning together. 
The more extraverted part of the team will have ways 
of doing things that work well for them. They use a different style and will be convinced this style is 
the right way. 

Technical sales people will be reluctant to disagree or voice their discomfort around the “sales style” 
being projected on to them, for fear of seeming silly or being rejected by the more talkative team 
members. This blocks their ability to explore alternative styles that will work for them and in fact can 
make them feel that they will never be any good at sales. 

But there’s more going on here than we realise.

In 2005, Neuroscientist Gregory Berns conducted an interesting experiment. He recruited 32 
volunteers to play a game. Each group member was shown a series of two different three-dimensional 
objects on a computer screen and asked to decide if the first object could be rotated to match the 
second. 

The experiments used a tMRI scanner to take snapshots of the volunteers’ brains as they made 
decisions to either conform or break with the group opinion.

The first time they played the game, the volunteers played the game without interference. The 
second time they played the game, actors were planted into the groups and the actors confidently 
volunteered the same incorrect answer. 

The results were astounding. When the volunteers played the game on their own, they gave the wrong 
answer only 13.8% of the time. But when they played with a group whose members deliberately gave 
wrong answers, they agreed with the group 41% of the time!
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When the volunteers played the game alone, brain scans showed activity in the occipital cortex and 
parietal cortex – areas for visual and spatial perception, plus the frontal cortex which is associated 
with conscious decision-making. 

But when they went along with the group’s wrong answer, the conformists showed less brain activity 
in these areas and more in the areas of the brain associated with perception.

In other words, peer pressure had actually changed their perception of the problem!

In interviews after the experiment, volunteers were asked why they had gone along with the group. 

It wasn’t as you might think. 

The volunteers were not knowingly going along with the wrong answer or just following the group 
because they were unsure – they truly believed the confident people in the room must have the 
correct answer. In other words, they believed their peers more than their own eyes!

The volunteers who did pick the right answer despite peer influence, showed brain scans with 
heightened activity in the amygdala, the organ in the brain associated with upsetting emotions, such 
as the fear of rejection. Gregory Berns refers to this as the “pain of independence”. We generally refer 
to it as “social fear”.

These same primal, powerful emotions and feelings of rejection block our ability to think clearly in a 
group learning situation and make us reluctant to stand out or be different from the more confident 
people in the room. 

In other words, social fear holds people back from exploring different communication and sales 
techniques to their peers. Even more damaging is that social fear actually changes their perception of 
the problem – making them think they are wrong to think and feel how they do!
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Mistake #3: 
Managing Different Skill 
Levels in a Group

Every individual is at a different level of knowledge and confidence, which 
means they will interpret the training in their own way – how it relates 
to them. Some bits they will know already and it is just reinforcement, 
other things will be new and they will need longer to assimilate this new 
information and apply it to their own experience. 

It is not possible for everyone to take a longer or shorter time for different 
parts of the training to suit their own needs. If they are being trained in 
a group – they have to keep up!

Mistake # 4: Information Overload

Most group training sessions off a “one-shot” approach. Typically either for a half day or for a whole 
day. 

These sessions cover many different facets of the sales process and participants usually take loads of 
notes. 

Some sales training is held in a 2 or 3 day intensive session. 

That is an awful lot of information to absorb, unless you are already a very experienced sales person 
and most of it is reinforcement (which is truly needed by the way). 

Unfortunately, while the sales people may 
enjoy this time away from the office and feel 
they are gaining valuable information, much 
of it is not utilised. 

All those notes and good intentions sit on the 
side of their desk when they get back to the 
office. There are emails to clear, meetings 
to attend, customers wanting quotes, other 
team members needing their advice and so 
on. At the end of the week that pile of notes 
ends up in the bottom drawer. 
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If new skills are not put into practice straight away, confidence levels in trying out the new ideas start 
to drop away until it is unlikely the person will take action from what they have learned. Imagine 
learning to drive a car and then not getting behind the wheel for two years. How confident would the 
driver be?

Mistake #5: I forget

The most diligent sales people will actually read over their 
notes the following day and really try to implement some of 
the techniques they have learned. 

Unfortunately for many training sessions, some studies have 
shown that within 1 day, up to 20% of learning is forgotten 
and 30 days later, up to 63% has been lost. While the numbers 
vary as to exactly how much is forgotten, there is general 
agreement that forgetting depends on what information is 
being taught (how interesting it is to the individual) and the 
learning style. 

Given the cost of training – not just in terms of the course 
fees but also the time away from the job while learning, it is disturbing to realise how much of this 
investment is going down the drain. 

When such a high percentage of the learning is forgotten it may be that tens of thousands of dollars, 
perhaps hundreds of thousands of dollars are being wasted by companies who think they are doing 
the right thing in training their team.

Mistake #6: Individual Coaching

For some companies, after failed attempts at group training, they 
turn to one-on-one coaching. This is very effective, especially if 
the trainer is highly skilled and the training can be totally tailored 
to the individual’s needs. 

The trainer needs to spend time to uncover the particular needs 
of that individual before designing the coaching program. 

If this is done correctly it will have outstanding results. The sales 
coach will need regular sessions with the sales person to keep 
them focussed on learning and practicing their new skills. Over 
time the sales person may become very successful. 
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According to the International Association of Facilitators (Facilitation, Coaching, Mentoring, and 
Training: Understanding the Differences, January 1999), coaching is the best method to use to help 
an individual how to perform at the next level. 

Coaching motivates and encourages the individual and works on the specific skills that person requires 
to achieve outstanding results (which is why one-on-one coaching is used with world-class athletes 
for example). 

For most companies however, this approach is far too expensive. Many start with one session, but if 
they don’t see a vast improvement in sales results in the first few weeks the training budget seems 
to dry up. This in itself is a shame, but an understandable commercial reality, especially if they have 
several sales people to train, as they cannot be seen to invest more on one person than another!

Mistake #7: General Sales Skills Instead 
of Technical Sales Skills

A very big issue is that most sales training, classroom or one-on-one, is really not designed for selling 
technical products or services in the business to business world. 

The technical sales process is often complex, with multiple steps, trials, tests and approval phases. 
There are multiple stakeholders involved in the decision-making and sometimes 2 – 3 years lead time 
from introducing the concept to closing the sale. It is not the same as selling ice creams, or “widgets”. 
What are widgets anyway? 

Technical items often have multiple options in terms of functionality. Choosing which options will suit 
the customer often has far-reaching long term effects. Changing one parameter will often impact on 
another. 
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Understanding the consequences of that and being able to communicate it clearly is vital to the 
project. 

Depending on the technical item, the cost of getting it wrong and the risks associated with malfunction 
can be critical factors in the ongoing viability of the organisation. This is not a decision to be taken 
lightly and is never about “hard-sell”. 

Traditional sales training courses focus on building rapport, discussing features and benefits and then 
moving through to closing the sale. These are all vital elements of making a sale, but technical sales is 
a lot more involved. There are many more steps and additional skills needed along the way.

No wonder technical sales people find little value in traditional sales courses – they need a whole 
different set of tools in their toolbox.

Mistake # 8: Lack of Training

Possibly because of the above issues, overall the problem with sales 
training is there is not enough of it done! 

Sales training is something that only works if the messages are 
repeated and reinforced, often. Even seasoned sales people find fairly 
basic sales training useful because it reminds them of the things they 
should be doing. 

They already know it but have slipped into bad habits. 

An ongoing program of sales training keeps the good techniques 
top of mind. Unfortunately most companies don’t seem to invest 

enough in sales training. Most of the budget seems to go on the new people that arrive and once 
initial training has been completed they expect everyone to be an expert. It just doesn’t work that 
way.

Business owners and Managers all seem to agree that people are their best asset. Without good 
people, with the right skills to do the job, the company doesn’t exist. 

Successful companies get the message, but many miss the mark – which is what prompted this quote 
from Kenneth Blanchard & Spencer Johnson in their book The One Minute Manager:

“It’s ironic,…most companies spend 50-70% of their money on people’s salaries. And 
yet they spend less than 1% of their budget to train their people. Most companies, 
in fact, spend more time and money on maintaining their buildings and equipment 
than they do on maintaining and developing people.”
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Mistake # 9: Behaviour and Attitudes

The underlying issue to all this is, the majority of sales training is not designed to change behaviour 
or attitudes. Most sales training imparts a lot of “how to” information and “what you need to know”, 
but the way it is taught usually fails to bring about any real change in how the sales person operates. 

In fact, many people attend training because they “have to” and don’t even intend learning anything 
because they really don’t want to change from their comfort zone.

To counter this, some sales training organisations have introduced a 3 month follow up session. A 
good idea in principle, but from the sales person’s point of view, this is just getting out the notes they 
took the night before and studying up to “pass the test’. 

It doesn’t necessarily mean he is really applying his knowledge and skills in the field.

Changing behaviours and attitudes is not about changing personality, as we’ll discuss later. 

Everyone has inherent strengths and with the right training they can build in new and effective habits 
to suit their own style. To do this, training must be delivered in a way that is transformational rather 
than just knowing a new set of “sales skills”.

mailto:heather%40successwithgrace.com?subject=
http://www.successwithgrace.com/services/


HOW TO AVOID THE 9 COMMON MISTAKES

heather@successwithgrace.com
+649 4764278 13

PART 2: 
WHAT HAPPENS IF WE DON’T CHANGE 

OUR TRAINING METHODOLOGY?

The definition of insanity is doing the same thing over and over again and expecting different results. 

One of the main things holding many companies back from achieving the great results they deserve 
is a lack of skills in the sales team. There is no “one size fits all” approach. 

Companies who use the wrong training methods for their situation are failing their employees and 
fooling themselves. In the process they are costing themselves tens of thousands perhaps hundreds 
of thousands of dollars.

Staff Engagement and Retention

If the need for the right sales training is not addressed, the sales people and the technical people start 
to pull in different directions. There is animosity between departments and frustration spills over. 

People in the wider team become disillusioned too, as the problem becomes obvious to the 
administration and accounts staff. The morale of the whole company goes down.
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Customers become unhappy with the level of service and attitude of the staff. Some customers will 
be so frustrated that their needs aren’t being met that they will leave. 

As the staff morale drops further, good team members leave for greener pastures. Each time a 
person leaves it creates a ripple effect, encouraging others to look for new opportunities outside the 
company. 

It becomes difficult to find good staff as the organisation gets a poor reputation in the industry, and 
good candidates shy away.

Recruiters advise that the cost of staff turnover can be anywhere from an extra 6 weeks up to 6 
months of salary for the departing employee. These costs include: 

 1 the costs incurred for exit interviews

 1 administrative functions related to termination

 1 separation/severance pay

 1 lower productivity of departing staff member while looking for a new position

 1 cost of hiring temporary help

 1 attracting applicants

 1 selection interviews and testing

 1 travel/moving expenses

 1 pre-employment administrative expenses

 1 formal and on-the-job training of new staff member

 1 loss of productivity while new staff member learns the role

Other intangible costs occur due to the drop in staff morale and extra stress or tension in the workplace 
as usual routines and responsibilities are disrupted. 

High staff turnover leads to lower staff engagement levels, which further impacts the business.

Gallup Research Results

Gallup conducted research in 2012, which examined 49,928 business or work units and included 
about 1.4 million employees in 192 organizations, across 49 industries, and in 34 countries. 

Research results clearly showed that employee engagement strongly relates to key organisational 
outcomes. 
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A summary of Gallup’s findings is presented below:

 ● Business or work units that score in the top half of 
their organization in employee engagement have 
nearly double the odds of success (based on a 
composite of financial, customer, retention, safety, 
quality, shrinkage, and absenteeism metrics) when 
compared with those in the bottom half

 ● Those at the 99th percentile have four times the 
success rate compared with those at the first 
percentile

 ● Employee engagement affects several performance outcomes. Compared with bottom-
quartile units, top-quartile units have: 

 ¾ 37% lower absenteeism

 ¾ 65% lower turnover (in low-turnover organizations)

 ¾ 28% less shrinkage

 ¾ 48% fewer safety incidents

 ¾ 41% fewer quality incidents (defects)

 ¾ 10% higher customer metrics

 ¾ 21% higher productivity

 ¾ 22% higher profitability

Studies show that when good employees leave due to poor work environment, many disengaged 
employees stay in the workplace. These individuals drift along, turn up to eat their lunch and collect 
their pay, but don’t have their heart in the job.

The Kelly Global Workforce Index 2012 
(KGWI)

Let’s take a look at what the 2012 KGWI found when they surveyed almost 170,000 respondents 
across 30 countries in the America, EMEA and APAC. The results may surprise. Staff engagement is 
determined by a number of factors including salary, management style, co-workers and so on, but the 
biggest factor by far?

 � 74% said that the ability to excel and develop in their field was the number one way 
they derived meaning and purpose (engagement) from their work 
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A lack of ongoing opportunities for personal growth and development was a major factor in why 
people left their jobs too. When asked for their reasons for leaving:

 � 37% said their training and development needs had not been met

 � 21% said lack of opportunities for advancement

And here is the really interesting part. We tend to presume that pay rates are a big factor, but it seems 
development needs rank sky high:

 � 50% would accept less pay if they could develop and excel in their field

So let’s remind ourselves again why all this is important. According to Kelly, having high levels of 
employee engagement is proven to:

 � Raise productivity (more than double productivity in workforces with high engagement 
versus workforces with low engagement)

 � Reduce staff turnover

 � Improve customer service

 � Increase profits

Why does it have such a big impact? That becomes clear when we drill down to the description of the 
engaged and the disengaged employee. Again from Kelly:

Engaged Employees:
 � Are passionate about the organisation

 � Do whatever it takes to deliver results

 � Find innovative solutions to tough problems

 � Deliver consistent high-quality results

Disengaged Employees: 
 � Only work when they have to

 � Would rather be doing something else

 � Are not meeting the standard expected of them
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 � Are negative about the organisation to the customers

 � Are negative and cause distraction to fellow employees

I know which sort of employee I would rather have. Now let’s explore what else is going on in the 
organisation when employees have become disengaged. Remember, the high staff turnover and 
disengaged employees are having an impact on the customer too.

Customer Retention and Satisfaction

As good staff leave and disengaged staff stay, the 
downward spiral continues. The remaining customers 
become more and more dissatisfied with the lower 
service levels, plus the key people they were loyal to 
are no longer around so they have no reason to stay. 
More customers leave. 

Depending on the industry, research shows that the 
cost of bringing in new customers is between 5 and 
20 times the cost of keeping existing customers. A lot 
of effort is required to convince new customers to 
change from their current supplier or service provider 
- this soaks up time and resources.

As word spreads about the poor service levels and the ever changing of staff issue, remaining 
customers will not be proactively giving referrals to others and certainly won’t give rave reviews to 
prospective customers that contact them for testimonials.

Research has shown that Net Promoter Score is the best indicator of how customer satisfaction 
impacts on the profitability of a business. 

To explain this a little further - Net Promoter Score is based on the premise that every company’s 
customers can be divided into three categories: Promoters, Passives, and Detractors.

By asking one simple question: “How likely is it that you would recommend [your company] to a 
friend or colleague?” — Each of these groups can be tracked, giving a clear measure of a company’s 
performance through customers’ eyes. Customers respond on a 0-to-10 point rating scale and are 
categorised as follows:

 � Promoters (score 9-10) are loyal enthusiasts who will keep buying and refer others, 
promoting growth

 � Passives (score 7-8) are satisfied but unenthusiastic customers who are vulnerable to 
competitive offerings
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 � Detractors (score 0-6) are unhappy customers who can damage your brand and impede 
growth through negative word-of-mouth

To calculate Net Promoter Score, simply subtract the percentage of customers who are Detractors 
from the percentage who are Promoters. 

As the number of unhappy customers grows, it is easy to tip the balance and create “negative growth”. 

The result is a loss of business and a loss of reputation that is difficult to claw back. 

Training is an Investment in Our Best 
Asset

Money spent on the wrong training is more than wasted. It contributes to the downfall of the 
company because it creates the illusion that training has been done and all is well. In reality is could 
be damaging your team and your business. 

It’s not good enough to simply meet your Key Performance Indicators (KPI’s) for Human Resources 
(HR) by putting a tick in the “sales training” box. Job done! 

The reason HR have focussed on training is they recognise the need to up-skill people. 

The right kind of training will produce more effective employees, not just from a skill level but it will 
also create more confident, motivated and loyal team members. 
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In turn, this leads to lower staff turnover, higher staff engagement levels and produces better company 
performance. 

Companies with CEO’s that are smart, insightful and have their finger on the pulse take time to invest 
in the right training. They reap the rewards.
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PART 3: 
WHAT DO WE NEED TO BE AWARE OF 

WHEN SELECTING TRAINING METHODS?

The most important thing to recognise is that technical sales and non-technical sales people are 
different. They have different strengths and learn differently. 

The typical non-technical sales person is like a blind dog in a butchers shop. They know there are 
opportunities all around them and cannot wait to go and grab them. 

If you try to teach technical sales people by the same “sales 
training” methods you will discover it like trying to teach a brick 
to swim!

Let me illustrate some differences. Generally speaking, technical 
people love process and structure; they do their paperwork, 
fill in the information on the CRM system and are diligent with 
reporting. In fact, some of them love the detail in the CRM. 

I’ve met a lot of sales people that hate being boxed in by process 
or structure, avoid paperwork, and minimise their input in the 
CRM system.

Opportunities are sometimes lost because the CRM is incomplete and leads are not followed up. 
These sales people have to be chased for reports, which are always late and often brief!

So how does this translate to how technical people learn compared to non-technical sales people? 
There is a huge contrast.

Typical Learning Styles of Technical vs 
Non-Technical People

 1 The technical person loves anything he can do online, including learning. In the online 
environment technical people become very creative thinkers. By taking away the social 
pressures of a room full of people, technical people absorb more information - they enjoy 
the “research learning” style. The non-tech would rather be in a group where he can 
socialise, show off and have some fun.
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 1 The technical person responds well to step by step learning, little by little. This drip-feed 
approach works well for them because they like regular input, at their own pace. The non-
tech wants it all and wants it now! He is in a hurry to get back on the road and get results, 
so feels frustrated with a “slow learning” approach.

 1 The technical person is analytical and is motivated by following the right process and 
perfecting the technique to get it right. The non-tech is only motivated by results and 
doesn’t care how he does it - he would rather break the rules!

 1 The technical person needs encouragement to keep the bigger picture in mind rather than 
getting bogged down in detail. The non-tech needs encouragement to do any detail at 
all and tends to gloss over things – and some of these things may be important to the 
customer!

 1 The technical person already has good listening skills and needs help with how to 
communicate his good ideas and well thought-out solutions to the customer. The non-
tech has a tendency to talk too much and needs help with listening skills. Being talkative 
is often seen as a good thing in terms of building rapport. It can be, to a point. The 
short term gains of rapport building may be lost if that person doesn’t stop talking long 
enough to listen or think deeply to really analyse the problem. Customers may feel they 
are being talked at, not listened to, or ignored! I am reminded of the quotation by Elmer 
G. Letterman:

}Personality can open doors, 
but only character can keep them open.~

 1 The technical person writes proposals that contain a lot of detail – he needs help to avoid 
technical jargon and to be concise. The non-tech writes a good story in his proposal but 
needs to learn to back it up with facts.

 1 The technical person needs time to analyse what he has learned, think and absorb it so 
he can apply it correctly. The non-tech gets impatient if the learning style is too slow; he 
prefers high energy and fast-pace.

 1 The technical person responds well to a quiet, thoughtful and considered approach to 
learning and is turned off by hype. The non-tech responds well to motivational sessions 
that rev him up for the day.

Technical and non-technical people simply learn in different ways. No amount of team-building or 
conventional sales training will change the way people learn.
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Managers can set targets, provide direction and have clear expectations of technical sales people, 
only to end up frustrated. You can expect someone to behave in a certain way and ask why they don’t, 
but no amount of asking why is going to help. Technical people are different to non-technical people 
and this matter needs to be truly understood.

We Are All Different - And That’s OK

When we point out differences in how people operate it is easy to respond in a negative way. Let 
me be clear; different does not mean better or worse – each group has attributes that are vital to 
business success. 

In John Gray’s book “Men Are From Mars and Women Are From Venus” some key differences between 
men and women are clearly illustrated. 

We can accept that everyone is equal but it 
doesn’t mean that everyone’s the same. 

There will always be people who battle 
against acknowledging these differences. It is 
sometimes easier to pretend we are the same. 

So, it really doesn’t matter if we are talking 
about men and women, or technical and non-
technical people - they are different. Battling 
against this fact is tiring and frustrating. In the 
end these battlers find they are fighting a battle 
that cannot be won. 
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Here is an example:

Paul Was Frustrated With His Technical Team

One IT company I worked with was run by a CEO that was a highly successful entrepreneur. He was 
very outgoing, engaging and always on the hunt for new business opportunities. 

Paul, the CEO, knew there was good money to be made in the existing client base by offering upgrades 
to hardware and software, introducing new technology or by spotting changes in the customer 
organisation that created opportunity.

The trouble was that Paul was constantly frustrated by the actions of his technical team. 

Technical Service staff and Sales Engineers would regularly visit customer premises to fix a technical 
problem, audit the performance of equipment or set up a new user on one of the computers in the 
network. During these visits the technical person would focus on the issue they were dealing with 
adequately, but that was all.

One day Paul came to me and asked for help. He had hired and fired dozens of technical people 
because they did not meet his expectations. Paul was expecting them to behave like him and always 
be hunting out new opportunities – and he was always disappointed. 

Paul had tried sending some of his technical people to sales training 
but they had complained that they didn’t learn anything relevant. 

He asked me – why can’t they see all these opportunities when they 
walk in the door, they are obvious to me, surely anyone can see them! 
Why are my technical service people so blind??

Of course his technical people were not blind at all, they had just not 
been given the right kind of training or the tools they needed. 

What came naturally to Paul doesn’t come naturally to everyone. 
Technical people are by nature, focused problem solvers. They were 
sent out to solve a problem and that is what they did.

By working through our process with Paul, we were able to build 
appropriate templates and checklists for the technical people to use 
when they were on site. 

They were coached in what to look for, how to ask the right questions and how to make 
recommendations to the customer. Once the technical people learned an approach they felt 
comfortable with, it was easy for them to follow the process and get the results Paul was looking 
for. 
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The technical people were never going to become any version of “mini Paul”. Once Paul understood 
this and worked with their strengths instead of pulling against them he created a happy successful 
team. 

The customers noticed the difference too and really appreciated the new approach. Now that the 
technical people felt more empowered, the customers realised the real value of their expertise, 
advice and recommendations.

The Right Approach

Successful CEO’s see the differences in technical and non-technical people as a real positive. Instead 
of trying to turn technical people into something they are not, astute managers utilise the strengths 
of each person and build on those skills using learning styles that work best in each case. 

This approach maximises the performance of all members of the team and the company as a 
whole.

What Do We Need To Look For When Selecting a 
Training Provider?

Apart from the differences we have outlined in the way people learn, 
it is wise to remember that sales trainers have different skill sets as 
well. There are essentially three different kinds of sales trainer that 
might offer services to you:

1. The Academic. Either from a teaching background or they have 
studied marketing and sales at university (or read a book about it). 

These trainers might be able to talk in the latest sales jargon, but if 
they have had no practical experience in the sales world, they really 
don’t know what it is like to sit in front of a customer and be asked 
those tough questions day after day. 

These people are, unfortunately, of limited value for most sales 
training needs.

2. The Generalist. Many sales trainers have had vast experience 
in sales, which is a good thing. Having practical experience at the coal-face will beat theory every 
time. 

Before you engage a sales trainer however, it will pay to check what field of sales they have 
experience in. 
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It is common to find sales trainers with an array of 
experience in Real Estate, Fast Moving Consumer Goods 
(FMCG), Insurance, Car Sales and/or Stationery. Which 
is great if your organisation sells houses, FMCG items, 
Insurance, Cars or Stationery, but not so handy if yours is a 
technical businesses. 

General sales skills are useful, and some of the same 
principles do apply, but the sales process for technical 
items is completely different. 

And typically the kinds of people selling these general 
goods are the less technical, more “everybody’s best 
friend” type of character. 

I had an interesting conversation with one of these sales 
trainers. I have seen this trainer in action and he is dynamic and inspiring – in fact he loves being on 
the stage and rolling out pearls of wisdom. 

I saw him in a different light when he was attempting to train a highly educated group of technical 
sales people. 

Surrounded by microbiologists, pharmacologists and industrial chemists, this usually dynamic and 
confident man started to flounder. His sales examples for features and benefits were all about 
consumer goods; his examples for cross-selling and up-selling were aimed at the insurance industry. 
When the technical sales team found it difficult to relate to his examples and started asking questions, 
he became rattled and lost his confidence.

Afterwards, I asked him what happened. He knew he was 
going to be talking to a highly technical group, in fact he was 
given quite a lot of background information on the team 
and about the products they were selling. Why had he tried 
to use examples that weren’t relevant to them? His answer 
was revealing. 

It wasn’t as you might think - that he was just too lazy or 
didn’t care about finding more relevant examples. 

He actually thought that any example was as good as 
another because he felt the people being trained would be 
able to turn his examples into something relevant to their 
own world! What a huge mistake! His irrelevant examples 
not only irritated his audience, it shut them off and they 
stopped listening.
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Some years later he confessed to me that the group he had tried to train that day was the most highly 
educated group of individuals he had ever been in front of. His style of sales training was usually 
delivered to sales people that had little or no formal education at all. When he was delivering to this 
highly qualified group, he felt intimidated. He was out of his comfort zone!

3. The Specialist. These sales trainers have a background in a specific area of sales. Yes they have 
had sales experience, but they are also likely to have had wider experience as well, in specific industry 
segments. They know their field of expertise; they understand the requirements, the pitfalls and the 
issues that need to be resolved. The specialist sales trainer that is right for you has been involved in 
your industry or a similar, related industry and has empathy with the specific challenges you face.

Selecting the right sales trainer is simple. Just look past the buzz and the hype and ask yourself this 
simple question:

If you want to learn to fly a passenger jet, do you choose:

A. An instructor who has never flown a plane before?

B. An instructor who has flown a crop dusting plane? or 

C. An instructor who has experience in flying passenger jets?
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PART 4: 
WHAT CAN BE ACHIEVED WITH THE 

RIGHT APPROACH?

When the sales training model is right, there are amazing 
results. 

The team members gain respect for each other and 
communication at all levels improves. 

Morale goes up in all departments. Staff are motivated and 
all working towards the same goals. 

There is a fun atmosphere; people are willing to go the 
extra mile for the company, with a smile. 

Staff retention is high because this is a great place to work, with a fantastic team! 

Job satisfaction increases because people are able to achieve things they previously couldn’t do so 
well before. This creates more variety in the job, increases self confidence and loyalty.

From the customers’ point of view, they are getting better service; the technical sales people 
communicate with them better and give them outstanding advice. They are open to suggestions 
about additional items they might need because they know and like and trust the people they deal 
with. 

These happy customers tell other people and soon business grows by word of mouth.

The overall result is more loyalty from staff and customers, more referrals, a higher level of repeat 
business and additional sales to existing customers. 

All of this improves the bottom line.

By using the right approach when I was General Manager managing a team of technical sales 
people, the whole team experienced personal growth as well as growing the business. The 
technical sales team engaged more with customers, had more fun and helped the wider team to 
impress the customers. Despite the recession and the downturn in the manufacturing sector, this 
team grew the business from a $10 million company to a $20 million company. All by using the 
right approach.
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What are the components of the right 
methodology?

There are many components to getting it right and we could write a whole book on this subject alone. 
I have had a 30 year apprenticeship to understand all the components, but rather than go into too 
much detail, I will share eight golden rules with you. These eight rules are most important things to 
remember.

8 Golden Rules

 4 Rule # 1 – Remember technical people have different learning styles to non-technical people. 
Choose one-on-one coaching, in-house training with small groups of technical people on their 
own, or an online training method so that technical people can learn in an environment that is 
right for them.

 4 Rule # 2 – Little and often works better than an intense crash course.

 4 Rule # 3 – Everyone learns at a different pace and has a different level of expertise to the next 
person. Choose a training method that allows each member of your team to learn at a pace that 
is right for them.

 4 Rule # 4 – Sales skills such as “Handling 
Objections” and “Closing the Sale” are only part 
of the picture. To be proficient in sales technique, 
technical people also need training in appropriate 
interpersonal skills, self-image, body language, 
the art of conversation, communication skills 
and resilience. Without this holistic approach 
to learning, the sales skills are unlikely to be 
implemented effectively.

 4 Rule # 5– Technical people have inherent 
strengths that make them superb sales people, 
such as listening skills, paying attention to detail 
and problem solving ability. Utilising these skills 
effectively works better than trying to turn them 
into a mini version of the stereotypical sales person.

 4 Rule # 6 – Investing in the right training is the best investment you can make for your most valuable 
asset. Ongoing training is the best way to create more value in your business. 
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 4 Rule # 7 – Choose a trainer that has proven experience in technical sales. The technical sales 
process is more complex than selling ice creams!

 4 Rule # 8 - There is no such thing as “training costs” as long as the training you choose provides a 
return on your investment. The wrong sort of training can cost you much more than the course 
fees. The right sort of training will bring you far greater returns than the training investment. 

We’ve covered a lot of ground in this report, so thanks for staying with me all the way to the end. 
We’re almost there!

I know you’ve got plenty of food for thought from this, but to be honest this is only the tip of the 
iceberg – there is so much more I’d love to share with you to help you and your business thrive.

Where are the Success Gaps in your 
organisation? 

Now that you understand more about the challenges and the opportunities for technical businesses, 
ask yourself what you might be missing out on in your business. Are you maximising the value from 
every client? Are you capturing or missing out on potential new clients? Every organisation has 
potential to grow beyond where they are now. 

No doubt, there is a gap between where you are now and where you could be. We call these Success 
Gaps: The gaps that are holding you back from reaching your potential for success.
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Find out about gaps in your business

To make this really easy, we are going to help you. By answering a few questions about your business, 
we will supply you with your very own “Mind The Gaps” report. This report will give you a full diagnosis 
of your Success Gaps; an incredibly valuable tool for your business. 

With our unique business tool, you can discover which areas of your business might be holding you 
back and you will find out exactly where you can make a real difference to your business performance.

This comprehensive business tool is valued at $97.00, but for readers of this report, we will offer it 
to you completely free of charge. That’s because if you’ve taken this first step to read the report, we 
know you are serious about your business success. 

Your special link will be emailed to you soon. When you access the Success Gaps questionnaire using 
the link we send you, it will be completely free of charge. This link will be specific to you, so please 
don’t share it. Click on the link and complete the questions about your business and we will send you 
your free “Mind The Gaps” report within 2 days. 

Remember the definition of insanity? Now’s your chance to do something different and realistically 
start achieving different results. Take it. Watch out for the link we send to you and get your free “Mind 
The Gaps” report for your business.  
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