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Speaking your Customer’s Language

Purpose of the presentation:

* Being aware of your own personality style makes you more likely to
observe the traits of those around you.

* Adapt your style to others or provide them with information in a way
that will get their attention, resulting in helping to improve cash flow
and working capital needs while minimizing risk.




Speaking your Customer’s Language

People Focused

Amiable

Ask Directed
Tell Directed

Task Focused
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Speaking your Customer’s Language

Responsiveness

How the person responds to the
requests or demands of others

“People focused vs task focused”




©Sﬂlesgﬁﬂplu%peaking your Customer’s Language

Responsiveness

People Focused
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Speaking your Customer’s Language

People Focused

Animated

Friendly, warm
Interested in small talk
Appearing easy to get to know

Emotional, show feelings freely

Task Focused

Restrained, distant

Limited gestures
Making decisions on talks

Careful, cautious

Guarded feelings
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All Roads Lead to Sales

Assertiveness

The method a person uses in attempting to influence the

thoughts and actions of others.

“Asks Directed vs Tells Directed”
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Assertiveness

Amiable Expressive

Ask Directed %Teu Directed

Analytical Direct




@SalesSﬁﬂplus

Speaking your Custometr’s

Asks Directed

Reserved

Speaks softly
Likes to listen
Less eye contact

Asks others what they think

Language

Tells Directed

Intense
Talker
Appears Forceful

Consistent Eye contact

Otfers opinions consistently
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“We need to all get along”
Occupations — Teachers, Nurses, Counselors
Followers- often times feels guilty.
Givers-donates their time to benefit others.
Likes to be part of the team.
Concerned with the decision of other people.
Voice: Soft and Gentle
Dress: Casual and Comfortable
Strengths: Dependable, Team Player, Patient, Oriented
Weaknesses: Oversensitive, Not- goal oriented, Followers
Support their: Relationships and Thinking

Expressive

“Fun, Fun, Fun”

Occupations — Sales, Entertainment, Public Speakers
Loves to tell stories to get their point across.
Generates enthusiasm in others.

Often talks with their hands
Risk Taker!

Voice: Loud and Fast
Dress: Stylish and Colorful
Strengths: Promotors, Convincing, Enthusiastic, High energy
Weaknesses: Talk too much, unorganized, exaggerate
Support their: Vision and Intuition

_Analvtical

“Get the facts and figures first”
Occupations — Accountants, Engineers, Research,
Always asking questions.

Be Specific!

Organized and neat.

Work out tasks systematically
Voice: Soft and Polite.

Dress: Formal and Conservative
Strengths: Organized, Planners, Accurate, Persistent
Weaknesses: Hard to please, unlimited time to get to a decision
, need to be right.

Support their: Principles and Thinking

Driver
“Get out of my Way”
Occupations — Attorneys, Airline Pilots, CEOs, Politicians
Make a decision!
Focus on the results and outcomes
They are always right!
Value confidence.
Like things done quickly ,
Voice: Forceful and Volume
Dress: Dress for Success
Strengths: Focused, Goal Oriented, Intense
Weaknesses: Short tempered, impatient,
Support their: Conclusions and Actions




@SalesSﬁﬂpIus

Speaking your Customer’s Language

“ L e awhe susceed are those who
are humble enough to be able to see
beyond themselves and perceive the
true capacities and capabillities of
therpeopl e” .

The Outward Mindset, the Arbinger Institute
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