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Aims for this session 

• Why selling skills are important for 
all.

• How to listen and speak in a different 
languages. 

• Knowing  your customers.
• Gain insights from real world 

experiences from the contact sport of 
delivering innovation into the real 
world. 



1. What examples have you 
experienced of good and bad 
sales techniques?

2. What was good or bad about 
them?

3. How did they make you feel 
about the person or the product?

Exercise – 10 minutes 



Harvard Business School Online

Business Insights blog

(Matt Gavin, 23 May 2019)



What can sales skills do for me?

Generate revenue  

Understand ‘You’ and ‘Why’

Powerful questioning

Giving value first

Cope with rejection

Gain confidence

 

Values, not attention

Expand your comfort zone

Learn to focus on next

Communication and negotiation



Communication and Language 



Communication and Language 



What Language ? 

CTO CFOMD COO M&S



What Language ? 

MD Managing Director



What Language ? 

Chief Scientist/ Chief Technical Officer/ 

R&D Director



What Language ? 

Chief Marketing Officer/ Head of 

Sales & Marketing



What Language ? 

Human Resources Director / Head of 

People 



Don’t spook the board? 



Customer interaction



Sales Skills – What Sales Skills?



The Voice of the Customer

Voice of the customer (VoC) is customer feedback that reflects expectations 
and real customer experience. It encompasses customer needs, desires, and 
preferences and enables a company’s team to improve a product or service.

https://sendpulse.com/support/glossary/customer-experience


Context

Verbatim Need Metric

“I want the pizza that I ordered” Right pizza to right person Accuracy

“I want my pizza when you said it 

would arrive”

Pizza delivered on time as 

promised to customer
Timeliness

“I want the delivery person to be 

friendly”
Pizza delivery person is polite Complaints

“I’m not prepared to pay a lot for this 

pizza”

Cost is comparable to other pizza 

(fast food) providers
Price



Many online resources



The Customer Journey – an example from the real world



• VHF Manpack radio

• Lots of “failures” from field use

• Lots of Customer and end user 
frustration

• But why ?

VoC – A real world example



✓ Neutral environment, conducive to 
open discussion

✓ Food & drinks

✓ Asked about ‘what’, ’why’ and ‘how’

✓ Explored real requirements

✓ Active listening

✓ Analysed insights and worked on 
potential solutions

✓ Communicated! Regular updates

✓ Devised a win-win solution

What we did – The power of the Y - Action 



VoC – A real world solution 



Take the time to understand who your customer(s) are 2:1 Rule

What would “delight” them ?

What steps do you need to take to achieve that ?

What is your value proposition ? Have a Hows’ it going? ..ready 

What skills do you need to succeed ?

Section 

Summary



robert.rolley@iuk.ktn-uk.org
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