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My name is Bill Knoche and for the past 37 years, Iȭve been working with small 
business owners and their sales people to improve their sales performance.   

 
If you ÈÁÖÅÎȭt noticed, ÉÔȭÓ Á ÆÁÃÔ ÔÈÁÔ ÔÏÄÁÙȭÓ ÉÎÔÅÒÎÅÔ-educated buyer is extremely 
resistant to the traditional model of sellingȣ and being sold.  However, they are open 
to and looking for help with their final purchase.  
 
What I have discovered is the last thing most business owners or their salespeople 
need is more old sales training. What they need is better communication skills and 
refining what they already know about selling.  
 
4ÈÉÓ ȰÒefiningȱ starts with Talking Lessȣ and Listening More! Listening more might 
be an understatement because most of us are casual listeners at best.  We are so 
busy selling that we listen with only half an ear, and it costs Small Business and 
their sales people millions of dollars a year.  
 
The simplest way to solve the lack of listening issue is creating a Clearing for 
ConversationȣÁ Ȱ.Ï 3ÅÌÌȱ where the buyer has had a chance to talk and tell you what 
he or she wants to buy in detail. They get to share with youȣ ×ÈÁÔ ÔÈÅÙ ×ÁÎÔȣ ×ÈÙ 
they want itȣ ÈÏ× Ìong they have wanted it, as well as, why they have been putting it 
off and how having it will feel, and, how having it will impact their lives.  
 
So if you are a Small Business Owner who Struggles with Sales or building your sales 
team, the chances are very high that the reasons for that struggle and what you can do 
about it will be found in this book. 
 
Iȭve chronicled the most common and pervasive causes of struggle, why itȭs killing your 
business, and then some real-world, no-nonsense, proven methods that I use 
personally as well as professionally as a coach to open the eyes and minds of my clients 
to what is holding them back and give them access to what they need to solve their 
sales problems once and for all. 
 

HerÅȭs to No More Struggle,  

 

 

 

 

 

Bill Knoche,  
Corporate Plumber, Sales Strategist, CEO 
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Most Business Owners and their Sales People Struggle ×ÉÔÈ 3ÁÌÅÓȣ 

as Á ÒÅÓÕÌÔ ÏÆ ȰÂÌÉÎÄ spotsȱ.  
 

We will be sharing the Major Blind Spots in this eBook starting with the 

most costly and easy to change… Too Much Talking and Too Little 

Listening… this alone is costing small business owners and their sales 

people major money, millions of dollars a year. 
 

When you have been working with business owners and salespeople as 

long I have, it’s not difficult to help them get a different perspective on 

what they are doing. Once salespeople are able to see what they could 

be doing differently, and how much it’s costing them, they are eager to 

push past them. 
 

Once we identify and start to correct the “Old Way”… Magic Happens! 
Authentic Communication creates a new connection between buyer and 
seller… sales increase… margins increase… customer satisfaction rates 
increase… salespeople are happier and the company is more profitable.  
 

This is truly a Win-Win Game and is well worth playing. 

 

This eBook is designed to help you identify and correct the eight most 

common blind spots, the ones that cause Small Business Owners and 

their salespeople to struggle and end up costing the most money.   
 

 

 

 
 

WeSolveSalesProblems.com 
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Chapter 1 - Too Much Talking!  
 
Today’s internet-educated buyer does not want to be sold. What they 
want is some help buying.  Selling simply drives up buyer resistance. 
  
So, unless a salesperson knows how to capture their buyer’s ears 
and ignite their attention, the more they talk… the less their buyer 
listens. 
 

What  do you do about  it ? 

  
You capture and review your conversations. It’s easy using any one of 
the many smartpens available today. There are also apps available for 
your smartphone that make it easy to capture audio notes of inbound as 
well as outbound calls. 

 
It’s not difficult to spot when a prospect gets bored and stops listening if 
you will only spend (invest) a little bit of time reviewing those 
conversations. Eventually you will hear ordinary sales calls become 
extraordinary sales calls. Sales calls that result in happier, more 
satisfied customers… buying in less time with less stress. 

 

Notice that I am not saying to look for all the mistakes you made or all 
the places you screwed up… that’s a waste of time and energy as well as 
damaging to your spirit.  What there is to do is start to notice what’s 
missing, what you could say more effectively that would make a 
difference in your outcome. 

 
Listen not only to 
the words but the 
tonality and the 
way you are 
asking questions 
and developing 
needs. 
 
 

 

When you start to hear yourself the way your prospects 
and customers hear you, you will make changes in your 
conversation that will make it easier for your prospects 
to buy and as a result, sales will steadily increase. 
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Billé.  òIs Stand -Up Sales and Negotiating working for me?ó  Yes!  

 

Not only are my sales up 38% over last year, but Iõve also received authorization to pu rsue a 

new business plan. Bill , this sales training has not only positively affected my sales but it has 

also affected my overall performance.   
 
I think the most beneficial component of your training comes from the personal attention, 

which I received during the first four weeks while you were working at our offices coaching 

us with your Fearless Phone Prospecting techniques.  From that point, Iõve felt a sense of 

empowerment developing.   

 

Today, Iõm no longer afraid to pick up the phone and risk making tons of money.  Thanks for 

pointing me in the right direction!  
 
~~Skyler J  
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Chapter 2 ɀ Very Poor Listening!  

)ÔȭÓ ÎÏÔ ÔÈÁÔ ÔÈÅÙ ÄÏÎȭÔ ÌÉÓÔÅÎ ÉÎÔÅÎÔÉÏÎÁÌÌÙȢ They don’t listen because 
they don’t know how to listen. The fact is, very few people know how to 
listen. Most of us have been told to listen… but… no one ever took the 
time to show us how to listen.  

 

Once Small Business Owners become 
familiar with Deep Listening, it’s not 
unusual to find them on the Fast 
Track to Increased Sales! 

 

What  do you do about  it ? 

 

You’re going to start seeing a pattern here… 
It’s important that you get a clear picture of what listening is and how 
often you aren’t actually listening.  Here AGAIN, I suggest audio notes.  
 
Small Business Owners and their Salespeople are constantly amazed by 
how often they interrupt and talk over their prospect and how little they 
listen. They can’t believe their ears.  
 
I have had clients that corrected the problem overnight and I have also 
had clients that struggled trying to correct it for weeks, maybe even a 
month or two. Don’t be discouraged if you have to work at it. The results 
will come, guaranteed!  

 

Another advantage in becoming a great listener is that it separates you 
from your competition as well as 99% of every other Small Business 
Owner or Salesperson your prospect has ever had a conversation with. 

Just notice and become 
aware of what you are doing 
or not doing. Often, just this 

awareness allows you to 
immediately self-correct. 
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Dear Bill:  
 
Well, it has been a y ear since one of my sales staff took your òStand-Up Sales & 

Negotiatingó course.  He balked at some of the concepts presented, avoided the advanced 

classes that followed, and still agreed that he was learning new things.  
 
You must have lit a significant fi re in him.  That  was the best sales year ever for this 

individual; actually, his sales inc reased a full 30% over the previous year.  
 
Growth continues, and I know that we have you to thank for renewed inspiration and energy 

in making new contacts.  
 
~~ Debor ah A., President  
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Chapter 3 - Not Enough Questions  

 
And there are some very good reasons 
for not asking questions. 
 
For as long as I can remember, 
questions have been discouraged, in 
school as well as at home. I know they “said” there were no stupid 
questions and that was a lie. Most of us learned not to ask questions as 
the result of a look we received, a smirk on someone’s face or outright 
being laughed at... all painful lessons that cause many small business 
owners and their sales people to be timid when it comes to asking 
questions. 
 
We have been trained from childhood to answer questions, and the 
faster we could provide the answer the greater the praise, and the 
smarter we felt. It’s natural that the best and the brightest couldn’t wait 
to put their hands up and be shouting out, “call on me… call on me”. 
 
It’s no wonder that most small business owners as well as their 
salespeople think it’s their job to rapidly provide answers to their 
customers and prospects.  
 
To further complicate the issue is the fact that smart people don’t need 
to ask questions because they have all the answers. 
 
As a result of needing to look like the expert, the vast majority of small 
business owners and their salespeople make assumptions about what 
their prospect needs or wants.  Until we become comfortable asking 
questions, it’s easier and less time-consuming to skip the questions, 
and sell them what they want to buy even if there is a better way.  
 
One of the keys to closing more sales at better margins is developing 
the ability to ask compelling questions. 
 
It only takes a few better-than-average questions to become “the 
person” the buyer trusts and wants to do business with. 
 

Ask questions! 
Assumptions kill 

relationships. 
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What do you do about it?   
 
Care about the customer and their results more than you care about the 

commissions. (I know this too flies in the face of traditional training.)  Use 

questions to ramp into conversations that replace presentations. 

 

I came up with this concept while I was in the insurance business. I was 
selling employee benefit plans to employers and then presenting those 
employee benefits to their employees along with a payroll deduction life 
insurance package. 
 
This required presenting to between 9 and 15 employees per day. 
 
I was pleasantly surprised at how simple the concept was and how 
much impact it had on the results… it turned the traditional 
presentation into a high-impact conversation that generated 
astonishing results. 
 
Rather than sitting them down and telling them about their benefits and 
how they worked, I started sitting down with them and asking them 
questions about their benefits and how they worked.  
 
That simple concept changed everything … 
 
The questions were simple and the benefits booklet that I had written 
contained all the answers. The meetings, once boring or monotonous, 
for all concerned, became interesting and a pleasure. The conversations 
were great… employees left the meeting pleasantly surprised as well as 
appreciative of the benefits they were receiving as part of their pay 
package. 
 
I was nothing less than shocked at what started happening during our 
meetings… how easy the conversations were to have, how many 
questions they started asking, how much optional insurance they were 
buying and how pleased employees were when they left our meetings. 
 
As I saw it, this was truly a transformation in the business of any selling. 
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Simple conversations resulted in people making a decision to buy … 
there was no selling… it was just helping people buy. 
 
I have been USING WHAT I LEARNED ABOUT QUESTIONS ON EVERY 
SALES CALL I have been on since then.  I HAVE BEEN showing my 
clients how to USE QUESTIONS to do the same.   
 
I suggest you look at your sales process and start developing questions 
that will help turn your sales presentations into sales conversations that 
touch, move and inspire your clients and prospects to buy. 
  

Well-thought-out questions will cause people to think or re-think their 

situation in a way that may well  provide them with new insight and a more 

effective way of doing things. When this happens, the salesperson that 

helped his buyer reach new conclusions becomes his hero.   

 
Remember that while:  
Most Sales People go into their  meeting s armed with many Good 
Answers  ÔÈÁÔ ÐÕÔ ÐÒÏÓÐÅÃÔÓ ÔÏ ÓÌÅÅÐȣ  
Great Sales People go into their  meeti ngs armed with a Few Good 
Questions that wake the prospect up !  
 
That being said, I suggest that you replace the traditional “Selling 
Model” or telling model to “Helping People Buy” or asking questions 
model.  
Ask your prospect what they know about you or your company, your 
product or your service… before you tell them anything about you. 
 
Depending on what you are selling, the next question might be, “When 
you Googled us, what did you discover?”  
 
You will soon understand what they know as well as what they don’t 
know.  
 
When your prospect tells you all the good things they saw, you have no 
need to tell them how good you are. There is a real advantage to doing 
this… This gives you instant credibility and believability.  
 
If they didn’t Google you… ask them to.  



 

 
Why So Many Small Business Owners Struggle with Sales and Building Their Sales Teams  
Bill Knoche | Bill@WeSolveSalesProblems.com | Office 716-648-2625 Cell 716-870-0690 
©2015, William C Knoche – All Rights Reserved 12 

No one asks questions like this. As I have already said…This makes it 
easy for you as small business owners or one of their salespeople to 
establish credibility rapidly. This also makes it easy for you  to separate 
yourself from your competition.. 
 
This is an extremely effective way to start a meeting and get down to 
business in short order without a lot of unnecessary small talk, 
 
Because when you remember to ask it early in your sales call, it gives 
you a chance to capture their ears by igniting their attention and 
creates a different kind of conversation as well as a different kind of 
connection. A connection that is not easily broken and puts you on the 
inside track. 
 
What you are doing at this point is “creating a clearing for authentic 
conversation”.  It’s a “No Sell Zone”, where a prospect gets to “tell you 
what they know or don’t know” about you or your service and you get 
to listen and keep listening, using not only both your ears… but both 
eyes and your heart… until they have had a chance to say what they 
need to say.  This is seldom easy.  You will want to jump in and start 
selling before they have a chance to say why they want to buy.  At this 
point, just listen.   
 
The traditional model was not designed around today’s internet-
educated consumer. 
 
4ÏÄÁÙȭÓ ÃÏÎÓÕÍÅÒ ÄÏÅÓ ÎÏÔ ×ÁÎÔ ÔÏ ÂÅ ÓÏÌÄȣ what they  want  is 
some help buying.  The more you try to sell , the higher the 
resistance goes. 
 
After listening… and asking the right questions in the right order… you 
know what the prospect wants… you also know what the prospect 
doesn’t want, you know how long they have wanted it, you know how 
long they have been putting the purchase off and why, you know how 
your prospect thinks or where your prospect stands.  
 
You now have the space to correct any misinformation they may have. 
If they tell you they don’t know anything about your company or your 
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services… that’s good too.  You have just turned on their ears and 
captured their attention. This puts you leap years ahead of your 
competition… and you’re just getting started. 
 
How well you ask questi ÏÎÓȣ ÃÁÐÔÕÒÅ ÔÈÅÉÒ ÁÔÔÅÎÔÉÏÎȣ ÁÎÄȣ 
create that  clearing for conversation w ill show up on your audio 
notes!  
 
I sit with my clients and listen to what went on during their face-to-face 
meeting or during their phone call. The purpose of this review is to 
help them hear what they did right as well as recognize what they 
could have done to become more effective communicators. 
  
Are they telling and selling or are they listening and asking questions… 
making it easy for their client to buy?  
 
Are they pushing their buyer to buy or asking questions giving their 
buyer better ways to approach what they are doing or uncover short-
sighted thinking… truth about what a prospect’s reasons are for 
buying. 
 
Well-crafted questions help the prospect think about his situation at a 
deeper level. In many situations, the prospect discovers or uncovers 
more reasons to make their purchase and to do it with the person 
asking the questions.  
 
It is more about discovering something that was not apparent even to 
the prospect that becomes apparent during conversations with the 
sales person who’s there to help them buy. 
 
)ÔȭÓ Ùour  job  to make it easy for your prospect  to buy. 
 

You have no need to sell a buyer who sees what they want to buy, why 
they want to have it, and know they want it. 
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Here is what I want people to know about working with Bill Knoche: He has a way of coaching 

that inspires me to look for new ways to talk with my clients. After working with Bill for only  a 

few sessions I realized there was a more effective way for me to òbeó with people, a more 

effective way to sellé I learned that by selling less I could sell more and sell more in less time. 

Before I met Bill I was so busy being the authority on marketin g that I never thought to ask a 

potential client what they knew about the subject before I started talking about planning and 

what made me different. After working with Bill for a very short period, I learned how much 

time I could save my client and myself  by asking a few new questions.  
   

One of the side benefits of working with Bill is that some of my relationships are better. Iõm 

not just talking about business relationships; Iõm talking personal relationshipsé I know Iõm a 

better husband and fatheré I think my wife sees me as a better listeneré more 

compassionateé andé far more patient. 
 

I could go on and oné but it could all be boiled down to: 

Since Bill started coaching me, not only do I ògetó my clients better; they also get me. I 

stopped unintentiona lly ruffling feathers and started closing more sales, more quickly, more 

easily. And along with better sales came better relationships: at work and at home several 

people applauded the New Seth.  
 

~~ Seth G.  
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Chapter  4 - 4ÈÅÙ $ÏÎȭÔ +ÎÏw How to Deal with 
Tough Questions or  Step Up to the Truth 
Powerfully  
 
Let’s start this chapter with the hard truth… according to recent 
research, 96% of people admit to lying and 60% of people can’t go 10 
minutes without lying. 
 
No one admits it, but we all do it especially when we feel that it’s the 
only way out of a situation. 
 
It started when we were kids.  
 
I’ve seen a mother tell her daughter, who didn’t want to go to her 
friend’s birthday party, to tell her friend that she was sick so she didn’t 
have to go.   
 
Do you remember heading out the door to play baseball after dinner… 
your hand is on the door handle as you shout out, “Hey Dad, I’m going 
out to play baseball” and your father retorted back in a gruff tone, “Is 
your bedroom clean?”    
 
You had a split-second decision to make… Say yes… lie or say No…and 
suffer the consequences.  This is where we learned that telling the 
truth often results in a loss or punishment of some kind. 
  
I know that stretching the truth was and sometimes still is common 
practice in the home improvement business, the insurance business, 
the automobile business and more…  
 
Sometimes salespeople feel the only way out of a difficult conversation 
it to speak less than the truth… nice way to say lie. Stop it. 
 
Another thing I would like you to know is that many times salespeople 
put such pressure on prospects that prospects feel the need to lie also. 
 
When prospects are asked a question that they aren’t ready to answer 
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or that causes them to feel trapped, it’s common for them to tell less 
than the truth too.  They avoid the truth… stretch the truth… bend the 
truth… twist the truth… they say anything they need to say. 
 
This isn’t an easy, comfortable or often written-about conversation, it 
is however the truth . 
 

What  do you do about  it ? 

 

Learn how to step up to the truth and hit it head on… 

 
It starts with discovering what you currently do with tough questions. 
They are easy to spot because they are the questions you hate to hear… 
They slow you down… sometimes they bring you to your knees… They 
are the questions that you never know how to handle well.   
 
We are back to capturing and reviewing your conversations and then 
it’s about taking the time to design better, more effective, more 
compelling ways to reply. 
 
Practice providing the truth powerfully! 
 
Learn to ramp into the prospect’s question starting with “John… I 
don’t know whether or not you are going to like my answer but, I am 
going to have a problem meeting that deadline” or, “John, is it going 
to be a major problem if I said we wouldn’t be able to meet that 
deadline?” 
 
When you tell it powerfully, people are often shocked as well as drawn 
to help you figure out a way to solve their problem.   
 
Practice, Practice, Practice.  
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Dear Bill,  

 

I am now at the halfway point through your Stand -Up Sales and Negotiating Seminar and find myself 

anxiously awaiting the next class.  My intention, when I decided to attend your course, was to learn 

more about selling.  My companyõs sales had flattened and I found myself frustrated, not knowing what 

to do about it.  

 

Looking back through the past weeks, though, I have learned something so different from the òsales 

pitchó or òroutineó I had expected.  Your course has given clarity to everything around me; my goals, my 

experiences, my relationships with others, my PURPOSE.  

 

In the past, I have read countless books, gone to too many seminars and listened to more tapes on 

salesmanship than I care to admit.  You, though, possess an amazing skill, well beyond the norm, for 

teaching what really counts.  Your classes are relevant for each of us, as diverse as we areé from 

stockbrokers, to truck sales to even me, an artist!  You are explicit in your teaching and your 

òhomeworkó always applies to the real world, opening doors for REAL sales, not just exercises. 

 

My business had always encountered a first -quarter slump each year.  For the first time, I realize that 

it is not inevitable, I CAN do  something about it, and now I have the tools to never let that happen 

again!  Utilizing what I have learned, I have never been busier.  I have more meetings now than what I 

usually have scheduled even in my busy season, and am experiencing a greater succe ss rate than before.  

 

Thank you.  You have saved my companyé you have saved my life! 

 

~~ Nancy C. M., President  
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Chapter 5  - They ÄÏÎȭÔ ËÎÏ× how  to be              
Powerful  without  being Pushy 
 
What does it mean to be Powerful without being Pushy? I say a 
business owner or sales person that takes a stand for their customer is 
Powerful. A Powerful person who won’t easily allow a customer or 
prospect to make a decision that they are likely to regret later.  

 
A Real World Example: 
 
I was on a sales call with a Project 
Manager from a home improvement 
company.  The homeowner was 
interested in remodeling her kitchen.  
During the initial conversation about 
what the home owner wanted in the kitchen, it became apparent that to 
have the kitchen flow the way the homeowner wanted it to, a window 
needed to be moved. The homeowner said she didn’t want to move the 
window and wanted the sales person to treat the window like it was a 
wall and just put the lower cabinets over it. 
 
Kevin, a Project Manager, knew that it could be done the way she was 
asking and he knew there were many reasons it was not the way the job 
should be done. In addition to the fact that it would be esthetically 
inappropriate, it would end up costing her more money than she was 
saving when it was time to sell her home. It was obviously a 
shortsighted way to approach the project. 
 

Kevin didn’t spend any time making her wrong or trying to push her in 
what he considered the right direction. 
 

He simply asked her questions. “Mary, Give me some help… Is there a 
reason that you don’t want to replace the window?” 
 
Her answer surprised us both. In spite of the fact that she was about to 
spend $32,000 remodeling the kitchen, she didn’t want replace the 
window because she had paid $400 to install it only two years earlier. 
 

Powerfu
l sales 
people 
take 
care of 
people… 
they do 
everythi
ng in 
their 
power 
to help 
their 
client 
make 
decision
s they 
won’t 
regret 
later. 
 

 

In a powerful sale you take care 
of your customersé you do 

everything in your power to help 
your customer make decisions 
that they wonôt regret later. 
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He asked her if she would be willing to replace it with a smaller window 
if we could remove the window without damaging it so she could sell it 
in a garage sale and she smiled and said, “Yes… as long as I don’t have to 
toss it in the trash.” He took her side in the issue. He helped her make a 
decision that she was happy with and was in her best interest. 

 
When the project was finished, she was delighted with the kitchen and 
with the fact that Kevin had spent the time to help her do the job right 
by replacing the window rather than taking the easy way out and letting 
her build her kitchen counter over the old window. 
 

What  do you do about  it ? 
 

This is another place to practice helping your prospect or customer buy 
by taking care of them, by sharing with them what you have learned 
over the years about your product or service and making it difficult for 
them to make a poor decision.  
 

 

"I love marketing but have always hated sales and that was because I always saw sales as 

manipulating others into bu ying stuff they never needed. That just did not seem right. At 

the same time I knew that without going out and selling my service I would have to continue 

to struggle with my business.  What  I  like  about  Bill's  approach is  that  it  is  simple  and 

effective. Of course the best part about his system is that it lets me be me (sigh of relief) 

instead of struggling to be someone I'm not. I love the fact that all I have to do is just have 

a conversation with my prospect. It feels natural and wonderful to just connect with another 

human being. My prospects can feel it to o. They feel listened to, respected and so 

comfortable with me.  

 

~~ Anila M., President  
 

 By the way, you should also know that Bill's system has not only helped me in business but 

also my personal relationships. Bill gets a gold star for his system.ó 
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Chapter 6 - 4ÈÅÙ $ÏÎȭÔ Return and Review  
 
They don’t return and review what they have done during their recent 
presentations and sales calls and look for ways to improve them. 
 
They keep making the same little mistakes week after week, month 
after month, year after year. Little mistakes that are costing them 
big money… week after week and year after year!  Money that adds 
up to a fortune in lost income and future opportunity.  
 
They donȭt learn from prospects that put them off. 
 
In my coaching sessions I have had salespeople say to me, “I never know 
what to say when a prospect or customer tells me, ‘Looks good, I like 
what you showed me, I’ll talk with the rest of the team and I’ll call you’ 
or ‘Looks good, I’ll get back to you in a week or two.’” 
 
They donȭt learn from ÔÈÅÉÒ ÍÉÓÔÁËÅÓȣ (Ï× ÌÏÎÇ should a salesperson not 
know what to say to a prospect in a selling situation? 
 
) ÓÁÙ ÉÔ ÓÈÏÕÌÄ ÏÎÌÙ ÈÁÐÐÅÎ ÏÎÃÅȣ ÍÁÙÂÅ Ô×ÉÃÅȣ ÂÕÔ ÍÏÓÔÌÙ ÏÎÃÅȦ 

 
What  do you do about  it ? 
 
How about listening to audio notes… 
doing autopsies on deals that died?  No 
one seems to be curious or understand 
why it’s so important to know exactly 
why the prospect didn’t buy from them. 
 
They may be curious but not curious enough to spend any time or 
effort looking at it.  Most salespeople don’t look for ways to deal with 
it because many of them have a collection of traditional 
excuses/reasons for people not buying and they appear to be 
industry-specific. 
 
The most common reason for a prospect not buying life insurance is, “He 

Itôs your job to know what to say 
the next time you run into a reply 
that slowed you down or brought 

to your knees at one time.  
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was a jerk, he didn’t care about his family.” 
 
In the label business it’s, “We weren’t competitive, they wanted a better 
price.”  In the real estate business it’s, “Buyers are liars, what can you 
expect.”  In the auto business it’s, “He was a stiff or he’s just a tire 
kicker.”  
 
And the list goes on… there are 100’s of “pat answers” for why 
prospects don’t buy. I think it’s easier to justify why we couldn’t sell the 
prospect than it is to figure out a way to help the prospect look at his or 
her situation in a different way that allows them to make the purchase 
rather than putting it off another day, or another decade. 
 
The sales manager says get over it and get on to the next one.  There is a 
difference between “moaning and groaning” about the one that got away 
or didn’t buy and figuring out what we could have done differently so 
we will be prepared the next time something like this happens. 
 
Not learning from our past mistakes is a major problem in business… 
owning one or selling for one. 
 

 
 

  

òAny artist whether painter, potter, pianist or cook, must practice and practice and practice 

basic techniques until those get i nto the muscles and no longer require conscious thoughté any 

artist will tell you that in the moments of creativity they are not there, they get out of the way 

and the inspiration seems to come from nowhere, from beyond.ó 

 

~~ Gwyneth Moss, internationally known presenter and trainer in EFT  
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Chapter 7 - They Underestimate  the Value of or 
Impact of Tonality  
 
A good waiter or waitress will hear the difference in a split second. 
 
The astute waiter knows that the tone of voice carries the real 
message and the words may mean absolutely nothing… how the 
guest replies is far more important than the words they use.  
 
“Wonderful, Great, and Good” can all mean exactly what the guest 
said… Wonderful, Great and Good… OR… they can mean exactly the 
opposite… “I had a crappy meal and you won’t see me back here 
again”, all based on the tonality. 
 
If they are worth their salt, they won’t let the “I won’t be back 
tonality” slide… they will find out what’s behind the “tonality” and 
make every attempt to correct the situation. 
 
Most Small Business Owners and their Sales People are so 
focused on selling and getting to yes  that  ÔÈÅÙ ÄÏÎȭÔ ÎÏÔÉÃÅ 
tonality.  

 
 

What should the next step be? 
 
If the seller had been focused on and 
listening to the prospect, he or she 
would have noticed the tone and put 
less weight on the words… because 
that is where the real message is. 

 
If you follow 100 salespeople around (and I’ve followed many), one or 
two would know to check with the prospect and find out why the “ho-
hum” tone… the other 98 would just continue selling the prospect, 
unaware that their prospect really isn’t that interested or has just made 
the decision that this is not what they are going to buy. 
 

 

Pay attention to toneé  
Because ñtoneò is the guidance 

system that delivers the 
message to the targeté 
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Sales people that don’t listen for and pay enough attention to tone of 
voice will consistently be struggling with sales.  
 
While we aren’t mind readers… once we become aware of how 
important tone is and how to address it, any need for mind reading 
goes away and sales start to soar. 
  
Somewhere along the line, prospects learn that it is easier to avoid 
the truth than it is to tell the truth when it comes to salespeople.  
 
That’s another reason people struggle with sales. It goes back to not 
really being willing to confront what is occurring in the 
communication. 
 
What to do about it?  
 
We are ÂÁÃË ÔÏ ,ÉÓÔÅÎÉÎÇȣ this is right where we started… 
Listening… the better you become at listening… the more willing 
your client, customer and prospect are willing to listen to you…  
(Try it… you will like it, and you’ll find your clients and prospects will 
like it too). 
 
Business Owners and their sales 
people  need to be able to listen  so 
well  they  can hear not only what is 
ÂÅÉÎÇ ÓÁÉÄȣ but what  is not being 
saidȣ ÃÏÖÅÒÅÄ ÕÐ ÏÒ ÈÉÄÄÅÎȣ 
!.$ȣ have the communication 
skill  to address it.   This is another 
advanced concept or communication 
skill that successful business owners, powerful leaders and the leaders 
in selling developed. 
  
 
 
 

 

Learn to l isten  so well  you can 
hear not only what people are 
ÓÁÙÉÎÇȣ but what  they are not 
ÓÁÙÉÎÇȣ ÃÏÖÅÒÉÎÇ ÕÐ Ïr hiding.  
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Chapter 8 - They Are Unaware that They are 
100% Responsible Not Only for What They Say 
to their Prospect but for What their Pros pect 
Hears 
 
Simply put: you need to focus on what you say as well as on what gets 
understood by the person you are speaking with. And each person will 
understand something different even if you use the same words! 
 
What do you do about it?  
 
You start by paying attention to your gut and focusing on your prospect 
and their body language. 
 
Being a focused listener positively impacts everything you do… as a 
small business owner, sales person, husband, wife or parent, it all 
contributes to being more effective and productive.  
 

There are many advantages to the Small business owner and their 
salespeople. 
 
You can learn as much about your 
prospect as your prospect can learn 
about you by focusing on his or her 
body language. You can feel the truth 
and you can also feel less than the truth.  
 

Prospects often turn into clients when 
they discover from watching your body 
language that you are knowledgeable and can be trusted as a result of 
paying attention to them and how you are answering their questions… 
and asking them questions that no one else cared enough to ask.  

 

 

 

When you ask powerful 
questions, your prospects will 

intuitively know that you are the 
person they want to do business 

with. 
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9ÏÕÒ *ÏÂ ÉÓ ÔÏ ÍÁËÅ ÙÏÕÒ ÐÒÏÓÐÅÃÔȭÓ ÊÏÂ ÏÆ ÂÕÙÉÎÇ 
easierȣ  My Job is to help you do just that .  
 

To Open More Doors… to Meet and “Connect” with More People… to Get 
More Done… to Have More Fun… to Close More Sales… to Make More 
Money, and that all adds up to Living More Life! 
 
So, if you can see the value of building better customer relationships and 
better margins, then… 
 
We should talk!  
 
I have created a complimentary one-on-one session called: 
How to close more sales... more quickly... with less effort .  
 
During the 60 minutes we will work together, you will:  
¶ Get a crystal -clear vision  of your ultimate sales funnel. 
¶ Discover what, if anything, is stopping you from truly connecting with 

your prospect  and how to fix it. 
¶ Leave the session energized, in action and ready to go … with simple 

actionable steps  that will take your sales to a new level. 
 

To schedule a complimentary session,  send an email to:  
Bill @WeSolveSalesProblems.com   
 
Please be sure to ÅÎÔÅÒ Ȱ3ÍÁÌÌ "ÕÓÉÎÅÓÓ 3ÅÓÓÉÏÎȱ ÉÎ ÔÈÅ subject  line ! 
 
I look forward to hearing from you and I wish you good selling.  
 

 
 
 
 
 
   

   Bill Knoche,  
   Corporate Plumber, Sales Strategist, CEO  
   Bill@WeSolveSalesProblems.com 
   www.WeSolveSalesProblems.com 
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