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HERE YOU GO AGAIN...

You walk into the appoint-
ment. Sit down. Shake hands. 
Mention the weather. You 
thank the buyer for the ap-
pointment. Say the same old 
things you say to everyone to 
“break the ice.” And awk-
wardly, abruptly move on to 
talk business.

You’re yawning right now 
just thinking about it.

You and every other sales-
person out there is following 
this routine. It’s impersonal, 
stuffy, and hyper-formal. 
You’re following standard 
operating procedure, as far 

as you’re concerned. But 
where’s the personality in 
that? Where’s the style?

In the upcoming chapters of 
this book, we’re going to re-
place this approach with a 
new one. But let’s lay the 
groundwork first. There are 
four things you must accom-
plish to start appointments 
right:

PART 1: GENERATE INSTANT 
CREDIBILITY

 In fact, this step starts to 
take shape before the meet-
ing. The manner in which you 
set the appointment, kept the 
appointment, when you ar-

rived for it, and how you 
dressed for it all played into 
your instant credibility. 

But also, in those first few 
moments (not even minutes), 
you’ve got to be clear and 
confident in your own mind 
about your right to be there 
and your purpose.

You’ll notice I’m not address-
ing what words you say yet. 
I’m addressing how you con-
duct yourself. You’ve got to 
have a certain authority 
about you. You’ve got to 
carry yourself in such a way 
that people know you know 
what you’re doing. It’s not 
arrogant or cocky, and it’s 
not the opposite of friendly 
or caring. But it is an “I’ve got 
this gig down” mindset.

PART 2: GENERATE INSTANT 
RAPPORT

If you can’t hit it off with 
people in the first few mo-
ments, you’re likely done. 
You’ve got to have some ex-
traordinary things to say to 
recover from no rapport-
building…or the buyer better 
be in dire need of whatever 
you’re selling. 

Rapport will matter even 
more as our economy evolves 
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and the Internet becomes 
completely embedded in our 
lives. 

It will be too easy for people 
to size each other’s offerings 
and companies up and com-
pare them on their own time. 
Face-to-face meetings better 
offer something significant 
and personal to be worth the 
time. We’ll dive into rapport-
building later on, but suffice 
it to say for now that if you 
think you can just “get down 
to business,” you’re mis-
taken.

PART 3: GENERATE CURIOSITY
 
Peoples’ attention spans are 
shortening. You’ve got to be 
able to control a conversation 
with stimulating questions 
and comments virtually non-
stop. Some say that every 30 
seconds adults need some-
thing their brains can anchor 
to again to re-establish inter-
est.

Your product and industry 
may be less than exciting, 
but that doesn’t mean you 
can be in an appointment. 
Your best weapon here is 
framing. How you frame what 
you need to know from buy-
ers about their organization, 
as well as what you offer 

them, is what will either 
move buyers beyond a “inter-
ested” to “curious,”…or not. 

By “framing,” I mean how you 
ask questions, not what you 
ask; how you preface com-
ments, not the statement it-
self. It’s about the setup, 
about tone, and it’s about 
body language.

People become more curious 
about how you can help them 
as you frame and position 
yourself and what you offer 
in a more engaging way. 

PART 4: KEEP THE SPOTLIGHT 
ON THE BUYER

Above all else, you also suc-
ceed in generating rapport 
and curiosity when you put 
the focus on the buyer, per-
sonally, and his or her or-
ganization. 

Don’t endlessly boast about 
you and your company. You’ll 
be interesting by being inter-
ested in them. Keep the focus 
on the buyer and you’ll have 
him or involved.

In order to be successful in 
face-to-face selling in the 
coming years, these four ar-
eas have to be mastered in 
first appointments.
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In sales appointments, credi-
bility is the foundation for 
everything. 

You can be liked, but lack 
credibility, and you’ll lose 
sales. You can be assertive, 
but lack credibility, and you’ll 
torpedo yourself. You can 
even know your buyer on a 
personal level, but lack 
credibility in your business 
and she’ll always find ways to 
avoid doing business with 
you.

As we mentioned before, es-
tablishing credibility begins 
(or doesn’t!) before you even 
meet. Here are some quick 
tips for generating instant 
credibility with your buyers.

TIP 1: STOP BEGGING FOR AP-
POINTMENTS 

It’s just not done by profes-
sionals. Would your company 
president nag some frontline 
manager for 15 minutes of 
their time? Of course not. 
Neither should you. Don’t 
plead. 

No mater how bad your 
numbers look at this particu-
lar moment, you don’t want 
to look and sound desperate 
for business.  So straighten 
up, take a deep breath and 
remember you’re trying to 
establish a professional rela-
tionship that is based on mu-
tual value, not on pity.

TIP 2: IF YOUÕRE USING A 
PHONE SCRIPT, MAKE IT BE-
LIEVABLE 

Too much hype and you gen-
erate more skepticism than 
credibility. Once you’re “dia-
loguing” with your buyer af-
ter that initial script, be care-
ful not to over-hype or over-
promise the results you 
might be able to get them.

TIP 3: BE ENTHUSIASTIC, NOT 
OVERLY EAGER 

If you’re a professional in 
your field, you’ve been down 
this road a thousand times, 
so act like it. For example, 
when scheduling the ap-
pointment your calendar 
should be flexible, but not 
wide open to meet with just 

anyone. Don’t be a giddy 
teenager, excited that some-
one might like you.

TIP 4: DRESS THE PART 

Don't insult your buyer by 
dressing down. Good advice I 
received long ago and follow 
today: dress one step better 
than you think you should.

While for some, shoes are 
merely a means of protecting 
the feet - you’d be surprised 
how many people pay atten-
tion to your footwear. Clean 
and polish and have them re-
paired. When you cross your 
legs at a meeting, you don’t 
want to show off a pair of 
dirty, scuffed or even torn 
shoes.

When you wear a suit, make 
sure it fits and feels comfort-
able. Remember, you’re try-
ing to exude professionalism 
and confidence here.
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TIP 5: REMEMBER YOUÕRE AT 
LEAST ON PAR WITH THE PER-
SON WITH WHOM YOUÕRE 
MEETING 

What I mean here is, you're 
not in a one-down position, 
so don't put yourself there. 
For example, thank the per-
son for their time, but don't 
go overboard. 

This sales appointment is as 
much a risk of wasting your  
time as theirs, so act like this 
first meeting isn't some sort 
of partial victory. 

You're not looking for busy-
work, you're on a fact-finding 
mission in this first appoint-
ment to see if the prospect is 
worth your time, and to find 
out what pains them.

TIP 6: TALK SLOWLY AND BE 
CLEAR

Speaking too quickly gives 
the impression you're in a 
hurry, you're nervous, you're 
overly excitable. Slow down. 
Don't slur your words or run 
them together. 

Stay away from excessive use 
of  industry lingo. Be a real 
person, not a walking mar-
keting collateral. It makes 
you sound like the next guy.

TIP 7: ASK QUESTIONS THAT 
SHOW YOUÕVE DONE YOUR 
HOMEWORK. 

Ask follow-up questions 
about the company's history, 
the founder, the current CEO 
or other executives, the 
product line, etc. These show 
that you did advance work 
before this meeting, a great 
sign of professionalism.

Sales Team Tools wrote ex-
tensively about the need for 
pre-call research and the 
sales tools you can use for 
this purpose. Make sure 
you're well prepared when 
you walk in the door. A link 
to this website is included in 
the back of this book.

TIP 8: KNOW YOUR STUFF COLD 

That means you not only 
know your product or serv-
ice, you know your company, 
it's history, it's successes, 
it's procedures, everything. 

And you know your limita-
tions and authority. 

There's nothing worse than 
a salesperson, in a first 
meeting, having to go check 
with the boss to see if 
something's okay or to 
make a commitment your 

company is unwilling to keep.
That's a quick way to look 
like a rookie.

TIP 9: LOG EVERYTHING 

This means you take notes 
feverishly. It also means any-
thing date-oriented is double-
checked against your busy 
calendar first. 

Despite what you might 
think, acting like you can re-
member everything in your 
head is ridiculous, and sends 
the wrong message to your 
buyer. You can't remember 
everything, so don't think 
you can or act like you can.

While you should strive to 
master these tactics above, 
never forget that the strong-
est way to send the signal 
that you're a professional, is 
to carry yourself as one.
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First of all, rapport begins and ends with 
your interest in others.

If you find people, as a general rule, are ir-
ritating, annoying, or boring, you’re not go-
ing to make this work. You may make sales 
here and there, but you want to build a 
strong customer base, right?

And on that note - life is more interesting 
for you and those you engage in conversa-
tion with when you have two more things 
on your side: variety and personal interests. 

Hobbies, favorite sports teams, musical in-
struments you play, great books you’ve 
read, current events, amazing places you’ve 
traveled, children and their talents, the list 
goes on. These things provide for sparks in 
the conversation. See if you can tell where 
as you read on.

Assuming you like people, and you’re will-
ing to show an interest in them, here are 9 
suggestions for making rapport-building an 
easier task for you.

TIP 1: BE THE FIRST TO EXTEND YOUR HAND 

Be the first to extend your hand, to smile
and to say hello. A warm greeting can 
soften any difficult morning a buyer has
had. All three of these elements should be
present in that first moment.

TIP 2: MAKE REFERENCE TO YOUR ÒPLACEÓ IN 
THE SITUATION

Share a positive, personal feeling or goal
about the current occasion, with open body
language, and ask about that person’s 
feelings or goals. A simple statement to 
express could be, “I’m so glad to finally 
meet you in person.” Above all, try to avoid
the weather, everyone talks about it. You
can also find a reason to offer a genuine
compliment, followed by a question.

TIP 3: EXTEND THE CONVERSATION

You can briefly explore a tangent of 
whatever feeling or goal the other person
shares in order to bond emotionally, and
possibly, to discover commonalities 
between you and him or her.
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TIP 8: DONÕT TRY TOO HARD

Overeagerness is actually a turnoff. Trying
to be too funny, or overly polite, comes
across as patronizing. You’re not a 
comedian nor a doormat. You’re a
professional. Be genuine and 
sincere. 

Nick Boothman wrote a great book title 
How to Connect in Business in 90 Seconds 
or Less. 

It’s a must-read for sales professionals. Buy 
this book and master these principles to 
make that first appointment get off to the 
right start.

We’ll include a reference to this and any 
other resources we’ve mentioned on the 
last page of this book.

TIP 4: AVOID ÒDOWNÓ SUBJECTS

Don’t complain about the weather, or that
it’s Monday, or that horrible traffic you ran
into this morning. I’m sure there’s a place
for sharing complaints like that but your
sales appointment sure isn’t one of them. 

TIP 5: BALANCE THE QUESTIONS YOU ASK

Keep a good balance between self 
disclosure and open-ended questions about
the other person. The self-disclosure is
necessary to send the message that you’re
safe to talk to, that’s okay to open up. You
don’t want it to sound like an interrogation. 

But then the focus needs to return to the
buyer, not you. Be careful not to get into a
back and-forth of one-upmanship.

TIP 6: MAKE OTHER PEOPLE FEEL SPECIAL

Follow-up comments and, occasionally, 
compliments to issues the prospect self-
disclosed, help them continue to feel safe
and warm. For example, “It’s so great for
you to dedicate time to your kids like that. I
know they’ll appreciate it…though
maybe down the road!”

TIP 7: BECOME LIKE THE OTHER PERSON FOR 
A WHILE

Two people who have similar personalities
almost always hit it off despite cultural, 
religious, or political differences. I’m not 
saying you need to become someone
you’re not, but you should be an adapter.
You should be flexible.
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TACTIC 4: CREATE SURE-FOOTED 
TESTIMONIALS

You’ve probably heard it said before: when 
you tell them, it’s bragging, when they hear 
it from someone else, it’s true. 

Now, these can’t be just any testimonial. 
They can’t be the typical, “Bob has done a 
great job in managing our blah blah blah 
the last five years…”  And they can’t be 
from Jimmy Joe’s Auto Repair down the 
street. 

The testimonial has to have clout 
and has to have magical, 
curiosity-building words: “Bob 
continues to shock me with his 
ideas for helping me stay well 

under budget.”

TACTIC 5: DISPLAY STAND-YOUR-
GROUND CONFIDENCE

Stand-your-ground confidence. We’re natu-
rally drawn to people who have an un-
shakeable, don’t-mess-with-me self-
assurance. I’m not talking arrogance. Cocky 
people turn us off. But confident people 
turn us on and make us want to hear them 
out and know them better.

As you build curiosity by buyers in you, in 
your company, and in your products, you 
build momentum during that critical first 
appointment.

Here are five quick and easy tactics to gen-
erate curiosity in buyers

TACTIC  1: ASK STARTLING QUESTIONS 

A great way to start: “Jim, do you really 
want to know the one key people ignore in 
improving their…?” Complete that sentence 
with whatever benefit you provide. The 
words “the one key” perk up peoples’ ears 
and prepare them for what you say next. 
This is curiosity.

TACTIC  2: SHARE STUNNING STATISTICS

An example: “I have 76 custom-
ers, Sharon. Over the last 12 
months they’ve saved, on aver-
age, $23,000. And those are 
their numbers reported, not my 
estimates.” 

Numbers matter to people. Stating the 
numbers before you’ve given all the “how” 
details piques curiosity.

TACTIC  3: MAKE SURPRISING STATEMENTS

The statement, “I’m not ready for your 
business” early on in a sales conversation 
has always engaged buyers for me. I obvi-
ously tell them why, which is that I simply 
don’t understand their current situation 
well enough to know for certain that I can 
help.
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Above all, keep the conversa-
tion focus on your buyer. Af-
ter all, the reason you’re 
there is to fact-find and 
evaluate her problems and 
her organization’s problems. 
It isn’t to be an overpaid pro-
fessional visitor. 

A salesperson who fails at 
this task always finds a way 
to turn the conversation back 
to himself. He always has a 
story to one-up his buyer.

 He never asks questions that 
could take conversations 
even one step deeper. He can 
always manage to get off-
track, causing his own buyer 
to lose focus and interest.

In order to generate instant 
credibility, instant rapport,
and curiosity, you’ve got to 
have a friend first. 

As you focus on the other 
person. I simply can’t state 
things better than Dale 
Carnegie did many years ago 
in How to Win Friends and 
Influence People. Another 
great book to read as a 

follow-up is The People Prin-
ciple by Ron Willingham. 

Make these two books sta-
ples in your library. Read 
them and re-read them. 
Practice the tips explained. 

And in the meantime, a few 
quick follow-up questions 
you can ask to avoid turning 
the conversation back to 
yourself:

ÒWow! Why is that?Ó

“ThatÕs really interesting. 
Why do you suppose things 
are that way?Ó

ÒYou must have learned a 
heck of a lesson there. How 
did you handle that?Ó

ÒWhat a hard way to learn 
THAT lesson. How did that 
work out?Ó

Best of luck as you strive to 
make your first appointments 
even more successful.

We hope you enjoyed reading 
this book as much as we 
loved creating it for you. 

Feel free to share it with your 
friends and colleagues - and 
click or visit the link in the 
page footer for more great 
content.
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About this document

This document has been made available free of 
charge as a service of SalesLifestyle.com. The 
contents of this book are protected under interna-
tional copyright laws.

Visit SalesLifestyle.com for more e-books and 
special offers. 

Authorized use

You MAY share, copy, print and distribute this 
document provided full attribution is given.  You 
MAY NOT in any way alter this document, reuse or 
build upon (parts of) this work and/or use this 
work for commercial purposes.

RESOURCES WE 
MENTIONED IN 

THIS BOOK

Website: 
SalesTeamTools.com on 

Pre-Appointment 
Research

Book: 
Nick Boothman - How 
to Connect in Business 
in 90 Seconds or Less

Book:
Dale Carnegie - How to 

Win Friends and 
Influence People

Book: 
Ron Willingham - The 

People Principle

If youÕre online, simply 
click the titles above
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