During a recent trip to Florida to visit my son, we decided to go fishing.
We got a boat; set up all of our gear, and headed out for the day. My
son baited his hook with a worm. | reached into my lunch box and
pulled out a strawberry which | put onto my hook. My son glanced
over and gave me one of those looks only a teenager can give his
(hopeless) mother and rolled his eyes asking, “What exactly are you
doing?” | replied that I thought the fish would prefer to eat
strawberries than worms—I certainly do. He gave a heavy sigh and
replied “Mom, you’ve got to give them what they want, not what
you’d prefer.”

As | thought about this exchange, | realized that his advice was not only true of fishing, but also true of
the sales process. We too often think about our needs—which products we need to sell, how to reach
our quota, etc. — rather than the needs of the customer. What, in fact, does your customer need? Your
customer needs your credibility but may or may not really need the product or service you want to sell.
Your customer values what will minimize risk and what will best meet the customer’s application.

It has been determined by customer research that there is a four minute phenomenon—the time in
which it takes for you to make an impression on a customer. (I’ve had dates where that was a four
second phenomenon, but that’s another story). To make the best impression possible be pro-active in
your approach to discovering what your customer needs and wants. Actively listen to both the verbal
and non-verbal clues and clarify by paraphrasing what you think your customer said.

We hear all too often about being customer-focused or, as the new buzz word calls it, “customer-
centric”. The origin of the word “customer” derives in part from the Latin “sui” or “suus” meaning
“oneself”. No wonder my customer doesn’t want my strawberry — my customer wants what he is
accustomed to and if you plan on selling to him, give him worms if that is what he wants.

The next tip — Positioning Your Message
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