
 
 

The Three Best Sales Skills You NEED! 
Do You Diagnose? 

 
“Sales are contingent upon the attitude of the salesman -  

not the attitude of the prospect.”      -Clement Stone 

What’s Your Problem? 

I love when someone says during a sales workshop, “I’m in the problem-solving 
business.” “Great,” I answer. “I was diagnosed with cancer several years ago. Solve 
that!” 

I actually was diagnosed with cancer but thankfully, I am now cancer-free.  No help 
from a sales account executive, though.  Most sales people think sales are all about 
solving people’s problems. They don’t realize that most people can and must solve their 
own problems.  Great sales people assist them in the process. 

For instance, your hot water heater is broken. You can’t take hot showers/baths or wash 
clothes and dishes. Do you need a sales person to tell you what to do? Do you know the 
difference in BTUs, electricity and gas heaters, tankless heaters, etc.?  Most of us don’t, 
but we can find the answers online. But to actually obtain a local hot water heater that 
does what we need and have it installed takes a resource that most people don’t have 
access to on their own. It takes a great sales person who can assess needs and deliver 
competent and affordable results. 

There are Three Skills you need in sales that you can’t do without, but many account 
executives try to skirt them… and they fail.  You will also fail if you don’t practice all 
three skills. 

1. Make calls.  I have taught sales training for over 15 years. No matter how much 
I train people, they still want to avoid making calls. I even challenged a group 
of speakers to follow my sales script for 90 days and then call me if they had 



any questions.  My stipulation was they had to make 15 calls per day. After 90 
days NO ONE had done what I asked. Why? They wanted an easy way out. 
They tried some quick way to get out of making calls and be successful.  
 

You can’t be successful in sales without making calls. 
 
This is a non-negotiable. You will always have to make calls. When Honda 
Accords were the biggest selling car, many salesmen said that all they had to do 
was take orders. Two years later, most were out of their car businesses.  They 
hadn’t planned on the day when they would have to make new sales calls. 
 
There was one year that I was so busy on the road I made fewer calls. The 
following year was my worst year. I hadn’t made the calling a priority the 
the previous year and I paid a hefty price for it. 
 
Zig Ziglar said, “Timid salesmen have skinny kids.” If you don’t make the 
calls, you will starve both yourself and those who depend on you.  

In an online Motor Trade Insider article about how everyone in the dealership 
suffers when sales people are apathetic, the writer said, “You may find this hard 
to believe but sales staff will pick up the phone or avoid eye contact in order that 
they don’t have to engage with a customer for fear that it might be a waste of time. 
These types of people are commonly known as “sales prevention officers” and the 
trade is literally littered with them at the moment.” 
 
It is amazing that account executives think they can be successful without doing 
the work. Much worse, they believe that only a small amount of sales people 
actually do the work; but think they will still benefit whether they do it or not. 
Nothing could be farther than the truth. 
 
Your lack of sales is a direct result of your lack of making constant contacts. Start 
making calls… and then make more calls. 
 

2. Ask Questions. The process of asking great questions is the “meat” of all sales – 
not providing answers. How will you know what customers want if you don’t ask 
questions? A friend of mine calls this process “Qualifying.” He teaches his staff to 
qualify customers to see what they want. You do this through asking the 
prospective customer questions. 
 



I like to think of this process as “diagnosing the problem.” Remember when I said 
I was diagnosed with cancer several years ago? The diagnosis didn’t occur in one 
doctor’s visit and it didn’t happen overnight. 
 
For years I had tests that showed certain signs and fluid levels elevating. I had 
biopsies, x-rays and referrals to several physicians. Finally, I was told that I had 
cancer. The doctor gave me several choices for treatment. One was to do nothing 
and hope it would go away. One was to take chemo-therapy tablets. Another was 
to have radiation. I was also offered surgery that would pinpoint the cancer and 
remove it from my body. I opted for the surgery. I am cancer free for 7 years! 
 
The point is that the decision was mine, but the doctor diagnosed me to give us 
both a better understanding of the situation and how to remedy it. I am so glad he 
did that rather than throw the chemo pills at me or start radiation. I am also glad 
he did the tests and biopsies… or I would have never known I had the problem. 
 
How well do you ask questions of your prospects?  Do you let them dominate the 
conversation, or do you take charge asking questions?  
 

Don’t let the customer ask all the questions. 
 
You don’t want the sales presentation to become an interview and people don’t 
buy from “interviewees” that often. 
 
Next sales presentation, ask yourself, “Who is in charge of the conversation; the 
person asking the questions, or the one answering them?” You need to take charge 
of the conversation or the prospect will talk themselves out of the sale. 
 

3. Shut up. More sales are lost because the seller didn’t listen to the buyer and 
lost the sale.  Listening skills are the key to selling and selling MORE to 
customers.  Hear what the customer says about their need, problem or desire. 
Get to know them and what they like. Listen for tips and triggers they will use 
in conversation that reveal their buying style.  
 
Some buyers purchase out of necessity. Some buy out of status and a need to 
fit in with others. Some buy only the basics and nothing more. Others buy 
based on statistics and details. If you listen for these cues, you will know how 
they communicate and how to respond or ask the next question. 
 



“A smart salesperson listens to emotions, not facts.”   
                                  -Unknown 

 
Great sales people do their best to take the focus off the price. They know that 
price is a tactic many people use to get a better “deal.” 
 

Value is what sells to most people. 
 
If you allow the buyer to focus on price, you have already lost the discussion – 
and the sale. Value is the determining factor in what sells and what doesn’t. 
When buyers perceive value, they will respond with more business… and will 
invest in you for years to come. 
 
How else can you explain the dominance of Apple iPhones in the market over 
the past 11 years when Palm, Motorola, Ericsson and Handspring quit?  How 
can you explain the success of mega stores like Cabelas and Bass Pro Shops, 
when Sports Authority and Oshmans once dominated the sporting goods 
market?   
 

4. BONUS Shut Up: Sellers need to be quiet after quoting prices.  Don’t be so fast 
to quote a price, just because the person asked for it. After you have “sold” the 
buyer on the value of your product or service, THEN you quote the price… and 
after you do, say NOTHING.  
 

The next person who talks is willing to lose something. 
 
Remember watching any Western movie that had a gunslinger?  It’s like the 
gunfight scene: the person who flinched is the one who got shot by their 
opponent.  Buyers always want a deal and they will pick up on your willingness 
to discount or come off the price if you speak a word after you quote the price.  
 

You will be as successful in sales as you are in mastering these three skills. Skip one 
and skip out on most sales opportunities. Rehearse and practice them with friends or 
associates. Try them out on small sales that don’t matter that much to you. Then build 
up to where you are a master seller of calling, asking and listening.  

Then go get ‘em! 
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