CUSTOMER TYPES 

Knowing your customers cannot be overstated in selling. You must know who your existing and potential customers are. You must also be able to identify the key decision makers and their style of communication or buying.

We are going to examine 4 different types of decision maker.

· The Detail Seeker

· The Excitement Seeker

· The Results Seeker

· The Harmony Seeker

In each case we will look at what they want and what they will give you. We will also look at how this influences the way in which sales people interact with such buyers.

Knowing different types of buyer will help you understand how to sell to them. Let us take an obvious example.

A ‘middle-aged’ married couple and their two children are looking to buy a new house. The estate agent knows that the couple both work as accountants, are good salaries and that the children are at a local school.

· What can the estate agent expect from these customers?

A 19-year-old man, single, well dressed and with a £25,000 car allowance from his sales job is looking for a car. He will use it for work and pleasure. He has no children, lives at home and the car salesperson sees that the customer is in expensive clothes, shoes and jewelry.

· What can the car salesperson expect from this customer?

The Detail Seeker

A detail seeker will look for information, analysis and facts. They will consider you and your company upon objective measures such a technical information, cost and quality. They will also wish to run a cost/benefit analysis on what you are selling to gain further objective measures.

Detail seekers may be found in occupations such as accountancy, finance, law, engineering, medicine and technical IT. Detail seekers will question a sales person very closely upon the facts and will not allow technical data to be sacrificed in the process.

Detail seekers will respond readily to savings in price and improvements in satisfaction/performance. They are not interested in the superfluous features. Key words to use when selling to a detail seeker will be
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· Practical

· Measurable

· Accurate

· Developmental

Salesperson Tip: If you are meeting with a detail seeker, know your product inside out. Come armed with facts and figures to back up your assertions. Be prepared to discuss the financial savings or timesavings that you can offer and quantify these into an objective term that the detail seeker will appreciate. Although not always cold, a detail seeker may not respond to emotional features and benefits so do not use them liberally.

Do you know anyone like this?

The Excitement Seeker

An excitement seeker is interested and motivated by things new. They enjoy meeting people, learning about new initiatives and starting projects. An excitement seeker will be less interested in actually implementing a project than starting it.

Excitement seekers can be disorganized and difficult to pin down. However, they will be enthusiastic and talkative when you do set up a sales meeting. Quite often sales people are excitement seekers. They are motivated by status, material objects like cars and clothes and they are ambitious. Excitement seekers like to feel important but hate restrictive practices and tight deadlines. 

When selling, an excitement seeker will want to talk and be sociable with you as a sales person. They will want some detail, but overall they are seeking the bigger picture. They are also interested in how your solution will make them look and thus they are susceptible to emotional benefits.

For example ‘With this storage system you will saves money and time and thus bring noticeable benefits to your company and your boss.’ 

What the sales person is say is ‘Buy this and you will earn brownie points!’

Another pointer on excitement seekers is that they need to be followed up. They will love ideas and principles but be slow to enact the decision making process. They may even hand the project over to others who are not excitement seekers and thus need to be approached to convert the sale. Keep chasing the excitement seeker or else they will lose interest and move onto other topics.

Salesperson Tip: If you meet an excitement seeker, they may be head of sales, marketing or customer service so be friendly and enthusiastic. The excitement seeker will often stray from topics to discuss unrelated issues or muse about themselves. Keep the conversation on track and focus upon the sale. Note that excitement seekers buy from people that they like as much as the benefits of the product so let your personality shine through.

Do you know anyone like this?

The Results Seeker

A result seeker is someone driven by success and outcomes. They are often business focused and find it difficult to tolerate people they see as inferior or not as capable. A result seeker is highly competitive, driven and see risk as a natural part of business. However, they have no time for those who fail or cannot measure up to the standard set.

Typical results seekers are business owners, pilots, professional sports people, senior executives and politicians. They will demonstrate supreme confidence, a hard-nosed approach to jobs and will at all times be assertive, even domineering.

When selling to a result seeker, you will have to understand that you are probably taking up valuable time. There will be little friendliness; it will be fast paced, focused and business like. As you are selling, the result seeker will probably be assessing you as a person and whether you are credible against their own standards.

Result seekers are not overly concerned with detail or emotion. They are looking from direction, purpose and most importantly results. They will want to see clear benefits to your product or service that will lead to improvements in time, money, productivity, reputation and status. They also will want to be able to make a decision quickly. If you focus on these outcomes then the result seeker is more likely to remain interested.

Salesperson’s Tip: Be straightforward. Do not make too much small talk or beat about the bush, as the result seeker will find this boring or irritating. Provide concise, well-prepared information of the main sales points. Be forceful but avoid contradicting or challenging the result seeker, they will not respect it. The result seeker likes strong people but is not used to being told what to think or do.

Do you know anyone like this?

The Harmony Seeker

Some people are not hard nosed at business or interested in excitement. They have softer personalities and enjoy caring and listening. They are found in occupations such as teaching, social work, nursing, charity work and show business. Harmony seekers often enjoy their job, are focused upon it and are not particularly keen on sales people. It is among this group that stereotypes of sales prevail.

Harmony seekers are far more interested in the effect their decision has on colleagues and customers and thus usually take longer to make the decision. Thus, you will find that some organizations have a group of Harmony Seekers making the decisions together. This protracts the process further which is why you as a salesperson need to know to what they will respond.

It is also important to note that many Harmony seekers, while not the actual decision maker, will hold a lot of influence. Winning them over may be as important as winning over the decision maker themselves.

Harmony Seekers will respond to a human touch. They will like to build a rapport and trust. They may be frost to begin with, but w=once they warm to you they become an ally and source of information. Make notes about them such as holidays, children or any topic that you can refer back to each time you talk to them. 

Avoid business talk or wider issues about which they are probably not interested. Avoid extravagant sales pitches or too much information. This buyer will be interested in the softer side of the sale and an indication that you care about the outcomes and the people in your prospect’s company.

Salesperson’s tip: The harmony seeker needs to warm to new ideas. Keep it simple but interesting, as they hate the risk of wrong decisions. Make them feel important and respected but stick to business, as they will be busy and not keen on sales people who are too familiar.

Understand the harmony seeker’s relationship with other decision makers. If you can get them on side they will often fight your case for you.

Do you know anyone like this?

What is your style?
Are you a detail seeker, do you prefer exciting new challenges, are you a hard nosed quick decision maker or do you like a soft caring comfort zone. Know your own style and you will appreciate customers similar to yourself. You will also learn to respect the way other, different views see you and your product or service.

There are strengths and weaknesses in each style. The key to selling, is understanding to which communication technique each of these seekers will respond. There is a saying ‘people buy from people like themselves’. It is true. We like people who are like us, so a good sales person will adapt their selling to be like, or similar to their customer.

Think about yourself and your friends. Think about what you have in common. Remember in a previous session we examined how we build relationships with internal customers based on respect, friendship and common experiences. Next time you are talking to someone at work you like, see how they mirror your mannerisms, phrases and actions. If they do the same as you, then you are talking the same language!

Using the handouts given, write down your honest opinion of your own

Positive characteristics for selling

Negative characteristics for selling

Detail Seeker

What are the main communication styles of the detail seeker?

1.

2.

3.

4.

5.

How would you adapt your style to deal with this type of person more effectively?

1.

2.

3.

4.

5.

Results Seeker

What are the main communication styles of the results-seeker?

1.

2.

3.

4.

5.

How would you adapt your style to deal with this type of person more effectively?

1.

2.

3.

4.

5.

Harmony Seeker

What are the main communication styles of the Harmony-seeker?

1.

2.

3.

4.

5.

How would you adapt your style to deal with this type of person more effective?

1.

2.

3.

4.

5.

Excitement Seeker

What are the main communication styles of the Excitement-seeker?

1.

2.

3.

4.

5.

How would you adapt your style to deal with this type of person more effectively?

1.

2.

3.

4.

5.

