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Some people could sell a bicycle to a fish or talk a hound off a meat truck.
Their secret? They’ve mastered the art of sales communication.
Unfortunately, communication is so ubiquitous that it’s easy to take for
granted. But if you look at any flourishing sales department, you’ll notice
they have one thing in common - the gift of gab. But this is not necessarily
a natural talent. This ability can be taught, practiced, and improved upon
over time! Keep reading to find out how to create effective sales
communication skills training and deliver it online with ease.
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What Is Sales Communication?

Sales communication is the art of exchanging meaningful messages that
demonstrate a product’s value. The interaction can occur both face-to-face
or virtually. While the ultimate aim is to close sales, effective sales
communication occurs when your team approaches the customer as a
problem-solver (versus “product-pusher”).

Why Is Sales Communication
Training Important?

When it comes to communication in sales, there’s more than meets the eye.
At its core, sales communication is all about asking the right questions and
listening closely to customers. That way, your employees will be able to
better strategize when fine-tuning their message, building rapport, and not
only closing sales but fostering brand and customer loyalty.

Evidently, sales and communication skills are essential! But, of course,
practice makes perfect. And too many ill-informed errors during the sales
process can really do a number on your business’ reputation and profits.
Online sales communication training provides employees with a safe
simulated environment in which to err without negative consequences.

Since humans learn best from experience, the more your training
environment mimics the pressure and problems of the sales process, the
more beneficial it will be.
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8 Crucial Sales
Communication Skills

It’s one thing to recognize the importance of sales communication training,
but yet another to execute it well. There are so many dimensions of
communication, including nuances, body language, and reading between
the lines. So before you create a plan for employee training, you’ll need to

know which skills are the most important to hone.

Know everything about your products

To be taken seriously by your clients, you need to speak with authority. This
involves gaining the knowledge to become a confident, convincing, and
credible professional. So, provide your sales reps with comprehensive
information on your products: their functionalities, advantages, values for
customers, etc.

@ Familiarize yourself with sales
standards and best practices

The core of this skill is aligning your customers’ needs with their pain points
in order to deliver a sales experience that aligns with your brand. There are
countless sales theories and models that demonstrate what influences a
buyer’s decision, including the BANT framework, “right set of
circumstances,” and “buying formula” theories of selling. Understanding
buyer motivations is key to effective sales communication.


https://www.ispringsolutions.com/blog/employee-training-plan?ref=ispring_guides_communication-skills-training-for-sales-reps&utm_source=ispring_guides&utm_medium=referral&utm_campaign=communication-skills-training-for-sales-reps
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@ Practice active listening

While most people listen, few of us have mastered active listening.
According to Stephen R. Covey, “The biggest communication problem is
that we do not listen to understand. We listen to reply.” That’s where the
“active” in active listening comes in. Active listening involves making eye
contact, nodding to let customers know you’re “with” them, and repeating
things back with follow-up questions to ensure you’re on the same page.

@ Understand the nuances of body language

Knowing the nuances of nonverbal language is critical to effective sales
communication. Not only does it help you send out the right signals, but it
helps you get a good read on what a customer is feeling at that moment.
That way, rather than missing out on key cues by trying to prepare your next
response, you’ll be able to anticipate where the conversation is headed and
adjust smoothly.

Be authentic

Nothing is more grounding than an authentic person who makes you feel
comfortable in your own skin. As such, authentic salespeople enable
customers to drop their guard and communicate more freely. This, in turn,
empowers salespeople to target a customer’s precise problem and solve it
with a sale! But authenticity is tricky, since - by nature - it can’t be faked.
You'll need to forget you’re on the sales floor, to some degree, and
approach customers without having an obvious angle.
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@ Handle objections with grace

Communication in sales contexts involves the delicate balancing act of
moving toward the result you intend without overstepping boundaries. In
other words, it involves “convincing without coercing.” Handling objections
is difficult, but few things are more off-putting than a salesperson who
invades your space, can’t pick up on a clue, or won’t take no for an answer.

When you pester or coerce someone, you dare hammering the same points
over and over. The trick is understanding why the customer isn’t biting, in
order to steer the conversation in a more fruitful direction.

@ Be comfortable with silence

For many, silence can be unsettling. As such, we have the inclination to “fill”
silences with idle chatter or questions. But in sales communication, this
actually works against you. Embracing silence gives your customer the
chance to think their responses through, and it gives you time to think and/
or anticipate what those responses might be to react appropriately. In
essence, effective sales communication involves “being comfortable with
being uncomfortable.”

@ Practice your presentation skills

Effective sales communication also entails practicing your presentation
skills. Simple public speaking devices like “pause and punch” come to mind
here, in which salespeople leverage the timing of pauses to enhance
suspense, curiosity, and thus interest. But presenting products isn’t all about
you and your sales team - it’s about finding your unique style of being
authentic and engaging, all while speaking confidently.
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How to Create Online Sales
Communication Training

Now that we’ve covered the most crucial sales and communication skills
that your employees need to acquire, it’s time to put it all into practice.
Traditional sales training takes place in face-to-face contexts or on-site
workshops. But now, the way of the day is online training. Not only is it far
more effective and engaging, but you minimize overhead costs and
disruptions to regular business operations.

If you’ve never created an online course before, you might imagine some
insurmountable learning curve. But most of it can be eliminated with the
right software. So keep reading. We’re going to break this process down for
you in 4 simple steps.

Conduct a training needs analysis

While conducting your training needs analysis, it’s important to develop a
strategy that clearly outlines your learning goals (what you want to teach)

and learning objectives (what skills employees should achieve).

What do your employees What could your
do exceptionally well? employees do better?

What opportunities do your What are employees’
employees know about but weaknesses that make them
haven’t addresses? critically vulnerable?


https://www.ispringsolutions.com/blog/learning-goals-and-objectives?ref=ispring_guides_communication-skills-training-for-sales-reps&utm_source=ispring_guides&utm_medium=referral&utm_campaign=communication-skills-training-for-sales-reps
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While SWOT analyses look great on paper, they’re utterly useless without

properly aligning it with your unique training needs. The key is to focus on

your weaknesses vs. strengths. For example, your sales team might be

naturally extroverted and outgoing. But if they’re unable to, say, turn

“refunds” into “replacements,” then that’s a weakness. Remember, you’re

trying to fill knowledge gaps. As such, your training should emphasize the

weaknesses versus strengths revealed by your SWOT analysis. As far as your

strengths go, if something isn’t “broken,” then there’s no need to “fix” it.

One of the best ways to put SWOT into practice is by creating a “skills

matrix” to assess the skills specific to your sales team, as exemplified below.

Personnel
Skill 1 Skill 2 Skill 3
Employee A 4 1
Employee B 1 1
Employee C 3 2
Employee D 4 3
Employee E 2 2
Employee F 3 4
4 = High 3 =Some

Competence Competence

Skill4  skill5 ~ Skill6  Skill 7

Skills

Max=28
Min=07

4 3 3 4 20

2 2 1 1 12

3 4 4 2 20

4 4 2 3 21

3 3 3 4 20

1 3 1 2 18
2=Low 1=Very Low
Competence Competence


https://www.ispringsolutions.com/blog/training-need-assessment-analysis?ref=ispring_guides_communication-skills-training-for-sales-reps&utm_source=ispring_guides&utm_medium=referral&utm_campaign=communication-skills-training-for-sales-reps
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m Research and create an outline

You can’t find a solution to an unknown problem. So now that you've
clarified which areas need improvement, you can conduct research with
purpose and direction. That way, the content that results from it will be
focused, relevant, and highly applicable.

But research is a bit trickier when it comes to communication in sales. In this
case, your greatest resources will be your sales team and customers. In
other words, now is a great time to conduct surveys with thoughtful
questions that not only measure and assess the way your team handles
certain situations in the sales process, but also their performance in the
eyes of customers.

The image below provides a sample survey containing thoughtful, open-
ended questions that you can distribute internally to your team. But these
barely scratch the surface. Try thinking of more questions on your own.

« What is your biggest obstacle to converting customers/closing sales?
« What are the most common types of questions that customers ask?

« What questions do you commonly ask customers to ascertain their
needs?

« At what point would you stop pursuing a sale with a customer?

« What are some difficult situations with customers that you turned into a
sale?

« What aspect of sales communication comes easiest to you? What comes
hardest?

« Describe a scenario where you lost a sale from an interested prospect.
What do you think went wrong?
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In addition to surveying your team and sales prospects, there are countless
credible sources dealing with topics like non-verbal communication, which
is a subsection of the broader study of emotional intelligence. The
psychology literature in this domain is immense and will help you train your
sales team to develop the 8 key sales communication skills we covered
earlier.

Once you’ve researched everything you need to address your learning goals
and objectives, you then have all the pieces of the puzzle you need to turn it
into an outline or a curriculum!

m Create content

Now it’s time to get writing to flesh it out! Your content should provide your
sales personnel with three types of opportunities:

1. The opportunity to learn about tried and tested sales theories and
models. That way, your sales team can leverage knowledge about what
motivates buyers and work their sales communication along these lines.

2. The opportunity to test how well your sales team retained the

information. This involves creating assessments.

3. The opportunity to practice sales communication (and thus make
mistakes) in a safe-to-fail setting. Therefore, you'll need to script
some role-play scenarios that exemplify how best to deal with certain

customer “cohorts” (e.g., irate, tentative, or frugal customers).


https://www.ispringsolutions.com/blog/8-ways-to-assess-online-student-learning?ref=ispring_guides_communication-skills-training-for-sales-reps&utm_source=ispring_guides&utm_medium=referral&utm_campaign=communication-skills-training-for-sales-reps
https://www.ispringsolutions.com/blog/role-playing-scenarios-for-customer-service-training?ref=ispring_guides_communication-skills-training-for-sales-reps&utm_source=ispring_guides&utm_medium=referral&utm_campaign=communication-skills-training-for-sales-reps
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There are a few types of role-play scenarios that are super helpful for sales
communication training, including:

The “on-the-fence” customer

There are always going to be customers who are hesitant or have many
objections to hurdle over before you can close the sale. This is where your
employees are going to have to practice their powers of persuasion. These
customers are highly convertible when you ask the right questions. But
remember: persist, but don’t be a pest! Let them climb down from the fence
instead of pushing them off.

( The “dissatisfied” or “cranky” customer )

This sales communication scenario is classic, yet one of the hardest to
master. When you master it, you can spot cranky customers from a mile
away and predetermine how best to disarm them. This scenario also
enables employees to flex their active listening skills.

( The “know it all” customer )

This type of scenario isn’t necessarily negative. It also includes detail-
oriented, tech-savvy, and/or professional-level customers. So the key sales
communication skill here is simply knowing your stuff and being authentic.
Let’s say a passionate gamer came in looking for an ergonomic gaming
chair. If you know your stuff, then it’s easy to build rapport and close a sale.
But even if you’re not a gamer, per se, taking a genuine interest in their
needs and asking personal questions about their hobby goes a long way.
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( The “frugal” customer )

These customers are hard to combat, but salespeople often turn these
customers around using the right sales communication tactics. Here, the
tone of voice is everything. Sometimes, they’re indignant at the price. But
other times, their tone is more of a question - that is, they’re inviting you to
justify the cost. So many key sales communication tactics are at play in
these scenarios, including speaking with authority, building trust with
authenticity, and practicing active listening.

Of course, this list is generic and goes for most sales contexts. Your business
is bound to have its own unique yet typical scenarios.

Now that you know what your course should include, look at your outline
and note down (in your computer or in a physical notebook, whatever you
like) which lessons/topics/modules are ideal for the core, informational part
of the course, where assessments should be added, and for which modules
you need to create role-play scenarios.

Once you have a course structure, it’s time to prepare content for your
course. Write a script and find all the necessary media.

m Build your course

Now that you have all the content for your course, you need to put it
together with an authoring tool. The eLearning market offers innumerous
tools to help you build slides and create assessments and quizzes, but we’ve
already discussed how important it is to use role-plays for sales training as
well. And only a few authoring solutions can create them, such as iSpring
Suite.



https://www.ispringsolutions.com/ispring-suite?ref=ispring_guides_communication-skills-training-for-sales-reps&utm_source=ispring_guides&utm_medium=referral&utm_campaign=communication-skills-training-for-sales-reps
https://www.ispringsolutions.com/ispring-suite?ref=ispring_guides_communication-skills-training-for-sales-reps&utm_source=ispring_guides&utm_medium=referral&utm_campaign=communication-skills-training-for-sales-reps
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Now let’s see how to build a course with iSpring.

1. Install iSpring Suite

First, download the free iSpring Suite trial and launch the program. It will
appear as an additional tab on the top PowerPoint ribbon.

E PowerPoint - | X

File Home Insert Design Transitions Animations Slide Show Review View iSpring Suite 11

@ (g-) @ @ @ Q © YouTube @ [= Backgrounds E D @

@ Web Object

Objects
Record Record  Manage Quiz  Interaction Dialog Screen Slide Characters % g Slide Presentation  Player Preview Publish
Audio Video  Narration Simulation  Recording Templates 3:€ Icons Properties  Resources

Narration Insert Content Library Presentation Publish

Business

( 2. Add all your content to the slides )

Let’s start with the core of the course - the theoretical part. Copy and paste
all your texts on the slides and add images and videos. Building a course
with iSpring is as simple as it was when you created PowerPoint
presentations in school.

Check out the demo below to see what a course made with iSpring looks
like:

Reframing in negotiations

The Power of Positive
Communication

This course will help you learn what reframing in business
communication is and how to
use it for negotiations

Start


https://www.ispringsolutions.com/ispring-suite/trial?ref=ispring_guides_communication-skills-training-for-sales-reps&utm_source=ispring_guides&utm_medium=referral&utm_campaign=communication-skills-training-for-sales-reps
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Once you’ve built the foundational part of the course, you might want to
check how well your employees absorbed the information. This is where

online quizzes come into play.

( 3. Create a quiz )

To create the assessments, click Quiz near the top-left of the iSpring ribbon
to open. The tool gives you 14 different quiz types for maximum creative

freedom:

N-E8B86os

E ] Info Slide Duplicate ¥ cut
=y
ﬁ Question Group E@ Link - F@ Copy
Question
- [=] Introduction _E Import Questions Ith‘aste
| Questions

Multiple Response True/False

| . =41
=8 [1=F| |=
3 (== |
Mumeric Sequence Matching

| ] e

—C®- T k]

= =
Select from Lists Drag the Words Hotspot
] |

= @ S

= DD ® —

=— Ii:l |:| |:|

Likert Scale Essay

Drrag and Drop

2 Hyperlink

Equation

Symbol

[ Picture
il Video
i) Audio +

Insert

Choose the question templates you consider most appropriate for your quiz

and populate them with texts and media.


https://www.ispringsolutions.com/blog/6-types-of-quiz-questions-to-use-in-your-e-courses?ref=ispring_guides_communication-skills-training-for-sales-reps&utm_source=ispring_guides&utm_medium=referral&utm_campaign=communication-skills-training-for-sales-reps
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Take a look at this interactive quiz made in iSpring Suite:

I'-‘I‘ow to establish

contact

. Start

( 4. Build a role-play )

Then you can circle back to your course outline and begin building your
role-play scenarios with iSpring’s dialogue simulation tool. These simulations
leverage branching scenarios to yield unique responses based on the
trainee’s input. For example, we mentioned the cranky or disappointed
customer. Depending on the salesperson, that conversation could go in
many different directions upon the first encounter.

Choice 1 Consequence
Challenge Choice 2 Consequence
Choice 3 Consequence

This is the starting branch. There’s a challenge and three choices that produce consequences.


https://www.ispringsolutions.com/blog/branching-scenarios?ref=ispring_guides_communication-skills-training-for-sales-reps&utm_source=ispring_guides&utm_medium=referral&utm_campaign=communication-skills-training-for-sales-reps
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To start creating a role-play, click on Dialog simulation in the iSpring Suite
tab.

With iSpring, you can build dialogue trees by clicking “New Scene” and
adding a hierarchy of responses that can branch out indefinitely.

m D = H - ¥  Simulation — iSpring TalkMaster - O *

=Pl & S G e > &

New Starting Delete Library Voice Properties Translation Player Preview Publish
Scene  Scene Over M v

Scenes Simulation Publish
Well yeah, everything seems to be correct.
But where's my $50? | deposited my #3 0
paycheck two days a...

| can see one more transaction here. A..  #34

What did you buy at 7 p.m. yesterday?... #32

#34

You checked the latest transactions an... #32

New Scene

That's the right move! You've checked... #33

No! But ...wait. | bought a gym bag
yesterday and it cost exactly $50. How #3 1
could | forget?

Yes, | understand, it can be quite hard... #35

Next time you should pay more attent... #36 What do you mean? | didn't buy anything

yesterday!! No... wait. | bought a gym bag #33
yesterday and it...

Yes, | understand, it can be quite hard... #35

Next time you should pay more attent... #36

Not only does iSpring enable you to build these infinite-possibility dialogue
trees, but you can also choose from a wide variety of characters and virtual
scenes to make everything as realistic and relatable as possible.
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Check out the demo below for a better idea of how a role-play looks:

Dialogue

Car Sale

Ultimately, the right authoring tool balances ease of use with powerful
features, flexibility, and customizable options. That way, you can create
your sales communication training however you like - all without the added
cost and bother of hiring designers and developers.

Once you’re done, publish it to your platform of choice. We highly
recommend a learning management system (LMS). Not only will it
automatically grade your assessments, but the LMS can provide invaluable
insight as to how your sales team is engaging with the content.

17
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Final Thoughts

The importance of effective sales communication training cannot be
overstated. From reading body language to demonstrating authenticity, this
singular skill can make or break any business. Your company shouldn’t have
to shell out thousands of dollars to third-party developers, nor does it need
to disrupt ongoing operations with on-site training. The right tools will have
you up to speed in no time!

Since you’ve made it this far, why not give iSpring Suite a go? It’s credit card

and commitment free!

3¢ ispring suite

Create online courses and
assessments in record time.

Get a Free Trial Explore iSpring Suite -



https://www.ispringsolutions.com/ispring-suite/trial?ref=ispring_guides_communication-skills-training-for-sales-reps&utm_source=ispring_guides&utm_medium=referral&utm_campaign=communication-skills-training-for-sales-reps
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