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As'the'digital'shopping'age'continues'to'boom
('successful'

brick-and-m
ortar'show

room
s'have'learned'to'change'their'

m
indset'to'com

e'out'on'top'of'the'com
petition*
contact!w

ith!their!clients"
The!C

ensus!Bureau!of!the!D
epartm

ent!of!C
om

-
m

erce!announced!that!the!estim
ate!of!U"S"!retail!

e-com
m

erce!sales!for!the!first!quarter!of!$%
&'!

changes!w
ere!(&$)"*!billion+!an!increase!of!)",!

percent!-±%
"*.

/!from
!the!fourth!quarter!of!$%

&*"

THIS%IS%ONLY%A%TEST
If!you!are!unsure!regarding!your!preparedness!to!
grow

!in!the!online!w
orld+!this!short!test!can!help!

determ
ine!if!your!business!is!vulnerable!to!the!on-

going!grow
th!of!the!digital!revolution"

!


Is!it!a!chore!to!shop!w
ith!you?!

!


Is!the!prim
ary!m

ission!of!your!show
room

!to!
trade!boxes!for!dollars?!!

!


Is!your!show
room

!staff!vibrant!and!exciting!and!
w

ith!all!of!your!products!carefully!curated?!

W
hy Buy From

 M
e?

The!perfect!score!is0!no+!no+!yes"!Being!deficient!
in!one!of!these!areas!w

ill!not!cause!an!im
m

ediate!
closure+!but!w

hen!le1!una2ended!the!results!of!
the!drip+!drip+!drip!of!com

placency!w
ill!rear!up!ag-

gressively+!m
ore!so!than!ever!before!in!the!history!

of!com
m

erce"!
The!non-sleeping!A

I!-A
rtificial!Intelligence/!that!

all!digital!com
m

erce!is!built!around!com
petes!head!

to!head!w
ith!show

room
!and!sales!team

!m
em

bers!
$3/*-)45"!This!past!June!at!the!A

I!expo!in!A
m

ster-
dam

+!the!conversation!that!dom
inated!the!show

!
w

as!about!the!inclusion!of!Em
otional!Intelligence!

or!Em
otional!Q

uotient!-EI/EQ
/!into!A

I"!The!collec-
tive!thought!is!that!it!is!tim

e!for!the!m
achines!to!

becom
e!em

otionally!intelligent"!
If!you’re!not!fam

iliar!w
ith!EQ

+!the!three!com
-

ponents!
are!

explained!
sim

ply!
by!

author!
and!

inspirational!speaker!M
astin!Kipp6

“You!need!em
otional!aw

areness6!H
ow

!do!I!w
ant!

to!feel?!You!need!em
otional!intelligence0!how

!do!
I!produce!that!feeling?!A

nd!you!need!em
otional!

fitness0!doing!it"”

EI﹕%PEOPLE%VS﹒%MACHINE
Em

otional!
intelligence!

once!
only!

belonged!
to!

hum
ans0!now

!it!has!been!synthesized!into!an!algo-
rithm

!that!is!being!applied!to!all!types!of!business!
activities"!For!lighting!show

room
s+!A

I!is!forcing!us!
to!em

brace!and!enhance!the!skills!that!cannot!be!
replicated!by!m

achines!—
!the!ability!to!use!em

pa-
thy+!persuasion+!and!the!understanding!of!how

!to!
present!to!the!four!various!social!styles"

Em
pathy%&The!w

ay!to!provide!the!level!of!service!
clients!seek!today!w

hen!they!w
alk!into!a!show

room
!

is!through!understanding"!
In!selling+!em

pathy!m
eans!having!the!skill!set!to!

understand!how
!clients!feel!about!their!shopping!

experience"!Shi1ing!the!sales!m
indset!from

!the!
process!alone!to!include!insight!w

ill!give!you!the!
ability!to!be!a!m

ore!significant!influence!on!the!
clients’!decision-m

aking!process!by!offering!the!
correct!solutions!for!them

"
To!create!a!genuine!and!authentic!connection!

w
ith!custom

ers+!validate!their!expressed!em
o-

tional!struggles"!A
!relationship!can!only!occur!

w
hen!a!salesperson!is!present!in!the!m

om
ent"!The!

w
ay!w

e!dem
onstrate!presence!is!by!slow

ing!dow
n!

the!sales!process!and!focusing!on!the!goal!of!un-
derstanding!the!custom

er"!This!authentic!desire!to!
help!your!clients!becom

es!an!em
otional!telegraph!

that!is!silently!telling!them
!that!w

hat!they!feel!is!
im

portant!is!also!im
portant!to!you"

W
e!m

ay!think!the!only!goal!the!client!has!is!to!
get!lighting0!a1er!all+!w

hy!else!w
ould!they!have!

com
e!in?!Yet+!if!that!w

ere!the!case+!they!w
ould!

have!bought!the!lights!online!during!the!discovery!
phase!of!their!shopping!experience"!They!are!in!
the!show

room
!for!a!specific!reason"!Perhaps!it’s!to!

find!a!certain!color!or!size!verification"!O
r!it!m

ight!
be!they!are!m

ore!com
fortable!buying!from

!a!local!
source!know

n!for!professional!service"!N
o!m

a2er!
the!reason+!your!store!needs!to!becom

e!a!true!
show

room
!that!offers!“high-touch”!experiences!

that!extend!from
!the!displays!to!hum

an-to-hum
an!

interaction!or!else!the!custom
er!w

ill!leave!w
ith!

li2le!or!no!intent!on!purchasing!from
!you"!Em

pathy!
is!one!of!the!reasons!w

hy!people!w
ill!buy!from

!you"

EMOTIONAL%PERSUASION
W

e!know
!if!w

e!w
ant!to!succeed!in!business!–!and!

life!–!w
e!m

ust!have!the!ability!to!persuade!others!
to!accept!an!idea!or!recom

m
endation!w

e!m
ake"!In!

the!typical!sales!interaction+!the!salesperson!w
ill!

provide!rational!argum
ents!–!know

n!as!features!
and!benefits!–!to!persuade!the!client!to!purchase!
an!item

"!W
hile!this!is!a!good!tactic!for!a!product!

dem
onstration+!it!does!li2le!to!convince!the!cus-

tom
er!to!buy"

There!are!a!few
!key!actions!that!salespeople!

m
ust!em

brace!to!be!able!to!persuade!clients!
em

otionally!and!successfully"!W
hether!you!are!a!

show
room

!ow
ner+!m

anager+!or!salesperson+!before!
you!can!persuade!and!influence!others+!you!m

ust!
be!personally!com

m
i2ed!to!the!process"!W

ithout!
that+!the!process!is!doom

ed"
Selling!is!described!as!the!ability!to!transfer!

em
otion"!That!being!the!case+!to!be!a!positive!

influencer+!projecting!optim
istic!energy!is!a!require-

m
ent"!This!is!done!by!creating!an!im

age!in!your!
m

ind!of!the!positive!outcom
e!you!w

ant"!W
hen!a!

“can!do”!a2itude!is!projected+!it!is!associated!w
ith!

being!optim
istic!—

!and!that!is!the!pow
er!the!client!

w
ill!feel!if!you!share!it"!
You!have!certainly!experienced!that!feeling!

w
hen!interacting!w

ith!a!person0!you!felt!intuitively!
that!they!w

ere!going!to!guide!you!properly!and!
had!your!best!interests!at!heart"!The!w

ay!w
e!m

ake!
the!client!feel!im

portant!is!by!consciously!and!
sincerely!listening!to!them

"!This!one!activity+!w
hen!

m
astered+!w

ill!alw
ays!provide!the!client!w

ith!a!feel-
ing!of!im

portance"!

“W
hen!you!

show
!deep!

em
pathy!

tow
ard!

others+!
their!
defensive!
energy!
goes!
dow

n+!and!
positive!
energy!
replaces!
it"!That’s!
w

hen!
you!can!
get!m

ore!
creative!
in!solving!
problem

s"”
—

!Stephen!C
ovey+!

author!of!The!#!
H

abits!of!H
ighly!

Effective!People
T

he!anxious!cha2er!started!som
e!tim

e!
ago!w

hen!show
room

s!faced!another!
challenge!to!their!viability!and!exis-
tence"!Then!cam

e!the!June!’&'!m
arket!

and!the!nervous!buzz!of!the!unknow
n!

reached!a!crescendo0!som
e!questioned!fairness+!

w
hile!others!offered!ideas!and!recom

m
endations!

on!how
!to!navigate!today’s!turbulent!w

aters"
This!colum

n!w
ill!not!delve!too!deeply!into!the!

“new
!digital”!econom

y0!there!is!so!m
uch!inform

a-
tion!to!glean!about!it!that!I!feel!it!w

ould!be!a!w
aste!

of!your!tim
e!to!re-read!all!the!w

ell-w
orn!state-

m
ents+!com

m
ents+!and!business!tips!that!m

any!
of!us!can!recite!from

!m
em

ory"!Instead+!I’d!like!to!
focus!on!the!segm

ent!of!the!sales!process!that!w
ill!

be+!in!m
y!opinion+!the!gam

e!changer!for!lighting!
show

room
s!—

!or!any!business!that!has!face-to-face!
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ADAPTIVE%SELLING
A

lbert!Einstein!said+!“The!m
easure!of!intelligence!

is!the!ability!to!change"”!For!today’s!sales!clim
ate+!

I!am
!altering!his!fam

ous!quote!to+!“The!m
easure!of!

sales!success!is!the!ability!to!adapt!to!your!client"”!
This!statem

ent!applies!w
ell!w

hen!thinking!about!
the!four!social!styles!of!clients"!Each!determ

ines!
the!style!in!w

hich!clients!w
ill!com

m
unicate+!the!

m
ethod!that!they!use!to!process!the!inform

ation!
they!have!been!given+!and!the!order!of!im

por-
tance!that!the!inform

ation!m
ust!be!presented!to!

them
!in!order!for!them

!to!m
ake!a!buying!decision"!

W
hile!the!nam

es!associated!w
ith!the!various!

social!styles!can!change+!the!style!itself!does!not"!
They!are!com

m
only!know

n!as6!A
nalytical+!D

river+!
A

m
iable+!and!Expressive"!By!discovering!clients’!

social!styles+!you!w
ill!be!able!to!com

m
unicate!in!

the!w
ay!they!prefer"!

The!first!step!is!to!understand!your!ow
n!social!

style"!O
nce!you!know

!w
hich!group!you!fall!into+!

you!can!learn!to!m
odify!your!behavior!and!pre-

sentation!to!a!client’s!style!based!on!sim
ilarities!

and!differences"!
Social!styles!can!be!broken!dow

n!into!a!blend!
of!

tw
o!

dim
ensions0!

assertiveness!
-dom

inance/!
and!

responsiveness!
-sociability/"!

Assertiveness!
is!w

hen!the!client!strongly!expresses!their!opin-
ion!and!takes!control!of!the!situation!and!others!
around!them

"!C
om

m
unication!is!fast-paced!and!

they!m
ake!statem

ents!of!fact"!Responsiveness!
involves!em

otional!w
ords!and!expressions0!the!cli-

ent!outw
ardly!expresses!happiness!and!is!slow

!to!
m

ake!decisions"!
The!purpose!of!understanding!and!com

m
uni-

cating!to!each!social!style!is!to!build!trust"!Trust!is!
both!an!em

otional!and!logical!action!and!the!m
ost!

im
portant!a2ribute!a!salesperson!can!foster!in!a!

custom
er"!

W
hen!building!trust!at!the!start!of!a!sales!con-

versation!w
ith!one!of!these!social!styles+!follow

ing!
som

e!guidelines!w
ill!give!you!a!firm

!foundation"!At!
the!beginning+!do!not!talk!too!fast!or!too!m

uch!—
!

and!don’t!sound!robotic"!D
eterm

ine!the!pace!and!
cadence!of!the!client0!listen!intently!and!stay!aw

ay!
from

!salesy!questions"!M
aintain!good!eye!contact!

and!don’t!avert!your!gaze!w
hen!the!client!looks!at!

or!speaks!to!you"!By!the!sam
e!token+!do!not!bore!

holes!into!the!client!w
ith!an!unbreaking!stare"!As!

the!conversation!continues+!the!client!w
ill!provide!

you!w
ith!all!you!need!to!learn!about!their!social!

style0!m
odify!your!actions!to!best!present!to!them

"
Another!key!point6!N

ot!every!social!style!w
orks!

w
ell!w

ith!another!w
ithout!conscious!effort!and!the!

desire!to!do!so"!For!exam
ple+!the!Analytical!per-

sona!has!style!conflicts!w
ith!the!Expressive+!and!

the!D
river!has!conflicts!w

ith!the!Am
iable"!In!short+!

the!fast-paced!com
m

unication!style!of!the!D
river!is!

frustrated!by!the!slow
-paced!style!of!the!Am

iable"!It!
doesn’t!m

a2er!w
hich!style!belongs!to!the!salesperson!

or!the!client+!it!takes!a!firm
!resolve!and!responsive!

versatility!to!w
ork!w

ith!an!opposing!social!style"!
W

e!have!only!scratched!the!surface!in!defining!
the!reasons!“w

hy”!a!client!buys!from
!you"!The!full!

list!is!extensive!and!requires!a!com
m

itm
ent!to!

the!personal!developm
ent!that!it!w

ill!take!to!be!
successful"!W

inning!over!clients!is!a!)4%
-degree!

experience!provided!by!the!show
room

+!from
!pre-

aw
areness!m

arketing!to!post-sale!follow
!up"!Each!

step!m
ust!be!choreographed!in!a!w

ay!that!alw
ays!

presents!the!answ
er!to!the!question+!“W

hy!buy!
from

!m
e?”

As&alw
ays+&happy&selling!

!“People!m
ay!

hear!your!w
ords+!

but!they!feel!
your!a2itude"”
—

John!C
"!M

axw
ell+!author!and!

speaker!on!leadership
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M
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H
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30 years of hands-
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industries.  
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