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The Science of Sales – Part III

HAPPY HOLIDAYS! 

As 2009 comes to a close and we prepare to ring in 2010, we'd like to take this opportunity to 

thank you for your support over the past year.  2009 brought many changes to our industry 

and it has been a challenging year to say the least.  We look forward with optimism to 2010 

and wish you and yours a healthy, peaceful, prosperous New Year.
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a huge impact on how smoothly the process proceeds.  It is important 
that you focus on the first three powers, but all of them can help.  
Coercive and Legitimate should be used very carefully and in a limited 
context.  Examine your presentation and look for areas where you can 
include direct links to expert and referent information.  While most 
customers believe that they are making sound decisions based on logic, 
the truth is that over 80% of the decision process is based on emotion.  
Negotiation powers will help support both logic and emotion. 

The Five Types of Power

Expert Power – Direct, specific knowledge

Any individual who has expertise that is highly valued possesses expert 
power. Experts have power even though their status might be regarded 
as being low. A person may have expert knowledge about technical, 
administrative, or personal matters. The harder it becomes to replace an 
expert, the higher becomes the degree of expert power that they 
possess. Expert power is occasionally called information power and is 
frequently a personal trait of the individual.

Referent Power - Attraction to the power holder

Occasionally called personal power, reference power is based on the 
target's attraction to the power holder - liking, perceived similarity, 
admiration, desire to be close to or friendly with the power holder. This 
attraction may be due to physical attractiveness, dress, mannerisms, 
lifestyle or position, but can also include friendliness, congeniality, 
honesty, and integrity.

Reward Power - Ability to reward compliance

Reward power can be gained from one's capacity to reward compliance. 
Reward power is used to support legitimate power, for example, when 
someone is rewarded or might receive a potential reward such as 
through recognition, a good job assignment, a pay rise, or additional 
resources to complete a job.

Coercive Power - Ability to punish

Coercive power could take the form of a threatened strike action by a 
labor union or the threat of preventing a promotion or transfer of a 
subordinate for poor performance.  It could be a threat of litigation or a 
threat of non-payment.

Legitimate Power - Ability to influence because of position

Legitimate power is applied to negotiations in a variety of ways. People 
with a lot of legitimate power could use their authority to 'instruct' other 
parties to adhere to certain procedures.

Power Levels

Throughout the entire sales process it can be helpful to remember power 
levels.  If you are meeting someone for the first time, your power level 
should be peer or equal.  If you are explaining your qualifications as a 
consultant, your power level should be higher or “one up.”  If you are 
asking questions of your prospect to obtain information, your power 
level should be lower or “one down.” These are minor adjustments to 
your style but they will ensure that you are phrasing you statements 
properly, and that can make the difference.  This is a give and take 
process and if you are trying to be higher or “one up” in every phase, 
customers can become resentful.  

Here are examples of the various power levels and when to use them:

Greeting Peer 

Establishing Qualifications Higher 

Making Recommendations Higher 

Asking Questions Lower 

Asking for Agreement on Status Higher 

Presenting a Proposal Higher

Close Higher 

Answer to Close Lower

Focus on the Customer

In summary, it's all about the customer – how we perceive them, how we 
communicate with them, and vice-versa.  Quite simply, people won't buy 
from you if they mistrust you or feel that you aren't listening to them.  
Remember these basic rules:

• Be a career sales rep (plan on selling to this customer for 

many years - sales for the long run)

• We treat people the way we see them (see everyone as 

intelligent and successful)

• Customers do not want to be manipulated (help them, don't 

play tricks)

• No customer ever bought from you because of the reward it 

gave you (do not focus on your reward)  

• Customers don't care about how much you know; they care 

about how much you care (about them)

• You make more money solving problems than you do by 

selling  your products

• Work for the win–win 

For the entire “Science of Sales” series, visit us at www.SCANtopia.com.

Linh is our Office Administrator and holds the 
title of “most senior employee.” Linh is 
“command central” of the Paradigm operation. 
Everything from work orders to payables to 
shipments is coordinated with supreme 
efficiency by Ms. Pham.  Linh somehow has a 
hand in virtually all business that is conducted at 
Paradigm, managing the entire office. In 
addition to her adept handling of office business 
she maintains an unwavering buoyant attitude. 
Customers and fellow employees appreciate the 

integrity and attitude that Linh displays when managing their needs. 

Linh started at Paradigm in 1996 and has a degree in Business 
Administration from University of Phoenix. When asked what she enjoys 
most about her job at Paradigm she said, “I enjoy the work environment 
and our great staff.”  In her spare time Linh enjoys traveling and being 
involved with charity work for Project Angel Food and Susan G. Komen.
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January is just around the corner – and the beginning of trade show season!  

Before you know it, you'll be rushing around trying to put together your 

booth, banners and other important components to your display.  With 

your budget crunched and your nerves rattled it's Paradigm to the rescue!  

Ultralite™ Banner Wall - $399

Combine 3 of our Ultralite™ Banner Display stands and place them side-by-

side to create an attractive graphics display wall which can easily 

accommodate booths 8' to 10' wide.

The Ultralite™ Banner Wall package includes:

�Ÿ 3  Ultralite™ Banner display stands

�Ÿ 3 Full-Color, photo quality banners printed on SantinPRO 8mil. tear 

resistant banner media

�Ÿ 3 sturdy nylon carrying cases with a heavy duty tube to hold graphics

Booth Rx - $1295

Booth Rx is a 10-foot pop-up booth including printed graphic panels and a 

limited lifetime warranty.  The complete package consists of:

�Ÿ 1 Self-Locking 10ft Frame

�Ÿ 7 Hinged Channel Bars

�Ÿ 1 All-In-One Oval Case

�Ÿ 4 Full-Color Printed Graphic Panels

�Ÿ 2 Fabric End Panels

To see more, visit us at .  www.paradigmdisplaysolutions.com

http://www.paradigmdisplaysolutions.com
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