
c ( ) f i r :n  th ink of  "c( ) r r rn lL l

r - i ic r r t ion"  l ts  t l rc  *orc ls  u 'c
spcl rk .  IJ l t t  n<trc ls  ( ' ( ) r t \ icV

<ln ly  1 1 in1,  l l t r f t  o1 '  <xrr

r rurkc i t  r r ror-e pr t l l r t l r l r lc  to  t l r t  1 tco1>lc
\ ' ( ) L l  r c  c l c l t l i ng  u ' i t l t . '

hccp  i r - r  n r i nc l ,  t l r o t rgh .  t l l t t  i r t t l i v i c l t r t l
l rch l rv io ls  n l ty  nrc iut  n() th i l rg  l t t  r t l l .  sr lvs

llcsslr.gc. lf rr 'c spcal< u ith c'e r-t i l ' iccl sl-tcttkit ' tg Pr-olcssiorl:t l  .rrlt l

i ns incc r i t t , o r -u l t cc r - t l r i r - r t \ ' ,  l r r . r t ho r  I ) r t t t i  I l l t t l u tu ' l L l ' .  o1 ' - l ' l t c  I l l r t l l l t n t t t

or . r r  l toc l ics t r i l l  l te t r -a1 '  r - rs .  Appropr i r r tc  ( l ro l tP in  ( ,o lLrnt l t t rs .  ( ) l t i< t .  " \ lost  1 lc<l ; l lc
l toc l1.  lengr- lege can ntakc thc c l i f ' lc rcncc l t l tvc l tce r t  t t tL tg l t t  t l t l r t  i f  l t  l )c l 's ( ) l l  l l t ts  t l i t r i r '

in  l ' inn ing o l  l< ts ing l t  s l r lc .  l r rnrs r ' rossccl .  i l  l t r - r to t r t l r t ic ' l t l lv  l l lc l l l ls
"Ntake sLl re \ ' ( )L l r  nonverbl r l  l rnc l  vcr l l r l  thct" r -e rcs is t r l l r t .  thcr" rc  l t lo t  t t .  t l rcr  lc

l tehuvi< l '  l r rc  ( ' ( )ngr l lcnt .  thut  thct '  t  r>r l< c l is in tcr-e stcc l .  I t t  t t t l t r t t '  ( ' l tscs.  i t  ( l ( )cs l l ' t

togct l tcr . "  s t rvs I ) t r t r ic ie  l lu l l .  p les ic lcnt  nrcr l r  lurv o l  thosc t l t i r tgs.  l )co l l lc  l t t 'c  iLr : t
encl  f i i t rnc lcr  o1 '  Cr>r '1- lo l l tc  Cor.nn ' t t - r t ' r ic l t -  t t t< t r t '  cot t t l i r r t l r l r lc  t l l l t t  s l t r ' . "

t i< lns in  St .  L9r- r is .  "The bcst  urry  to c lo " \ 'o l t  loo l i  l i r ru l t t t t  l r r -e c ' l t l lcc l  t ' l t ts tcrs '

thul .  o f  c( )L l rsc.  is  t< i  l tc l ievc n l l r t  \ ' ( )u  re of  c l t rcs."  IJ l r l l  s l ts .  Sot t tcot ' tc  scr- l t tc 'h i r l .q

s l r f  ing.  I lLr t  a lsr>.  huvc l r r . r  l toncst  fec l ing t l tc i r  cver ,  l i r r  cxt t r t l l l lc .  t l l t t t 's i r l l l - l lv  l l l t l . t r

f<t r  thc pcoplr  \ ' ( )L l  rc  c lcu l ing u i th.  l rn  i tc ' l r .  ( ) r '  i t  t t l tv  l te  l t  t ' tc t ' r 'o t ls  gcstL l rc .

Su1' rpctsc \ ' ( )L l  s l l \ ' .  ' l  fec l  f i r r  r , 'or - r l  sr - ic f ' :  I  lJ r - r t  cor t t l t i r tcc l  u  i t l l  l t  rv t ' ing i r - rv  of  t l tc

r - rnc lc ls tuncl  hou'  r 'or - r  fce l , '  b i t t  \ ' ( ) r r  rc  l t lu tc ls  l t  cot t l t lc  ( ) f  t l ) i l l l . l tcs l l t tc t '  or  rv i l l l  : r

le  u l ing l tac l<n urc ls .  I  our  lcg is  cr 'osse c l  f t 'ou r t .  t lx t t  c  l t t ' t  i r tc l ic  l t tc  t l l l t t  t l l is  l lc rsot l  is

I r \ \ '1 ly  f r ( ) l l  thc ; le  rs<tr t .  ) ' ( )L l r  tu 'nrs l l r t  r 'o t ' tcct - t tcc l  l t l toLt l  r r  l t l t tcvct -  is  l lc i l lg  s l t ic l .

cr ( )ssccl .  Yorrr  l toc lv  c le ntc l rnor  is  s ln ing.  ' l  ( ) t ' r t  ve rv  i t r t l to t . t l t l l t  t l l i l lg  to  loo l< t i r l  is

ckrn ' t  curc f i r r  y '<xr . " '  lur  l t l r l r . r l t t  s l t i f i  i r r  l l l ( ) \ 'c l l lc l l t .  I1  tht '

l ly  lcening forr r  l r rc l  in  vor- r r  se l r t .  \ ' ( )u  l le  rs( ) l t  l t l ts  l tccr t  le t t r l i l lg  tos l t l 'c l  \ 'o l - t .

inc l icute \ ' ( )L l r  c( ) l tcc ln f i r r ' \ ' ( )ur  c l ls t ( ) r t t t : r .  l to th fcct  f l l t t  o t t  t l t t  l lo<l t ' .  l i r r  cr l t r l l l l le .

l la l l  s1 lys.  "sontc l in tes pcol t lc  lc l tn  r t r . rc l  sr - rc lc lc t t lY t l tc t  lc l t r l  l l l tc l i .  ( ' r ( )ss t l le i l '

l tackg ' t t lc ls  l rcc ' t r r - rsc i t 's  r r - ro lc  conr fo l t -  l rn t ts .  cr ( )ss l t  lc .q l t \ \ ' l t \ ' l r r r t l l  vot t  . . . l l le t 'c 's

a l t lc .  l rg t  lceni lq  f i r rs 'er-c l  is  l r  ln( ) rc  l t  s  holc  (  lL ls tc l '  o l '  t - to t tvct . l l l t l  c ' l t rcs.  
' l 'h l t t

1 ' ros i t ive nonvcr l l r l  ln( ) \ 'c l lcnt .  l t  shou's  r t tcr l t ts  lL  s l t i f i  i r t  t l t i r t l< i r lg- l t t r t l  i t  s  l t

th t r t  r .<t r - t ' rc  in tcrcstcc l  in  thenr  l r lnr ( )s t  r tcg l t t ivc s ] t i f t ,  l lcc l tL lsc o1.  t l lc  u l tv  t l lc

enough t ( )  l ( )u( 'h  thcnt . "  Othcr  posi t ivc bocl t ' t r tovccl  r tu l t t  f111111 r ,o l . l . "

s ignuls inc ' l r - rc lc :  ( ]cs l l t t 'cs l l  \ \ ' ( ) l t t l t l t  l l tekcs t l l ig l l t  h l tvc
.  Kceping \ ,or- r r  fcet  f lu t  on thc f loor .  c l i l ' lc rcnt  r t tc l tn i t - tss t l r l t t l  t l t t lse l l  l l l l t t l

' l 'het .  
l laL l  s l r r .s .  tc l ls  the ot l rc l  l )crs()n,  

" l  nrekcs.  \ \ to t t tc t ' t  o f tc t t  nocl .  f i l t 'c r l t l l t l l lc .

l tavc l ty  fcct  so l ic l lv  p lur- r tcc l . "  to  inc l ic l t tc  t l te t  thcr" r 'c  l is tcn i r lg  r l r  t l l r t t
.  X l l r in t l r in ing g<tocl  cvc ( ' ( ) r ' ] tu( ' t .  Shi f i  thcv t r r tc lc l 's l r t t ic l  r r l l l t t  t< l t t  l t rc  s l t l i t tg .

\ ' ( )Lt r  cyes pc l ioc l ic l r l l t  t< t  ur 'o ic l  g i r  i r - rg thc \1ct . t .  o t ' t  t l tc  ot l lcr  l l t tnc l .  t tsr - t l t l lv  r roc l  t t r

i r -nprcssi<tn <t f  s t l t t ' ing \ ' ( )L l f  cL lSt( ) l l lc f  sh<ls thc i r  l lg fcc l l lc l l t .

c lg iyr - t .  l t r - t t  l t ( ) t  s( )  of icn t lur t  \ ' ( )u l  l l r t thcr  t l l l t t - t  g t tcss l t t  u  l l l t t  l t  t rL ts t r l t t te ' t '  is

c l ls t ( ) l t rc f  l , i l l  th i r rk  of  1 'ot - r  l rs  s l t i f iv  cycc l .  ( (  ) t l t t t )L t l r i t . l t i l rq  l l ( ) l lvcr l l l r l l r ' .  \ ' ( )L l  c l t l l  t lsc

\ \ 'hcn shl rk i r rg 1 l  cust( ) l i tcr 's  ILrnc l .  " ' l ' r ' r . ' tO l l  tcc l l l l i ( lL lc  c l t l lcc l  " r l l i r ro l ' ing.  t l l l t t  is .

renrcnr l rer  t l tc i l  cr . 'c  co lor .  s t rvs l la l l .  " l t  ( ( , ' r t t t l i t t t te t l  r t r t  [ t r tg t '  I7)

f i r lccs \ ' ( )L l  t ( )  look c lcc l t lv  i r l  thc i l  c t 'cs f< i t '

th l l t  nr ( ) l l rcnt .  I t  hc lps t l l l tke st r t>t . tge r  t l la t

phr-s ice l  c( )nt l t ( ' t  \ ' ( )L l  l l rc  r l l l tk ing."
. Kccpit 'tg \ '()Llr hll l lcls vcrtical clrtrit- ig e

hunclsheke. Sheking hltttcls horizontrtl ly'

inclicatcs eithcr that r ' 'or-t \\ 'ant to rltn the

shou'. if ,vor-r prcsent ) 'oLlr hencl p2ll l l l

clos.'n. or. if t 'ou present it palnl r,rp. that

vou 2lre not in chargc.

-Just 2rs )'oll rlincl yor.rr on'n bodl'

language. ,voLr neecl to lnonit()r y()Llr

cLlstomer's. A clenched fist or pointed

finger sLlggcsts tcnsion or anger. So cloes :r

finger Llncler the collar. In an uncomfclr-t-

able situ:rtion, a g'hite person's skin rnay

redclen. "If yor.r see any of these tl-rings.' '

I lal l savs, "rethink \\ 'hitt yotl ' \ 'e saicl ancl

see if therc's ,l \\'2tv y()tl clln softcn it or

Silent Selling
"  Wltut  . t  oLr ur(  ,s l r t t t t l . ;  .s t t

I o t t l .  I c t t t t ' l  l t c t r r

t t  / i r t I  t  r r t t  . r r l t ' . "

Keep .l,our hands rcrtical
u,hen .l'ou shoke. A borizontol,
palm - dou' n s t.l' le sa.l's .l'ou
expect to be in charge: a
paln -u[t st.t le can stryg{est .t'otl
hat:e no potrer.
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( C'ctrtt intrcd.fiont page I 5 )
irnitatrng tl- ie cr-rstorlcr's lroclv langr-ragc

Move n'ith tlte custor-ner's rhvtltn-r, f lall
says. btrt not s() r 't 'ruch es t() r ' t 'x)ck tltet
pers()n.  "What  ) 'o l r ' re  saving is .  ' I  th ink
l ike yor , r . " '

"F lach person has thei r  ou,n r rn ic l r , rc
nonr.erbal langr-ragc," Hutlrau,'ay su).s.

"Wl-icn e cLlst()lrcr c()t.nes in, t ltcv'r 'e
not thinking to thct.nsclves, I ltal 'e ntv
hancls in rrv pockcts. ()r. I har.'c ntv lr lrncls
crossccl ucross nt1.chcst; thc1. just cl<i t ltat
n l t t t l r l t l l ) ' .  \ ' l t e r t  1  o t t  t t t i t ' t ' o l '  \ (  ) n t ( ' (  ) n ( ' .
they c lon ' t  cven kn()w vol r ' re  c lo ing t l te t . "

It seerns l ike a t<>trgh assignntcrrt. to
speal< f  i t r - t r  p iccc 11, \  )  (  ) t t  t t t r  r t t i t r  ) r '  \ ' (  )Lrr
o*'n bocl1. langtrage ancl sonreone clse's.
I}-tt r.orr can l istcn to encl pr()cess u,olcl.s
firster than s()me()ne clrn sev thcnt. "\\/c

knou'  fhrnr  researc l t  thet  ntost  s1 ' le : rkc ls
speak l r t  about  150 * 'o lc ls  l tcr  r t r inr - r tc . "
Hathan'av says. "br-rt \\ 'c cun l istcn ancl
pr'ocess that infir|nteti()lt l t lr ltorrt 500
u.,orcls per l l inute. The ltrolt lent is, the
salesperson is t l i inking ahcacl hou.
ther' 're going to sell t l tc pers<x'r u it l tot-rt
l istening to rr, 'hat thc ctrstontcr \\ ' lu1ls
\i l ' i th r-nirroring. r.or,r clrn't reall l '  jurnp
aheacl. becausc v()Lr l lrc nou. l istcning n()t
only to the l 'orcls tltcl ' 'rc saf ing ltut

X)u ' re a lso l is tcn ing to the nonr.er l l r l . "
Llsing a sinri lar tcchnicllre. \ 'otr can lelcl

a clrstolrcr to the lrehar.ior,volL n.unt. Set'
the custorncr clisagrccs u'ith vor-r ancl
nrakes broacl gestlrfes ()r \\'uves a pointccl
fingcr ancl raises his ol her voicc. In that
case. Hathu\\':lv sey.s, "I n.ctulcl not ntirr<tr
gesturcs. Rut I r,r'oulcl ntirrctL or n'lrtch thcir
tone of voice. For instance, I ntight say'.
'N'Irs. Smith, I can see thet 1'otr're retrlh'
lrpsct about t l-ris. I-et's .sit cl<x'n ancl talk
abourt it, ancl I '11 n.rite this a11 out ancl n'e'1^
come to a resoh-rtion.'Y()Ll st1rfi at t l ic.sa|ne
tone of voice, then yor.r slou,l l 'bring vor-rr
tone of 'u'oice clctrvn to a level n'1-rich is
more comfortaltle ancl r'nore corclial. If
yoll'\'e clcvelopecl sr-rflicient rappoft \f ith
that customcr, thev r.r'ill natlrralll' begin
folloning vour leacl."

In general. thor.rgl-r. vc)Ll \\'ant to firllou'
the cLl.stomer's lcacl. If thc cltstomer
smilcs. yolr smile. If the custctnrcr shctr,vs
a more serions clemeanor, yor-r do the
salne. If tl"re customer steps ltack fron-r
close contact, let hirl or l 'rer keep a
clistance.

Take tl-ie clrstomer's crlle even in tl're
wa)'vou dress. "Tl-rat's going to be harcl,"
Hathar,r, 'ay says, "because yoll 're going tcr
have sorne pcople clressed trp, sonte in

jeuns.  ' l 'hc 
poi r " r t  is .  i f ' r 'or r ' rc  c l lessccl  in  l r

s l r i t  encl  i r  cLts l ( ) l l tcr  ( ( ) lncs i l ' r  in  jc lns,  t l tc
s i t l lp lcst  th ing t< i  c lo- i f  ) : ( )1 ' rc  u t t '1 tn- is
t ( )  t l rkc y 'orr r  sr r i t  ( ' (xr t  ( ) f l ' lLnc l  looscn l  out '
t ic .  lJecuLrsc t l tcr t  r '< t r - r  look l ike t l tcnt .

"Vc l i l<e l teoplc u l to  ure l ike us,  
'

Hl r th l r l  ly  s t rys,  " l lnc l  u 'c  \ \ 'en l  t ( )  r l ( )
l r r - rs iness n ' i t l t  pcol t le  n 'ho urc l ikc Lrs.  l f '
\ ' ( )u  c lu l  rca l l r , '  c lcr  c l ( ) l )  a  scnse o l ' r 'apport .
people \\ 'ultt t() ckr ltr-r.siness s'ith r.orr
l ) ( ' (  i l L l i L '  l l t r r  l t ' u . \ l  ) , , t t .  l ' l t l r t  s  u  l t l r l
nr i r ror ing is  u l l  u l tout-c ler .ckrp ing t r l ls t . '

Sti l l . Hathatvlly .sa,vs, \ 'ou neecl to plr\.
careful attcnti()l ' l  to verltal cou-rr.nunicu-
t ion-espcciu l lv  r r r t r r  ( 'L ts t ( )1 lcr 's .  Ancl
tltat. shc- sa1'.s. r 'ccluit-cs lcarr-i ir-tg tlte valuc
of  s i lcncc.  " I In l i r l tuntr tc l l ' ,  n tost  of  r rs
gltthcr ()Llf sl l( 'ccss fr '<tnt h<tr.r ' n-rrrch \\ 'c vc
spoken uncl not f irnr hon' r 'rrtrch u.'c'r 'c
l is tenccl .  

' fhe 
nunr l rer  onc sk i l l  u  salcs-

per.s()lr can ltar.c is to flncl rxrt n.hat thc
neecls of ' thc pcrs()n ere,  s( )  thcv can g ivc
ther.n u.l iat thel' ncccl. It 's in'rpctrtl l tt t()
l is ten.

"lf t 'or,r relrrrallgc tlte lettcrs in tltc u.orcl
' l is ten," '  she ac lc ls .  " i t 's  cc lu iva lent  t ( )
' s i l en t . " 'Q

IJ' Danon llollen kopf, on
right, ntanager at f'uller
Jlonunten ts i n Delattttre.
Ohio, lecrns buck. in his chair
(tnd crosses bis nrms. he
migbt send the nessoge that
he's not interested in trhat
the client has b sa.1,. I.f he
leansfnru'ard, he signals he's
lql'ing attention.
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