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Strategies for Selling to the Expressive customer 
 

Getting an appointment 
 

 Either on spec or by appointment.  
 A phone call will also be effective. If you phone, make it open and friendly, 

stressing quick benefits, personal services, your experience and your 
company’s experience with its products / services. 

 If you decide to write a letter, make it short & personal, telling; 
o who you are 
o how you know the customer 
o what you’re interested in talking about 

 

Opening the call 
 

 Quickly describe the purpose of your call and establish sociability. You 
must earn the right to develop a business relationship with the Expressive. 

 Share stories about people you both know. 
 Share information the Expressive will perceive as exclusive. 
 Share your feelings and enthusiasm for the Expressive’s ideas and goals. 
 Once the Expressive has confidence in your competence, take time to 

develop an open and trusting personal relationship. 
 

Questioning to uncover Real Needs 
 

 Begin by finding out the Expressive’s vision of the ideal outcome. 
 Identify other people who should contribute to any decision process. 
 Listen, and then respond with plenty of verbal and non verbal feedback 

that supports the Expressive’s outcomes. 
 Question carefully for the critical information you’ll need 
 Keep discussion focused and moving toward a result. 
 If the Expressive shows limited interest in specifics, summarise what has 

been discussed and begin to suggest ways to move the vision towards 
reality. 
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Matching 
 

 Provide specific solutions to the Expressive’s ideas. Build confidence that 
you have the necessary facts, but don’t overwhelm the Expressive with 
details. 

 Don’t rush the discussion. Spend time developing ways to introduce 
products or implement ideas. 

 Appeal to personal needs. 
 

Action Closing 
 

 Try to get commitments to action in some tangible form. 
 When you have enough information about needs and have tested the 

appropriateness of the recommendation, assume the sale and ask for an 
order in a casual, informal way. 

 When the opportunity presents itself, offer something value-added, or 
other incentives to encourage the sale. 

 Don’t confuse the issue with options. 
 Get a definite commitment; be sure the Expressive understands the 

decision to buy. 
 Save the details until you have a firm commitment. The Expressive 

believes it is the Sales Representative’s job to handle details. 
 

Handling Objections 
 

 Describe what others have done to get over the hurdle. 
 Respond to the Expressive’s enthusiasm for his / her goals. 
 Deal with how the product recommendation meets with this customer’s 

opinions. 
 Restate benefits that focus on the satisfaction using this product will bring. 

 
In response to the objections to be reassured these people; 

1. Want to feel confident that you, and the organisation, are competent. 
2. Prefer not to wait for an answer. 
3. Expect answers that respond to their vision, opinions and personal 

stake in the positive decision. 
 

Follow up 
 

 As soon as the decision to buy is made, reaffirm your personal 
relationship with the customer. 

 A social situation such as lunch can be a very effective opportunity for 
following up on business with this customer. 
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  Work towards becoming an ongoing resource to the customer’s business. 
 In case of any complaints or dissatisfaction, handle it yourself. Never refer 

them to another in your organisation without the Expressive’s consent. 
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Selling to Expressives 

 

Some Classic Do’s and Don’ts when dealing with the 
Expressive Style 

 

You will have difficulty with this style if you: 
 

 Control the call and keep strictly to business 
 Are impatient or controlled 
 Input too much detail into your presentation 
 Don’t tie them down there and then in the close 
 Socialise too much 
 Patronise or dig your heels in 

 
 
 
 
 

Instead you should aim to: 
 

 Expect some element of socialising before the business 
 Talk about opinions and other people 
 Give your ideas about using the product 
 Be enthusiastic and energetic 
 Be fast paced 
 Offer incentives 
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