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IMPROVING YOUR 
COMMUNICATION STYLE

Words alone account for only 7 percent of peoples’ impression of you. 
What people hear makes up 38 percent of their impression. And what 
people see or feel accounts for 55 percent of the impression they form. 
In order for you to be e ective in sales, you need to have a 
communication style that speaks e ectively to prospects. Your voice 
quality and volume, how articulate you are, the way you dress, your 
posture, how you walk, your handshake—these all form powerful and 
lasting impressions with prospects.  

Is your communication style helping or hurting you? 

IMAGE IS EVERYTHING 
I remember something that happened several years ago during a trip to 
Trinidad with my family. We checked into a hotel and the first thing I did 
was see if they had tennis courts and a tennis pro. Those of you who 
know me know that I’m crazy about tennis. Seeking out courts and a pro 
is always the first thing I do when I arrive at a new hotel. To my delight, 
this hotel had both. So I set up an appointment with the hitting pro and 
got ready for my lesson. I was so excited that I ran down to the courts 
with my racket and tennis bag and eagerly awaited the appearance of 
my hitting pro. 
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As I was looking into the distance, I saw a man 
strolling lazily toward me. Here was my tennis 
instructor, a good fifty pounds overweight and 
with a beer belly bursting out of his tennis shirt! 

The brochure in the hotel room had implied that 
the tennis pro was a young, slender athlete who 
was a former member of the Davis cup team. 
VvdvdNow Trinidad has never been known as a tennis powerhouse, but
making it onto your Davis cup team for your national tennis team is 
quite an accomplishment by any standard. So I was expecting a pro in 
tiptop shape. I was disappointed.  

I was about to turn around and run from the courts when I heard him 
yell out my name: “Tom!” I replied, “Yes, Coach” and reluctantly walked 
with him to the tennis court. To my astonishment, he kicked my butt! 
My parents still sometimes remind me of how badly that hitting pro beat 
me. So did I form a wrong first impression of him? Of course I did and I 
was wrong to judge. But to be honest, if I hadn’t prepaid for the lesson, I 
may in fact have run for the hills the moment I saw him sauntering 
toward me.  

FIRST IMPRESSIONS 
How is your first impression with prospects 
helping or hurting you? When you enter a 
room, you need to believe and project that 
you have a reason to be there and 
s o m e t h i n g i m p o r t a n t t o s ay. Y o u r 
confidence will suggest that the meeting will 
benefit your prospect. Notice how you 
execute your entrance and the manner in 
w h i c h y o u c a r r y y o u r s e l f . I s t h i s 
communicating the importance of what you 
have to say?



A healthy handshake establishes the business relationship, signals active 
participation and gives the message of confidence and goodwill. 
Imagine, then, what a weak grip or a bone- crushing grip could be 
communicating to your prospect. Eye contact is one of the best ways of 
saying, “I’m listening.” But prolonged eye contact can be threatening. 
Nodding occasionally when your prospect speaks also indicates that you 
are listening and conveys agreement.  

FIRST IMPRESSIONS

75 PERCENT OF PEOPLE DON’T LIKE YOU  
The reason why 75 percent of people don’t like you is because people 
tend to adopt their own preferred communication style. And people tend 
to like people who remind them of themselves. We typically fall into one 
of four communication styles based on two factors. Those two factors 
are your level of sociability and your level of dominance. “SOCO” is a 
quadrant model and an acronym for the four communication styles: 
Supportive, Open, Close and Organised. 

The Supportive communication style tends to have a low level of 
dominance and a high level of sociability. Supporters tend to be good 
listeners, to not be forceful and to avoid conflict. They usually share their 
feelings in a non-overly assertive way; they prefer friendly persuasion to 
direct disagreement or conflict. 
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SUPPORTIVE OPEN

ORGANISED CLOSED

• good listeners
• not forceful
• avoid conflict

• highly social
• seem restless
• take initiative

• examine facts
• seem cautious
• not very warm

• business focus
• seem serious
• to the point

RELATIONSHIP-ORIENTED

TASK-ORIENTED
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ED
FAST-PACED

The Open communication style has both a high level of sociability and a 
high level of dominance. Openers tend to be expressive and excitable; 
they can sometimes seem restless. They tend to take the initiative in 
situations. Openers build social relationships and friendships quickly. 
They are willing to share personal stories and are often quite informal in 
their interactions with people. 

The Closed communication style has a high level of dominance and a 
low level of sociability. Closed tend to be demanding, aggressive, 
determined and frank. They tend to want to get straight to the point, do 
more talking than listening and seem quite serious. They like to get 
down to business and they can come across as being more transaction 
oriented than friendly.  
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The Organised communication style has a low level of sociability and a 
low level of dominance. Organisers tend to be reserved and 
cautious.They like to examine the facts carefully. They like order. 
Organisers often seem controlled in their emotions and not very warm 
in their communication. 

Do you recognise yourself in any 
of these four communication 
styles? Which one best fits your 
approach? Which one of these 
communication styles do you 
think you like the most or the least 
in other people?  

Take some time to think about this. 

!
STYLE FLEXING 

I remember once when I was delivering a sales training workshop for an 
organisation, one of their sales representatives asked which one of these 
communication styles is most e ective for a salesperson. My answer 
was, all of them! The reason is simple. People like people who are like 
them. People relate more easily to people who are like them. People do 
business with people they know, like and trust. So it would seem the 
easiest way to get people to like you is to be like them! This is known as 
style flexing. 

Your job as a sales professional is to help your prospect feel as 
comfortable as possible. This means communicating with them in a 
manner in which they feel comfortable. Here are some tips about the 
most e ective ways of communicating with Supporters, Openers, 
Closers and Organisers. 

Supporters are thoughtful and deliberate and are unlikely to tell you 
directly that they’re not interested. Don’t push them to make a decision 
quickly. Instead, ask them to make smaller incremental commitments so 
that you can gauge their genuine level of interest. Openers love 
focusing on the big picture and making quick decisions. Avoid 
overwhelming them with details and paperwork. Get excited when 
speaking with Openers! And loosen up!  
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People do business with people they know, like and trust. 
So it would seem the easiest way to get people to like 
you is to be like them! 

Closed like getting down to business, so avoid social chitchat and get to 
the point quickly. Be sure to ask a lot of questions, because Closed love 
to talk. Avoid the temptation to sell your business so that you don’t end 
up talking too much yourself. Don’t overwhelm Hurriers with details; 
they make decisions quickly based on summaries of key facts. 

Over the next few days or weeks, 
pract ice recognising the four 
communication styles by paying 
close attention to your social 
interactions. Ask yourself, “Is the 

  htiw gnikaeps m’I nosrep
Suppor t ive , Open, C losed , or 
Organised?” Noticing how dominant 
and sociable they are will help you 
pinpoint their communication style. 
Did 

. 

Organisers are generally quite cautious; be sure to give them lots of 
backup information to help them make decisions.They like to take their 
time making decisions, though. Let them take the time they need to 
analyse everything thoroughly. Don’t push them. A confused mind 
always says no, so with Organisers, err on the side of too much 
information rather than too little.  

If someone has a high level of dominance, they could be Open or a 
Closed. Note their sociability; if they tend to be more on the passive 
side, they are either Supporters or Organisers. 

Remember, improving your communication style, manners, voice 
quality, nonverbal communication and style flexing all contribute to 
your success in personal selling.
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Your task is to improve your communication style. Pinpoint the 
communication styles of your prospects by noticing how 
dominant and sociable they are. Style flexing will make it easier 
for people to relate to you.  

ACTION PLAN



https://www.linkedin.com/company/soco-sales-training/
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https://twitter.com/socoselling
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