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LEARNING OUTCOMES 

After completing this module, you should be able to:

• Explain the importance of collaborative, two-way communication in trust

based selling.

• Explain the primary types of questions and how they are applied in selling.

• Illustrate the diverse roles and uses of strategic questioning in trust-based

selling.

• Identify and describe the five steps of the ADAPT questioning sequence.



LEARNING OUTCOMES 

After completing this module, you should be able to:

• Discuss the four sequential steps for effective active listening.

• Discuss the superiority of pictures over words for explaining

concepts and enhancing comprehension.

• Describe the different forms of nonverbal communication.



SALES COMMUNICATION AS A 
COLLABORATIVE PROCESS

• talking at the customer

• talking with the customer



VERBAL COMMUNICATION: QUESTIONING

Types of Questions Classified by Amount and Specificity of 
Information Desired

✓ Open-end questions, also called nondirective questions, are 
designed to let the customer respond freely

✓ Closed-end questions are designed to limit the customers’ 
response to one or two words.



VERBAL COMMUNICATION: QUESTIONING

Types of Questions Classified by Amount and Specificity of 
Information Desired

✓ Dichotomous questions and multiple-choice questions are 
directive forms of questioning.



Types of Questions Classified by Strategic Purpose

✓ Probing questions are designed to penetrate below
generalized or superficial information to elicit more
articulate and precise details for use in needs discovery
and solution identification.

✓ Evaluative questions use open- and closed-end question
formats to gain confirmation and to uncover attitudes,
opinions, and preferences held by the prospect



Cont…..Types of Questions Classified by Strategic 
Purpose

✓ Tactical questions are used to shift or redirect the topic
of discussion when the discussion gets off course or when
a line of questioning proves to be of little interest or
value.

✓ Reactive questions are questions that refer to or directly
result from information previously provided by the other
party.



source: Ingram, et.al. (2008)  Professional Selling A trust-based Approach 4th edition. pp 100 



Strategic Application of Questioning in Trust-Based Selling

➢Generate Buyer Involvement

➢Provoke Thinking

➢Gather Information

➢Clarification and Emphasis



Cont….Strategic Application of Questioning in Trust-Based Selling

➢Show Interest

➢Gain Confirmation

➢Advance the Sale



SPIN Questioning System

• Situation Questions

• Problem Questions



Cont…….. SPIN Questioning System

• Implication Questions

• Need-Payoff Questions



ADAPT Questioning System

• Assessment Questions

source: Ingram, et.al. (2008)  Professional Selling A trust-based Approach 4th edition. pp 113 



ADAPT Questioning System

• Assessment Questions

source: Ingram, et.al. (2008)  Professional Selling A trust-based Approach 4th edition. pp 113 



ADAPT Questioning System

• Assessment Questions

source: Ingram, et.al. (2008)  Professional Selling A trust-based Approach 4th edition. pp 113 



Cont…. ADAPT Questioning System

• Discovery Questions

• Activation Questions



Cont….. ADAPT Questioning System

• Projection Questions

• Transition Questions



VERBAL COMMUNICATION: LISTENING

• Pay attention

• Monitor nonverbals

• Paraphrase and repeat



VERBAL COMMUNICATION: LISTENING

1. Pay attention

2. Monitor nonverbals

3. Paraphrase and repeat

4. Make no assumptions

5. Encourage the buyer to talk

6. Visualize



VERBAL COMMUNICATION: LISTENING

source: Ingram, et.al. (2008)  Professional Selling A trust-based Approach 4th edition. pp 118 



Using Different Types of Listening

source: Ingram, et.al. (2008)  Professional Selling A trust-based Approach 4th edition. pp 119 



Using Different Types of Listening

Active listening

➢Sensing

➢Interpreting

➢Evaluating

➢Responding.



VERBAL COMMUNICATION: GIVING INFORMATION

Understanding the Superiority of Pictures over Words

➢Generates a mental picture

➢Use words and phrases that convey concrete and

detailed meaning

➢ Integrate relevant visual sales aids into verbal

communication.



NONVERBAL COMMUNICATION

➢Facial Expressions

➢Eye Movements

➢Placements and Movements of Hands, Arms,

Head, and Legs

➢Body Posture and Orientation

➢Proxemics



Variations in Voice Characteristics

source: Ingram, et.al. (2008)  Professional Selling A trust-based Approach 4th edition. pp 124 



Variations in Voice Characteristics

• Speaking Rates and Pause Duration

• Pitch or Frequency

• Intensity and Loudness



Using Nonverbal Clusters

source: Ingram, et.al. (2008)  Professional Selling A trust-based Approach 4th edition. pp 125



SUMMARY

▪ the importance of collaborative, two-way communication in trustbased

selling.

▪ the primary types of questions and how they are applied in selling.

▪ the diverse roles and uses of strategic questioning in trust-based selling.

▪ the five steps of the ADAPT questioning sequence.



SUMMARY

▪ the four sequential steps for effective active listening.

▪ the superiority of pictures over words for explaining concepts and enhancing 

comprehension

▪ the different forms of nonverbal communication.
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The End 


