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• Human behavior behind selling
• Trusted advisor

Sandler Highlights
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Selling has nothing to do with you 
it has to do with them
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Do they see you as a vendor or a 
trusted advisor – can they trust you
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Vendors think it’s about them, trusted 
advisors think it’s about the client 
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Vendors:
▪ Sell things
▪ Not someone you need to have
▪ Transactional in focus
▪ There are a ton of vendors out 

listing and selling homes
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Trusted Advisor – your rallying cry

• Trusted advisor brings something larger 
than the transaction and a client does not 
want to let them go

• You think of them 1st for a service or goods
• Trusted advisors do not think it is about 

them – they think it is about you and me -
they are guiding us towards a decision
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People make a decision in the first 5 
to 10 minutes whether they think 
you’re a vendor or they can trust you 
and it is tough to get someone to 
change how they initially look at you
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When speaking face-to-face there are three ways 
we communicate with the client – body language 
55%, tone of our voice 38% and words 7% (not 
even listening to you)
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They’re looking at our body language and 
listening to your tone trying to decide if 
they can trust you, are you going to hurt 
me or are you just selling something. I 
am not listening, they are trying to 
decide if we are out for ourselves, are we 
a vendor
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On the phone 87% of the message comes 
from the tone of our voice and 13% is 
based on our words. 
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We have been making judgements about people since we 
were kids based on body language and tone.

We do the same thing as adults – you process all of that 
stuff first and then you determine are you going to listen 
to that person – you have already made a judgement on 
me whether I am a Vendor or a Trusted Advisor 

Clients do the same – it is not about the house yet- they 
are buying you and they are trying to figure out can they 
trust you
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There are three ways we process information: 55% of us are visual –
we have to see things to process them – they are painting a picture. 
Auditories are 20% - they do not want to see pictures – they process 
words and they want us to communicate that way.

The balance is kinesthetic 25% – how does my gut feel about you. It 
has to feel right.  It has nothing to do with how good you are – it is 
how they feel about you. You get me, I get you.  



Four Categories

I’m ok - You’re ok

I’m ok- You’re not ok

I’m not ok - You’re ok

I’m not ok- You’re not ok

• OK - I like me, I like my life, tomorrow is going to be better 
than today - like an optimist would look at it

14

How We See Ourselves



• 75% I’m not ok – You’re ok

And I learn that by time I am 5 years old and I hope you 
never learn that I’m not ok and I spend most of my life 
covering that up
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• I am not selling a home or buying a home from you if 
you make me more not ok

• How do you make me not ok -It is not what I said – it is 
how it landed

• When you make me more not ok the only thing I can 
do is get rid of you

• All of this happens up front – forming an opinion – can 
I trust you or not – if something does not land right 
they take a step back
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• Try communicating without using the words I, we, 
or me 

• The only way to be successful is to listen and to ask 
questions

• The problem is you know more than the client and 
you are going to want to talk about: neighborhood, 
schools, market areas
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• As soon as you start to share info you could make me 
feel a little less ok without you ever knowing

• A Trusted Advisor gets me to understand it is a bad 
decision, they do not tell me it is a bad decision.

They help me to reach that decision, on my own – if I 
reach it on my own I am your client
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Four kinds of people we are going to run into



D – Dominant  - 14% of the population

a) My agenda is more important than your agenda

b) I am not going to be told what to do

c) They do not let you finish your thought because 
they are thinking about their agenda

d) They dominate the conversation

e) Their biggest fear is losing control

f) They have to win – not by much

g) You have to stand up to a dominant
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I – All About You – Influential – 32%

a) My biggest fear is you will not like me

b) They talk about business after I know if you like me

c) They want to talk about the weekend – then houses

d) They do not want to give you bad news that they are not 
going to work with you because they want you to like 
them
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S – Stable – 27%

a) They hate change – I know I need to move but 
what if I do not like the new house

b) They know they need you but they can not pull 
the trigger
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C – Concise – 27% 

a) I have to be right

b) Financial planners, engineers, etc.

c) Check your data, info

d) They do the same thing in their personal lives

e) They make a decision but it could take larger
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Two Reasons People Buy
a) Pleasure of having it

b) Pain of not having it

• Pain is 4x the motivator than pleasure.  If I buy something 
– I buy because of the pain if I did not have it

• It is not that it’s not pleasurable – what motivates me is 
the pain if I do not have it

• Losing something you had is more motivational than 
gaining something you did not already have

• Most times if it is not connected to pain someone is not 
buying 
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Intellectual Pain (IP) and Emotional Pain (EP)
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• IP is logical

• EP is not logical

Holiday Dinners at my Brother’s House

EP – I need to create memories for my family

IP – I need to move

People buy from EP not IP – We have to figure out the EP 



• How do you want to feel 

• It is not about furniture, paint, etc.

• If you spend time on feeling they are buying

• Selling is about making them feel right, you will talk 
about the house later

• If it is not important to them do not emphasize it – it 
does not solve pain
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Train Station Example

• If I am not close I will be home even later than 7pm

“Oh that would be terrible” - pain

• The closer someone is to pain the more likely they 
are buying

• It is their job to listen and figure out their pain and 
you may have to float features to learn their pain
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Pain Words
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Words to use when talking to a prospect to uncover their emotional pain.



We are born with (3) sets of tapes in our head
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• 70% of our ability to deal with another human 
being is from our nurturing parent tape

• 0% of our ability to deal with another human being 
is from our critical parent tape

It depends on the household you grew up in

The tape gets full by the time we are 5 years old and 
we do not forget it
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A. Parental
1. Critical Parent: Johnny make sure you hold my hand 

crossing the street, make sure you never cross the street 
by yourself

2. Nurturing Parent: Johnny there is a lot of traffic on the 
street – I do not want you to get hit – make sure you hold 
my hand when you cross the street

We do not forget as adults what we learned as kids – we do 
not want to be told what to do

We do not mind you suggesting, guiding, or coaching – we do 
not want to be told what to do
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Child Tape

a) Natural – Wants fun now and will deal with 
consequence later

b) Adaptive – Adapt to directions

c) Little Professor – Kid in the middle, they observe 
Mom, Dad, and others – excellent at reading 
body language and observing
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Natural Child

• I think I want to move – lets look at a lot of houses, I may 
not have the budget, I just want to look

Shuts off at 5 years old but it is how we get our emotional 
needs and wants met
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Adaptive Child

• Starts at 5 years old and plays forever

• It is our logical tape – no emotion whatsoever
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Concluding Thoughts

You don’t have to be great to start, 

but you have to start to be great.
~ 

Joe Sabah
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