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Do you know that you have a certain power over 
people?  You can actually control the attitudes 
and feelings of the customer you are calling 
on.  In this lesson you will learn a fact of human 
nature that can change the way you deal with 
people forever. 

The thing that will have the greatest effect on 
how you communicate with your customers is 
your overall attitude towards them.  When we de-
scribe a particular prospect as obnoxious, offen-
sive, antagonistic, hard to deal with and unlik-
able, it is very likely they feel the same way about 
us. However, when we describe a customer as 
being friendly, likeable and easy to deal with, it is 
also very likely that they feel the same way about 
us. Who is in control? Does anyone have the 
power to influence the way someone responds or 
feels towards another person?  

Have you ever heard anyone make the following 
comments: "There sure are a lot of hard nosed, 
price shoppers in our business". On the other 
hand, have you ever heard anyone make this 
comment: "There sure is a lot of nice folks in our 
business". They are both right.  

Closer examination of these two opposite opin-
ions will normally reveal two different attitudes to-
wards the people they do business with. They 
each see their customers from their own point of 
view. Their own personalities are revealed in their 
overall attitude towards people in general.  

There are very few things in sales you have com-
plete control over, however, what you think about 

people is something you can control. With the 
right attitude towards everyone you come in 
contact with you can stop being your own worst 
enemy and have them respond favorably to 
you.  

Customers can actually feel the negative 
thoughts you have about them and they are 
nearly impossible to hide. People can also feel 
the positive thoughts you have about them.  

People have become less trusting of compa-
nies, or someone representing a company, try-
ing to sell them something. Many people have 
been treated badly, or taken advantage of, on 
more than one occasion resulting in a defen-
sive attitude. Don't let this get in your way of 
taking control. 

How would you like to have your customers 
perceive you as confident and enthusiastic? 

The most effective tactic for making a favorable 
first impression is the easiest thing to do:  
smile.  Four thing are accomplished when you 
smile: 

1 Acceptance - customers will know you appre-
ciate them. 

2 Enthusiasm - you will project an energy and a 
feeling of excitement. 

3 Happiness - you will be perceived as being 
someone fun to be around 

4 Confidence - you will project an image of 
confidence and self assurance. 

If your customers are treating you like a  
doormat you are guilty of this fatal mistake 


