
Sales 
Essentials
The Trust Formula Discover what others are missing…



LISTENING

BUILDING
TRUST

EMPATHY: 
Showing personal 
investment in 
some or all of 
what an individual 
feels leads to 
their willingness 
to share more

LISTENING: Knowing what the individual 
is really saying allows you to reflect their 
key messages in your dialogue

BUILDING TRUST: Body language, tone, and the right 
combination of empathy and information in your dialogue 
generates trust that differentiates you from others

Relationships are 
earned, but trust 
can be built faster 
than we realize
Before they even speak with you, 
the buyer has completed nearly 
70% of the buying journey, making it 
that much more important for your 
team to be better at getting the 
critical information needed to 
advance the sale.

What if we told you that twenty-five 
years ago, members of the US 
Intelligence community found a 
simple system to build trust, lower 
barriers to sharing true decision 
factors, and test for full 
transparency in answers?



Establishing a connection with a 
buyer as a person is the single 
biggest, controllable driver of 
success in today’s B2B sales. 

And the good news is that true 
excelling in relationship building is 
a learnable, science-backed skill.

By following a simple formula, your 
team can eliminate costly, non-
obvious mistakes; forge stronger 
relationships, and deliver better 
results to your clients.

Let’s dig into how your team 
compares to top relationship 
builders in each part…

Selling is people oriented; it is dependent on dialogue 
and conversations – whether over the phone, in-person 
or virtual – where the ability to establish a relationship is 
the key to success. It sounds so simple, right? All you 
need to do is ask how they’re doing, tell them how you 
can help them and they will be ready to buy from you. 
It’s not quite that simple in most real conversations. 

Whether you are a new seller or a tenured seller, being 
better than the rest in developing a meaningful 
relationship is a three-part formula:

LISTENING

1

EMPATHY

2

BUILDING
TRUST
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BENCHMARK: ‘no fail’ control of the conversation environment, listening more than 40% of the time. 
Talking and listening aren’t opposites, they are complementary tactical tools that open the window of 
understanding into the mind of another human. It’s more than active listening, it’s setting the stage so 
that your prospect feels comfortable saying what they need to while going where you guide them.

LISTENING1

SOLUTION:
1. FOCUS ON THE GOAL: Sadly, the number one reason sellers miss behavioral signals and lose 

trust is inattention to subtext. Why? The reason is very basic…multitasking! Sellers need to be 
engaged and pay attention, and top performing teams have leaders who enforce shutting off cell 
phones, ignoring instant message pings, and letting the endless flow of email just wait. Giving the 
prospect undivided attention is table stakes; how often is your team failing to ante up?

2. LISTEN TO UNDERSTAND: The intent of listening needs to be to understand not just what’s being 
said, but what is meant by what is said. There’s the deadly sin of listening for where/when you 
can pitch your product, and many teams don’t understand the importance of validating what the 
prospect is sharing and feeling before moving to assess what’s really going on. How often have we 
heard, “I’ll have to speak with the team about budget.” Followed by, “And when do you plan to do 
that?” instead of, “I understand, and many clients want to make sure all perspectives are included. 
Budget can often be a sensitive conversation, and we have a lot of resources we can share to help 
make it a great conversation for you if we know what challenges you anticipate. What is the biggest 
risk for you in championing a solution from the budget perspective?

Most teams assume being above average at listening is sufficient ― 2019 North 
American average B2B quota attainments say otherwise.

COMMON FAIL POINT: Think back to when you first heard the term ‘happy ears’ – the very real 
phenomenon of hearing what you want to hear versus what was said. Active Listening lets people 
know they’re being heard, but what if they’ve lost trust in you and are now shaping your perception?



To really hone-in on how to meet a prospect’s needs, sellers 
need to be inside the prospect’s head, sensitive to their 
unique situation, and approach things from their perspective. 

By being in the prospect’s reality, a good seller can anticipate how to steer the 
conversation to best address concerns and craft a solution. Decades of research 
suggests that sellers can convey that empathy by:

1. BEING AWARE: Did they really answer the question. If not, why not?

2. BEING CURIOUS: Asking follow-on questions that show an interest in ‘why’, ‘what 
next’, or impart knowledge of what others are doing. Are your sellers starting 
questions with a reflective or connecting statement based on what they just heard? 

3. BEING CREATIVE: When the prospect shares something that the team can’t act 
on, do they feel empowered to solve the problem with the prospect (e.g. offering 
flexible payment options, delivery alternatives, a staged roll-out or training might be 
ways to support the prospect’s needs in a collaborative way.) 

Empathy is the bridge that connects prospect concerns to your solution, allowing your 
team to provide a solution based on what the prospect really needs and not what 
your team wants the prospect to need. Your ‘surprise loss’ rate is the indicator for 
how often this actually happens.
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Your prospect wants to tell 
you more…
Salespeople who successfully build trusted relationships and take on the 
role of trusted advisor help prospects who want to tell them more by 
creating conversations that invite sharing sensitive information. 

Uncovering critical information early in the relationship will help you to 
gain greater insight into the actual needs, pain points, and predispositions 
of the prospect, as well as better gauge if this is going to be a long sales 
cycle or if you may be moving closer to a deal.
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Discover the meaning of prospect responses with BIA Sales Advantage

BIA experts deliver a custom training that speaks to 
your sales team strengths and weaknesses providing:

• A unique and memorable training that teaches 
behavior assessment and information elicitation 
techniques developed by US Intelligence 

• A shift in mindset from “salesperson” to “trusted 
advisor” 

• A workshop for sales executives to learn how to 
recognize specific, universal signals that can be 
leveraged during any information exchange 

• A question framework and elicitation model that 
makes your team 2x more accurate in uncovering 
what your prospects should be sharing with you

• BIA Sales Advantage is based on behavior, words 
and answers, not pop science – making for better 
listeners, better sales and more wins.

In sales – just as in the real world – intelligence gathering techniques are 
rooted in the fundamentals of good communication paired with decades of 
research in bridging the gap between what is said and what is meant. 
It’s about building relationships, practicing active listening, and 
understanding the connections between emotion, information, and intent 
that even expert communicators miss.

For nearly 20 years, Business Intelligence Advisors (BIA) has been 
developing and refining its proprietary Tactical Behavior Assessment®
(TBA) methodology – a process rooted in techniques developed by the 
Central Intelligence Agency – to help clients better understand the 
psychology of information. Through this methodology, BIA has helped 
businesses from around the world to gain deeper insight into business 
transactions, negotiations, and internal power structures.

BIA Sales Advantage combines the groundbreaking TBA process with Verbal 
Judo techniques that go beyond traditional sales methodologies and processes. 
We help your sales team understand the entire behavior–response paradigm so 
that they can breakthrough barriers and hidden motivators that will validate 
prospect intentions. 



If you would like to learn more about BIA Sales Advantage and how we 
can help you and your team improve performance, please contact us at 
617-226-2615 or send a message to gcerami@biadvisors.com.

Don’t change your sales process.
Change your results.
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By learning how to interpret signals visible to you, and only you, and using 
techniques to get deeper, more accurate information from prospect responses, 
you’ll be able to more fully engage them in the sales process, gain deeper 
understanding of their actual wants and needs, and by so doing, dramatically 
improve your chances of closing the deal and doing so on terms that will leave 
everyone feeling like a winner.

THE STAGES ARE THERE, AND 
NOW YOU KNOW THEM
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