
PROFESSIONAL SELLING
COACHING GUIDE



In the next 6-8 weeks,  your seller will practice these techniques with you and 
with clients. They will be more effective in their application as they receive 
coaching from you. 

The Corporate Executive Board says the best performing sellers receive 3-5 
weeks of coaching each month1.  To further support skill development, your 
seller is also receiving weekly reinforcement emails to encourage application 
of skills. These emails are themed and include a template on the topic, 
additional articles for reference and a quick video. Ask what resonated from 
the latest email and how it’s being applied.
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Introduction

Purpose of this Coaching Guide

CPSA offers designations for every 
step of the sales career, from 
entry-level all the way to the top, 
developed in partnership with top 
employers and industry leaders 
who have their finger on the pulse 
of what it means to succeed in 
sales.

Entry-Level:

Certified Sales Associate (CSA)  

Professional: 

Certified Sales Professional (CSP)  

Leadership: 

Certified Sales Leader (CSL)  

   Visit cpsa.com/excellence to find 
out more. 

Provide you with the PACE coaching technique to simplify coaching, 
making it easier to reinforce the learning.

Help take classroom learning and apply it on the job with your seller, 
ensuring a good return on investment.

Highlight key points from the course for you to investigate. Refer to 
the seller’s workbook for more details. 

Coaching Recommendations

Schedule a meeting with your seller within 5 business days of the class.

Inquire about highlights and additional areas for development.

Establish weekly/bi-weekly meetings to review progress and provide 
feedback.

Encourage your seller to explore the Learning Hub, our virtual hub 
of multimedia sales tools, tips and resources.

   cpsa.com/LearningHub

Discuss your seller’s interest in earning a sales designation.
Use the PACE Coaching Guide (see page 2) to maximize your coaching 
sessions.

Use the Observation Guide on the last page to provide feedback on 
your next call.

Key Course Takeaways

Hands-on application of consultative selling skills and the keys to 
sales success.

Self-management and territory planning strategies including SMART 
goal setting and competitive SWOT analysis.

Unique Value Proposition (UVP) development, effective prospecting 
and Return on Investment (ROI) techniques.

Congratulations on 
investing in your seller 
by encouraging them 

to attend a CPSA 
course. They are on 

the path to continued 
sales success. The 

most important part 
of their development 

is yet to come. 

1. CEB Coaching report 2007

www.cpsa.com/learninghub
www.cpsa.com/excellence


This framework guides you and your seller through the coaching conversation. It follows 
the logic of understanding current state, designing a desired state, brainstorming 
alternatives to choose, and then committing the plan to action.

Similar to the consultative framework, PACE is all about asking rather than telling to gain 
deeper insight and create an accountable execution plan.

What’s next? How will you be held accountable?
Design the next step for the seller. Questions include what, where, when, how? 
What additional resources and support does the seller need? Agree on how the 
seller will be held accountable for the commitment. As the seller takes action, 
they learn from their activities. This generates new insight, which can lead to a 
new coaching cycle.

What are your/our choices? What do we/you commit to?
Brainstorm a range of choices for achieving the intention, not just obvious 
alternatives but tapping into creativity to identify new choices.

What is happening?
Gather information and insight about the seller’s performance. You or the 
seller may bring a specific issue or topic to the coaching conversation.

What do you/we want?
Through listening, questioning, providing feedback, help the seller to gain 
awareness of the issue at hand.

PrepareP

AwareA

ChooseC

ExecuteE

Who are you coaching? What is the coaching scenario?

Coaching

THE PACE COACHING TECHNIQUE
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PACE Coaching Guide



Consultative Selling:
Consultative selling is a collaborative technique in which the client is a partner. By asking investigative questions and 
developing a deep understanding of your client’s needs, challenges and objectives, a consultative sales professional 
can provide unique value based solutions which meet the needs, challenges and objectives of the client. 

Five Keys to Sales Success:

Product and Company Knowledge

Self-Management Skills

Strategic Planning Skills 

Influential Communication Skills 

Sales Personality Traits 

Professional SellingMODULE 1
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Key Topics Covered

What Was Discussed

The sales process has changed dramatically over the past 10 years therefore traditional selling techniques are no 
longer effective as the client has changed how they buy. Focusing on diagnosing the client’s current situation by 
asking questions helps to qualify opportunities in advance of the traditional product “pitch”. Sellers who “wing it” 
often fail because buyers are more aware than ever before and are looking for partners who will care about their 
business first.   

Coaching Moment

Ask questions like these to engage and probe about these topics:

How has the selling process evolved in our industry recently? 

What was the biggest impact the class had on you?

Why is Consultative Selling the ideal way to sell? 

Which of the 5 keys to Sales Success will you focus on for professional development? 
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Professional sales behaviour is the most important influence on a client’s buying decision.WHY



Understanding Yourself and OthersMODULE 2
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To communicate effectively with clients, sellers must develop self-awareness, and maintain optimism. Consistently 
applying the eight compliance principles (detailed below) is the heart of effective selling.

Personality Traits:
Sellers must find a balance between a high level of empathy and a high level of focus, having ego-drive, being 
optimists, and taking responsibility.

Personality Styles:
There is no right or wrong personality style.  Sellers must be self-aware of their natural style, and be able to modify 
their styles to appeal to others.

The Psychology Of Influence
Eight Compliance Principles

Personality Styles

Emotion and people focused

Logic and task focused
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DRIVER

EXPRESSIVE

AUTHORITY

RECIPROCITY

RAPPORT

REASON

EFFICIENCY

CONSISTENCY

SOCIAL EVIDENCE

SCARCITY

What is your go-to personality style? 

Why is it important to be aware of these different styles?  

What clients do you find easy to flex your styles with, which ones are hard? Why?

Which compliance principle do you use most with your clients?

Key Topics Covered

What Was Discussed

Coaching Moment

Focus on relating to your client and their needs to ensure you keep the sales process moving. 
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Managing YourselfMODULE 3
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Change is the one constant in today’s hyper-competitive marketplace. To keep up and be prepared, sellers need a 
personal and professional development plan. Having this plan in place will result in reducing distractions and increase 
selling time. In addition, sellers need to maintain professional selling standards on an ongoing basis. Review the 
CPSA Code of Ethics in the seller’s workbook.

Attitude Maintenance:

Recognize both negative and positive self-talk.

Stress Management:

Be aware of triggers and how to manage them.

Time Management:

Be conscious of personal and electronic interruptions and procrastination.

Professional Behaviour and Development:

Ethics = Intent. Abide by CPSA Code of Ethics.

Managing these areas will increase your effectiveness, efficiency and success rate.

Which times or circumstances are you most stressed? How do you manage it?

How do you proactively manage your time?

Why is honesty and trust so important? 

How do you demonstrate ethical behaviour?

Key Topics Covered

What Was Discussed

Coaching Moment
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Building Your Business StrategyMODULE 4
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Business Development is a critical component for sellers. Take the time to effectively build the prospecting funnel as 
part of overall territory plans. Leveraging the ROTI (Return on Time Invested) tool to prioritize business development 
helps maximize time with prospects who have the greatest potential. Client retention is also important as it will result 
with a tailored and structured account plan. 

Proactively planning and executing your activities will result in a more effective and consistent plan.

Conduct a 
Local Analysis

2
Implement Plan 

(Then Close Loop) 

4

Devise a 
Strategic Plan

3

1
Take a Snapshot

Step Closed
Loop Planning4

Write a  short-term goal as a SMART goal. What is your specific plan for reaching this goal? 

Write a SMART goal for your territory for the next six months.

Who are the key decision makers in your open opportunities?

What did you uncover when you completed a SWOT analysis on your top client?

What did you uncover when you completed a SWOT analysis on our top competitor?

Key Topics Covered

What Was Discussed

Coaching Moment
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Territory Planning Process

Planning TechniquesPlanning Pyramid

Account Planning Process

3

4

5

1
Set smaller

SMART
objectives

2

Weekly
Plan

Reset and 
Upgrade

Plan (Then 
Close Loop)

5

Evaluate
Performance

Set smaller
SMART Goal

Step Closed
Loop

Planning

WHY

SMART
GoalsSWOT ROTI

Call
Plan

Strategic
Account Plan
 Territory Plan

Sales Department Plan

Division Plan

Company Business Plan



4. Consultative Investigation:
Ask questions in all areas in Client Objectives Map:

Key Business Results and Measures
Business Issues
Needs and Objectives

5. Summarize & Prioritize:
Summarize client needs.
Prioritize needs with customer.

6. Explore Solutions:
Explore solutions collaboratively.
Include features and benefits.

7. Quantify Benefits & ROI Impact:
Explain solution.
Provide a business case.
Provide Return on Investment calculation.

8. Secure Go-Forward Commitment:
Gain agreement to the next steps.
Follow AIRR (Acknowledge Investigate Relate
Respond) Approach to objections.

Post-call Documentation and Planning:
Provide a follow up email to the client about 
key points discussed and next steps. 
Document conversation.

Consultative SellingMODULE 5
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A consistent call process keeps the sale moving forward.

Pre-call Planning

Gather information about the buyer.
Research the account.
Send calendar invite.

1. Greeting and Building Rapport:

Be on time and dress appropriately.

Be honest and respectful.

2. Establish Context:

Restate objective for meeting.

WIIFM (What's In It For Me) meeting for client.

3. Gain Agreement to Participate:

Four Promises

Won’t waste time.

Accurate & up to date information.

No obligation.

No pressure.

Sellers today must be more prepared before, during and after a client meeting. One of the keys to differentiating 
yourself from competitors is to use the Unique Value Proposition (UVP) approach. Also, an important ingredient in 
closing more sales is transforming into a consultative advisor that focuses on solving problems, understanding client 
needs and ultimately delivering business value to clients.

Write a UVP for a prospect call.

How are the features of your product or service connected to client benefits?  

Using the 8-Step Consultative Process Tool, plan the next call with your seller. 

Use the Observation Guide on the last page to observe your seller on the next call. 

Key Topics Covered

What Was Discussed

Coaching Moment
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The Call Process:

WHY



Securing the BusinessMODULE 6
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Environment:
Is it virtual or in person?
What is the room set up?
What are the technical requirements?

People:
What are the needs of each decision maker?
How does the decision maker influence the sale?
Take into consideration the personality styles of 
each individual.

Solution: 
What is the problem I am solving?
What can make their decision easier?
How am I helping?

Plan thoroughly, and aim high so there is room to 
move.
Don’t be afraid of deadlock.
Know in advance how low you are willing to go.
Offer concessions reluctantly, and in very small 
amounts. 
Let your counterparts back out of their “best” offer. 
Offer one more inconsequential concession to your 
counterpart so they can respond in kind.

For more advanced negotiation skills, consider the 
Effective Negotiations Skills course as potential 
future learning.

Clients choose sellers that demonstrate understanding and that can best fulfill their needs. Successful negotiations 
are rooted in understanding client needs and creating win-win solutions. 

What are the most common objections you hear? Roleplay the objections.

How are you tailoring your message for your presentation?

What is causing the seller’s deal to not close?

What are the social styles of each decision maker?

Key Topics Covered

What Was Discussed

Coaching Moment
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Delivering tailored ROI solutions will increase close ratios and maintain profit margins. 

Presentations Negotiations

WHY
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Purpose: Use this observation guide to provide feedback to a seller on 
the 8-Step Consultative Conversation, with a customer. 

Rate the meeting/discussion:  (1-weak, 2-needs improvement, 3-average, 4-good, 5-excellent)

Seller:

NotesAssessment

Consultative Selling Observation Guide
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What did this seller do well?

Areas for improvement

Best aspect of the consultative 
conversation

Preparation for Meeting

Knowledge of Customer

Delivery Pace

Enthusiasm

Sincerity/Genuine/Trust

Eye Contact

Body Language/Posture

The Consultative Selling Process

1. Greeting & Building Rapport

2. Establish Context

3. Gain Agreement to Participate

4. Consultative Investigation

5. Summarize & Prioritize

6. Explore Solutions

7. Quantify Benefits & ROI Impact

8. Secure Go-Forward Commitment

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

Other comments: 
Competency: Sales Coaching

Frequency: Daily



Your Partner in Sales Success

The Canadian Professional Sales Association (CPSA) is Canada’s most 
trusted sales leader.

Our up-to-the-minute sales tools, training, and resources empower 
sales professionals from entry to executive to achieve and advance. 
Industry-leading certification programs recognize the best in the 
business and set the bar for excellence in sales at every career stage.

CPSA’s 20,000+ members include industry leaders, executives, 
entrepreneurs, managers, sales representatives, and agents from coast 
to coast.

Advancing Sales. Accelerating Performance.

salessuccess@cpsa.com

1 888 276 2727 (CPSA)

cpsa.com

www.cpsa.com

