
Solutions to Enhance Assertiveness and Communication Skills for the B.2.B. Sector:

o The Powerful and Persuasive Sales Presentation Programme.
o Assertive Selling and Persuading Customers Programme.
o The Commercially and Politically Intelligent Negotiator Programme.
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When people present ideas, concepts and facts to an audience, they devote the bulk of their 
attention to the words they will use. But the audience is more likely to notice the presenter's 
physical manner, their appearance and other non-verbal clues that tell them about the presenter's 
power, or lack of presence. If a presenter does not have sufficient presence and command of the 
audience then their words and the way they voice them may not be heard at all. Therefore the 
powerful and persuasive sales presentation programme is designed so that participants can 
master techniques to present their ideas, points of view and concepts in business meetings in a 
memorable manner with presence and impact.

THE  POWERFUL  AND  PERSUASIVE  SALES
PRESENTATION  PROGRAMME

When one sells a product or service, the ability to use persuasive 
presentation skills is crucial for success. If the individual manages to 
convince the listener that what they are looking for is right in front of them, 
this will not only increase the company's profitability but it will also help the 
sales executive to build their self-confidence to a higher level and gain 
valuable experience from another sale. Therefore it is fair to say that by 
using specific facts and by presenting them with a passionate approach, you 
will have a better chance  to overcome the objections of your audience and 
close the deal- which is of course the ultimate goal of a sales executive.

What Is A Persuasive Sales
Presentation Executive ?

Why Is It Important ?

This programme is suitable for all sales representatives and product 
specialists (as well as sales managers) and individuals who are 
involved in presenting ideas and concepts in a commercial business 
environment.

Who Should Attend ?

Duration & Design

SKILLS TO
ENHANCE

ASSERTIVENESS
AND

COMMUNICATION
IN B.2.B.

ENHANCE
CUSTOMER EXPERIENCE

INTRODUCTION
Make impact and create a 

SHARP awareness of topics. 

BODY
Topics that include special 

points of VALUE to the 
audience. 

CONCLUSION
Closing with a STRONG 

message.

This is a 3 day workshop where participants will learn how 
to present powerful presentations using the diamond 
technique as explained below:
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Participants will practice what they learn during the 
programme, in a step-wise incremental manner, 
where faculty will video participants before each topic 
and ask them to make the necessary changes 
according to what they have learned and then make an 
improved version of the same presentation.  This 
repeated practice, together with simulations and role 
plays will give participants the experience and 
confidence to deliver high impact presentations. By 
the end of the programme, participants will be able to:

Module 1:
Impact of Diversity on Peoples' Perceptions 

of Facts and Ideas:

Module 2: 
Preparing Your Presentation Using the 

“Diamond Rule”:

Module 3: 
Preparing Your Materials and Presentations:

Module 4: 
Managing and Controlling Your Anxiety

and Nervousness:

How communication styles can increase or hinder the 
meaning of the ideas and facts we present in meetings.

The different types of learners and audiences, and how 
each type thinks and perceives.

The components of an effective presentation.

Objectives and the nature of audience.

Diamond rule in presentation. Use the diamond diagram 
to help formulate key points.

Structuring your presentation.

Considering the “what is in it for me” approach to your 
presentations.

Big-bang opening and introduction.

Structuring the main body.

Closing the talk.

Use of humour and the use of visual aids as a prompt.

Using hand-outs effectively during the discussion period.

Tips and techniques to help you feel mentally positive.

Practical strategies to aid relaxation and get the body 
under control.

The neutral position: how to adopt the correct position 
for the first 9 seconds.

Controlling body posture, face and movement to ensure 
a confident and authoritative stance. 

Positive ways to use space and general spatial 
awareness.

Practical exercises to reduce facial tension.

How to maintain eye contact, especially with a large 
audience.

Generating an exciting and interesting voice.

Breathe control and sustaining the voice. Developing a 
varied pace of delivery.

Why and how to use pauses to produce volume, to 
increase resonance and how to put the message 

together. 

Eight questioner types.

Understanding the motivation behind a questioner's 
behaviour.

Tactics to encourage questions.

Strategies for managing tricky situations.

Neutralising aggressive people and managing the 
awkward questioner.

Module 5: 
Verbal and Non Verbal Communication:

Module 6: 
Questioning, Listening and Handling

Difficult People:

What Is In It For You ?

How We Do It

Learn how to create an effective presentation and 
communicate their point to different audience 
types.

Decide on the purpose of the presentation.

Define the composition and nature of the audience.

Understand learning styles and how these affect the 
impact of the message.

Plan and prepare presentations using the diamond 
rules.

Begin presentations with an impact.

Maintain the attention of the audience.

Know, how, when to and when not to use visual aids.

Overcome fear and stress.

Deal with difficult people.

Close the presentation in a positive way.
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SKILLS TO
ENHANCE

ASSERTIVENESS
AND

COMMUNICATION
IN B.2.B.

ENHANCE
CUSTOMER EXPERIENCE

Persuasive and assertive communication is the way you can influence others by setting your 
own boundaries and the ability to respect your own rights while building and maintaining 
positive relationships with others.

It is a form of communication that includes various elements that help sales delegates gain 
credibility, emotional connection and act in a logical manner towards customers. As a result this 
helps them achieve high levels of business performance, together with customer satisfaction.

PERSUASIVE  AND  ASSERTIVE  SELLING  PROGRAMME

One of the most effective approaches in sales, “demands” that sales delegates must be able to be persuasive and efficient communicators. 
Participants will learn the assertive behaviours that occur as a result of effective communication. They will also be able to manage conflicts or 
customer complaints at various levels, and will become proactive problem solvers, impressing customers and achieving mutual benefit. 

Why Persuasive And Assertive Delegates ?

This programme is designed for all customer-interfacing delegates 
like retail sales delegates, customer service, call centre delegates 
(inbound and outbound), supervisors and sales delegates. 

Who Should Attend ?
This 3 day programme is available only as an in-company 
customised solution. Therefore we will be available to 
discuss your requirements beforehand and will then 
customise the workshop accordingly.

Duration

What Is Persuasive And Assertive Communication ?
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This programme will offer sales delegates knowledge 
of different existing thinking styles and how these can 
be managed. Individuals will become familiar with the 
concept and approaches to tactical thinking; they will 
also be practicing and building important skills to 
demonstrate these behaviours as follows:

Develop skills of clear and effective communication 
that will help you boost business towards your 
customers.

Build rapport and maintain strong relationships 
between you and your customers by practicing 
effective listening skills.

Learn when to ask the right questions that will 
enable you to increase your credibility towards your 
customers.

Decode the thinking preference notion and 
distinguish between different thinking styles so as to 
be able to approach the right customer with the right 
product at the right time.

Become fully aware of the conflict issues concerning 
customers and develop the appropriate skills to be 
able to tackle them. Furthermore, learn when to 
avoid conflict and understand when to agree and 
disagree with your customers so as to be able to 
benefit from these approaches as a sales delegate.

Understand when to apply an assertive approach and 
also develop the ability to identify in which occasions 
assertive communication will produce a positive 
image and will achieve positive results.

What Is In It For You ?

Module 1: 
Assertive Approach and the Sales Dynamics 

for a B.2.B. Attitude:

Module 2: 
Effective and Clear Communication through 

an Assertive Approach:

Participants will become familiar with the challenges
of communication and interaction which customers

face nowadays.

Why is it important to be assertive?

What is assertiveness and what does it mean to 
be assertively connected to your customers?

What are the behaviours which indicate assertiveness 
towards yourself and your customers?

Augment your knowledge about the different methods 
and tools of communication dynamics and become 
familiar with how your and your customer's words 
may sometimes be misunderstood and may lead to 
unwanted results and wrongful misinterpretations.

Be able to develop methods to avoid troublesome 
obstacles when communication is not clear between

you and the end customer; follow behaviours and 
actions such as the inference engine, multi-ordinarily 

words and cognitive blindness.

Develop a number of different communication tools
and techniques that will enhance your skills in a more 
connected and effective selling approach. With this in 

mind some of the techniques include effective sales 
listening, as well as questioning skills that will help 

you to manage difficult discussions with your
 internal and external customers.

Module 3:
Different Categories and Styles of 

Customer Complaints. Why Conflicts Occur:

Module 4: 
Assertive Communication:

Participants will understand the notion of thinking 
preference and the influences behind it when there are 

agreements or disagreements with the customer. 
Furthermore, they will identify the different thinking 

styles, including their own, and they will therefore 
learn and develop skills as to how they should 

approach each customer according to that customer's 
unique mind-set. 

Learn all about the concept of conflict, how and why it 
occurs and under which circumstances. Also, learn 

what impact conflicts have on you as well as upon your 
customers' behaviour.

Bearing the above in mind participants will be able to 
experience various ways of managing and handling 
conflicts with customers. Also they will understand 
when and how they should be avoiding conflicts in 

order to keep relationships with customers stable and 
harmonious.

Individuals will go through a journey involving practical 
tool methods and techniques in order to master the art 

of assertive communication. The overall idea behind 
this is to distinguish the notions of aggressiveness and 

assertiveness and to achieve a positive impact and 
strong results with their customers through an 

enhanced connection with their customers' values.  

Know when it is considered appropriate for you to use 
assertive communication with your customers and 

learn how to manage the consequences of this action.

Learn how to manage difficult discussions that occur 
from various conflicts with customers and become 

familiar with the relationships between assertiveness 
and the mutual resolution of disagreements.

How to shape a kinaesthetic image towards customers 
and leave a positive impact throughout the decision 
making process which they follow when interaction 

concerning business development activities take place. 

How We Do It
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SKILLS TO
ENHANCE

ASSERTIVENESS
AND

COMMUNICATION
IN B.2.B.

ENHANCE
CUSTOMER EXPERIENCE

Negotiation using political intelligence is all about reaching a mutually agreed action while 
dealing with others by using a set of skills and behaviours which diplomatically influence the 
perception of value (between you and the customers) and thus increases the chances of both 
parties' satisfaction. More importantly, it provides the necessary skills that will help individuals 
properly handle customer needs and manoeuvre difficult customers through a beneficial 
discussion. 

THE  COMMERCIALLY  AND  POLITICALLY  INTELLIGENT
NEGOTIATOR  PROGRAMME

Whether you are serving customers in a retail outlet or selling products or services over the phone, sales executives are faced with highly 
demanding customers. This puts pressure on organisations to develop the necessary skills and behaviours in order to increase their abilities to 
negotiate with customers and reach a mutually agreed win-win situation.

Negotiation is all about the perceived value! If there is a gap between what you believe and what the customer perceives, then the challenge is 
how to bridge this gap, how to influence the customer's perception, how to persuade them and eventually reach an agreement. The missing 
competency that most organisations seek to develop for their customer interfacing executives is “politically intelligent negotiation” 
behaviour. Therefore, understanding how to negotiate in a politically intelligent way will help executives during times of change. Additionally 
it will teach them how to run, manage and win a negotiation discussion with their own counterparts.

Why Political Intelligence In Negotiation ?

This programme is designed for all customer-interfacing agents, 
retail sales executives, supervisors and call centre sales executives 
and customer service executives. 

Who Should Attend ?
This 3 day programme is available only as an in-company, 
customised solution. Therefore we will be available to 
discuss your requirements beforehand and will then 
customise the workshop accordingly.

Duration

What Is Politically Intelligent Negotiation ?
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This programme is action based and is designed with a 
direct usable outcome in mind. It will support the 
customer service executives to better exhibit the 
appropriate politically intelligent behaviours such as 
diplomacy, how to build credibility and trust-
worthiness with others, knowing how to approach 
customers in different situations, what to say and 
when to act in a specific way. This, as a result, will have 
a direct impact on the way they balance their personal 
and customer expectations. This will also have a direct 
impact on how they apply the optimal negotiation 
style. Ultimately, the participants will be able to better 
manage stress and become persuasive individuals that 
are able to positively negotiate for a win-win situation:

At the end of the two days participants will be able to 
successfully use “state of the art” negotiation tools 
and techniques as listed below:

Understand the complexity of negotiation and the 
role of political intelligence in reaching a mutual win-
win situation.

Understand the customer problem management 
process and customer needs / perceived value.

Understand the new customer service and selling 
process and identify where negotiation will be 
involved.

Negotiation: it's all about perceived limit 
management.

Negotiation tactics, movements and concessions.

Dealing with the price and closing stage - mistakes to 
avoid in negotiation.

What Is In It For You ?

Module 1: 
Negotiation is all About Perceived Value and 

Limit Management:

Sell first and then negotiate!

What is the value of your offer and how does your 
customer perceive it?

The calculation of return on investment from both 
parties' perspectives.

What is the procurement process? What are the business 
drivers and the tradable?

What is the common ground? 

Module 2:
 The Politically Intelligent Negotiator, Building 

Credibility with Customers:

Module 3: 
Face to Face Negotiation-Choosing Your 

Politically Intelligent Negotiation Strategy:

What is politically intelligent negotiation? 
Why is it important for you to develop politically 

intelligent negotiating skills?

Familiarise yourself with your political intelligence 
profile and with that of others.

How can you be a credible customer service / sales 
person in order to be perceived as being trustworthy to 

others? Understand the factors that influence your 
credibility ratings as a negotiator.

Learn how to avoid taking the negotiation process too 
personally according to your political intelligence 

preference.

Prepare and learn how to be confident about your 
tradable before the negotiation takes place.

Familiarise yourself with trust building strategies by 
exchanging views and positions. Define BATNA and 

ZOPA.

Understand when to use a build or direct approach and 
the way these two work in order to be able to reach an 

appropriate outcome.

Working towards an agreement.  Real life exercises with 
video capture and feedback on strategy, tactics and 

execution.

Assess the organisational context, plan your strategy 
and script several likely outcomes.

Learn politically intelligent tips and tricks for use during 
the negotiation process (opening, questioning and 

destabilising tricks).

Trading concessions.

How We Do It

Behavioural analysis and how to deal with 
different behaviour styles using political 
intelligence:

Ability to measure others' credibility and 
power from inside and outside of the 
organisation through behavioural 
analysis, helping us to effectively 
negotiate with others.

Choose between a number of politically 
intelligent influencing / negotiating 
strategies and be able to adjust the 
appropriate one to your situation. Learn 
h o w  t o  a v o i d  m i s t a k e s  d u r i n g  
negotiation.

Personal power and how to increase it.

The negotiation process and preparing for 
negotiation.

Practice negotiating skills and have a chance 
to test new techniques and processes. 

Negotiation preparation checklist - how to 
structure the sales process to prepare a more 
fruitful negotiation.
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