THE METHOD

ARTICLE 04 - EMOTIONAL INTELLIGENCE

HOW EMOTIONAL
INTELLIGENCE

A practical guide to reading customers better, managing your own reactions and building sales
conversations based on trust, awareness and control.

Read The Customer. Control Yourself. Improve The Conversation.
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SALES PERFORMANCE IS NOT ONLY ABOUT
WHAT YOU SAY

Emotional intelligence is the ability to recognise emotions, understand what they are telling you and respond deliberately rather
than automatically.

SELF-AWARENESS SELF-MANAGEMENT

Recognise your own emotional state, habits and triggers before Stay composed when a customer is difficult, uncertain, dismissive
they control the conversation. or resistant.

SOCIAL AWARENESS RELATIONSHIP MANAGEMENT

Notice tone, hesitation, body language, energy and emotional Adapt your communication to maintain trust, clarity and forward
signals from the customer. movement.
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CUSTOMERS FEEL THE CONVERSATION BEFORE
THEY ANALYSE IT

A salesperson can know the product perfectly and still lose the sale if the customer feels ignored, pressured, misunderstood or
unsafe.

TRUST

Customers are more open when they feel listened to and respected.

ADAPTABILITY

Different personalities, emotions and situations require different communication styles.

CONTROL

Emotional discipline prevents defensive reactions that can damage the sale.

CONNECTION

People respond more positively when the salesperson understands both the practical and emotional side of the decision.
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PAY ATTENTION TO WHAT IS NOT BEING SAID

Customers communicate through more than words. A change in tone, pace or body language can reveal uncertainty before the
objection is spoken.

A customer who becomes quieter, shorter or more guarded may be processing risk or losing confidence.

HESITATION Long pauses, vague answers or repeated questions often indicate unresolved uncertainty.

Closed posture, reduced eye contact or physical withdrawal may signal discomfort or disengagement.

ENERGY SHIFT Enthusiasm that suddenly drops can indicate that something in the conversation created doubt.

"Do not only listen for objections. Watch for the moment uncertainty begins."
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THE CUSTOMER SHOULD NEVER HAVE TO
MANAGE THE SALESPERSON

Strong emotional intelligence means staying professional even when the conversation becomes uncomfortable.

PRICE RESISTANCE

Do not become defensive or discount immediately. Ask what specifically feels too expensive.

REJECTION

Do not take a no personally. Separate your identity from the outcome of a single conversation.

IMPATIENCE

Do not rush a customer simply because you want the deal to move faster.

CHALLENGE

If a customer questions you, respond with curiosity and evidence rather than ego.
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THE SAME MESSAGE CAN FAIL IF THE DELIVERY
IS WRONG

Emotional intelligence allows you to adjust pace, tone and detail without becoming inauthentic.

DIRECT CUSTOMER ANALYTICAL CUSTOMER

Be concise. Focus on outcomes, decisions and what happens Slow down. Provide evidence, detail, logic and space to evaluate.
next.

RELATIONSHIP-FOCUSED CUSTOMER EXPRESSIVE CUSTOMER

Build trust first. Show that you understand the people and impact Engage their vision and enthusiasm while keeping the decision
involved. grounded in practical value.
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RESPOND TO THE EMOTION BEFORE YOU
ATTACK THE LOGIC

An objection can carry frustration, fear, embarrassment, scepticism or uncertainty. If you ignore the emotion, the logical answer
may not land.

Show that you heard the concern without automatically agreeing with it.

2. CLARIFY Ask what specifically is driving the hesitation.

Recognise why the concern makes sense from the customer’s position.

4. RESPOND Give a relevant answer, example or proof point.

Ask whether the concern feels resolved before continuing.
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EMOTIONAL INTELLIGENCE CHECKLIST FOR
SALES CONVERSATIONS

Use these questions before and after important sales conversations to improve awareness, control and customer connection.

What emotional state am | bringing into this conversation?

Am | listening to understand or listening only to respond?

What is the customer’s tone, pace and level of engagement telling me?
Have | adapted my communication to the person in front of me?

Did I react defensively at any point?

What emotion may be sitting underneath the customer’s objection?

Did the customer leave the conversation feeling respected and clear?

BUILD SALESPEOPLE WHO READ PEOPLE BETTER.

The Method provides practical corporate sales training focused on emotional intelligence, buyer psychology, communication,
customer service, objection handling and pressure-free closing.

ENQUIRE ABOUT CORPORATE SALES TRAINING info@themethod.co.za + themethod.co.za
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