	COMMUNICATION SKILLS 
By:  Sandra Tillinghast, ENVP


	"I have my own business.  I'm in anti-aging and wellness.  And, we have an income opportunity to help people take control of their schedule and finances."  

Communication is the key to having a successful business.  When you know what to say and how to say it you feel more confident sharing the Arbonne story.  When you feel more confident you talk more.  When your mouth is open, your office is open.  Use the 3 foot rule – everyone within 3 feet of you, you should talk to! [for more scripts on what to say and how to say it, see the coaching section of System For Success]

What are you saying when your mouth is open? Remember, with every word you communicate, you are either bringing people in or pushing them out. So everything you say is either bringing money in or pushing it out. 

What are you communicating? A picture is worth a 1,000 words! 

Do you look the part? Do you have your business tools with you—[see the Arbonne VP Bag section of System For Success] curiosity packet, business card, sample, catalogue etc.? These are the things that make you look professional and make people want to do business with you. "I’m in the business of helping people look and feel great!" Do you have a 30 second commercial that is true for you and one with which you feel comfortable? [see your 30 second commercial in the coaching section of System For Success]
Language is important!  When you talk to yourself, what do you say? Are you thinking and speaking about you being capable and successful?  This is how you build your self esteem? Or are you buying into fear and making yourself feel you don’t have what it takes? Remember, every Vice President was a new consultant at one time or another. They were fearful of what was not yet comfortable—don’t buy into any defeating self talk! Feed yourself good messages. Say, “I will”, not “I’ll try”. You will feel differently and get different results.  Practice and feel confident! 

Attract people to you by having fun mirroring their voices and actions.  Everyone would like to have more fun and more friends in their life. People are attracted to people who are like them.  Are your actions and your attitude that of someone who others would want to do business with or work with?  What picture are you painting to your friends, family, and clients while you’re doing your Arbonne business? 
Communicate about what we have:  Products and Income Opportunity

· Learn the Arbonne story—the success of a company is based on the fact that one man was inspired to bring to the market only the purest, safest and most beneficial products and an income opportunity of equal value.
· Learn the income opportunity that has changed people’s lives. Talk about other people’s stories until you get a few of your own. Use the Eye on Arbonne's, a business article or the company DVD or CD to back up what you share about the opportunity that was designed to help others take control of their life. This is another way of communicating.  Make sure you have an event or a Discover Arbonne/Empower Your Life Call to invite guests on so they can hear more about the opportunity.
· Make sure you’re up when talking to clients, prospects and your team. People can read a lot more over the phone than you think! Remember, tell everyone when things are going great—and when they’re not, go to your upline. They can handle it. Handle what you can without whining and complaining too much. That can become a habit and people shut down when they hear you. Legitimate complaints should go up.
· Say things like: “Is now a good time to talk?” When booking appointments, ask, “Is the beginning or the end of the week better for you?” When working with a chatty person or family, it's best to handle business first and then go into the personal part of the conversation.  This is more effective.
· USE A TIMER if you have a habit of being on the phone too long…We all have 24 hours in a day and only a certain amount of time to dedicate to our business.  How are you using your time.
· Be a good listener—it is one of the most important skills in good communication. Use this formula: Ask, listen and then qualify—“What I heard you say is… REPEAT IT BACK—Ask, listen, and qualify. A great book to read is Listening for Success by Steve Shapiro—how can you give a person what they want unless you know what they want?
· People want to know they are understood. Words are often a cover for what people are really feeling. Many times we just use words to protect ourselves.
· Communicate what you have: one-on-one consultations, hosting opportunities, different workshops that cover the different product categories: Swiss Skin Care Workshop, Spa Party, Healthy Living, Cosmetic Workshop, sample packs, part-time and full-time income opportunities, training and support. [see consultant resource library section for presentations]
Presenting Products/Income Opportunity at an Appointment
Using effective communication skills will better help you sell our products and share the income opportunity.  Take this quiz to determine if you are saying and doing the right things.  [On a scale of 0 being NOT Doing It and 10 being Doing it WELL, Score each bullet]
1.  Asking your client/prospect open-ended questions: 
· Allows the client/prospect to give you information.
· Helps build the relationship.
· Engages the client in dialogue.
2. “Drilling down” as it relates to selling skills means: 

· Asking questions to uncover the reason behind a concern.
· Getting to the bottom line of what the product/opportunity  can do for them.
· Continuing to ask questions until you get all the information you need.
3.  Always acknowledge what the client/prospect says by: 
· Saying, “I understand” or "I know how you feel, I have felt that way too"
· Making a brief comment on what the client has said.
· Nodding your head in agreement with what was just said.
4. One reason people may not listen effectively is that you may be thinking ahead to what to say next or you may not have their attention yet.
·  It's not about what you are saying, it's about connecting with them - have you made a connection yet?
· Thank and acknowledge them for being there. 
· Find some common ground and build rapport.
· Are you asking questions about what people like to talk about most?  Themselves and their families
· Are you staying on schedule?
· Ask the client how much time has been allowed.
· Better to shorten your presentation than go over or ask "will you be okay if we run 15 minutes over"
5.  If you are presenting with someone else, be prepared to: 

· Show unity.
· Decide ahead of time who will talk first and what each of you will be presenting.

· If you are interviewing someone with your upline, introduce your upline and build some credibility into the introduction.  Not this is my upline.  Say something like this is ___and she/he has built a successful business.  She/he is mentoring/training me.  I'm so excited.  I feel very supported and appreciate her/him being here with us today.  
· If you are being trained - listen and let your upline take the lead in the interview.

· When interviewing - it's about you listening more and talking less.

· Be prepared to give the prospect curiosity packet or have the personal strategy sheet and anything else you need with you.  This is your responsibility not your uplines.  [see Discovery Interview and Personal Strategy in the System For Success Section of the Website]

6. The best way to handle objections is to: 

· Consider them as a need for additional information.
· Remain silent until you are sure they have expressed themselves completely.

· Then say "let me make sure I understand your concern and repeat it back"


7. It's okay to check in from time to time to see how things are going.  
· You can do that by asking how does this sound so far or on a scale of 1 to 10 - 1 being you never want to hear the word Arbonne again and 10 being "I'm ready to sign up" where would you say you fall?

· What other information do you need in order to make a decision?

· No matter what the outcome - thank them for their time.

· Don't forget to close - 1/client, 2/preferred client, 3/business consultant.

· Invite them to the next event or workshop or if they decide the business isn't for them offer them the opportunity to host.


