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Relationship-Building
Approaches

Authentic Connections with
Customers

Authentic connections with customers are vital
in today's sales landscape, especially for Gen Z

salespeople who thrive on building relationships.

This generation has a unique work ethic that
often emphasises collaboration and
transparency. When employing a Gen Z car
salesperson, managers can expect a refreshing
take on communication styles that prioritise
honesty, fairness and relatability.

This can lead to a more engaging customer
experience, as Gen Z salespeople are typically
adept at using social media to connect with
potential buyers. They leverage platforms like
Instagram and TikTok to share authentic stories
about the vehicles they sell, creating a narrative
that resonates with younger consumers looking
for genuine interactions.

However, the work ethic of Gen Z can vary
significantly from person to person. While many
exhibit a strong commitment to their roles and
are eager to learn, others may struggle with
traditional sales pressures.

Managers should recognise that Gen Z values
flexibility, autonomy, fairness and meaningful
work.

By fostering an environment that encourages
creativity and initiative, organisations can unlock
the full potential of these young sales
professionals.

Rather than relying solely on conventional
metrics, incorporating feedback and
collaborative goal-setting can enhance
performance and motivation, leading to better
customer interactions.

Social media

Social media plays a crucial role in shaping the
sales techniques of Gen Z. This generation has
grown up in a digital world where interactions
are often initiated online. To make the most of
this advantage, managers should encourage
their sales staff to utilise social media not just
for promotion but also for relationship-building.

Engaging with customers through comments,
messages, and live interactions can establish
trust and foster loyalty. By guiding Gen Z
salespeople on how to leverage these platforms
effectively, organisations can create a more
personalised sales experience that appeals to
modern consumers.

When it comes to following up with customers,
Gen Z prefers a more personalised approach.

Traditional follow-up techniques, such as cold
calls or generic emails, may not resonate with
this demographic. Instead, managers should
train their teams to adopt strategies that reflect
the customer’s preferences and previous
interactions.

Utilising CRM tools and data analytics can help
sales staff tailor their follow-ups, ensuring that
they are relevant and engaging. This attention to
detail can significantly enhance the likelihood of
closing deals, as customers feel valued and
understood.
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Bridge the gap

To bridge the gap between traditional and
modern sales approaches, training and
development are key. Managers should invest in
continuous education that blends classic sales
techniques with innovative, relationship-focused
strategies.

Workshops on effective communication, social
media marketing, and customer engagement can
equip Gen Z salespeople with the skills they need
to excel in their roles.

By supporting their growth and embracing their
unique strengths, organisations can foster a
team that not only meets sales targets but also
cultivates lasting connections with customers,
ultimately leading to sustained success in the
marketplace.

The Importance of Trust and
Transparency

Trust and transparency are foundational
elements in any sales environment, especially
when it comes to employing Gen Z
salespeople.

This generation, known for its digital savvy and
desire for authenticity, thrives in an
atmosphere where honesty is paramount.

When managers foster a culture of trust, it not
only enhances employee morale but also
instils confidence in the sales process.

Gen Zis more likely to engage deeply with
customers, knowing they represent a brand
that values straightforward communication
and integrity.

This, in turn, leads to greater customer loyalty
and satisfaction, as buyers feel respected and
informed throughout their purchasing journey.

Work ethic

In the context of work ethic, Gen Z salespeople
bring a unique blend of ambition and flexibility.

However, their work ethic can vary significantly
based on how transparent their managers are
with them. When team leaders openly share
goals, expectations, and challenges, Gen Z
employees feel more invested in their roles.

They appreciate being part of ateam that
communicates openly, allowing them to take
ownership of their performance and contribute
meaningfully.

Conversely, a lack of transparency can lead to
disengagement and a sense of disconnect,
highlighting the need for managers to prioritise
trust-building within their teams.

Communication style

Communication style is another area where
trust and transparency play a critical role. Gen
Z values direct, honest conversations over
vague or overly formal interactions.

They thrive in environments where feedback
flows freely and openly, allowing them to adapt
and refine their sales techniques.

By encouraging a culture of transparency,
managers can create a safe space for Gen Z
salespeople to express their ideas and
concerns.

This approach not only enhances their
communication skills but also cultivates an
atmosphere where innovative sales strategies
can flourish, leveraging the unique strengths of
this generation.
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The influence of social media cannot be
overlooked when discussing trust in sales. Gen
Z has grown up in a digital world where
information is readily available, and they are
adept at discerning authentic brands from
those that merely seek profit.

Sales techniques that leverage social media
must be rooted in transparency and genuine
engagement. When Gen Z salespeople share
their authentic experiences and knowledge
online, they build trust with potential
customers.

This authenticity is crucial in today’s market,
where consumers are increasingly drawn to
brands that demonstrate honesty and integrity
in their messaging.

Follow up

Finally, effective follow-up strategies are
essential for maintaining trust and
transparency in sales.

Gen Z salespeople understand the importance
of nurturing relationships post-sale, and a
transparent approach to follow-up can
significantly enhance customer satisfaction.

Managers should equip their teams with tools
and training that emphasise the value of
keeping customers informed and engaged long
after the initial transaction.

By developing follow-up strategies that focus
on genuine connection and transparency,
companies can ensure lasting relationships
with their customers, ultimately leading to
repeat business and referrals.

Trust and transparency, therefore, are not just
ideals; they are practical strategies that, when
employed effectively, can transform the sales
landscape for Gen Z and their managers alike.
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Closing the Sale

Techniques for Effective Closing

One key technique for effective closing involves
understanding the unique work ethic of this
generation. Gen Zis often characterised by
their desire for authenticity and purpose in

their work. They thrive in environments where
they feel their contributions matter and where
their efforts are recognised.

Managers should foster a culture that not only
motivates Gen Z but also aligns with their
values. By doing so, they can encourage these
salespeople to approach closing with
confidence and a sense of ownership, leading
to more successful transactions.

While their digital fluency allows them to
engage with clients in innovative ways, it also
means they may rely heavily on online
interactions rather than face-to-face
conversations.

Managers should encourage their Gen Zteams
to balance these communication methods.
Training sessions focused on verbal
communication skills, active listening, and
body language can significantly enhance their
ability to close deals effectively, ensuring they
can connect on a personal level while
leveraging their digital skills.

When it comes to closing they may have a
touch of imposter syndrome which is self-
doubt and requires lots of role plays and hands
on closing with them to teach them its okay to
ask for the business.

In relationship-building, Gen Z salespeople
excel when they focus on creating authentic
connections with customers. They prioritise
trust and transparency, which can lead to more
meaningful interactions and ultimately better
closing rates.

Managers can support their teams by
encouraging them to take the time to
understand customer needs and preferences.

By equipping Gen Z sales staff with the tools
and strategies to nurture relationships,
managers can help them close deals more
effectively while fostering customer loyalty.

Follow-up strategies are essential for any sales
team, but they hold particular significance for
Gen Z.

This generation appreciates quick, thoughtful
responses and often expects immediate
engagement after a sale or inquiry.

Managers should implement structured follow-
up processes that allow Gen Z salespeople to
stay connected with customers post-sale.
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While traditional methods continue to hold
value, the rapidly changing landscape of
consumer behaviour and technology requires a
fresh perspective.

To effectively motivate Gen Z salespeople to
conduct customer needs analyses as a
qualifying tool and utilise write-up sheets
during closing, it's essential to align these
activities with their values and preferences.

Completing a customer needs analysis and a
write up sheet at the close are a prime example
of old school and new school coming together.

1. Highlight Financial Incentives:

Gen Z salespeople are motivated by financial
rewards. Linking the completion of customer
needs analyses and thorough closing
documentation to performance-based
incentives can drive engagement. For example,
setting up specialincentives for superior
performance can be effective.

2. Demonstrate the Value of Authentic
Customer Relationships:

Gen Z values authenticity and seeks
meaningful work. Emphasise how conducting
detailed needs analyses fosters genuine
customer relationships and contributes to a
sense of purpose in their role. This approach
aligns with their desire for work that is both
impactful and aligned with their values.

3. Provide Training and Development
Opportunities:

Offering skills-based training can motivate Gen
Z employees. Providing training on conducting
effective needs analyses and utilising closing
tools like write-up sheets can enhance their
confidence and competence, making these
tasks feel more manageable and rewarding.

By equipping Gen Z salespeople with these
contemporary skills, organisations can
enhance their closing techniques, ensuring
that their approach is not only effective but
also relevant in a competitive market.

Controlling the Sales
Conversation

Controlling the sales conversation is crucial,
especially in the dynamic landscape that Gen Z
navigates. Gen Z salespeople bring a unique
work ethic that often diverges from traditional
norms. They prioritise authenticity and
transparency, which can sometimes lead to an
informal communication style. This approach
can be advantageous in establishing rapport
with customers, but it may require managers to
guide these salespeople in maintaining
professionalism while still being relatable.

GTE TRAINING AND DEVELOPMENT
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By recognising the strengths of Gen Z's work
ethic, such as their adaptability and tech-
savviness, managers can create an
environment where these salespeople excel in
controlling conversations effectively.

The influence of social media on sales
techniques cannot be overstated. Gen Z has
grown up with platforms that emphasise visual
engagement and storytelling, which translates
into their sales conversations. They tend to use
these platforms to share experiences,
showcase products, and interact with potential
buyers.

This digital fluency can enhance their ability to
control the sales narrative, but it also poses
challenges. Managers must encourage Gen Z
salespeople to leverage social media as a tool
for building relationships rather than just as a
sales platform.

By fostering a culture that values genuine
connections, sales conversations can become
more meaningful and effective.

In terms of relationship-building approaches,
Gen Z salespeople often excel in creating
connections that go beyond mere transactions.

They understand that customers seek
personalised experiences and are more likely
to invest in brands that resonate with their
values.

Managers should support this instinct by
providing training on how to identify customer
needs and align them with the company’s
offerings.

By encouraging Gen Z sales teams to engage in
active listening and empathy, they can steer
conversations toward solutions that genuinely
satisfy customer expectations, ultimately
leading to higher success rates in closing

deals.
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Follow up strategies

Effective follow-up strategies are essential in
ensuring that sales conversations translate into
lasting relationships and repeat business. Gen
Z salespeople tend to appreciate a mixture of
technology and human touch in their follow-up
methods.

Managers can guide them to incorporate
automated tools for reminders while also
emphasising the importance of a personal
touch. This balance allows for efficient follow-
up without sacrificing the personal connection
that Gen Z values.

Training sessions focused on crafting follow-up
messages that are both informative and
engaging can empower these salespeople to
maintain momentum after the initial
conversation.

Finally, comparing traditional versus modern
sales approaches reveals a landscape ripe for
innovation. Traditional methods often
emphasise a more scripted approach, which
might feel stifling to Gen Z salespeople who
thrive on spontaneity and authenticity as we
have mentioned.

Managers should recognise the need for
flexibility in training and development, allowing
Gen Z sales teams to explore creative ways to
control the sales conversation.

By providing them with the tools and
confidence to adapt, managers can cultivate a
sales environment that not only embraces
modern techniques but also honours the
individuality of each salesperson, leading to
successful outcomes for both the team and the
organization.

Timing and Frequency of Follow-
Ups

Timing and frequency of follow-ups are
essential components in the sales process,
particularly when working with Gen Z
salespeople. Understanding how to effectively
navigate these touchpoints can significantly
impact the success of closing deals. Gen Z,
often respond best to follow-up strategies that
are timely, relevant, and personalised.

For managers, recognising the nuances of this
generation's work ethic and communication
style can facilitate stronger relationships and
ultimately drive sales performance.

When considering the appropriate timing for
follow-ups, it's crucial to strike a balance
between persistence and respect for the
potential customer's space.

Gen Z salespeople thrive on immediacy;
therefore, follow-ups should occur within a
reasonable timeframe after initial contact. This
can mean reaching out within 24 to 48 hours
after a first meeting or inquiry. Even within an
hour to thank the customer and make sure all
their questions have been answered.

However, each situation is unique, and it’s
essential to assess the customer’s behaviour
and responsiveness.

Utilising social media as a follow-up tool can
be particularly effective, as it aligns with Gen
Z's preferred communication channels and
helps maintain the conversation in a more
casual, approachable manner. Consider a
personalised video of the vehicle using the
customers names as you highlight the
important information to the customer.
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Frequency of follow-ups should also be
tailored to the individual customer’s needs and
preferences. While some may appreciate
regular check-ins, others may feel
overwhelmed by too much communication.

Gen Z salespeople should be trained to read
cues from clients and adjust their follow-up
frequency accordingly.

A good rule of thumb is to establish a follow-up
schedule that includes various touchpoints,
such as phone calls, texts, emails, and social
media interactions. This multifaceted approach
not only keeps the customer engaged but also
demonstrates a genuine interest in building a
relationship rather than merely closing a sale.

Building relationships is at the core of Gen Z’s
selling style, and effective follow-ups can
enhance this aspect significantly. By integrating
personal elements into each follow-up—such
as referencing past conversations or
acknowledging the customer’s specific
interests—salespeople can create a more
meaningful dialogue.

This strategy fosters trust and rapport, making
it easier to navigate the closing process.

Lastly, as the landscape of sales continues to
evolve, training and development programs
should focus on equipping Gen Z sales teams
with the skills needed to master follow-up
techniques.

This includes understanding the balance of
timing, frequency, and relationship-building.
Workshops or role-playing exercises that
simulate various follow-up scenarios can
provide valuable experience.

Additionally, promoting a culture of feedback
within teams can help Gen Z salespeople refine
their approaches and learn from real-world
experiences, ultimately leading to higher
success rates in closing deals.

Personalisation in Follow-Up
Communication

Personalisation in follow-up communication is
a crucial aspect of sales that resonates deeply
with Gen Z salespeople and their approach to
building relationships. Unlike previous
generations who may have relied on a one-size-
fits-all strategy, Gen Z understands the
importance of tailoring interactions to meet the
unique needs of each customer.

This understanding stems from their upbringing
in a digital world where personalisation is the
norm, whether it’s through social media
algorithms or targeted advertisements. By
leveraging their innate ability to connect with
others on a personal level, Gen Z salespeople
can enhance customer satisfaction and loyalty,
ultimately leading to more successful sales

outcomes.
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GEN Z SALES REPRESENTATIVES: STRENGTHS, WEAKNESSES, AND MANAGEMENT STRATEGIES

Attribute

Strengths

Weaknesses

Management Strategies

Tech Savviness

- Proficient with digital
tools and platforms

- Quick adaptation to
new technologies

- Enhanced efficiency
in sales processes

- Over-reliance on digital
communication

- Potential challenges in
face-to-face interactions
- Difficulty in building
personal relationships

- Provide training in
interpersonal
communication skills

- Encourage a balance
between digital and
personal interactions

- Assign mentors to guide
relationship-building
techniques

- Effective engagement
with a broad audience
- Skilled in leveraging

- Distraction from
traditional sales methods

strategies with traditional
sales approaches
- Set clear boundaries for

- Integrate social media

Social Media social platforms for - Neglect of in-person client ||online and offline work
Proficiency sales and brand engagements hours
promotion - Risk of overemphasis on - Promote holistic sales
- Ability to create viral ||online presence training that includes both
content digital and traditional
methods
- Ability to navigate and ||- Potential gaps in - Offer cultural
respect diverse cultural||interpersonal competence workshops
Cultural perspectives communication skills - Facilitate cross-cultural
ultura
- Fosters inclusive - Risk of misunderstandings |[team projects
Competence . . . L o . .
client relationships in diverse client interactions||- Provide resources on
- Awareness of global ||- Need for cultural global market trends and
market trends sensitivity training cultural nuances
. L - Risk of disengagement if ||- Clearly communicate the
- High motivation when - o, L
. . work lacks perceived organisation's mission and
work aligns with
purpose values
. personal values . . .
Desire for . - Potential turnover if - Involve Gen Z staff in
- Strong commitment . . . .
Purpose and o personal values conflict projects that align with
to organisational ] o ]
Impact with organisational goals their values

missions
- Drive to contribute to
meaningful causes

- Need for alignment
between personal and
company values

- Recognise and celebrate
contributions to

meaningful causes

. _________________________________________________________________________________________________________|
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|Attribute Strengths Weaknesses Management Strategies
L . - Provide clear
- Thrive in flexible work . . .
) - Potential struggle with expectations and
environments . L
. ambiguous tasks guidelines
- Enhanced job .
. . ) - Need for structured - Offer flexible work
Need for satisfaction with ) ) ] ] )
. guidance in uncertain arrangements with defined
Flexibility autonomy . .
o situations goals
- Ability to manage . )
; - Risk of perceived lack of - Implement regular check-
work-life balance ] ) )
. commitment ins to provide support and
effectively .
clarity
- Desire for regular
feedback to improve - Potential uncertainty - Establish a routine for
performance without timely feedback regular feedback sessions
Preference for ||- Quick adaptation - Risk of decreased - Create a safe
Instant based on constructive |[|confidence if feedback is environment for open
Feedback criticism not provided discussions
- Openness to - Need for consistent - Set measurable goals and
continuous evaluation review progress together
development
. - Respect boundaries
- Emphasis on personal i
. - Perception of reduced between work and
well-being . . :
. commitment if personal personaltime
. - Reduced risk of T
Work-Life time is prioritised - Promote a culture that
burnout

Balance Priority

- High productivity
during work hours due
to balanced lifestyle

- Potential conflicts with
team expectations
- Need for clear boundaries

values work-life balance
- Lead by example in
maintaining a healthy
balance

. _________________________________________________________________________________________________________|
GTE TRAINING AND DEVELOPMENT

12




GENZ IN SALES

SALES PROCESS STAGES: STRENGTHS AND WEAKNESSES

Sales Stage

Ideal Strengths

Possible Weaknesses

1. Prospecting

- Ability to identify and target potential
customers.

- Utilisation of research to create a
Customer Profile (CP).

- Effective use of diverse sources (e.g.,
online databases, social media) for
lead generation.

- Difficulty in distinguishing high-quality
leads from less promising ones.

- Overlooking the importance of initial
qualification, leading to wasted efforts on
unsuitable prospects.

- Fear of rejection hindering proactive
calls.

- Establishing rapport to build trust
with prospects.

- Lack of preparation leading to
unstructured conversations.

2. Meet and - Demonstrating active listening to - Failure to effectively introduce oneself
Greet understand client needs. and the company.
- Setting a positive tone for future - Missing opportunities to gather valuable
interactions. information about the prospect.
- Asking insightful questions to - Insufficient questioning leading to a
uncover client needs. shallow understanding of client needs.
. - Assessing budget, authority, need, - Overlooking key decision-makers.
3. Qualifying

and timing (BANT criteria).
- Identifying decision-makers and
understanding their pain points.

- Fear of rejection causing reluctance to
ask probing questions and customer
needs analysis.

4. Presenting

- Tailoring presentations to address
specific client needs.

- Clearly articulating the value
proposition.

- Engaging clients with compelling
demonstrations or proposals.

- Generic presentations lacking
personalisation.

- Overloading clients with excessive
information.

- Failure to highlight unique selling points
effectively.

5. Assessing
the Trade

- Evaluating client responses to gauge
interest.

- Addressing concerns and objections
promptly.

- Adjusting proposals based on client
feedback.

- Misreading client cues leading to
inappropriate responses.

- Inability to adapt proposals to meet
client expectations.

- Overemphasis on selling features rather
than focusing on client benefits.

. _________________________________________________________________________________________________________|
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6. Trial Closing

- Testing client readiness to proceed.

- Identifying and addressing remaining
objections.

- Building confidence towards final
commitment.

- Pushing too aggressively, leading to
client discomfort.

- Failure to recognise genuine
readiness cues.

- Neglecting to resolve all client
concerns before moving forward.

7. Closing

- Securing commitment and finalising
agreements.

- Ensuring all decision-makers are on
board.

- Celebrating the partnership and setting
the stage for future collaboration.

- Leaving unresolved issues that
could lead to post-sale
dissatisfaction.

- Rushing the process, resulting in

- Failure to recognise signs of client
hesitation.

8. Overcoming

- Addressing client concerns with
empathy and clarity.
- Providing evidence and testimonials to

- Becoming defensive or
argumentative.
- Ignoring or dismissing valid client

referrals.
- Building long-term relationships for
future business.

Objections alleviate doubts. concerns.

- Demonstrating flexibility and willingness ||- Lack of preparedness to manage

to find mutually beneficial solutions. common objections effectively.

- Maintaining ongoing communication )

- Neglecting post-sale engagement,
post-sale. . . .
. . . . leading to client attrition.

- Ensuring client satisfaction and . .

. o o . - Failure to address post-sale issues
9. Follow-Up identifying opportunities for upselling or

promptly.
- Lack of systematic follow-up
processes.

overlooked details.

. _________________________________________________________________________________________________________|
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YOUR TEAM ASSESSMENT

Team member Strengths Weaknesses Management Strategies
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ABOUT US

Graham (GTE) leads over 100 workshops annually, focusing on leadership, sales, fixed
operations, and customer experience.

He's the founder of Success Resources International, a Registered Training Organisation based in
Brisbane, and the Managing Director of GTE Training and Development in New Zealand.

Originally from North Wales, Graham has spent 17 years in Australia (2001 - 2019) after more
than two decades in New Zealand. His background includes service in both the Royal Navy and
the Royal New Zealand Navy.

He's married to Shelley, a Kiwi from the Bay of Islands, and together they have two children
Mackenzie and Gareth, along with four grandchildren: Hudson, Avyana, Reo and Vivienne.

Graham (GT) is a highly regarded coach and workshop facilitator specialising in leadership,
sales, service and customer experience. He brings a wealth of expertise with the following
qualifications:

+61404190057
+64212468885

e Advanced Diploma of Leadership and Management
e Diploma in Automotive Management

¢ Diploma of Training and Education and Design

e Certificate IV in Finance and Mortgage Broking

e Certificate IV in Business Sales

e New Zealand Certificate in Marketing

e NLP Practitioner

GRAHAM TAYLOR-EDWARDS

Graham's diverse skill set quips him to empower individuals and organisations to achieve their
goals
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