
THE NEW APPLIANCE STORE SUCCESS 
AND SALES TRAINING YOU’VE BEEN MISSING!

“CLOSING THE SALE” TRAINING 
FOR APPLIANCE STORES!

So let us now look at the important principles that should guide you during 
the closing process. About 50% of your sales will be made by simply doing 
a good product presentation. That’s the part of the sale that builds 
value in the customer’s eyes. If the customer is not completely “sold” on 
the merchandise, then there’s not going to be a sale! An engaging product 
demonstration must be well crafted to “speak to them personally.”

A good presentation should include critical “usage” insights many 
customers are not aware of, while also getting the customer “physically 
involved.” It is also extremely important to ask for “confirmations” about 
the key benefits the customer is experiencing. For instance, “Mary this 
washer looks like it will be a lot easier for you to load, what do you think?” 
All the aspects of a good “presentation” collectively comprise the first part 
of the selling process, which may be referred to as the “front end of 
the sale.” 

If you executed the “front end of the sale” properly, as indicated, a 
large percent of your customers will automatically buy. There are some 
legitimate reasons why people sometimes can’t decide today. Such as 
their significant other needs to see it first, or they need to bring in a floor 
sample to see if it matches, or perhaps they will be building in about a year 
and are just out getting ideas. Just remember you won’t sell everyone 
you talk to, but you can sell everyone you talk to on “you!” When they 
leave they should always remember you are trustworthy, friendly, and 
the most helpful person they’ll encounter!

The point at which you begin to attempt the “close” starts the “backend 
of the sale!” Here’s a great tip. Really good salespeople spend a much 
larger percentage of their time on the back end of the sale than most 
salespeople! The following insights will indicate “how” and “why.”

So let’s now proceed to explore the science of closing. Here are a few 
terms and concepts you should be aware of. The first is “trial closing.” 
That’s when you ask simple questions to determine if the customer likes 
something well enough that they might consider buying. It allows you to 
get a quick reading on the customer’s interest. “So is this the one you like 
best of all?” “What do you like most about it?” “Would you like me to check 
availability for you?”Sometimes this type of question will actually cause 
your customer to go ahead and buy, or cause them to give you more 
information that will allow you to close them later. 

The next closing concept you need to know is how to “flush out the 
objection.” If you’ve made a great product presentation and they aren’t 
telling you to write the sale, then they have concerns they aren’t voicing! 
That’s when you need to find out exactly what their major concern is. 

“Mrs. Jones you took in a lot of information today is there something you 
are unsure of?” “I know there’s a lot to consider, what may be your biggest 
concern at this point?”

Simply asking for the reason why they’re hesitating will often give you 
a good shot at “overcoming they’re objection.” For instance, it could be 
as simple as holding the merchandise for a couple of weeks until the room 
is ready. A large part of the time they will be duly concerned about whether 
the new appliances will go well with their carpet, floors, or paint colors. 
Here is a simple way to overcome this objection in the store! 

Ask your store manager if you or someone else can spend about $50 to 
assemble samples of carpeting, flooring, and paint swatches to 
have in the store to close customers! This works like magic! Just bring 
the box or sample bag out when needed, and ask your customer “which 
one of these is like your carpet (or flooring, or wall colors)?” This makes life 
a lot easier for them, as they don’t have to make another trip back! It’s a lot 
easier to make a good decision this way rather than to go home and try to 
imagine how the new appliances might go in their room! Plus you’ve 
taken them off the market. Otherwise they might also be tempted before 
going home to make just that “one last stop!” You will be amazed at how 
simply flushing out their one “hesitation” or objection will close a 
lot of sales for you!

Thus far we have covered the following. 1.) Great product presentations 
will close 50% of your sales. 2.) How to sell yourself, and enhance your 
chances of the customer buying from you! 3.) What a trial close is, and 
how it can close the sale or get feedback to help you close later. 4.) How to 

“flush out the objection.” (Never let a customer leave without knowing 
the reason they can’t buy today!) 5.) Closing by “overcoming” their 
objection - at times it can be very easy!  6.) Plus, how to use a handy box of 
samples in order to close several more sales a month!

Now you are beginning to see “how” and “why” great salespeople spend 
a lot more of their time on the “back end of the sale!” If your customer 
is the slightest bit confused or uncertain, they will simply leave without 
buying. But if you can help then sort through their indecision in the 
store, you will close a lot more sales! However, there’s just one more 
thing we need to cover. Learn the following great closes too and you’ll really 
be at the top of your game! 

It has been said that closing the sale is both an art and a science. In order to be effective you certainly must know the principles, or the “science,” of closing, 
which we will cover soon. However your special chemistry, or relationship, with the customer also comes into play. You are indeed the “X” factor. A great 
salesperson closes many customers simply because the customer likes them! That’s where the “art” comes in, the “art” of Selling Yourself.” 

But how do you go about selling yourself? Bonding with your customer is the key. Getting them to talk about those things most important to their lives 
will get you off and running. Ask them if they have children, and if so what are their ages. Ask if they have pets, and what kind. If they are wearing something 
that reveals their favorite sports team they are basically saying, “Here’s is how you can connect with me!” What profession are they in? Where did the go to 
school? Why? You could easily know someone they work with or went to school with!

The biggest mistake a lot of salespeople make is to do most of the talking. The key is to get the customers to open up and talk about themselves. 
Once they do you will definitely find an important “connection!” That is how and when your relationship takes on new meaning for both of you! Here’s is an 
important tip. Just before you go into the close, your relationship should be at its best. Therefore take time to “enlargen their heart” toward you! You 
can do that by being humorous, or complimenting them, or talking a little more about those things that allowed you to bond! This makes them more 
favorably inclined to what you’re going to say next! 

Do you think that’s not so important? Ok then, when is it you want your relationship to be at its best? Shouldn’t be when it helps both you and your 
customer the most? What does your customer really expect from you? They want to be able to know they can trust you, and that you are friendly and 
very helpful. So never lie to a customer, or try to sell them something that won’t work well for them! And genuinely care enough to give them the 
information they need to make a truly informed decision. Now you’re really well on your way to selling greatness, because you know the major secrets 
about how to “Sell Yourself!”

THE SCIENCE OF CLOSING THE SALE

SALES TRAINING HANDOUT #7
“SUCCESS” TRAINING FOR SALESPEOPLE!

PMA All the Way! Everything starts with a Positive Mental 
Attitude. My mentor Sol taught me that “gem” nearly 50 years ago! 
His advice turned my life around then, and is directly responsible 
for all my subsequent “success.” Here is what he taught me. 
You must constantly feed your mind positive thoughts! Your 
mind is a product of what you consciously put into it. He 
said losers constantly justify why they can’t or didn’t succeed. 
Winners are always thinking about how and why they are going 
to succeed!

KAIZEN: This is a Japanese concept that teaches you must 
“constantly keep improving!” Joe Paterno said, “If you’re not 
getting better, you’re getting worse.” Why would that be true? 
When you stop getting better the world passes you by, because 
it’s constantly improving!

 “E” in Equals  More “E” out! Some people are constantly 
waiting for their energy to somehow “show up.” But it never 
does. That’s because you have to “kick-start” it! When you are 
at rest so are all you energy producing systems. Once you 
get up and get going your circulation starts to improve, and so 
does your oxygen intake. Your body starts to come to life! The 
more energy you put into it, the more energy your body then 
generates!

It Takes Failure to Succeed! Failure always precedes success. 
Just read a biography of Abraham Lincoln or Thomas Edison and 
you’ll see what I mean! Edison welcomed each failure because 
he knew that meant he was getting closer to succeeding! 
Embrace failure as part of the success process! In fact it helps to 
speed up your failures, so that you can succeed quicker!

Your Most Precious Commodity! Whether you are a prince, 
pauper, or President of the United States you have the exact 
amount of minutes to spend each and every day of your life! 
Time is your most valuable commodity, and as such should be 
“spent” very wisely. Frequently ask yourself, “How can I make the 
most effective use of my time right now?” 

How Important Are Words? They just might be the most 
important predictor of your success! A survey was done at a 
large company that checked the vocabulary levels of all the 
employees. It was found that those managers at the very highest 
levels of the company had the most developed vocabularies! A 
parallel was noted throughout the ranks, and a startling discovery 
was made; that every employee’s salary and vocabulary level 
were directly correlated! So it certainly “PAYS” to increase 
your vocabulary!

How to Get Organized! We all know people who are over-
whelmed daily by stacks of paperwork and clutter. The problem 
is that it not only takes longer to find something, but it also caus-
es “confusion” all day long. Clutter “clutters up your mind” as 
well as your space! Thankfully the remedy is simple! You just 
need 2 things to get organized. A proper place to “record it,” 
and a proper place to store it! Plus a little follow-through will 
help too!

Leaders Are Readers! Everyone that is at the top of their 
profession has to be well-informed. That means they are 

“thoughtful,” and must actively seek knowledge. This reveals they 
had to become avid readers. Show me a successful person 
and I will show you someone with a substantial personal library. 
People who are leaders like to read factual things, informing 
them about how the world works! In fact if you’re not reading 
very much, it “typifies” you’re not doing very much to prepare 
yourself for the future!

Self-Motivation is Key! All high achievers are fueled by strong 
desire. They are “self-motivated” individuals who have the 

“spark” to keep pushing every day. They have a “cause” that 
propels them forward every minute. It may be their strong desire 
to buy a nice home for their family, or to take a special vacation. 
You too can be highly self-motivated! First identify what it is that 
you want. Second have constant reminders such as pictures 
close by. Take the time to “recharge” yourself during the day! 
It may help to carry some of your favorite “inspirational” quotes! 
There’s only one way to get what you really want in life: Let your 
daily “motivation” be your boss! 

Open Your Special Gift Every Day! Each new day is a special 
gift. It is one blank page in your book of life! Will you simply just 
drift into it, or will you embrace it for its uniqueness and try to 
make the most of it? High achievers look upon each day as an 
extremely important challenge. Will you be better off at the end 
of it? Sylvester Stallone said, “A portion of each day is given over 
to achieve the impossible!” I invite you to climb to the top of 
your “personal” Mt. Everest, Every Day!

Why Set Goals? You will often hear, “You must have goals in 
life!” But why are goals so important? The basic idea with regard 
to goal setting is to set a specific time to accomplish a desired 
task. If you set a resolute goal, it beckons all your creative 
energy, and focuses your time, energy, thoughts, resources, and 
feelings towards achieving its outcome! Washington Irving once 
said, “Great minds have purposes, others have wishes.” Are you 
setting goals to ensure your success, or simply “wishing” for it?

Every major aspect of your life influences your ability to perform at work. Your relationships, physical and mental health, and personal 
beliefs and habits all play a significant role in your personal effectiveness. Life really does play by certain rules! When you understand 
how “life really works” it makes everything a lot easier and more enjoyable, not only for you but also for everyone you interact with. 
Change your perspectives and you will “change your life!”

The information I am about to share with you is taken from my book, “The Keys to Health, Happiness, and Success! 100 Life Changing 
Insights In Just Minutes a Day!” Since our space is limited we are only able to touch upon “20 Key Success Principles.” It is my hope 
that they will become “foundational.” So with sincere enthusiasm and great optimism, I present you with a “tried and proven” “playbook” 
for your life! 

20 KEY SUCCESS PRINCIPLES!
1.) 7.)

4.)

5.)

6.)

8.)

9.)

10.)

11.)

2.)

3.)

12 KEY MAXIMS FOR SALESPEOPLE 
IN APPLIANCE STORES!

Always Keep Busy!: There is no such thing as a happy 
person who just sits around all day! All the happy people you 
encounter always seem to busy doing things. Why is that the 
case? When you’re busy the body release endorphins that put 
you in a better mood, and also give you more energy! So be 
sure to stay engaged in simple activities, such as straightening 
the showroom, or putting supplies where needed at key points 
on the sales floor. When it is your turn to great the customer 
you will be ready with the “right frame of mind” to do so. Those 
who perform poorly in sales, you’ll notice, just always seem to 
be sitting around waiting for their next turn to greet a customer. 
However, they now have such a low energy level they just don’t 
have that “spark” or warmth to be able to take their initial 
conversation to the right place. It pays to remember, there’s no 
such thing as a “good” and also lethargic salesperson!  

Downtime Is for Learning and Practice: Spending slow time 
improving your appliance presentations helps you in many ways! 
First it keeps your mind focused on selling. Second, thinking 
about new and innovative ways to make the merchandise 

“speak” to your customers will surely improve your sales! When 
is the right time to experiment with different demonstration 
techniques? It is certainly in advance of actually being in front 
of the customer. There is also a benefit to the store “culture” to 
be gained as well. When your peers make the “connection” that 
your superior performance is based on you “constantly trying to 
improve” it will automatically become contagious!

Help Customers Make the Right Decision: When someone 
comes into your store they very often lack a lot of crucial buying 

“insights,” and even some basic knowledge about the appliances. 
Why is this so? There are so many different manufactures, 
and most also have quite a broad assortment to choose from. 
Shoppers do often glean a lot of useful information from the 
web to help them with important buying insights. However, 
you are their only “trusted advisor” when it comes to making 
an appliance purchase! They really need you to be honest with 
them, and also to “step up” and have their best interest at heart. 
Just remember to always assess both their current and future 
“usage” needs, and then advocate in their behalf! That normally 
begins with asking them a lot of critical “usage” questions. 

“Who will be using it?” “Will it be getting a lot of daily use by 
more than one person?” “Will anyone with health challenges 
be using it?” “How important is it to you to get something that 
is highly energy efficient?”

The Only “Justice” is Another Up!: Have you ever written a 
large sale and then decided to take it easy for a while? A lot of 
salespeople routinely do, because they feel like they made their 
quota or goal for the day and deserve to take it easy for a while! 
However, that’s the very worst time to sit back and skip your 
next “up!” Why? You have a lot of momentum now working in 
your favor! You are in a really good mood, full of optimism, and 
have a tremendous “vibe” that the next customer will instantly 
pick up on! Consequently you will automatically bond much 
better, which will certainly increase your chances of getting that 
sale! The opposite is also true. If you just had a very difficult 
customer to work with, and now feel like you should get off the 
floor for a while, it could be a big mistake. The reason is simple. 
If you’re back in the lunchroom you will just keep replaying the 
past negative scenario in your mind. The best way to get over 
it is to get another up, which “on average” is going to be a lot 
easier to work with than the previous one. Here’s a thought for 
you. When a difficult customer makes you feel like you need 
to get off the floor, don’t also allow them to cost you “2” sales, 
instead of just their sale!

You Can Sell Everybody on “You!”: You cannot sell every 
customer that comes in. There are many legitimate reasons why 
people can’t buy on their first trip in. Perhaps they will have a 
need only next year, and are just out getting ideas. It may be that 
the person you greeted is just out “scouting” for an item or items 
in behalf of their son or daughter, way in advance. That doesn’t 
mean that you can’t “sell them on YOU,” and doing business with 
YOU in the future. Be sure to treat every shopper with kindness, 
and give them every bit of all your considerable expertise, just as 
if they were getting ready to write that check out today!

Get a Little Better and Make a Lot More!: If you were able to 
get just a “little bit better” at selling you would actually start to 
earning a lot more! Here’s what I mean. If you would get just a 
little better at selling appliances, and then at selling protection 
plans too, plus a little better on converting customers to credit, 
and also at adding on smaller items, and then at getting “Be-
Backs” too, it would make a HUGE difference in your paycheck! 
The added sales alone would become a large factor in your 
pay, but then the spiffs or “bonuses” that you may start to 
achieve would finally start to kick in too, as well as the higher 
commissions, if your pay plan has a graduated payout scale. So 
if you got, let’s say just 20 % better in all the above, it would 
translate into perhaps a 30-35% pay increase. In other words if 
you’d get just 1/5 better, then you’d make perhaps 1/3 more!

INTRODUCTION
You hear a lot of talk these days about how critically important it is to define your “WHY.”  However it is just as vitally important 
to define your “HOW!” While the time it takes to define your “why” might only be a day or so, defining your “how” will 
constantly need to be re-evaluated, in order to keep abreast of changing trends. Yet there are indeed some “timeless” nuggets 
of wisdom that can and should be foundational to your “betterment.” The following “12 Key Maxims for Retail Salespeople” 
all certainly fit under that heading!

1.) 4.)

5.)

6.)

2.)

3.)

INSIGHTFUL SELLING TIPS 
FOR TODAY’S APPLIANCE STORES!

The internet, home improvement TV shows, and social media have certainly changed the way many shoppers view the role of appliance store salespeople. Before 
those options came into play, salespeople were the customer’s primary go-to source for nearly all the guidance and practical help they needed and desired when 
shopping for appliances.

When today’s shoppers arrive at your store, they usually possess knowledge about your product lines and those of your competitors’, as well as the comparative 
pricing, and services. They may have amassed  a great deal of information on current appliance features and trends, which quite often have a formative and lasting 
impact on their preferences for style, colors, finishes and performance.

Because of the easily accessible information shoppers often have, every appliance retailer knows they need to step up their game to make the customer in-store 
shopping experience more enjoyable and helpful. Here are some ideas that will allow you to achieve that most cherished goal!

Let’s consider the genuine need shoppers have for the “human” element when shopping at your location. Many retailers think that they need to provide ever-
increasing amounts of in-store technology to create a better store experience for shoppers. Conveniently placed screens that allow shoppers to simulate how a 
particular set or item will look in their homes, or to better visualize colors, features, and finishes are becoming more commonplace. It’s true that these things can 
help, but they only duplicate what shoppers can often do on their own screens at home. 

What shoppers can’t do at home is engage in a very friendly way with a live person in front of them, and physically experience the merchandise, with someone 
well-trained to elevate and enhance their total experience and confidence with a particularly favored appliance! Every store’s main goal should be to make 
customers feel like your well-trained staff made their trip to your store not only enjoyable, but also much more informative and unforgettable! 

WHAT DO “CUSTOMERS REALLY EXPECT” FROM APPLIANCE SALESPEOPLE?
Let’s just place ourselves in the customer’s shoes for a while, in order to 
understand how they wish to view their store visit upon leaving. This will help 
identify chief areas of their concern that should serve to dictate the ways in 
which we can best serve them properly within the stores. 

It’s easy to lose sight of their agenda when we are all preoccupied with 
laboring in our individual stores trying to deal with a host of challenging 
recent trends.  Things like inflation, tariffs, supply chain disruptions, increases 
in manufacturer’s pricing, falling home sales, the tendency of a substantial 
amount of customers to buy now only out of shear necessity, shoppers who 
feel like their phones are their only trusted advisors, competitor’s  unrealistic 
gimmicky offerings, and more. “Congratulations” are in order for you, and your 
store, for having survived all these things. They obviously have not only made 
you stronger but also more determined. Which certainly proves that well-
known saying - “That which does not kill us makes us stronger!” 

Their #1 Chief Concern!

When shopping at your location a large percentage of your customers will 
often need a quick delivery. This is due to genuine need, such as a refrigerator 
that went out, an air conditioner needing to be delivered during a scorching 
heat wave, or a large family that just had their washer or dryer permanently 
quit on them. One of the very first questions you should ask is, “How soon 
do you need it?”   Every salesperson should have a great working knowledge 
about current inventory, plus quick and easy access to dependable information 
concerning which items can be delivered and installed quickly!

In  these situations, which commonly occur, customers wish to leave wanting 
to be certain that you helped find them something appropriate that will 
be delivered to them right away! If that doesn’t happen it could easily 
cost you all of their future business, and even all their potential referrals 
they might have given about you.  They could also impact the business of 
others who might be considering your store doing searches about customers’ 
experiences shopping at your location. This means that not being upfront and 
honest with them can cost you tons of extra business. Be sure to not lose sight 
of this extremely important fact. Look, you might have gotten their sale today, 
(being ‘Penny wise’), but also lost all of their future goodwill!  (‘Pound foolish’)

The “3” Main Types of Appliance Shoppers  
and Their Biggest Concern

When someone comes in looking for a major appliance it is important to 
know early on exactly what type of shopper, out of the three basic types you’re 
working with.  Shopper #1 - Are they on a strict budget, or do they prefer low 
tech items, where ease of operation and sure dependability is their driving 

concern?  Shopper #2 – Do they seek the latest technology, craving instant 
updates and remote access, and the ultimate in energy savings? Shopper #3 – 
Perhaps your shopper is somewhere in the middle, seeking both dependable 
performance and long term energy efficiency at a more affordable price.  It   
stands to reason that some shoppers may be able to be “upgraded” to the next 
level with a skillful presentation, but never lose sight of the fact that those are 
also the most likely to “want to go home and think about it” because it’s not 
really what they came in for. If that happens you may never see them again 
for that purchase - or for any of their future needs as well. That’s why it is very 
wise to begin the conversation with a list of very telling questions to guide you 
properly! Every shopper’s chief expectation upon leaving is that you’ve truly 
enabled them to finally find their one perfect choice! 

 Ask These Critical Questions and Expertly Guide the Sale

The person asking most of the questions is the one who guides the conversation. 
And, of course, it is the conversation that guides the entire sale! You’ll never 
walk on dry land (close that sale) unless you steer the ship properly (guide the 
sale correctly in the right direction). Here are several general questions you 
need to pose early on, depending on the particular items they came in for.  
These questions will also establish your expertise in their minds, and convey the 
friendly, concerned help that you wish to provide. Ask some of these upfront, 
or at various times when and where they’re appropriate during the sale. “Mrs. 
Jones, my whole goal is to find something that will be absolutely perfect for 
you! If you don’t mind, I would like to start by asking you some very important 
questions to ensure your overall happiness. Would that be O.K.? Asking these 
questions will also make the customer quickly realize that they have finally met 
that one person they’ll want to wait on them for all their appliance needs.

“25” Key Questions to Ask Appliance Shoppers and More!

1.) What item or items are you interested in?  2.) Do you have any particular 
brands you’re looking for?  3.) What are the most important feature(s) you’d 
like it to have? 4.) How soon do you need it delivered? 5.) If not soon ask, Will 
you be moving soon, or in the foreseeable future? 6.) If so, when and where 
to? 7.) Have you seen something you like? 8.) Do you have any pictures of 
it? 9.) Do you have pictures of the space(s) at home it will be going into, or 
the exact dimensions of them? 10.) Did someone recommend us to you, or 
did you see our site, or our ad? 11.) How important is saving on your energy 
bills to you?  12.) Has anyone shown you the latest technology for the item(s) 
you’re interested in? 13.) What seems to be the problem with your old one?  
14.) What did you like best about your current one? 15.) What did you like 
the least about it? 16.) Will this be getting heavy use daily or weekly? 17.) 
Who will be using it? 18.) Do you have children, if so what are their ages?  
19.) Does anyone have any health challenges that might be using it?  

This New Training Was Done Upon Request!
The international furniture and mattress sales training expert Scott Morris, whose training materials are 
now being use on four continents, was asked recently by the appliance industry to make an affordable 
‘advanced sales training program’ for them too! That resulted in “4” two-sided (8 1/2” x 11”) permanent 

Laminates titled: “The Appliance Store Success and Sales Training Academy!”

Laminate #1 Success Training for Salespeople!
This remarkable training can turn any salesperson into a virtual  

walking, talking “non-stop” success machine!

#2 “Closing the Sale” Training for Appliance Stores!
Instantly improve your close ratio with these “30” soft closes – 

that feature lots of shoppers you thought were impossible to close!

#3 “12” Key Maxims for Salespeople in Appliance Stores!
Management and Salespeople will now all be “pulling together”  

on the same page – in order to really help each other!
 

#4 Insightful Selling Tips for Today’s Appliance Stores!
Go for an eye-opening walk in today’s customers’ shoes. You’ll be Amazed! 

Plus “25” Key Questions to guide that perfect conversation!

#4 includes many proven examples on how to Most Effectively “present” appliances  
– with new insights on Add-On and Cross-Selling!

                                                          

All four are only $99.99. For a LTD time only they’re just $69.99!!!  
FREE S/H in the U.S. – only $15 elsewhere! 

THIS CAN ONLY COST YOU IF YOU DON’T GET IT!!!

 Visit the link to order            https://www.thebestfurnituresalesever.com/store.html

© 2025   Scott Morris

(Or Order Now 
 Using this QR Code!)
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