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YO U R  L U N C H R OO M  TA B L E  I S  YO U R
T R A I N I N G  U N I V E R S I T Y !

SALES TRAINING HANDOUT #1
20 GREAT QUESTIONS TO ASK YOUR CUSTOMERS!

#1 THEIR  “SITUATION”
 1.) What’s the #1 priority on your wish list today? 
 2.) What would you like to accomplish on your visit?
 3.) Are you “redoing” or moving?
 4.) If moving, are you downsizing or upsizing?
 5.) Do you live locally?
 6.) Do you need it by a certain date?

#2 THE “ROOM”
 7.) Is the room small, medium, or large?
 8.) Will furniture stay in the room? If so what are the colors or finishes?
 9.) Is the room ready?
 10.) What are the wall and carpet colors? 
 11.)  What will be the focal point?

#3 THE “MERCHANDISE”
 12.) What style are you looking for?
 13.) Have you seen something you like?
 14.) What colors or finishes might work best?                                        
 15.)  What’s most important, looks or comfort?
 16.)  Will children be using it? / How old are they? (A good chance to bond!) 
 17.)  Do you have pets? / What kind? (A good chance to bond!)
 18.)  Who else will be using it?
 19.)  Does it need to be extra sturdy?
 20.)  How long would you like it to last?

INSIGHTS!

The best tool a salesperson has is a good question. Good questions will always get the conversation 
going! They also provide valuable information that will allow you to help your customer much better. Most 
of these questions can be used with any customer, regardless of what they’re looking for. They also reveal what 
you should focus on when presenting the merchandise!                 
           
The greatest compliment a customer can give you is that you were very helpful. Being friendly is important, but 
someone can be very friendly and still not be very helpful. Also “bonding” with a customer certainly is important, 
but if your conversation varies too much from the task at hand, there is a good chance that you are simply 
wasting too much time. When this happens you risk loosing the sale because the customer has to leave!

These questions allow you to be more helpful and to keep the conversation on track. The best bonding is the 
kind that results from the successful completion of a sale. That’s when you give the customer a chance to say, 
“Thank you very much for being so helpful. You really helped me a lot!”

SALES TRAINING HANDOUT #2
SELLING BEDROOM SETS!

Spending a little more money for a bedroom set, to get  
better quality, can often be the best way for your customer 
to buy. It sometimes helps to explain there is a difference 
between “price” and “cost.” The price is what they will pay 
today. The cost is what they will pay in total over the 
long run, if they have to buy again. The better set may be 
more than they wanted to pay today, but cost them a lot 
less in the long run, since they won’t need to purchase 
another one later on! 

It is sometimes helpful to explain quality differences 
between the “good,” “better” and “best” sets, to justify price 
differences. The easiest way is to compare the dresser 
drawers directly. There are other ways in which sets differ 
in quality, but this is usually the best way to begin. It can 
be very helpful to pull drawers from 2 or 3 sets, and place 
them side by side!

Suggest the largest size bed possible. They’ll be spending 
1/3 of their lives on it! If they move up in size from their 
current bed they will definitely need a new mattress too! 
When they buy a new bedroom set they should get the 
mattress size they ultimately want, so they won’t have 
to get a bed frame later to try to match the rest of the 
bedroom set!

If the customer has limited space in the room suggest a 
bed with storage, which is also a platform bed. Remember 
to point out that the bed will cost more, but they won’t 
have to buy a new mattress foundation, which can offset 
the cost of the storage bed!

The night stands are key considerations. Everyone 
needs at least one by the bed for a lamp, book, glasses, 
beverage, and to charge their phone. A pair will balance 
the look! If they say they don’t have room for 2, suggest 
a second one to put along a wall somewhere else, with a 
lamp on it! A spare room, a closet, or even by the front 
door of the home with a lamp and mirror over it, are all good 
options. Especially if the night stands are large enough to 
be considered bed chests! 

Always ask if they plan to move at some point. If so, 
explain they will likely want to have the other matching 
night stand! There is a good chance it may not be 
available then, because furniture is a fashion industry that 
is continually changing. So it’s better to get it now!

Ask if they have a TV in the room. Why? If they do it 
provides a great opportunity to suggest an adjustable 
base! The base can also be ideal for reading, eating, or 
working on a laptop. You should also ask if they have any 
difficulty sleeping due to breathing problems, back 
pain, or if they routinely prop up pillows to relieve, neck 
pain, sleep apnea, or anything else. Adjustable bases 
can be a life-changing solution! A few simple questions 
discovering these things will enable you to help your 
customers like no one ever has!

It is also advantageous to know if their bedroom is their 
place to relax, unwind, and get away from it all. There 
are many who use their bedrooms as their “personal 
oasis,” or place to “cocoon.” If that’s the case they are 
prime candidates for an adjustable bed. Most of these 
customers will usually get the vibration or massage 
feature too! If a person loves to have a lot of “creature 
comforts,” this will very often be their very favorite one!

Be sure to tell customers about all the storage pieces 
a bedroom set has to offer. Sometimes showroom space 
doesn’t permit all of them to be displayed. It is beneficial 
to share with your customers that we always acquire 
much more “stuff” over time. Therefore they should be 
mindful of their future needs as well when selecting all 
the appropriate store pieces!

The mirror on most bedroom sets is optional, but offers a 
lot of advantages. It makes the room look bigger, reflects 
light making the room brighter, adds an interesting glass 

“texture,” and offers a convenient place to get yourself 
ready every day! 

You should always make the presentation on a bedroom 
set standing in front of the dresser, off to the side. This 
positioning draws the customer to the dresser, placing 
them in front of the mirror. Two things you should know. 
First, if a customer stands in front of the dresser for 
more than 5 minutes, your chance of getting a sale on that 
set is about 60%. If they also spend a minute or 2 looking 
in the mirror, imagining just how they will be using it, your 
chances rise to about 80%!

These insights will allow you to be much more helpful to your customers. A typical customer may purchase 
only 1 or 2 bedroom sets during their lifetime. That’s why they depend on you to provide them with useful 
insights, addressing needs they probably have not thought of. Your help can be far-reaching, affecting even 
their future generations, especially when you help them decide to make a higher quality “heirloom” purchase! 
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SALES TRAINING HANDOUT #3
SELLING LIVING ROOM SETS!

When customers come into your store to shop for living room furniture they often have seen something they like on your website. It is 
estimated that about 80% of furniture shoppers preview a furniture store’s ! So it is important to ask them if they have something 

 in mind already. This allows you to quickly be on the “same page,” and to make more effective use of their time and yours!

Realizing the steps that a customer goes through during the shopping process enables you to help
is style and color. Size, and sometimes comfort “style” walk through 
your showroom looking for possibilities that will meet these initial requirements. This is referred to as the “show and tell” part of the sale, 
where the salesperson shows and suggests appropriate merchandise to the customer.

A common mistake made by nearly every salesperson at this stage of the sale is to interpret a customer’s sign of interest in an item as a 
“signal” to proceed to “sell” it to them. However that “selling process” should not occur until the customer selects the one that is their very 
favorite choice within your assortment.

drop anchor” part of the selling process. That is when you need to 
provide detailed , usage insights, and also get the customer physically involved in experiencing the product. This 
part of the sale also addresses the customer’s secondary concerns, which may be comfort, quality, durability and care. “Presenting the 
product” properly, in light of their  concerns, is what causes the customer to have the  to proceed with the purchase!

When presenting the merchandise to the customer remember 
the “3 C’s.” They stand for “cushions, cover, and construction.” 
These 3 can help guide you during the “drop anchor” phase of 
the sale.

Most customers wonder how the cushions will hold up, even if they 
don’t ask about it. Explain the density of the foam to them. For 
example if the foam is 1.5, or 1.8, or 2.0, the numbers all represent 
the weight in pounds of a cubic foot of that particular foam. The 
following are just general guidelines, not warranties or guarantees. 
A 1.5 lb. density cushion could hold up for 3 to 5 years, with average 
use. The 1.8 lb. could hold up 5 to 8 years, and a 2.0 lb. perhaps 8 
to 12 years. Of course, they can then be “re-stuffed.”

Cushions that are “reversible” last longer as they can be 
and rotated, thereby reducing wear. Cushions that have coils in 
them are usually reversible. When back cushions on a sofa are 
reversible they can be pulled slightly forward, at the bottom, to make 
sure that everyone, regardless of height, will be comfortable!

Another chief concern of most people is “will the fabric wear well?” 
Polyester, either by itself, or as a “polyester blend” with other 

strong, durable and wrinkle resistant. It also holds its color well, and 
resists mold and mildew. It is often the material used in “ ,” 
which is a tightly woven fabric that performs well for kids and pets, 
for everyday use. A “backed”  is even more durable, as 
it has an extra layer of padding.

Leather is easy to clean, but a softer leather won’t hold up as well 
for kids and pets as a thicker “performance leather,” which is what 
auto manufacturers use, and is the most durable for everyday 
family use. 

A quick note about pets! If a customer asks if something will be 
“pet friendly,” ask about the pet. Some pets will destroy anything!
 

Every pet is different. Ask if the pet “sheds,” “claws,” “bites,” “wets,” 
or “licks” the furniture. Performance leather usually works well for 
all these things!  works particularly well for “clawing,” 
and not necessarily extremely well for others. So the customer’s 

“best choice” really depends on their pet’s particular activities!  

A lot of customers will be concerned that a sofa’s construction 
might not hold up. If someone needs maximum support then a 
steel frame works best, as in the case of reclining furniture. In 
order to overcome a customer’s concerns, have them lift the side of 
the sofa, push on the sofa back, test the arms, and see if the seating 

explain how the sofa frame is made, along with the type of support 
under the cushions. 

Here are 3 great “presentation tips” that can make all the 
“difference” in getting the sale! First, get the customer involved! If 
you “say it” they might absorb 50% of what you said. But if you get 
them to lift up the cushions, lie on the sofa, feel the texture of the 
fabric, push handle the matching 
throw pillows, prop their feet up on the ottoman, lift one side of 
the sofa, push on the back and arms, they assuredly will absorb 
100%! Plus once they get involved they are taking “ownership” by 
experiencing how they will actually be using it!

Second, always present sitting down with the customer, and 
while sitting next to them. You should simulate being in their living 
room or TV room, because that’s exactly where the sofa is going 
to be!

Third, talk to them as a friend. How? Imagine that you actually 
know them. Take time to enjoy their company. And be sure to 
talk with them, and not at them! You should also always ask for 

Mary the back of this sofa really supports your 

and comfortable that extra lumbar support is?” 

UNDERSTANDING THE SELLING PROCESS

PRESENTING THE FURNITURE

SALES TRAINING HANDOUT #4
SELLING DINING SETS!

The dining area is one of the three areas of the home where you actually “live your life!” The other 2 are where you sleep, 
and where you watch TV. So it is very important to be able to help your customers select something that is comfortable, 
and that will meet their personal and family needs. Here are some “dining set” insights that will enable you to do just that!

1.  There are 3 types of dining sets. They are “basic,” “junior 
dining” and “formal.” It is first important to find out which type 
your customer is shopping for in order to help them properly. 
A basic dining set is a table with chairs. A junior dining 
arrangement is a basic set that also has a server, buffet, or 
similar side piece for storage or to help when serving guests. 
A formal dining set has a larger table and chairs, plus a china 
cabinet or curio.

2.  A junior dining set is ideal for open room concepts, such as 
a great room. It won’t draw too much attention to it when the 
main focus should be the TV or entertainment center. By 
contrast a formal dining room set with a china cabinet can 
be the main focal point within a home! It sets the tone and 
can make a lasting impression on guests! It is the ideal place 
to showcase collectibles, china, or a crystal collection. Many 
china cabinets have a mirror in the back, with lighting, that can 
make for a spectacular display, especially when the shelves 
are filled with reflective items!

3.  Once you realize what type of dining set your customer is 
looking for, the second thing to ask about is the “room.” Is the 
room “longer” or more “square?” Will the set be going into a 
small space or a larger area? The answers to these questions 
lead you in determining the right size and shape of the dining 
table. If the room is square, a square or round table is probably 
the best choice. If the room is long compared to its width, then a 
rectangle or oval table is usually preferred.

4.  The third thing you need to ask is, “How many people, in total, 
will they need to seat?” Answering this properly requires them to 
think about their future needs as well. If they will be seating 6 
or less people then it will be evident when sitting at the set in the 
showroom if that table size will work. However, if they need to sit 
7 to 12 people they often need your help to get the right size 
table to get the job done! The following will help you!

5.  There are a large variety of table sizes to choose from. Smaller 
tables made for more than 1 person usually start at about 36” 
square or round. They will seat up to 4 people. Drop leaf 
tables of that size, with the leaves down, can be only 24” or so 
wide. Tables usually go up in size in 6” increments: 42”, 48”, 
54”, and 60” for round or square tables. Standard size longer 
tables are about 42-45” wide, and 60-96” long (in 6” increments), 
and can extend up to 108” or 120” with the leaves in. 
 
How can you determine how many people a table will seat? A 
general rule is that it takes about 24” to 26” per chair, per person 
to fit along a table. However, the size of the person and chair 
widths will vary! Round tables have a circumference rather than a 
length measurement. It can be found by multiplying the diameter 
of the table by 3.14. Add 2” to 4” more per chair for round tables. 

 
 

6.  The type of table also influences how many people it will seat. 
A standard table has 4 legs. A pedestal table has no legs, with 
a single or double pedestal base that supports the top. Since 
there are no legs, you can often squeeze an extra chair or 2 
around this table! A trestle table also has no legs, with normally 
2 supports that are “inset” from the long ends, and connected 
underneath by a brace providing extra stability. Depending on 
how deeply “inset” the supports are, you can often squeeze in 
an extra chair or 2! Cross leg tables either have an ”X” shape 
on each of the long ends, or 4 legs crossing and supporting the 
table in the middle, much like a pedestal table. The former is 
often seen on “rustic” styles, and the latter on “modern” ones.

7.  There are 3 basic table heights. A standard table is about 30” 
high. A “counter height” is 36” and a “pub height” is about 42”. 
The height of the seat for each is about 19”, 24” (barstool), and 
30” (pub). Notice there is about 12” from the top of the seat to 
the table top. If your customer needs stools for a bar, kitchen 
counter, or an island make sure they get the right height, 
with a seat about 12” below the top of the eating surface! 
 
The advantage to a taller table and chair is that it is much 
easier to sit down and get up for most people, especially if they 
are older or have back or leg problems. However a taller chair 
could cause some difficulties for smaller children. Swivel stools 
allow one to turn and get up without having to push the taller 
chair straight back first. Taller tables will better define a dining 
space in an open room, and provide a place to socialize while 
standing or sitting!

8. Dining chairs must provide both comfort and support. If 
family and friends will be joining them for long dinners, then 
an upholstered chair, or one with a padded seat, would prob-
ably be the best choice. Padded seats can often be easily re-
freshed by changing the padding and cover! Chair sizes vary, 
and so does “quality.” Have your customer test thoroughly for 
comfort and stability. Ask them 2 questions. “Is the back of the 
chair comfortable enough?” “Are the legs sturdy enough to 
support you and any guests?”

  
 Explain to your customers that it pays to get all the chairs they’ll 
ever need at once, in case they become “discontinued.” Extra 
chairs can be utilized in other rooms, such as a dressing chair in 
the bedroom! Arm chairs always make it a lot easier to get up and 
down, and offer comfortable support for your arms when sitting! 
 
Some dining sets offer benches. Many benches will fit un-
der the table, often permitting the table to be pushed against 
the wall to save space. A bench is usually less money than 
what the equivalent seating would be with regular chairs. A 
bench can also be used in other locations within the home, 
such as at the foot of a bed, or by the front door to sit and 
put shoes and boots on. One caveat, with a bench adults 
have to stand up every time someone has to sit down 
or get up. Unless someone is really flexible that is! 

SALES TRAINING HANDOUT #5
SELLING MATTRESSES! - PART 1

The Mention: “Every customer is a mattress prospect.” This 
simply means that you should always assume that your customer 
is in need of your assistance
out if this is indeed the case by bringing it up, or “mentioning” it. 
The “mention” may take different forms of enquiry. “Mary, do you 
have an idea about how old your current mattress is?” “Jane have 
you said recently, I think I need a new mattress?” “Mike did you 
wake up this morning fully rested and ready to go?”
 
Their answers will provide the “insight” you need to proceed 
further! 

The Transition: When you discover that there is a need to go 
further, the next step is to transition them into the mattress 
gallery. “Tim, the new technology in mattresses is amazing! Have 
you ever tried the new miracle material?  You owe it to yourself 
to try it out! It only takes 1 minute!”

The “Go-To” Mattress: Every store should have a designated 
“Go-To” mattress to take every customer to. Before they try it ask 
the customer, “Are you a side, stomach or back sleeper?” Then 
choose the appropriate pillow they should use to test the bed. 

they . It has been said, “The pillow is 
the bed for your head!” It supports about 30 % of your spine. 
Also make sure the customer takes off their coat or the bed won’t 
be able to respond properly to their pressure point needs and 
unique body shape.

The Feedback: Tell the customer to test the mattress in the 
sleep positions they actually use at home. Let them get the 
feel of the bed for a minute or two and ask, “Where do you feel 
the pressure the most at home, on your back, hips, shoulders or 
somewhere else?” Once they tell you say, “How does this feel in 
that area?” Then ask, “Do you need it , or is this 
about right
rate the bed overall on a scale of “1 to 10.” The main idea is to 
get feedback on every bed so that you know where to take them 
next, and to have a system so the customer can evaluate and 
compare every bed they will try!

The Feel Is The Deal: What actually sells the mattress? Although 
a good salesperson skillfully guides a customer, it is the “feel” 
that causes them to part with their money! First there is the “feel” 
of the material of the mattress
it becomes all about how they “feel” once they settle in to the 
mattress! Guiding the customer to realize how the mattress is 

“performing” for them is extremely important. “Julia you said 
your old mattress is causing pain in your lower back. How does 
your lower back feel now?”  (Note: use the term “old” mattress. It 
implies that it’s being replaced by a new one!)

Sleep Revolution #1: Explain to your customers there have 
recently been 2 great revolutions in sleep! The  is 
the development of mattress materials that are much more 
responsive to the overall needs of a person’s body. You may 
even want to share the understanding that when Tempur-Pedic® 
starting producing superior pressure relieving materials, that 
respond well to body heat, a new mattress technology was born!

These newer materials caused us to realize that the standard 
advice we were getting from doctors to “get a ” 
was totally wrong!
mattresses came out, doctors started encouraging everyone to get 

sleeping on the 

The 3 Things We All Need in a Mattress: We all need a mattress 
that does 3 things: provides proper support, and great pressure 
relief, plus responds well to our unique body shape. All 3 are 
essential for a good night’s sleep!

Sleep Revolution #2: For thousands of years mankind has been 

that, and millions of health challenged people are dramatically 
 

such as those who snore, have asthma, allergies, COPD, sleep 
elevated even a little can make 

a huge difference and greatly improve their “quality of life!”

A mattress is the only thing in a furniture store that’s not bought on eye appeal! However it is the most important home furnishings item your 
customer will ever buy. Why? They will spend about 1/3 of their life on it! A mattress has a direct effect not only on a person’s quality of sleep but 
also on the quality of their life in many ways. The most important thing you do as a salesperson is to help your customer select and purchase a 
mattress that’s just right for them! 

Why is a good mattress so important? When someone sleeps on a worn out mattress they have to keep readjusting themselves throughout 
the night. An old mattress becomes lumpy, hard, and sags over time. All these things cause pressure, often painful, that causes one to have to 
move repeatedly, or toss and turn. When this happens prolonged “deep sleep” cannot occur. The next day the person is tired, irritable and 
cannot focus properly on those things that matter most to them. The results are far-reaching, from automobile accidents, to job losses, to torn 
relationships, to poor health!

The problem is that a large percentage of the population doesn’t even know what’s causing these problems! Why? It’s because their mattress 
doesn’t “break,” like a refrigerator does, which would cause them to have to  the problem right away. No, the mattress “slowly” became 
worse, and they gradually became worse along with it! There are many people you know who are “heroic” in their determination to keep putting 
up with their old mattress! It’s as if it was a “badge of honor” to do so. Unfortunately they just don’t realize what’s really causing their problems!

That’s where you come in. You’re not there to simply sell a mattress; you’re there to give them their life back! When you have that “perspective” 
you will end up helping a lot of people that didn’t even realize they needed your help. Here are some great perspectives that will allow you to 
do just that!

15 GREAT MATTRESS SELLING INSIGHTS
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SALES TRAINING HANDOUT #6
CLOSING THE SALE!

It has been said that closing the sale is both an art and a science. In order to be effective you must know the principles, or the “science” of closing, 
which we will soon cover. However your special chemistry, or relationship with the customer also comes into play. You are 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. 
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 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 really do know the major secrets about how to “Sell Yourself!”

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. Other Sales Training Handouts (1-5) 
cover the features, and many of the 
category, and important usage insights you should be covering with 
your customers.

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 “ ” about 
the  the customer is experiencing. For instance, “Mary this 
chair looks like it supports your back really well, what do you think?” All the 
aspects of a good presentation collectively comprise the 
selling process, which may be referred to as the “front end of the sale.” 

The point at which you begin to attempt the “close” starts the “back-end 
of the sale!” Here is 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.”

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 

cushion to see if it matches, or perhaps they will be building in about a 
year and are just 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!

So let us proceed to explore the science of closing. Here are a few 
“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?” “Would you like me to check availability for you?” “What 
do you like most about it?” Sometimes this type of question will actually 
cause your customer to go ahead and buy, or cause them to give you 
more information tha t will allow you to close them later.

The next closing concept you need to know is how to “
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! 

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’s your biggest 
concern at this point?”

Simply asking for the reason why they’re hesitating will often give you 
a good shot at “overcoming their 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 furniture will go well with their , 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  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 

a lot easier for them, as they don’t have to make another trip back! It is 
easier to make a good decision this way rather than to go home and try to 
imagine how the new furniture might go in their room! Plus you’ve taken 
them off the market. Otherwise they might be tempted to make just “one 
more stop!”

You will be amazed at how simply 
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  
(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.) How to use a sample box to close several more sales a 
month!

Now you are able 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 closes too and you’ll be at the top of 
your game! 

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.)

SALES TRAINING HANDOUT #8
SELLING MATTRESSES! - PART 2

Be On The Look Out! In order to help as many people as you can, look 
for those who have difficulty walking, getting up or down, or appear 
to be tired and worn out. A good question to ask them is, “Do you 
experience difficulty sleeping at night?” It will open up a conversation 
about their sleep needs. Then simply “transition” them into the mattress 
gallery! (See Mattress Training “Part 1” on how to easily “transition” your 
customer!) 

Other Great Opportunities! Here are some other “helpful” opportunities 
to watch for. First, customers will often want to buy a mattress for their 
spare bedroom. It is a good practice to suggest putting their current 
mattress in that room and getting a nice new bed for themselves. That 
suggestion will result in a much bigger sale about 5 to 10% of the time! 
Second, some feel that a sleeper sofa would work best for their spare 
room, for occasional guests. However a queen mattress in a sleeper is 
only 72” long, 8” shorter than a regular queen bed. Upon explaining 
this many will elect to go with the mattress instead, especially if they’ll 
have taller guests! Third, when children become older, the parents will 
often want to move them up in bed size. Once again suggesting that the 
parents put their bed in that room, and treat themselves to a new set, will 
work about 5 to 10% of the time! 

And last, when a customer comes in for a recliner they are sometimes 
“prime candidates” for a new mattress set. Why? You will find that many 
have to sleep sitting up due to health problems. So they sleep in their 
recliner at night. Many of them have never thought of an adjustable 
bed! The prices of adjustable beds have dropped dramatically due 
to increased popularity. So suggesting one to a recliner customer often 
results in a mattress sale! Another thing to know about recliner customers 
is that they often need one because they constantly need to “doze” 
during the day, because they aren’t sleeping well a night. Well Hello!!!

Children need a good mattress as well as an adult. Advocate in their 
behalf! Suggest that if the parents spend a little more for a better 
mattress the child can take it with them when it is time to leave home! If 
they will be leaving it behind instead, then the parents will have the guest 
room “ready,” with a good mattress, for their important guests!

What Are They Most Concerned About? Always ask your mattress 
customer what things are most important to them. For instance some 
people may express they only want an innerspring mattress, or perhaps 
just a foam one. Even if they do change their mind it is important to find 
out what is initially driving their thinking. Also ask them what’s wrong 
with their old bed. Their answers will guide you in helping them to make 
the right choice! Are they currently having issues with their bed sagging, 
transferring motion, being too hard, being uneven in places, making 
noise, or not being supportive enough on the edge of the bed? You 
should know your line-up well enough to steer them to the proper 
choices! 

Know Your Products! There are several different types of mattresses 
in the industry. They are generally categorized as innerspring, memory 
foam, latex, polyurethane foam, “hybrid,” air mattresses, and 
waterbeds. Different types of the above foams are often combined in 
the same bed. Memory foams are sometimes infused with a cooling 
agent, which is often a “gel.” Hybrid mattresses are basically 
innerspring mattresses, with the top half being “all foam.” Air mattresses 
and waterbeds are usually found in “specialty stores” only. You should 
familiarize yourself with the feel of each mattress in your assortment, 
and be able to talk about their comparative differences!

Mattresses have basically 2 different sections. The first is the firmer 
section in the middle responsible for “support.” The second part is the 
comfort layer (or layers) that provide a softer more pressure relieving 
surface on top. The upholstery on the very top is referred to as the “ticking.”

Foam mattresses simply have different densities of foam in the middle 
and top sections. Innerspring versions have metal coils providing the 
support, and various foams for the comfort or “top area.” 

There are 4 basic coil designs. The first is an hour glass type, also 
referred to as a “Bonnell” coil. This type of coil is the least durable, 
often seen in less expensive “promotional” models. The second is a 

“Continuous coil” that is made of one piece of metal, winding throughout 
the mattress, and shaped into rows of s-shaped springs. “Serta” is the 
company especially known for this design. The third is a “hinged coil” 
which is like the “Bonnell” but hinged on top, to adapt and respond 
better. This coil is often associated with “Sealy.” 

Americans are getting a lot less sleep than they used to. It is now causing so many deaths, accidents, and health problems the CDC has declared a 
“national sleep epidemic!”         (Search “CDC Sleep Epidemic”)

But how exactly does the lack of sleep cause all these problems? Danish scientists have evidently found the answer. They also have finally explained 
why someone dies in about 11 days without sleep! All day long our brain builds up toxins from chemical activity. (USA TODAY, “Sleep Deprivation,” 
12/22/17).

It is only when we sleep that blood in our brain filters out, making room for cerebrospinal fluid to come in to cleanse the toxins! There are 5 cycles 
of cleansing, each lasting about 90 minutes. If someone doesn’t get about 7 ½ hours of sound sleep a night, the brain can’t be cleansed of all the 
toxins it should!

That’s why you feel tired, irritable, groggy, and can’t focus well the next day. And if you have a “sleep deprivation” buildup over time, it causes some 
serious health problems! Why? The toxins in your brain also “buildup.” It is now believed sleep deprivation can cause Alzheimer’s! Your immune 
system also becomes “compromised,” and you are much more likely to catch a cold, the flu, or have infections.

So why will someone die in just 11 days without sleep? The brain becomes so “toxic” it can’t function, and when that happens a person dies! But 
science is also now telling us that not getting enough sound sleep either causes or makes the following conditions even worse! Diabetes-Cancer- 
Heart Problems-Strokes-Weight Gain-Inflammation-Arthritis, and more!   (Search “Sleep Deprivation” and type the “condition” after it!)

So what should all this really mean to you? It means that if you identify someone who has sleep difficulties, and “enable” them to sleep a lot better, 
you literally may be a “Lifesaver!”

AMERICA’S RAGING “SLEEP EPIDEMIC!”

SALES TRAINING HANDOUT #9
DECORATING “101” FOR SALESPEOPLE!

12 VERY EMPOWERING DECORATING INSIGHTS 
TO SHARE WITH YOUR CUSTOMERS!!!

THE MAGIC OF ACCESSORIES!

GREAT QUESTIONS OTHER SALESPEOPLE WON’T ASK!

First, if you can determine a good theme for the room it 
will help!

Then try to decide on a particular style, such as 
contemporary, traditional, or eclectic.

Next, select your colors. A “color wheel” can really help! 
(Just search it on the web!)   

Neutral furniture colors enable you to “change the look” 
just by changing accessories!

Determine the focal point of the room; will it be the 
furniture, or sharp accent pieces?

Quickly sketch the room. It can reveal many latent 
needs and decorating opportunities!

Decide on the furniture first! Most decorating decisions 
are based on the furniture.

Scale it! Choose items that are the right size for each 
other, and the room.

Pan the whole room in your mind. It should have 
“balance,” and a nice “flow” to it.

Think “texture.” Make the room more interesting by 
adding glass, marble, metal, etc.

Accessorize it! Make it “pop” with lamps, pillows, rugs, 
wall art, and table decor. 

Think “vertical” as well as “horizontal,” the upper part of 
the room needs charm too!
                                              

The accessories you choose can bring your room to life! They create an “atmosphere” that reflects who you really are, 
and are essential in turning “4 stark walls” into your warm and comfortable “dream home.”  Throw pillows can add a 
splash of color, tie things together, and help set the mood! Lamps provide balance and style, as well as light. Area rugs 
can certainly make a room cozy, and more intimate. Pictures and wall art make everything in the room much more 
interesting! And table accessories can pull it all together. If you go for the “total look” you’ll be a lot happier, and your 
friends will be amazed!
 
You certainly don’t have to be a degreed interior designer or even a “decorator.” Simply break the task down into the 
above-mentioned steps! And now that you are an informed “smart shopper,” there’s really no stopping you!

1.)

2.)

3.)

4.)

5.)

6.)

7.)

8.)

9.)

10.)

11.)

12.)

How do your customers turn a house into their “cherished home?” By adopting these key decorating insights 
they can create the “look” and “feel” they truly desire!

Decide on these and you’re on your way to creating the room of your dreams!

 1.) What’s the overall feel you’d like to have in the room?
 2.) What would you like “the room to say” to your guests?
 3.) Where in the room will the “task” and “ambient” lighting be located?
 4.) Do you have something on the walls now you’ll be using?
 5.) What colors or finishes are the doors and trim in the room?
 6.) Will the colors of your window treatments affect your furniture choice?
 7.) Do you have any “collections” or “inspiration pieces” you’ll be using?

The following questions will demonstrate to your customers that you are much better trained and more helpful 
than anyone else they will encounter!

GREAT CUSTOMER QUESTIONS FOR EACH ROOM!

Why are asking “great questions” so important during the sale? They allow you to easily get the conversation 
off and running! They also allow you to “connect” with your customer immediately, in a helpful and friendly 
way. Asking good questions enables you to keep the conversation “on track,” and to “move the sale along,” 
making better use of both the customer’s and your time. And last, but not least, they enable you to discover many 
important things allowing you to help the customer better. You will also find that asking just the “right question” 
often helps the customer to discover things they hadn’t thought of, or to clarify their thinking, giving them the 
confidence to proceed with their purchase!

THE DIFFERENT KINDS OF QUESTIONS
The first page of the training course “The Best Furniture Sales Training Ever,” reveals 20 great questions to ask 
your customers initially. They cover 3 specific types of questions, concerning “Their current situation,” “The room 
it’s going in,” and “The merchandise” they are interested in. The following additional questions are designed to 
be used for specific types of furniture, such as “living room sets,” “bedrooms,” and so on. They will cause you to 
be perceived by your customers as the most helpful salesperson they’ve ever met!

In addition to the four types of questions we just covered, there are many more that must be used during the selling 
process; such as customer “opinion” or “confirmation” questions, “bringing out the hidden objection,” “trial 
closing,” “closing,” and “order processing” questions. It is extremely important to present the questions in a very 
comfortable way, one that “flows” with the conversation, and not in a manner that will make your customers feel 
uncomfortable. It pays to keep in mind that customers don’t shop for furniture very often, and they always need 
your “guidance” to help them think through several key things they haven’t even considered!

Asking the “right question,” at the right time, is “key” to your success!

LIVING ROOM SETS
1. What pieces are you looking for?
2. Have you seen something you like?
3. Do you have a particular style, or color(s) in mind?
4. What’s the most important, “looks” or “comfort?”
5. Will you be watching TV in this room?
6. Do you children or pets?
7. Who else might be using it?
8. What will the room’s “focal point” be?
9. Will you be having “snacks” in the room?
10. Is the room ready?
11. What are the carpet and wall colors?
12. Does it need to be extra sturdy?
13. What would you like the “feel” of the room to be?
14. Do you like a “minimalist” or a “decorator” look?
15. What furniture will be staying in the room?
16. What accessories or accent colors can create the  
 “feel” you want? 

17. What will provide the “task” and “ambient” lighting?
18. Do you like to move things around a lot?
19. Do you plan on moving soon?
20. Is there an overall “theme” for the room?
21. Will you often be sitting for long periods?
22. What would you like the room to “Say” to your guests?

BEDROOM SETS
1. Is there a style or finish you prefer?
2. What size bed are you thinking of?
3. What size bed do you have now?
4. Do you watch TV or read in bed?
5. Do you often “prop up” pillows?
6. Do you ever experience any back pain while in bed? 
7. Is your bedroom for sleeping only, or a “great place 
 to relax” too?
8. Have you experienced all the tremendous benefits 
 of an adjustable bed?

SALES TRAINING HANDOUT #10
GREAT CUSTOMER QUESTIONS FOR EACH ROOM!

SALES HANDOUT #11
12 KEY MAXIMS FOR SALESPEOPLE!

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 furniture presentation 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 your “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 furniture. 
Why is this so? There are no consumer reports for furniture, 
because there are so many different manufactures, and most 
also have quite a broad assortment to choose from. Anything 
else of an important nature shoppers might buy for their home 
has a “consumer report” to help them with important buying 
insights. If they’re looking for a computer, a major or even a 
small appliance, carpeting, a “TV” and so on they don’t have to 
do much more than search that item on the web to gain instant 
perspective. However, you are their only “trusted advisor” when 
it comes to making a furniture 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!

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 takes you off the floor, don’t let 
them cost you “2” sales, instead of just their “1” 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 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 
for 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 out the check 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 mattresses, and then at selling protection 
plans too, plus a little better on converting customers to credit, 
and also at adding on accessories, 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 “bonuses” that you would 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 you “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.)

This Will Explode Your Sales!
If you’re a store manager or sales trainer who looks for fresh 
approaches and new information for training your salespeople, 
then you’re really going to like this! If you’re a salesperson 
this will really be “money in the bank!” The primary focus of 
this Laminate is something that normally does not receive the 
attention that it properly deserves. We will now consider just how 
to “understand” your store’s customers a lot better!

If you wish to write a book you are told you should first know your 
intended audience. When you are a musician performing live, it’s 
commonly taught you should to “play to your audience.” Retail 
selling is no different! Every retail customer is certainly unique. 
This means that you should always strive to understand those 
things which specifically drive their emotions, concerns, 
and decision making! Doing so will greatly enhance your ability 
to relate to them, and allow every salesperson to both “engage” 
and help each customer much better. 

The following insights are meant to stimulate your thinking in new 
and different ways, in order to take your conversation with store 
shoppers to a new level! Why is there such a huge difference 
in the performance between a 1, 2, and $3 million dollar 
annual furniture sales writer? It all boils down to the “kinds of 
conversations” each one has with their respective customers! After all, 
the conversation is truly what drives the sale, isn’t it? The “3” 
million dollar writers “obviously” take their customers to a different 
place “conversationally.” Here are some valuable perspectives that 
will enable you to see all your customers in a much better and 
clearer light, allowing you to guide them  “conversationally” 
much more skillfully! 

Know Your Customer’s Social and Learning Style!
Some of the following you probably have a good instinct for already, 
especially if you’ve been in sales for a while. The first concerns 
sensing your customer’s “space” and comfort zones. Many 
customers are very friendly and talkative, and like to come close to 
you physically when speaking. Others are just the opposite. They 
prefer to be at least 5 feet away, are more reserved, and prefer much 
less verbal communication. So be very mindful of every customer’s 
unique “comfort zones” concerning each of these things! 

Also realize that everyone “processes” information at different 
rates. So if you are a fast-talking person by nature, be sure to 
be mindful of when you have a customer that feels much more 
comfortable with a slower approach, and be sure to slow down!

Each of us also has a preferred way of “processing” new information. 
The major preferred “types” relating to this are: “Aesthetic,” 

“Tactile,” and “Auditory.” In other words, some like processing 
information better by “seeing,” “hearing,” or by “touching and 
feeling.” The phraseology you use should differ when presenting 
to each one. Let’s see if you can match the following with the 
appropriate customer for each 1.) Can’t you just imagine what all 
your friends will be saying? 2.) How would this set look in your 
room? 3.) Can’t you just feel the big difference in this one? 

There are also numerous customer “profiles” you should be 
aware of, and how to adjust your conversation and merchandise 
presentation accordingly! The following are “15” different 
customer profiles or “types,” and what it is that mainly drives 
their thinking.
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SALES TRAINING HANDOUT #12
UNDERSTANDING YOUR CUSTOMERS A LOT BETTER!

•  The Aesthetic customer/ It’s mainly about how it’ll “look” in my room! 
•  The Comfort customer/ It’s mostly about how “comfortable it is!” 
•  The Budget customer / The important thing is to “stay within this price.” 
•  The Justifier/ You must “convince me” this is the right furniture for me! 
•  The Open-minded customer/ I’m pretty open to some of your new “ideas.” 
•  The “Specifics” customer/ I need a 48” round glass table, by this Tuesday. 
•  The Value-Driven customer/ I’ll buy it if I can get a “really great deal!” 
•  The Payments customer/ It’s not about price, but “affordable payments.” 
•  The Durability customer/ It’s got to “hold up” to heavy use for many years. 
•  The Family customer/ It hast to meet all of my family’s needs! 
•  The High-End customer/ Their driver is the “status” of owning the best. 
•  The Decorator type/ I’m going for a “total look” that really “pops!” 
•  The Quality customer/ Quality, and “peace of mind,” are what’s “essential.” 
•  The Really Tough Negotiator/ It’s mostly about the “ego” needing the win! 
•  The Extra “Terms” customer/ “Take away my old stuff, and we got a deal!”

15 Types of Furniture Customers!

SALES TRAINING HANDOUT #13
GREAT “DINING ROOM CHAIR” SELLING INSIGHTS!

The following “insights” will go a long way in helping shoppers find the ideal dining chair or chairs for themselves and others who will be using 
them. Please note that this information makes no mention of chair construction, or the materials chairs are made of. That’s normally covered quite well in a 
store’s basic “orientation” training. The following insights were gleaned from waiting on tens of thousands of customers, over a period of some 47 years. 
You will never find this type of “unique” information within any other industry training program. After doing this long enough you too will discover that 
your customers are truly your best “University!” That’s why I think you’re really going to enjoy this! 

 Some Really Important “Room Placement” Insights!

A dining chair is the most “versatile” piece of furniture in your 
entire store. Besides its normal use beside the dining table, here are 
some great additional “add-on” opportunities to share with every 
appropriate customer!

They can be very useful as bedroom chairs too, especially arm chairs, 
when used as an aid for getting dressed and undressed. Those who are 
elderly, somewhat unstable, or that have a bad back can more easily 
get up and down!

Placing a dining chair in a vestibule or by the front door can offer a 
practical and comfortable place to change boots and shoes before 
going further into the house. The same may be said for using them in 
mudrooms and breezeways.

They also offer a variety of uses in large walk-in closets. They can help 
one reach higher spaces more quickly, and provide “convenience” for 
a host of other things, such as a quiet and relaxing place for reading, 
getting dressed, talking on a smart phone without a lot of noise 
around, and so on.

If the dining chair is part of a “collection” that also features some home 
office furniture, the matching dining chair is a perfect “fit” for 
that room as well. It is often desirable to have an extra chair or two in 
that room for family, friends, or clients who may wish to spend 
some time with someone who will be engaged at their desk for a while!

Dining rooms often have corners that are sometimes very small 
and awkward, and therefore hard to fill. Once again a dining chair is 
the solution! They look great in tight corners, or even in multiple 
corners, and afford easy access to them when dining. They can provide 
the perfect “balanced look” in those situations!

If one has a larger bay or bow window it is often the case that the 
owner prefers not to block off the access to it or its view with a sofa of 
love seat. That’s an ideal situation for 2 dining chairs with a small 
table in the middle. The space won’t look crowded, and access to the 
window to is maintained, as well as most of the outdoor light.

A pair of nicely upholstered dining chairs with a small table 
between offers a cozy little conversation area anywhere there is 
space in a larger room. It’s the perfect place for those longer talks and 
private chats! They can be used in more than just one area of a 
larger room, and can readily fill an awkward spot in the floor plan 
often like nothing else can!

Since most dining chairs are so easy to move they are the one piece 
in the room that basically anyone can carry, and “reposition” for 
periods of short use. Many people like to look out the window for 
extended periods, for things like viewing their garden, flowers, or 
backyard. Even an elderly or somewhat frail person can move the 
rightly chosen chair over for such activities!

Let’s not forget to mention that when the house is full of family and 
guests for special occasions, a dining chair brought from another 
room that sits comfortably for long periods, will accommodate almost 

any guest. If your customer frequently hosts large get-togethers, 
and still wants to maintain “a really good look” to the room, nothing 
takes the place of some beautiful matching dining chairs!

In larger Great Rooms, where the dining table and the TV are, the 
kitchen is often open to the room somewhat, with a short wall in front 
of the kitchen so that people in the kitchen can see into the Great Room. 
That short wall is a perfect setting for a couple of more dining 
chairs, enabling the “dining” look to be associated with the kitchen 
behind: and allows for very easy access for those extra chairs for the 
kitchen, dining, or TV areas!

Always Consider The Customer’s Important “Future” Needs!

A quality dining set can easily last a lifetime, and often becomes an 
“heirloom possession,” a source of great pride for the family for 
many generations! So the chances are that they may not be buying 
another set again. So be their “true friend” indeed, and advocate in 
their behalf about getting those extra chairs now! That’s the point in 
the sale when you should bring to light all these wonderful “additional 
spots” to place those extra chairs, at least until they move! 

Important “Personal Usage” Insights!

We already touched on how arm chairs can be very helpful for those 
having difficulty getting up. However, the arms do take up some 
chair space, and that may be a disadvantage for larger people who not 
only need extra seating space, but also prefer not being “hemmed 
in” on both sides. So when asking about who else might be using the 
chairs, be sure to point this out to them, as needed!

Arm chairs also normally won’t fit all the way under the table when 
pushed in. So if the table has to be pushed straight back all the way 
along a wall when not in use, to allow for better everyday normal foot 
traffic, side chairs do fit under the table much better, and would 
provide more space for foot traffic. However a matching “bench” 
instead might work even better!

Dining chairs with upholstered backs are more comfortable, 
especially when used for longer periods of time. They are more 
difficult to move however, since they are heavier, and are often 
completely upholstered with no opening in the back that would 
allow someone to pull the chair out more easily with one hand. In 
other words, a fully upholstered back takes both hands to pull out and 
also then to push back under the table. That’s not a problem for most 
people, but could be an important consideration for some!

A dining chair with an opening in the back, whether upholstered 
or not, enables more of the table top to be seen, and therefore 
highlights the beauty of the main piece of the set better. It also 
allows the room to appear more “airy” and less obstructed, which is 
especially important for smaller rooms!

A chair with an upholstered cushion is more comfortable for most 
people, but for those who are not so tall it might raise the seating 
area to the extent that their legs aren’t flat on the floor. When this 
happens they’ll become more uncomfortable, much quicker.
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SALES TRAINING HANDOUT #14
 “10” GREAT QUESTIONS CUSTOMERS SHOULD ASK 

WHEN BUYING HOME OFFICE AND KIDS’ BEDROOMS!
Looking for Home Office Furniture?

Everyone’s home office needs are different! Many work from home and need a full office setup. Others just need a simple 
desk and chair to pays bills occasionally. Whatever your needs, these questions and insights will get you more quickly on 
the “right path!”

What configurations might work best in the room? One of the 
first things to consider is your available space. Do you need to place 
everything along the wall(s)? Do you have room for an “L” shaped 
arrangement, or even “U” shaped? Before making a final decision you 
usually have to answer some of the following questions first!

How much surface work area will I need? Standard desk height is 
about 30”.  Two common desk top dimensions are 48” X 28,” and “60” X 
30.” The first dimension is for a desk with a simple flip down drawer 
front and a keyboard tray. The second size is for an executive desk 
with multiple drawer storage. Many desks also offer an extra piece 
referred to as a “return” that creates an “L” shaped arrangement. 

How much drawer storage will I need? In addition to a desk with 
storage drawers you may want to consider a “credenza” which is 
sometimes placed behind a desk. When the President speaks from 
the Oval Office the family pictures behind the desk are sitting on a 
credenza! It can provide a lot of convenient storage, and an extra 
work top area! 

Do I have a lot of “files” to store and keep track of? Then consider at 
least one or even multiple filing cabinets. So many people work from 
home now that home office furniture sets often offer different sizes to 
choose from. A lower file cabinet can be placed anywhere by itself 
with a lamp, or under a window, or next to the desk. It also provides 
an ideal space for a printer on top! Many lower file cabinets are also 
mobile.

Do I need bookcase storage? Many home office sets offer bookcase 
storage, and sometimes there is even a choice of sizes. The standard 
width is from 28” to about 36.” Heights are often around 48,” 60,” 
and 72.” If you consider the top as a shelf, this could mean 4, 5 and 6 
shelves for each, respectively! Sometimes the shelves are removable, 
permitting the storage of larger items. And often some of the shelves 
are behind doors, allowing you to store things that aren’t quite 
appealing enough to be out in the open!

What kind of chair do I need? The answer depends on what you will be 
using it for, and how long you will be in it each time! Desk tops and 
storage pieces are only for your “stuff.” The chair is for you! The longer 
you will be in it the more comfortable it has to be. If you’ll be in it for 
long stretches it should have arms, be adjustable in height, and 
be able to move easily.

The base should have 5 horizontal legs, so that 2 will always be 
behind you for proper support when moving! The ability to move 
easily from one piece of furniture to the next is extremely important 
if you need to do so often. Also the ability to swivel and tilt can be a 
big help, not only to access other furniture, but to work off the nervous 
energy that builds up when you are sitting in one place for a while!

Could I use an extra chair or 2? Perhaps family members or clients will 
be spending time with you in your office area. An extra chair or 2 might 
come in handy! Home office sets are often the result of a look that sold 
well first in a dining or bedroom set. The manufacturer decided to 
make the home office set in that design due to its popularity. If that’s 
the case, you can get a nice matching dining chair or 2 for use in 
your office area!

What kind of lighting do I need? Deciding on the kind of lighting 
you need and where to place the lamps is very important, and should 
be considered as early as possible. Where are the electrical outlets? 
Can you run an extension cord easily? Some of the furniture pieces may 
even come with holes for cord management!

How do I know it will all fit? It is critical to make sure that everything 
will fit perfectly into the arrangement you desire. That is why a handy 
graph with a 1/4” scale design can be very helpful! Since home 
office furniture sets present so many options it is important to work 
through everything on paper first. This way you can easily compare 
2 or more plans!

What else should I be considering? Be sure to account for enough space 
for walkways (about 30”), and also when pulling chairs out (about 
30”). Also, include room for keyboard and drawer extensions too! 
And last, it might be a good idea to protect your carpet or floors with 
an area rug having a low pile; one that you can easily move your 
office chair on!
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 LOOKING FOR HOME OFFICE FURNITURE?
10 QUESTIONS AND INSIGHTS TO HELP YOU!

Everyone’s home office needs are different! Many work from home and need a full office 
setup. Others just need a simple desk and chair to pays bills occasionally. Whatever your 

needs, these questions and insights will get you more quickly on the “right path!”

What configurations might work best in the room? 
One of the first things to consider is your available 
space. Do you need to place everything along the 

wall(s)? Do you have room for an “L” shaped arrangement, or 
even “U” shaped? Before making a final decision you usually 
have to answer some of the following questions first!

How much drawer storage will I need? In addition 
to a desk with storage drawers you may want to 
consider a “credenza” which is sometimes placed 

behind a desk. When the President speaks from the Oval Office 
the family pictures behind the desk are sitting on a credenza! 
It can provide a lot of convenient storage, and an extra work 
top area! 

Do I need bookcase storage? Many home office 
sets offer bookcase storage, and sometimes there is 
even a choice of sizes. The standard width is from 

28” to about 36.” Heights are often around 48,” 60,” and 72.” 
If you consider the top as a shelf, this could mean 5, 6 and 
7 shelves for each, respectively! Sometimes the shelves are 
removable, permitting the storage of larger items. And often 
some of the shelves are behind doors, allowing you to store 
things that aren’t quite appealing enough to be out in the open!

What kind of chair do I need? The answer depends 
on what you will be using it for, and how long you 
will be in it each time! Desk tops and storage pieces 

are only for your “stuff.” The chair is for you! The longer you 
will be in it the more comfortable it has to be. If you’ll be in 
it for long stretches it should have arms, be adjustable in 
height, and be able to move easily.

The base should have 5 horizontal legs, so that 2 will always 
be behind you for proper support when moving! The ability to 
move easily from one piece of furniture to the next is extremely 
important if you need to do so often. Also the ability to swivel 
and tilt can be a big help, not only to access other furniture, 
but to work off the nervous energy that builds up when you 
are sitting in one place for a while!

Do I have a lot of “files” to store and keep track of? 
Then consider at least one or even multiple filing 
cabinets. So many people work from home now that 

home office furniture sets often offer different sizes to choose 
from. A lower file cabinet can be placed anywhere by itself 
with a lamp, or under a window, or next to the desk. It also 
provides an ideal space for a printer on top! Many lower file 
cabinets are also mobile.

How much surface work area will I need? Standard 
desk height is about 30”.  Two common desk top 
dimensions are 48” X 28,” and “60” X 30.” The first 

dimension is for a desk with a simple flip down drawer front 
and a keyboard tray. The second size is for an executive 
desk with multiple drawer storage. Many desks also offer 
an extra piece referred to as a “return” that creates an “L” 
shaped arrangement. 
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THE MISSING HELP
THEY REALLY NEED!


