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LINETIME
WHAT TO SAY AND WHEN TO SAY IT

Something goes wrong  — e.g. a big deadline, or sales target, is missed. Barring a
(very) obvious culprit, the great boss is the first to step up to the plate and say:

“Oops, I blew it!”
WHY? To keep things positive, and to move on. The great boss is also the first person
to give credit to others when a big project is accomplished successfully.

SOURCE: Jeffrey Fox Author, How To Become a Great Boss

An employee comes to you for advice on an issue. Don’t simply solve
his problem using your experience and knowledge. Instead, say:  

“I don’t know. What do you think?”
WHY? This answer doesn’t show weakness or ignorance. All it shows
is your eagerness for your employees to think on their own.

SOURCE: Jeffrey Fox Author, How To Become a Great Boss

Y O U  P R O B A B L Y  H E A R  I T

every day — “I’m just looking.” The
worst part is, many salespeople
actually believe it when customers
say it to them. They turn and walk
away, allowing the customer to
wander aimlessly. Ironically, those
customers walk out of your doors
without ever really looking at any-
thing, because you never put any-
thing in their hands.

No matter what they say, no one
walks through your doors without
any interest in buying what you’re
selling. In fact, we know that 75%
of customers buy an item the first
day they shop for it. So why do
people say they’re “just looking”
when they really want to buy?

Simple — it’s a defense mecha-
nism. The biggest complaint from
customers in all of retail is that
they can’t get waited on, that they
can’t find good service. So when
you approach them, they say
they’re “just looking” because

they don’t want to feel rejected. In
order to protect themselves, they
reject you before you can do it to
them.

I bet you’ve even said it yourself
to other  salespeople while you’re
out shopping — heck, everybody
says it! But the fact is, “just look-
ing” really means “just buying.” In
fact, if we could dive deep into
your customer’s subconscious
thoughts, we might find her think-
ing, “I might buy something
because I do buy on impulse.” 

So how should you respond?
Show them that you’re not going

to shove something down their
throat. Get something drop-dead
gorgeous in their hands. Show
them that you really do want to
wait on them. Then, lead them to
the items that they really want to
see.

For example, after your initial
greeting, a customer may say
they’re “just looking.” That’s when

you get something out of the case
and respond, “Well, just look at
this!”

“No, I’m really here to look at
ruby earrings.”

“Okay, they’re right over here.
I’ll show you...” And you’re off and
running.

You can also break the ice with
some quick humor. If the customer
says, “I’m in a hurry,”
you could respond, “I
sell fast!” Or if they’re
“just looking,” tell
them, with a big grin,
“That’s okay ... I’m just
selling!” Then, as
always, get a beautiful
piece of jewelry in
their hands.

Let’s be clear: this is
not about high-pres-
sure sales tactics.
What it is about is tak-
ing more professional
advantage of every selling oppor-
tunity we have. Every “just-looker”
is an opportunity to get them to
slow down and look at something.

In some cases, you may get a
“jerk” customer — you know, one
that gives you a dirty look when he
says he’s “just looking.” Thank him
for coming in, offer him a refresh-
ment, and tell him you have many
beautiful things in the store to see.
If he’s still rude, walk away and

T.O. the customer. He may not like
you, or maybe he just wanted to
bite the first salesperson he saw.
Let someone else have a try.

If he continues to be unhappy,
introduce him to the manager or
owner. This often makes cus-
tomers feel better, and like the
Wicked Witch of the West, their
meanness melts right away.

Service is bad
everywhere. If you
give your customer
an experience he
can’t get anywhere
else from the
moment he comes in,
you win. 

Customers love
attention. They want
to be waited on and
to feel good in your
store. If you walk
away from a “just
looker,” you’ve killed

the sale, and lost a customer. Why
do that when you can make them
feel amazing?

It’s time for us to stop complain-
ing about the customer who’s “just
looking.” It’s time for us to start
“just selling.”

SHANE DECKER has provided much
sought-after sales training for more
than 3,000 stores worldwide. He can
be reached at (866) 424-2472.

O N S A L E S

Customers will always tell you they’re just
looking. Don’t fall for it, says Shane Decker.

THE BIG LIE

BRAINSTORMS
NEW IDEAS FOR YOUR STORE

You’ve probably read how the rich (but not
quite super-rich) are buying time shares in luxury

private jets. How about bringing the concept to
jewelry by ...

Time-sharing super high-end jewelry.

It’s hard to find a buyer for a million-dollar
piece of jewelry. But it might be easier to find 20
people willing to pay for access to that million-

dollar item. 

SOURCE: Instore
THE GREAT BOSS

TAKES BLAME AND
GIVES CREDIT.

Break the ice with
some quick humor.

If the customer
says, “I’m in a

hurry,” respond, “I
sell fast!” Or if

they’re “just
looking,” grin and
say, “That’s okay

... I’m just selling!”


