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How to Have Conversations 
That Turn Into Sales 
Cathy Houston, President Delta Marketing Group

Recording Of Presentations Is Strictly Prohibited 

No individual or entity, including a presenter, may electronically record or broadcast any 
portion of any presentation without prior written consent of PPAI. 

The audio or video recording of lectures/presentations, the photography of slide or poster 
material, and printed or electronic quotes from papers, presentations and discussion at a 
conference/summit without prior written consent of PPAI is prohibited. 

Failure to comply may result in expulsion from the conference/event. PPAI may record the 
presentations for on-demand purposes. Press representatives must receive a Press Pass and 
photo/recording permission from PPAI. 

PPAI reserves the rights to any approved audio and video production of presentations at all 
PPAI events.

Copyright Notice

Please note, I have and created the materials for this 
presentation and they are copyrighted. Distribution or 
reproduction of content is prohibited.

PPAI has permission to utilize this PowerPoint 
presentation for educational purposes.

Images have been purchased or I have taken them myself.

Steps to Download SAGE® Mobile™

1. Download SAGE Mobile on your mobile device

2. Select Tradeshows from the        menu bar on the left

3. Select EXPO 2020

4. Select the Schedule icon � Education tab

5. Select this session’s title  � Tap the Rate & Review area

6. Select stars to rate the session (5 is excellent)

7. Be sure to provide comments

**Automatically Entered Into A Raffle To Win A Prize**
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ABOUT CATHY & DMG

20 Years in the promotional product industry.

Recognition & Awards

• 2018 PPB guest speaker, UK promotional products industry

• 2018 SkuCon guest speaker

• 2019 PPAI guest speaker

• 2019 PPAI Best Blog

• 2020 PPAI Best Boss

Every day I live and work by these words: 

Think Big.
Never Settle.
Make A Difference.

I work with a team of remarkable people.
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About DMG

• 38 years in business

• We enable organizations learn grow and succeed by activating 

brands with marketing that works.

• Digital Marketing – Brand Activation – Sales Optimization AGENDA

This session will cover concrete strategies distributors can use to connect with prospects through 

a variety of different channels, with a goal of increasing sales.

• Overview of the various channel’s prospects and customers may use to get in touch (phone, 

email/forms, or chat on your website).

• Explanation of how different channels align with the different stages of the buyer’s journey 

(Awareness, Consideration, Decision).

• Strategies for going through an effective discovery process with each channel.

• How to tailor your response based on which channel the prospect is contacting you through.

• How to nurture and delight prospects based on their preferred communication methods.

What We Will Cover Key Takeaways

1. Overview of the different channels prospects and customers want to connect 

with you based on their preference.

2. Each method of outreach aligns with a different stage of the buyer’s journey 

(Awareness, Consideration, Decision).

3. The key to successfully having conversations on these channels that turn into 

sales is understanding the discovery process for each different channel.
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COMMUNICATION 
CHANNELS

If you had told me that most

of our conversations will be 

through chat and chat bots,

I would have…

We can’t limit and decide what form of communication 

our customers or prospects want to use.



1/10/2020

5

And, we can’t limit our ability to communicate

through their preferred channels.

Customer Communication Stats

• 75% of customers prefer to text or chat

with businesses.

• 53% of customers would rather chat with 

businesses to solve problems more quickly.

• 55% of consumers are more likely to do 

business with a company if they could

text them.

*Mobile Monkey Stats

We need to remove 

the friction from

the Buyer’s Journey
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Buyer Personas 101: How to create buyer personas

www.godelta.com/ppai-buyer-personas

Before you initiate a 

communication strategy,

you need to clearly define

your buyer personas so

you can learn how they 

communicate.

UNDERSTANDING
THE BUYER’S JOURNEY

How we communicate with 

our prospects and customers 

all depends on what stage of 

the Buyer’s Journey they’re in.

What is the Buyer’s Journey?

The buyer's journey is the process buyers go through to become aware of, consider and 

evaluate, and decide to purchase a new product or service.
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The Buyer’s Journey consists of a three-step process:

The buyer realizes 

they have a problem.

The buyer defines 

their problem and 

researches options 

to solve it.

The buyer chooses

a solution.

v

v

vChat

Chat

Chat Bot

Website Visit

Website Visit

Our conversations are very different in each stage 

of the Buyer’s Journey

Chat

Chat

Scheduled mtg

Form

Phone

Chat

Email

Email

Email

Website Order

DISCOVERY PROCESS
We used to call it a

discovery CALL…

now, we refer to it as a 

discovery CONVERSATION.
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Discovery is the most 

important part of

the sales process.

DISCOVER

Plan

Build

Launch

Grow

Adapt

Our Process

• Research the prospect on LinkedIn, their website and news

• Know who they are before a conversation starts

• Learn about their business and their audience

• Learn about their event, timeline, and budget

• Identify their goals

• Explore promotional items they've used in the past; what worked, what didn’t work, 

and what they liked before?

Discovery

• Tell me about your company.

• Tell me about your role. What do you do day-to-day?

• Tell me about your goals (financial, customer-related, operational).

Setting the Stage Questions
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• What problem are you trying to solve?

• Why is it a priority today?

Questions that Qualify

• Who else will be involved in choosing a vendor?

• Do you have written decision criteria for choosing a vendor? 

• Have you purchased a similar product before?

• Is this a competitive situation?

• What’s the process for actually purchasing the product once you decide on it? 

• What are potential curve balls?

Next Step Questions

Prospects want to know

you understand their 

business, their marketplace 

and their pain points.

They want to be understood.
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TAILORED 
CONVERSATIONS

It is really important to ensure 

that we are tailoring our 

conversations based on the 

communication channel the 

client is using. These look 

different between our three 

most popular channels.

Chat Conversation (Awareness)

Hey there!  I would like more information on one of the items on your website.

Great, great! Can you tell me what that items is so I can get you all the info?

YES - its the PopSocket.

Awesome choice – these are one of our favorites! Do you know what quantity you are looking for?

Probably 1000 depending on the price.

Thank you            Would you mind sending me your email so I can send you a presentation?

mary@abc.edu

Great – thank you and I will send the quote by EOD today. Can I help you with anything else?

Nope - all set.

Hi Cathy - My name is Mary from ABC University and I saw the PopSocket on your website.
I would like to have more information.  Are you able to send me a sample?

Hi Mary – so glad you found us! These our one our favorite items. I would be more than happy to send 

you a sample. Can you tell me a little about how these will be used so I can add a few more samples 
that might work?

Sure. We are attending a Tech Trade Show and want to give these to leads. 

Great – I have a few other ideas that I think would work as well. I will add to the PopSocket sample.  
Can you please confirm your ship to address and we will get these right out to you?

425 Appleberry Lane, Austin, TX

Thank you. Here is a link to one of our…

Email Conversation (Awareness)
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Hi – my name is Mary from ABC University and I need to find some new items to hand out next year. 
Someone in my company said the PopSocket is a good item.

Hi Mary – so glad you found us! These are one of our favorite items. Before we go any further, can you 

tell me a little bit about your company?

We are a University who attends career fairs and are looking for some really cool giveaways.  

Great – you have come to the right place. What have you done in the past and what worked and what 

didn’t? I want to make sure I don’t duplicate anything and make recommendations based on your 
information.

We have handed out water bottles and pens. I want to stand out this year though with something different.

Well – we can help you do that. Technology has been a popular category because everyone is so 

attached to their phones…

Phone Conversation (Awareness)

Hey there! I saw the PopSockets on your website and I think these would be great for one of our events. 

Great, great! Can you tell me when your event or inhands date is?

YES – our event is February 25.

Are you looking at any other items so I can send you a Presentation?

I also like the Sling Grip. 

Awesome             I will put this together and send by EOD. Can you please provide me with your email address?  

mary@abc.edu

Is there anything else I can help you with today?

NOPE – this is all I need.

Great! Here is a link to our latest blog post which I think would be helpful.

Chat Conversation (Consideration)

Hi Cathy – My name is Mary from ABC University and I saw the PopSocket on your website and I would like 
to have more information. Can we get these for our event on February 12?

Hi Mary – thanks so much for reaching out to us. Standard production time is 10 working days, so we 

can make this happen for you. Can you let me know how these will be handed out so I might make other 
recommendations as well?

We go to a Career Fair every February to try to recruit students.

Great – I can certainly prepare a presentation for you with the PopSocket and a few other items that 
students will love. Can you please send me your SHIP TO address? In the meantime, here is a link to my 

latest blog which I think will be very helpful.

Thank you and I look forward to working with you.

Email Conversation (Consideration)

Hi – my name is Mary from ABC University and I need to find some new items to hand out next year.

Hi Mary – so glad you found us! Can you tell me a little bit about your company?

We are a University who attends career fairs and are looking for some really cool giveaways.  

Great – you have come to the right place. What have you done in the past and what worked and what 

didn't? I want to make sure I don’t duplicate anything and make recommendations based on your feedback.

Phone Conversation (Consideration)
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Hi there – I would like to order 1000 PopSockets!

That’s great. We will need your logo in vector format so we can create the Sales Order and virtual proof 

for your review. Can you send me your email please?

mary@abc.edu

Awesome             I will put this together and send by EOD. Is there anything else I can help you with today.

NOPE – this is all I need.

Great – thank you and I will send you a follow up email outlining this chat shortly.

Chat Conversation (Decision)

Hi Cathy – My name is Mary from ABC University and I saw the PopSocket on your website and I would 
like to have more information. Are we able to order 100 of these for delivery on January 22?

Hi Mary – thanks so much for your email. I am so glad you found us! YES – we can make this 

happen for you. Can you please provide me with your SHIP TO address as well as your logo in 
vector format so we can create the Sales Order and virtual proof for your review?

You bet. 425 Appleberry Way, Austin TX.

Thank you, Mary. I will send you the Sales Order by EOD today.

Email Conversation (Decision)

Hi – my name is Mary from ABC University and I am very interested in your PopSockets.
Can I get these in two weeks?

Hi Mary – so glad you found us! Can you tell me a little bit about your company?

We are a University who attends career fairs and are looking for some really cool giveaways.  

Great – you have come to the right place. The production time is about 5 working days
so depending on the SHIP TO location, we can make this happen for you.

We are located in CA.

These ship from WA, so we are all set. Can you please provide me with your SHIP TO address 
as well as your logo in vector format so we can create a virtual proof and Sales Order?

Phone Conversation (Decision)

CONVERSATIONS
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• Thanks for the chat, David! Hope your concerns were addressed.

• We can hop on now if you’d like. Kindly leave your number and we’ll reach out.

• I’ll explain everything

• Definitely! I will figure this out and email you this afternoon.

• Let me see if my coworker Kevin can help you with this.

• Got it! I’m sorry for the delay.

• Woohoo! Great to have you on board :)

• Hey there! We’re excited to help you out. Let us know your email address so that 

we can follow up in case we get disconnected.

• One liners such as “awesome,” “perfect,” and “sure thing.”

Chat Conversational Phrases

• So glad you found us!

• Definitely! I will figure this out and be in touch  this afternoon.  Do you prefer phone or 

email?

• You have come to the right place!

• Woohoo! Great to have you on board :)

• Yes, they do David. Do you know if you have your logo in Vector format? Guide to vector 

art. If not, we can redraw it for you.

• Hey there! We’re excited to help you out. Let us know your email address so that we can 
follow up in case we get disconnected.

Phone Conversations

• David, anything else I can help you with?

• Have I met your expectations?

• Got it – will send you a follow up email shortly.

• Awesome!

• Have a fantastic rest of your day! (emojis)

You should try to be the last conversation message.

Chat Closing the Conversation Questions
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Thank you!
How to Have Conversations
That Turn Into Sales
Cathy Houston
cathy@godelta.com


