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The Art of Asking Questions
Leading powerful client 

conversations and discovery meetings
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The lost art of 
conversation?
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Selling is about… 

“Creating an environment where 
an act of faith can take place.”
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Credibility
•Expertise 
•Business Acumen
•Authenticity (Believe)
•Keeping Commitments
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ç Which one would you choose? è

• Closer
• Up-seller
• Product expert
• Tenacious at follow-up
• Objection handler
• Disruptive questioner
• Key account manager
• Sales professional

• Advisor
• Expert
• Industry thought leader
• Problem solver
• Coach
• Mentor
• Valued peer
• Confidant

Option 1 Option 2
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Move from being a 
someone that explains 
value…

…to being a peer and 
businessperson that creates 
business value.
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In many cases, 
great solutions 
providers are not 
problem solvers, 
they’re problem 
sellers.
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“Prescription without diagnosis is 
malpractice.”
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Average Salespeople Sell:

1. Price
2. Product
3. Organization
4. Self
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Exceptional Salespeople Sell:

1. Self
2. Organization
3. Better future state
4. Value
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Better Future State

• Results
• Outcomes
• Goal attainment
• Problem solving
• Loss avoidance
• Risk mitigation
• Vision fulfilment
• Opportunity creation
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Discovery Prep Sheet (micro niche/client)
Problem Challenge 
or Goal

Cost or benefit? Our product, 
feature or solution

Business Outcome Benefit Metrics?
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Discovery Cheat Sheet – SaaS company SME
Problem Challenge 
or Goal

Cost or benefit? Our product, 
feature or solution

Business Outcome Benefit Metrics?

Access to funding 
for growth is 
challenging.

• Lack of funding means 
slow organic growth.

• Competitors can gain 
market share.

• Development and 
new features are slow 
to launch. 

• One-on-one coaching 
to retool your pitch 
deck and value 
proposition.

• Peer feedback and 
advice from people 
who have done it –
possible referrals for 
finance.

A road map and 
refined value 
proposition and 
network to help 
improve access to 
capital.

ü Faster growth
ü Better advice 
ü Raising the right 

kind of money
ü More market share 

faster
ü 10-15% more 

market share

Need to hire sales 
and marketing 
talent so that 
revenues aren’t 
founder dependant. 
I have failed at this 
several times.

• Taking me away from 
operations and 
systemizing.

• I can only sell, start 
and support 5 new 
clients per month. 

• Limits me to adding 
10K MRR each month.

• Bad hires cost me 
time, money and rev.

• 30% of our guest 
speakers focus on HR 
and Sales strategy

• One-on-one coaching 
can help you refine 
your recruitment

• We have access to a 
network of great 
marketing consultants

Increased capacity to 
find and hire the right 
people. 
On-going coaching and 
peer feedback to help 
sustain sales and 
marketing success
More time to lead and 
more revenues

ü Go from increasing 
MRR by 10k to 
30k+ per month

ü More time for 
founder to focus on 
product 
development and 
raising capital.
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Future State Drill Down
Prospective Member: “I am looking for insights on how to 
scale my business.”
Advisor: “When you say scale, what does that mean to 
you?”
Advisor: “Were there insights on a specific part of scaling 
that you were looking for?”
Advisor: “What impact will that have on you personally or 
your business?”
Prospective member: “More free time to pursue my passion 
projects and other business ideas.”
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“I am looking for insights on how to scale my business.”

“More free time to pursue my passion projects and other 
business ideas.”

Deeper “Why” “Tell me about….”
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Blindspot questions:
•What happens if you live, but can’t work 

anymore?
• Just to confirm, it’s taken you 10 hours to review 

sales team members client calls each week?
•Are you using any type of AI or automation to 

help you with that? Your know there are tools for 
that?
• If your competitors are using AI and doing the 

same task in 1 hour versus your 10, how does 
that impact you competitively?
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Most people don’t listen, 
they just wait 

for their turn to talk.
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Listening Assessment
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70/30 Selling
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Who closes more deals?Who produces more revenues in sales?
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$151.38 per hour

$114.96 per hour$126.80 per hour

- Adam M. Grant The Wharton School, University of Pennsylvania
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Slow down to speed up
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Needs Analysis
• Forces you to listen
• Shows real interest
•Nothing is missed
• Is a record
• Free education
• Leads the customer
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Would it help to know the clients’:

Likes
Dislikes
Fears
Beliefs
Problems
Achievements

Challenges
Objectives
Values
Goals
Motivations
Dreams
?
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20 % of your questions provide vital information, 
80% build rapport and lead the customer.
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Needs Analysis Process

General Standard Easy 
Questions

More focused
that begin to tell 

a story

Confidential
Financial
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3 Rules

1. Never sell during the needs analysis
2. Watch their tone and body language
3. Watch your tone and body language
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Varied Questions Create Contrast

•Open
•Closed
•Leading
•Requests
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Open Questions

• Tell me about where your business is heading in 
the next 12-18 months?
•What outcomes from this membership would 
make you feel it was worth the investment?
•What’s your on-going leadership development 
program?
•What made you decide to look at joining our 
organization?
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Closed questions
• Is there anyone else on your team that we need to 

present this to?
• When is your year end?
• What’s your biggest priority right now, sales or product 

development?
• What’s your annual employee turn-over rate?
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Leading questions
• Do the coaches you’re using have personal experience 

scaling a tech company?
• Do you have other leaders and entrepreneurs that you 

tap into when needed? 
• Are you ready to tackle some of the common pitfalls of 

exponential growth?
• Do you feel you have all the tools they need to lead and 

develop your team? Is it happening fast enough?
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Requests

• Tell me… when are you planning to shift your business 
model?
• What do you like most about _______?
• Tell me about your other two divisions?
• What’s your GTM roadmap look like for the next 12 

months?
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What? Questions 
• “What changes in the marketplace prompted you to 

focus on this new client type?”
• “What has to happen in order for you to feel that this was 

a good investment of money and resources?”
• What was happening in your business that made you 

want to look at supplementing your existing consultants 
and coach with a peer group?
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The Complete Listener
• Passive listening
• Use acknowledgement phrases
• Listen Actively
• Use their word
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Passive listening

• Open body language
• Affirming gestures
• Eye contact
• Facial expression
• Distraction free
• Pauses



© 2023 – Shane Gibson Inc. / SalesAcademy.ca@ShaneGibson

Acknowledgement Phrases

• That’s a unique challenge…
• Makes good sense
• I can see that…
• Interesting…
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Active listening

“If I could summarize what you 
just shared… your big concern is 
that you see the value you BUT 
would need to re-prioritize your 
schedule to join?”
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Use their word(s)
Customer: “I am interested, my concern is a 
lot of the topics and members may not be 
relevant for my type of business.”

Salesperson: So relevant? [pause] 
or “your type of business? [pause]
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3 Vital Questions

1. Have I missed anything?
2. Do you have any questions for me?
3. Based upon what you have shared 

with me, would you mind if I shared 
with you how I think we could help 
you?
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Implementation Step:
Design your own needs 
analysis

1. Brainstorm multiple open, closed, leading 
and request type questions

2. Rate them from least to most confidential
3. Pick your top 5-7
4. Practice out loud to test comfort and flow 

with your peer group or coach
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From Features, Advantages 
and Benefits to…

Stories and context
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Feature, Advantage or 
Benefit ?
• A Feature is a characteristic or description of your people, 

your organisation, your products, your services, your 
activities and your strengths.

• An Advantage is what the characteristic does for the 
client

• A Benefit explains how that characteristic can benefit the 
client - specifically
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using generic benefits!
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Stories

üIllustrate Benefits
üShow social proof
üContextualize solutions
üVerbal case study
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“Tell stories 
because 
stories 
aren’t 
boring.”

- Jay Conrad 
Levinson
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Features, Advantages & Benefits -
EXAMPLE

Feature
We are Canada’s largest and longest running professional peer group focused on 

entrepreneurs. We also offer one-on-one coaching and we have over 28,000 
members worldwide.

Advantage
We have a proven formula for running effective entrepreneur focused peer groups. 

Our one-on-one coaching makes sure you implement on the decisions and 
advice your get and our vast network can be tapped to get you specific advice 
and partnerships you’re looking for.

Benefit
Advice from people who have been where you are now. Improved implementation 

to drive your business forward faster. Access to better and broader business data 
that can save you time and accelerate growth.
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Story
Last year we had new member ABC Engineering who was hovering at $3 
million in revenues for 5 years. Their big challenge was the time and people 
hours it took to service accounts.

One of their peer group members introduced them to a construction 
management software company and consultant that was able to 
automate their processes and reduce average project time by 40%. 

With the improved efficiency they were able to take on almost 50% more 
clients and tackle bigger more profitable clients. They also worked one-on-
one with their coach to fine tune their value proposition with larger 
accounts.

This year they’re on track for $4.3 million in revenues and $5 million next year. 
That’s the power of putting the right entrepreneurs together in the right 
environment with a little coaching to support the process.
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Implementation Step

• Review a core offering or product.
• Establish the FAB’s ( at least 5 ) for the offering.
• Try to think of stories or verbal case studies you can share.
• Present to your team or peer group.
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Augmented Listening 
Through AI
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+
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Mastering the Art of 
Conversation
üWork on being a complete listener
üKnow your target markets key challenges and how your 

solutions create a desired future state
üApply the needs analysis approach to all critical sales 

conversations
üSell with context and stories
üLeverage AI to augment your people skills


