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Sales and Closing Are Not Dirty Words!

B:r Jokn M. Brown
President - Professional
Clul Management, Inc.,

Yl:‘ru know what? | feel
guilty. | cannot seem o do enough
te change the way people in this
inl!u:ilr:r think, act and work, | don’t
think amy of us so called experis are
getiing through o the masses wha
make this imdustry their seeond
i

My opinion, for what it"s
warth, i3 that it's our faull more
people aren't members of remain
MEMmbErs. !l‘u."ludin; mie. 1d like o
have the statistics from the past few
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years regarding. not ihe people
who have joined, bat the people
who have not peined. It would be
a discovery beyond belief if we
actually surveyed these people o
fined it peally why they didni be-
come members. | understand
there is some data oul thal sug-
gests some feasons why people
don’t join, Bul o me il's mean-
ingless. My way of thinking tells
met 1o lump them all together and
call it indusiry incompetence. 1S
for sure not the prospects™ fault
they didn'l join.

The first problem, at the
core of the whole epidemic, 1%
that our people who are selling
our prodiect don't believe o the
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very cone of their souls that these
prospects have full intemtions of
joining and mone importanly,
stlrl.ing:wnrh;ﬂll PICKEFRETL, Wani
o change the mdusiry” Just ef-
'I'|:d:li'+'|'.'I].I communicale o and
with tht people who come to us
and #tan wilh the behief Ih'l:'rlu' are
there to st and it's absolwiely
life changing for them 1o do 5o
new, [F | conld instill the concepd
and beliel of being assumplive
inio the people selling ihe prod-
set, we could all be rich off the
people who come to us amd we
talk them out of it? [ sii and fan-
tasize aboul the W1 % of ihe popu-
lation oul there who afe mod owf
customers. Then it hits me. What
would we do with them even if
they all came? Currently, ihe
trend would indicate we waould
somehow convince them this is
nod the thing 1o do and ineptly
handle ihem even if they showed
up! Here's a frightening example
of whal | mean.

I consider mysell pretty
astute at the club business and the
operations of clubs. Afier all, 1
have been doang it for 23 years
now; you would think afver all
that temé | woald have it down, |
miast b some kind of expert; af-
ter all thiey let me write articles.
Anyway, I'm standing al my froai
desk of one of my brand new,
45,000 5q. ft. facilities, prime
time, like | always do, when | stari
Feeling really good aboul myself,
Well, after abowt an howr of jast
observing, laking noles and lis-
tening | was compelled to come
down from my vory lower amd
dive imo the fray. In a linle less
than an howr, | counted 19 legin-
mate sales opportunities either
misaed or mishandled! I basacally
took over every interaction that
occurred for the next howr and a
half, and we converted more than
T of all the uppnrlunil!iﬁ that
ocpcurred during that teme. Gendus
you think? Nope. Stupid. You see
what happens to us in operations,
amd espocially sales management,
1% whial we led h:pp-:n. We can
contne] much of what occurs and
the results of we are '.-'igil.;nl in
managing the opporiuniiies.
Meedless 1o say, we made immie-
diate changes the next evening
:|n|.1during any ather p'rim-c LiEmes
by placing & mansgement of owi-
ership level person at the fromt
check in area to monitor, manage,
access, comtro] and convert mose
opporiunitics thal exisi fight wn-
der our noses. | can hear you say-
ing. “That dot=n"t happen at my
club™, or =We already do that™, or
“We have thai down". Every time
I hear that | begin to correlate that
to when people tell me “Money’s
Mo Froblem™ Every lime some-
one has said thal to me, its &
problem. Here's the important
peint. [T it can happen to me if can

happen b0 you. 'm mob any bet.
ter, smarter or probably more ex-
pert than any of you. ['ve been
called a ot of things, most of them
true, as my modber used to say, “A
wkunk 15 & skunk no matter how
you dress them”, but ranely has
anyone called me unobservant.
Please take ihis in the spirit | am
iruly giving i, WAKE UP! There
are mare opportunitics going in
and out of your club than you have
time to handle, Bul you have to
be locking, watching, observant,
and most of all wnderstand how
io recognize these opportuniiies
and better yet, how to manage
ihem. Learn thal parl of the busi-
ness and teach it o everybody else
on your siaff, and you will never
be hungry.

It aboul time 1o gel 1o
the lead in this article. In our ef-
foris o mot high-pressure people
{which I'm totally against and
sl o) we, in many cases, have
beciime S0 passive wie Cam't con-
vince the majority of people 1o
jain. | believe we need what | call
“Positive Enthusiasm™ In other
wiords, let™s nod let the “unde-
cided” prospects sell us on why
they should wail 1o h:gin i
healthy lifestvle. | don't kanow
aboul youd, bl I'm prl:rl.ld of what
| s2ll and I'm mot ashamed to ell
anyome abowl the beaefits of our
product. Sales and closing are pot
dirty words! In fact, they are mod
even Four lefter words!

How can we begin 1o
embark on a better way? | don't
have all the answers, but | have a
few lhl.'lulhls. :.u”ulil:rn:. and
implementation items that yow
may find helpful. Anyone else
whi hias any more, call me and 1°11
cheerfully add to the lisi.

HAVE A GOOD
“FOUNDATION™

Fim. vou hiave to bave
a pood “foundation™ 1o baild on.
The following is my foundation,
Yours may be differend, bui al
least have one,

* W must ernbrace, un-
dersiand and preach the immu-
tahle good that oocurs in our fa-
cilities every day. We truly change
people’s lives. | ask you what
valwe can yixul Fllﬂl.'l: L SHTICOTIE
lowering his cholesteral 1o a
healthy level Ihrnugh dhed, regu-
lar exercise and even medication
%0 that he can live 10 years loager
and spend ihai time with his fam-
ily'? What value can you plsce on
somesns making a new friend?
What value can you place on, al
least lemporally, relieving
someone's loneliness or depres-
sian? | could go on for hours. Try
talking abowt some of ihese things
next time you are having trouble
closing a guest instesd of join fo-
day and I'll give you this or that,

'["Il:mlng on dmnwntms and pnc: i%
fior the weak amd timdd. [ i a cruteh
that can mever be thrown n.wn!.-..l'l.nd
it doesn't work very well.

¥ Bell the sarxle not the
steak! Work on, practice, and yes
practice, on selling our product.
Crr product is nod the price, our
product is health and resulis along
with & multitede of other great
things and mod one of them is price.
| know we are ima war. | know we
may be in o recession. | know it's
a competitive markel out there,
But listen carefully. Price is only
a consideration, not the deciding
factor in a person joining. Price is
always more important (o the
salesperson tham 1o the customer.
A properly handled prospect, who
is properly motivaied, would rob
10 ligwor sdores to el the money
if they really wanted it. There's no
stopping them. When they give
vou objections, give them the
product not the price!

* Thie only truly effective
way bo sell this prndul:l % h:,' -
ing a member of “The First Church
OF Fitmezx™, Yez [ am advocating
evangelistic fervor when helping
someone el siarted on a regalar
exercise program. | stole that term,
by the way, from a very brillian
and wise man, Dr. Jack
Scammahom, PHd, a good friend
b me and a betler mentor.

* An important part of
my foundation is the complete and
abscute belicl that every guesd, T1
and prospect that actually crosses
our threshold has the total mient
1o joim, | had that comcept incul-
cated o me years ago, and il has
sepved me well. You would have
i kill e bo get me 1o think other-
wise., You know why | believe this
sor fervently? | finally figured if out
a couple of years ago, | truly care
about p-l'uplr.' n g,enn:ra.l, and it
gives my life meaning to be able
o provide them with the vehicles
o live and feel better. Sounds
oormy bal il's e,

*If you want o have
more members you first have o
perform for the ones you already
have. Do all you can o keep them
using the prodwect and be happy
aboui dodimg it. It probably isn'i loo
wman to ask for more tmfhicif Yo
aren’t utterly coavinced you are
apd can handle what you are al-
ready getling. ldeally, you would
wianl more opporiunities to in-
crease incrementally as your swe-
cess with what Fivy already have
rises, Yes, ihere are probably more
complaints from owners regarding
the lack of traffic, but | tell you
they are linked hike “Samese

Twins", totally pinioned together.

RY THESE
TION ITEMS

Hﬂre are & few sugpes-

(See_fohn Rrowm page 21)
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tipns and action items, which you
may be able to use.

* When I'm looking for
quality salespeople, I'm first look-
ing for people who can exhibit true
and luminous compassion and car-
ing for people in general, Give me
2 team of people with those trails
and | can rule the world. Know
why? Cause selling the member
ship pan is casy. In fact, it"s 50 casy
people complicate it. | can teach
the waler fountain how o sell a
membership. Add sincerity, com-
passion, caring and you can 't miss.

* If your salespeople are
going to be the ones selling the
preduct don’t you think it would
be a good idea to have their com-
pensation packages reflect af least
ihe illusion of “a real job™? People
back home still ask me when I'm
going to get a job. Professional
salespeople make professional
wages because they are designed
io do so. There are many crealive
Ways 0 COMpensate your produc-
tion people. Personally, I don't
care if a salesperson makes
51,000,000 a yvear. If they do |

made $50,000,000. It's up to me
b design their packages so they are
mutually beneficial, are equitsble,
provide a return on investment for
the club, and are tied to direct pro-
duction.

* Don't shorcut the pro-
cess! Personally, | use a sysiem
whirein | arm able 1o tour, ask ques-
tions, receive answers and prove
to the cusiomer [ am really listen-
ing! When someone listens 10 you
these days you are either in jail or
at the doctor’s office. Listening is
ahsolutely earth shattering to the
mapority of the population. Why?
Because it"s 50 rare, I1's sad, but
true, It's so important that 1 truly
wish | could take a prospective
member on a tour and never have
1 say & word, Just let them talk
about themselves. | don’t know
about you bul besides my mother,
I love talking about myself, 5o do
muost people,

* View every sales oppor-
tunity as 100% real wntil it is
proven nad to be. Thene is nod even
one good person on the face of this
earth, including and especially me,
who can with any certainly, con-
sistency or accuracy, qualify a per-
son of opportunity antil it ks fur-
ther investigated. This mindset |
find helps me “find” opporunities
I might have otherwise

prequalified.

*If you want more
people to join your club then iry
framing vour presentation in
such a manner thal joining and
what it costs anc only the “gate-
way 10 the treasures which re-
ally await them inside. The
price and actually being & mem-
ber would put me 1o sleep.
What really gets my atlention
is when someont shows genu-
ime interest in what [ want and
what | have io say. Mayhe ii's
me. ["'m a man. ["m desi
0 be insecure. | think many
people enjoy the spotlight be-
ing shined on them once in
awhile,

* When trying to close
8 tough proespect sell from the
platforms of Advocacy, Con-
viction, Delivery, Compassion,
Caring, You are a formidable
ally 1o them when debating
from these platforms. When
someone is really lough, | ac-
tually tear the presentation o
price shect up into little picces
and ask them “What can [ do
today to allow you to give me
the opporiunity to help you start
A regular exercise program”? |
follow wp with *Give me the
privilege of helping you”.

® Want more mem-

bers? Integrate the ones you have
and give it your all to make sure
ihey are using the product and are
happy wilh it. Yeah, easier said
than done, | know. But at least
have a system, which ensures that
every member has a fighting
chance to get what be or she came
there fo receive. It is one of the
mesd appalling parts to owr indus-
try when | se2 or find out about a
member who joined and never
used the club, It's just not Aght.

* Owners and Manag-
ers! Create, nurture, maintain and
manage your production people
for suceess, Create real caneer
pull:u for them and most of all,
give them a level playing field h_||r
giving them adequate training and
retraiming. Just cause they were
trained once doesn't mean they
are still trained. In fact, if it"s
more than six months simce the
l=st traiming what they are saying
and doing probably does not even
resemble what your initial train-
ing program laught. Remember
this, Peter Drucker, the father of
modern management praclice
said, “If your people aren't suc-
ceeding you have only one per-
son to blame. Yourself.”

* Last, salespeople take
this one tip; it will make you
money immediately. You muwst

mentally prepare yourself for every
guest, T1, prospect call, | can't even
count high enough the times | have
witnessed a salesperson go from one
“bad”, opportunity to a new one and
have the last one carry over, Remem-
ber, you are as transparent as glass,
If peaple feel something is not quite
right, they then think something is
st right. Our produect still remaias
mastly an emotional purchase, which
after the fact, when they get home,
is then validated by some form of
logic. Focus; concentrate, %0M% of the
sabe occurs in your head,
Hopelully some of the
things above have and will help you
in your quest for success however
you may define it. | hope at least
some of it caused you 1o stop and
thiak, because when thal oscurs,

great things can happen.

odin Brown is a nattonally
known consultant, speaker and au-

thor, A veteran of the club indusiry
Jor over 23 years, ke ovwns, operates,
manages and consults with over 50
clubs acrozs the country and in South
America, His company, Professional
Club Management, Inc, is a leader
in developing clubs. He can be
reached ar 913-557-0018 or email
Jhrown8 I 3T Eaol com)

_._____u—




