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Shifting the Paradigm 
__________________________________________ 

 
The Secret To Building A Successful Direct Sales 

Or Network Marketing Business 
 

A forward by Michael Oliver, founder of Natural Selling 
Inc. Natural Selling is a sales training program that 
uses non-confrontational questioning, listening and 
responding to help others to discover what they want 
and what they need. 

 
I'm always being asked: "What is the secret to building 

a successful Network Marketing business?" 
 
The answer lies in being able to successfully create long term 
relationships that benefit both you and the other person by 
understanding how to effectively help others get what they want. 
 
Understanding this will help you get everything you want, without the 
rejection, objections and high attrition rate that is so common with the 
use of conventional selling techniques. 
 
And that is what "Natural Selling" is all about.  
 
Whether you are selling your Business Opportunity, Products or 
Services, by following this manual carefully, you will at the end of this 
training have the ability to:  
 

1. Create the results you want quickly with no anxiety 

2. Eliminate rejection and objections by being able to effectively talk 
with anyone, anywhere and at any time 

3. Make it all happen with effortless ease. 
 

An Effective Principled Process – Not Tacky Techniques! 
There is a critical distinction between the conventional way of selling that 
is mostly taught and what I call Natural Selling. 
 
Conventional selling relies on using unnatural and uncomfortable 
manipulative techniques that are designed to persuade people to do what 
you want them to do. Techniques such as… telling your story, nodding 
your head up and down, persuading, presenting too soon, handling 

objections and closing. Techniques that actually create the resistance 
you want to avoid! 
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Natural Selling on the other hand, comes from an inner desire to help 
and allow others to persuade themselves without using any manipulative 
techniques. 
 
It's selling from the heart… not from the head. 
 
Based on the same ancient philosophies, principles and methods of 
communicating introduced by Socrates over 2400 years ago, Natural 
Selling is an entirely different way of connecting with and attracting 
people. 
 
It's about respecting, understanding and enlisting other people's points of 
view, inner values and personal history and allowing them to persuade 
themselves to help them get what they want.  

 
After all, who has the answers to everything they want and why they 
want it? Who knows what they have done about it? Who knows how they 
feel about not having it?  
 
They do! They have ALL the answers! All you need are the right questions 
to ask, to help yourself (and them!), find out! 
 
Natural Selling will do this for you. It's the essence of building 
relationships, and the Process behind how to do it effectively is anchored 
by 4 Principles.
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The 4 Principles of Natural Selling 

 

 
 

 
 

 
 

 
 

Let's look at these 4 foundational Principles in more detail… 
 

1. Helping other people solve their problems. 
This is about "Being on Purpose", which in this context means focusing 
on helping other people get what they want. This is the opposite of 
focusing on getting what you want (your Personal Agenda).  
 
Focusing on getting what you want using the conventional techniques of 
presenting, telling your story, persuading, closing, and handling 
objections is uncomfortable and ineffective for 95% of Distributors.  
These techniques also make most of your potential partners feel 
uncomfortable and resistant. This is why you have to learn more 
techniques to get over the barriers you created in the first place! 
 
 

 
 
 

 
       Conventional selling techniques focus on your need 

to have an outcome. 

 
So how can you turn this around?  

 
How do you make calling leads effective, comfortable, non-
manipulative and get quicker longer lasting results with effortless 
ease? 

You'll Love this…It works for me … I'm 
so excited…… Just take a look at it….. 
You'll make lotsa money.. Blah, Blah, 
Blah… 

Get this person 

out of my face! 

1. Helping other people solve their problems. 

2. Asking the right types of Questions at the right time. 

3. Listening for what is being meant not just what is 
being said. 

4. Feeding back what you think you heard. 
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Change the Process from Presenting to Discovering! 
 

Accept that your Purpose, and the Purpose of your business, is to 

help other people solve their problems.  
 
Apply the Process of Discovery by using the other 3 Principles of 
Asking Questions, Listening and Feedback. 

 

2. Asking the right types of Questions at the right time. 
Asking questions replaces telling and selling. They prevent you from 
coming up with your solution too soon. They also eliminate your 
need to present and handle objections, because any objections are 
eliminated by the person who is talking and telling you what they 
want.  As they answer you, who do you think is also listening to 

themselves speak and feeling what it's like to be in their present 
situation?  
 
They are! They internally process what they say as they speak.  
 
It's this internal processing that stimulates them to naturally and 
progressively come to their own series of logical conclusions that it's 
time to change their present circumstances. The ultimate conclusion 
is that you're the right person to be with to help them do that.  
 
This is what I mean by allowing others to persuade themselves. 

 

Remember. Your questions are not just for you. They are for them as 
well. You're asking them the types of questions that they would have 
asked themselves if they had known what to ask! 
 

3. Listening for what is being meant not just what is being  

    said. 
Natural Selling is really about listening.  When you listen, you learn.  
When you understand what to listen for, you hear, feel and see clues 
that will help you to ask more questions.  The answers people give 
you also helps them know more about themselves as well.   
 
Just remember the saying, "If you say it, they can doubt you – If 
they say it, it's true!"  Listen to them, and they will listen to you. 
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4. Feeding back what you think you heard 
You do this constantly to make sure you stay on track. The ultimate 
feedback is your presentation when you bring it all together. 

 
That's it!  Embrace and take action on the Natural Selling Principles 
and you will find an immediate improvement in your performance 
and results.  
 
People will not view you as a "conventional salesperson" or a threat 
or intrusion into their lives.  Selling will become a natural and 
enjoyable part of your personal and business life. 

 
For a greater understanding of these important principles:  
 

1. Read the first 6 chapters of my book, "How to Sell Network 
Marketing, Without Fear, Anxiety of Losing Your Friends!"  

2. Listen carefully to the first CD of this program "Calling Leads"  
 
To a peaceful and prosperous life… 
 

Michael  
Natural Selling Sales Training 
"People have the answers. All you need are the right questions." 
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Overall Objective of This Action Guide 
 

"Your success will be as good as the plan you make for yourself 
to implement what you learn." 

_________________________________________________ 
 
 To help you adjust your thoughts and your approach to calling 

leads and business, so you can get the positive results you're 
seeking in less time, without using conventional persuasive or 
manipulative techniques. 

 

 To allow you to feel good by eliminating whatever anxieties or 
fears you might have about connecting with people about your 
business. 

 

 To learn how to ask skillful, non-intrusive questions that allow 
people to think, feel talk about, and reveal to themselves and 
you, their real needs. 

 

 To learn how to listen, and what to listen for, and how to respond 
that will motivate your potential partner's and customer's to 
listen to you. 

 

 To customize this communication to suit your own style and 
personality.  
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7 Essential Strategies To Turn  
Theory into Practice 

 
1. USING THIS ACTION GUIDE 

Read the manual thoroughly as soon as you get it!  
 

2. TAKE ACTION - IMMEDIATELY! 
Will anything change if you don't take action? Probably not! So 
be accountable to yourself and DO IT! Quantity of practice is 
more important than quality when you start. The quality and 
deeper understanding will follow!   
 

3. COME FROM A POINT OF REALLY WANTING TO UNDERSTAND 

THE OTHER PERSON. 
If you want to be interesting – BE interest-ED! It all starts with 
you and your intent. People will feel this and will open up to you! 

 
4. "BE STILL."  

Keep your internal dialogue quiet. When you're calm inside, you 
become creative. Do this by observing your tension if you have 
any. Just observe it. Ask whether your tension is serving you and 
the other person. If it's not… let it go by putting all your 
attention on the other persons needs. 'When you focus on you, 
you increase your tension. When you focus on others, you 
decrease your tension.' 

 
5. DON'T BE ATTACHED TO THE OUTCOME! 

While you do have an agenda to increase your business, do you 
have to do it any cost… at the expense of others or even yourself?  
That's your choice!  If you choose to take the path of nature, then 
make your agenda a CONDITIONAL AGENDA!  This means you 

only talk about your solution when you know the other person is 
really committed to changing their present circumstances. 
 

6. DO NOT START "SELLING" AS SOON AS YOU GLIMPSE AN 
OPENING! 
How many times have you heard someone say, "I wish I had 
more money!" or, "The only way out as I see it, is to start my own 
business!"  How many times have you jumped in with your 
solution only to be disillusioned with the negative response?  
 
The first words that come out of people's mouths are not always 
the deeper truth. So most times this is not the time to present 
your solution! 
 
Presenting too early is the number one cause of objections and 
rejection. Instead, find out what is behind their response!  Look 
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at it as a "Voyage of Mutual Discovery!" 
 

7. GO SLOW TO GO FAST! 
You'll find using this process, you'll talk with fewer people, have 
quality conversations and help more people faster than any other 
way. 
 
Besides… if you only find one person a month, who joins you for 
the right reasons, and is committed to making a change, and 
that one person finds only one person a month, and so on, and it 
all happened in the same 12 month period - how many people 
would you have on your team at the end of the one year?  4,096! 
4,096 motivated team members who joined you for the right 
reasons – their reasons! 

 
Here's the key. Find the right people who want to join with you, 
people who want to make a difference in their lives, just as you 
are doing, and you will have a strong team who will work with 
you for a lifetime! 

 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

"Let go of the outcome, and you'll increase your income!" 
Michael Oliver
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PART 1 
 

 

Preparing For Success 
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Section 1 
 

Preparing To Track Your Leads 
For Ongoing Success 

 
"Those who don't study history, are doomed to repeat it." 

Anon. 

 

 
Before you call leads, it is important to prepare properly. You want to make 
sure you have a structured approach to calling. This will take a few minutes 
to organize and will help you keep your follow up organized over the coming 
weeks.  
 
Not preparing can lead to no organization, poor follow-up and complete 
frustration. You will want you to see the results developing throughout the 
process and tracking is the best way to do it. 
 
Be sure to apply these basic business building techniques and you will see 
that your focus is on the lead and what they need, not on a few 
disconnected numbers.  
 

Tracking Your Leads 
Business owners track their numbers. They know what is coming in and 

going out and can process it quickly to make very educated decisions about 
their business. Why should your home-based business be any different? You 
do not need an elaborate tracking system similar to large companies, but 
you can implement some basic tracking so you too can make educated 
decisions about your business. 
 
At the end of this action guide you will find two different tracking sheets. 
The first one is where you want to record your immediate results. Be sure to 
simply put in the abbreviations that are listed. Do not put notes on this 
sheet. Save that for another sheet. The second tracking sheet is for 
recording your overall results for each category. (See the tracking sheets for 
a list of categories). This is where you will monitor your results to determine 
patterns. 
 

Your Objective: 
To keep a record of your progress so that you can adjust what 

you are doing for greater success. 
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The key is to call all of your leads at least one time through to get accurate 
results. If you stop half way through your list you will never get accurate 
results.  
 
Do your calling in blocks of twenty so you can make adjustments if you need 
to based on your immediate results. You may simply find that your mental 
state is not conducive to successful calling and you need to take a break. 

 
If you stick to working these two sheets after 30 days you will feel fulfilled, 
empowered and more focused on succeeding. This will also allow you to do a 
thorough analysis of what you are doing to help you improve. YOU will be in 
control of your growth. 
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Section 2 
 

Preparing Mentally 
 

"Strangers are friends we haven't met yet!" 

 

 

If you're a little nervous about calling leads, let's establish some 
important criteria for you to build and maintain your confidence. 
 

1. They Called You First! 
Remind yourself you're calling someone who has asked you to call them! 
Whether they asked directly (through your own website) or indirectly (via 
a lead company), they raised their hand and asked for help by sending in 
a request for help. Not information. A request for help.  
 
You in turn have a potential solution that could help them get what they 
want. So it's only polite and it makes good business sense to return their 
request as soon as possible and discover what that is. 
 

2. Have The Mind Of A Leader 
People asked for help for a reason. Something is missing and they're 
looking for someone to help them find and lead them to it. Be the leader 
you already are. You made the decision to do something about your 
circumstances so you're already at least one step ahead. It doesn't matter 

if you've just started. They don't know that, and if you let go of the 
thought that they are going to ask – they won't! Ask anyone who has 
been doing this for a while. And if they do ask, tell them. 
 
So don't come across as someone in need. Come across with confidence, 
as someone who knows what they want, knows where they are going and 
has the strength and resolve to get there. 
 
What will happen is that you will attract people who are looking for the 
same thing. 

 

Your Objective: 
To remind yourself of your PURPOSE: to help other people get 
what they want so you can get what you want. 
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3. Stop Selling. Start Solving! 
The key to Natural Selling is to stop thinking that it's all about you having 
to sell them your solution! Instead help them talk about and discover their 
depth of desire to help themselves to make a change. 
 
Having this frame of mind is so important. See yourself as a problem 
solver… not as a persuader… as someone who has a potential solution to 
the problems many people face. Doing so will put the focus on them, a 
focus that eliminates your anxiety about talking with people.  
 
Through asking questions, listening without prejudging, and interacting 
based on what you've heard them say, you'll have positive encounters 
every single time. People love talking about themselves and will always 
feel good about you, whether they join you or not… if you will listen to 

them. 
 
Ensure the focus is always on the person you're talking with, and what 
they want, rather than on you and your own needs. In this way you'll 
allow people to talk about and feel their own discomfort about their 
present situation.  

 

4. Let Go of the Outcome 

If you let go of the outcome of getting a sale and focus instead on the 
Process of Discovery to discover three things through Dialogue, you will 
find that if there is a sale to be made, you will make it every single time.  
 

5. 3 Things to focus on and find out 
Make it your objective to simply apply your questioning and listening 
skills to ask questions around and listen for the following three things: 
 

 What do they want or what are they looking for? 

 Why do they want it? 

 Are they willing to do what it takes to get what they want? 
 
That's all. That's all you have to do before you spend time presenting 
your opportunity. Discover this and you'll find talking with people 
effortless and rejection free. In fact, you'll be the one doing the rejecting if 
there is any! 
 

6. People don't think what you think they think.  
People are not out to get you and give you hard time. They are mostly 
kind and receptive. Just like you, they are looking for ways to make their 
life easier, more fulfilling, etc. That's why they asked you to call. 

 
If you start your call with negative thoughts expecting they will reject 
you, throw up barriers, give you a hard time – the chances are they will! 
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Why? Because you're expecting it. Change your mental expectations to 
one that your leads are expecting you to call.  
 
Also, you'll get a lot of resistance if you start telling, presenting and 
persuading. If you do this you will have to learn techniques to overcome 
objections. Change your thinking and approach to selling, and your 
results will be dramatic.  
 

7. People Change When They Remind Themselves What They  

    Have Is No Longer Acceptable. 
When you call a lead you are calling someone who is looking for a 
change. Some are looking for a minor adjustment in their life, some want 
to radically change their lifestyle. So your job is to find out what that is 
and interview them. It's your business and you want them to sell you on 

the idea they should join you.  
 
Why do you want them to sell you? Well, you have a potential solution 
for one, and secondly you are looking for people who are prepared to do 
what it takes to change their present circumstances. 
 
Let's put this in perspective. If you were the VP of a big company and 
someone was looking for a job with you, would you attempt to sell them 
on joining you? Hardly likely! You would be looking to them to convince 
you that they were the correct candidate. It's the same with your 
business. There's no difference. You are the CEO of your own company. 
So think and act like one.  
 
As Dale Carnegie said, ". . . happiness doesn't depend upon who you are 
or what you have; it depends solely upon what you think." 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

"Leads are like bananas; they ripen quickly, 
so use them promptly" 

Anon  
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PART 2 
 

 

What To Say And Do  

When You Call Your Leads 
 

The "Natural Selling" Map To Success 
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Section 3 
 

The Natural Selling Discovery Process 
 

"I keep six, honest serving men. They taught me all I knew. 
Their names were what and why and when and where and how and who." 

Rudyard Kipling 

 

 

The Dialogue Framework 
 
Important. Before you go any further, memorize the Dialogue 
Framework at the back of this action guide.  
 
Make a copy of it and put it close by your desk to use as a guideline. 
Have it imprinted in your mind so you know the Dialogue Framework 
inside out.  
 
You will find more details on page 150 in my book, "How to Sell 
Network Marketing Without Fear, Anxiety or Losing Your Friends!" 
 

Overview 
 

The Natural Selling Discovery Process combines listening and 
questioning skills. This is where a person will freely tell you about 
themselves and their "World of Reality!" 
 
Your potential Business Partner and you each bring a key asset to the 
process. They are the experts of their lives and know what they want. If 
they're not getting what they want, it's likely the solution they are 

currently using is not working.  
 
You, on other hand, are the expert of your Potential Solutions. Learn to 
connect what they want and why they want it, to how your Solution will 
provide it for them. 
 
No More Rejection or Objections! 
The Discovery Process virtually eliminates objections and rejection. If 
you find that objections do come up, or you feel rejected, it's probably 
because you've slipped back into the Conventional habit of talking 
about your solution too early! 
 
No More "Closing" People! 
This Process also does away with the notion of "closing" or heavily 
qualifying people when you first talk with them.  You don't have to 
"close" people when they are sold on you because you listened and 
understood them.  
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1. Connecting Stage 
 

The Magic of Connecting With Your Leads 
 

"It isn't what people think that's important, 
but the reason they think what they think." 

Eugene Ionesco 

 

 
 

6-Steps to Start a Successful Call – Every Time! 
 
First, remember, what you learned in section 2. Let's recap this very 
important piece of information. 
 
Your objective is to simply apply your questioning and listening skills to 
ask questions around and listen for the following three things: 
 

 What do they want or what are they looking for? 

 Why do they want it? 

 Are they willing to do what it takes to get what they want? 
 
That's all. That's all you have to do before you spend time presenting 
your opportunity. Discover this and you'll find talking with people 
effortless and rejection free. In fact, you'll be the one doing the rejecting if 

there is any! 
 
Note: While you are presently learning the flow of the different types of 
questions in a linear way, you DO NOT have to follow this sequence. There 
is no sequence. Just let it flow. Understand the different types of questions 
and why you are asking them, and the right types and the right questions 
will come to you. 
 
The Connecting Stage is designed to put the focus immediately on your 
lead and allow them to talk. You will learn more about them if you allow 
them to speak more than you do. Also, avoid the conventional selling trap 
of attempting to "qualify them" quickly, otherwise you will lose more people 

than you gain. Let the Dialogue flow. 
 

Your Objective: 
To start a Dialogue that will immediately draw people to you, 
and eliminate your anxiety by taking the focus off you and 
putting the focus and attention on them. 
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Step 1: State who you are. 
 

Step 2: Who you are with. 
 
Step 3: Give them a "heads up" as to why you're calling, by 
referencing and reminding them that they asked you to. 

 
Step 4: Ask them if this is a good time. If it's not, ask for another 
convenient time. 

 
Step 5: State the purpose of the call 
 
Step 6: Ask a Question! 

 

Let's look at an example of this. Let's say I'm returning Mary's call: 
 

Step 1: "Hello, this is Michael Oliver" 
 
Step 2: "Of XYZ Company Could I speak with Mary please?" 

 
Step 3: "Mary, you recently enquired about a home-based business 
opportunity and I'm calling to find out if I can be of help…" 

 
Step 4: "Is this a good time for you?" 

 
Step 5: "Good! Well Mary, I'd like to make the purpose of this initial 
call to focus on you and what you're looking for to see if what we 
have might be a fit for you, for example…" 
 
Step 6: "Have you found what you wanted yet or are you still 
looking?" and/or "Can you tell me what it was about the 
advertisement/website that attracted your attention?" 

 
Listen carefully and respond to the answers. 
 
Continue to the Discovering Stage to explore how you can find out 
more. 

 
Note: If the answer in Step 5 is that they have found something, 
don't stop and hang up. Instead reply: "You have! Can I ask what 
that is?" (Background Question) 
 
You must still discover if they have made the correct decision 
through the power of asking Discovering Stage questions. 
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"Tell me what this is all about?" 

 
If you're asked the above question at the beginning of your call, resist the 

impulse to tell and start presenting.  
 
Why? Because what are you going to tell them? Do you even know what 
they are asking? Anything you say is only going to be a guess on what 
you think they are asking. So find out… Instead ask them a question: 
 
"What would you like me to tell you?" 
 
Answer their question once you've discovered the real question, with a 
one sentence description and then refer back to the PURPOSE of your 
call in Step 5. It might look this… 

 
Mary… What kind of business is this? 
 
"We're in the [state your business]… is that what you're looking for?" 
 
"I don't know, tell me more about it" 
 
"Well I will, and before I get into any detail as I mentioned earlier I would 
like to make the purpose of this call to find more about you…" And you ask 
another question 

 
This is why in Step 5 you state the purpose of your call. You can always 
fall back to it! 
 
If you have a process where someone else can answer this person's 
questions you can add this phrase to the above… 
 
"… besides there is someone else who can do a much better job than me, 
so what I'd like to do is to refer you to him/her later once we determine if 
there might be a fit." Then you ask another question 

 
If a person insists you tell them, tell them! At the end of your statement, 
always ask if this is what they are looking for. 
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Blueprint For Action 
 

Action Step   Learn the above Connecting Stage phrases until they are 
word perfect.  

 
Have them ready on the tip of your tongue for when you 
need them - your own words will naturally flow out! 

 
Say them fast in front of a mirror!  

 
Learn how to say them.  
 
Start practicing what you have learned NOW! 
 

DON'T WAIT!  CREATE THE MOMENT NOW! 

 

Note Observe how people respond to you positively when you 
first connect with them.  

 
Observe your own feelings as their receptivity eliminates 
any anxiety you might have. 

 
This is your clue that people are a reflection of you and 
your energy. 

 
Note: For further details about the information in this section, 
 

1. Read the Chapter 11 of, "How to Sell Network Marketing 
Without Fear, Anxiety or Losing Your Friends!" 

2. Listen to the CD's, "12 Ways to Start Effective Conversations 
Without Fear!" 

3. Refer to role play #2 on the "Calling Leads" CD's 
 
 
 

 
 
 

"Looking at their world of Reality" 
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2. Discovering Stage 
 

The Magic and Power of Dialogue  
 

"The degree that a person will change 
is dependent on the degree of discomfort they feel  

about their present situation as they talk abut and feel it,  
and their degree of desire to make a change" 

Michael Oliver 

 

 

  
 

Asking the Right Types of Questions 
at the Right Time! 

 
This is Where it's Sold! 
The Discovering Stage is where the main Dialogue is. This is where the 
sale is made – if there is one!  Or in Natural Selling language – this is 
where you achieve your three objectives and discover if you can help 
someone. More importantly, it's where you also discover if they are 
prepared to help themselves! 

 
The Discovering Stage replaces the conventional sales techniques of 
presenting the features and benefits of your product or business 
opportunity when you first talk with someone. The reality is, you 
don't know what features to present until you find out what 
features of your solution are relevant to what the other person is 
looking for!  Only then can you turn them into benefits and present 
your solution so that it has meaning to the other person. 

 

Your Objective: 
To discover what a person wants and why, and to 
discover together whether your potential solution will 
work for them! 
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The 5 Step Discovering Stage Process! 
 
As a "problem solver" you attract people to you by asking questions, 

listening carefully and responding without judgment, prejudice or 
personal interpretation to their answers.  

 
Asking questions allows them to paint a picture about themselves.  It 
also creates value in; 
 

1. You and who you are 
2. What you represent (your company, your solutions, everything…) 
3. What you have to offer  

 
Asking questions is much more than just simply collecting data. 

Successful Network Marketers don't ask random questions. There is a 
structure and a reason for each question in successful communication. 
 
There are 5 essential types of questions to understand to engage in a 
meaningful Dialogue with someone. 
 

1. Background Questions 
2. Needs Awareness/Needs Development Questions 

3. Solution Questions 

4. Consequence Questions 
5. Qualifying Questions 

 
Let's see look at what these different types of questions are and why you 
ask them. 

 
 
 

  
"Let's see if we can get a picture of what you want,  

and why you want it…!" 
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1. Background Questions 
 
These types of questions get the FACTS about the Present Situation 

of the other person.  
 
They uncover the answers to the fundamental question of: 
 
"Who are you?" 

 
They establish… 
 
"What is their present situation?" 
 

 They discover who they are – where they are from… 

 The answers you get back will mostly be factual. There is little 
emotion in these! 

 Don't ask too many at one time. Four is about the maximum. 
While important, they can be quite boring! So expand your 
questioning into Needs Awareness/Needs Development 
Questions as soon as you can.   

 You can always return to Background Questions as more 
information comes to light. 

 Embed in your mind these 3 words; "Tell Me More?" 

 Listen to the answers. Do not interrupt, even with things like, "We 
can do that for you", "I know how you feel", etc. This is 
conventional sales talk and will shut people down very rapidly. 

 Ask questions based on the answers you're given, to allow you 
gather more information. 

 Ask them to expand on their answers and where they are coming 
from. 

 Ask them to expand on what they are looking for or not looking 
for. 

 
Examples of Background (Fact Finding) Questions 

 
Are you presently working?  
What kind of work do you do?  
How long have you been doing that?  
What drew you into this kind of work?  
What were you doing before that?  
How long have you been unemployed?  
Do you travel often for work?  
How long is your commute from work? 
Where do you live? 
How long have you lived there? 
Have you had any past experience running your own business? 
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Can I ask why you're looking to have your own home based 
business? 
 
Have you spoken to any other companies yet? 
What kind? 
Have any of them interested you? 

 
Product Related Questions (if appropriate for your business) 
 

How's your health? 
Do you play a sport? 
Do you take vitamins or nutritional supplements? 

 
The answers to these questions will allow you to move on to more 

interesting Needs Awareness/Needs Development Questions. The 
reason they are more interesting is because they tend to be 
subjective and personal rather than factual. 
 
 
 
 

 
"I am a master at asking 
the questions that unlock 
the door to reveal people's 
needs" 
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2. Needs Awareness/Needs Development Questions 
 
These types of questions develop from the background information you 

gather. They open the emotional doors and go beyond the facts. People 
make changes based more on emotion than they do logical facts. You'll 
find you most of your dialogue will be bouncing between Background 
and Needs Awareness/Development Questions. 

 
They uncover the answers to the fundamental questions of: 
 
"What do you want?" 
"Why do you want it?" 

 

"Why aren't you getting what you want?" 

"How do you feel about that?" 

 
They establish… 
 
Is their Present Situation working for them? 

 

 They discover Why a person wants or doesn't want something – 
(the personal needs),  

 Encourages them to expand on what they want or don't want. 

 Encourages them to expand on their feelings, opinions, 
emotions, likes and satisfactions, worries, dislikes and 
dissatisfactions, and how it's affecting them.  

 Reveals their psychological or personal needs.   

 Reveals and focuses on their "World of Reality!" 

 Allows you to be seen as an insider – not an intruder! 
 
Examples of Needs Awareness/Needs Development (Fact and 

Feeling Finding) Questions 
 
What are you looking for (criteria) in your own business? 
What would that do for you? 
What does a home based business look like to you? 
How would you feel if you had that right now? 
How important is it to make a change to get what you want? 
What kind of yearly income are you looking to eventually 
achieve? 
Are you looking to do this part-time or full time? 
What does "part-time" mean to you? 
What kind of income goal would you like to establish each year 
with your business? 
How do you see your life being different if you had this kind of 
income? 
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Do you enjoy your present work? 
What do you enjoy/not enjoy about it? 
Why is that? 
What else do you enjoy/not enjoy about it? 
Why is that? 
What would you change if you could? 
Why is that important to you?  
So what is stopping you from doing or achieving what you 
want? 
 
Deeper Feeling Finding Questions.. 
 
Why do you say that? 
Do you ever have problems with…? 
Are you ever worried about…? 
Does that concern you …? 
Have you ever thought about…? 
How is that working for you? 
Is it achieving for you what you want? 
How do you feel about …? 
What does that mean to you …? 
What do you mean when you say…? 
Are you losing anything by …? 
Would you elaborate on…? 
Is there anything else I should know about…? 
 

Most people will happily clarify and expand on what they say if you 
continue the Dialogue by using their answers as the basis for your next 
questions!   
 
The answers to your questions will allow you to achieve your objective of 
finding out what your lead wants, why they want it and their level of 

desire to get what they want.  
 
Be conversational and adjust these questions to make the conversation 
flow! Let them be part of the process and end up owning the problem 
and, more importantly – the solution! 
 
You don't have to use all the questions. 
 
Remember, this is their conversation – you must not let your own 
experiences re-interpret what they say to you.  Listen to their problems 
and become the world's best listener. 
 

 
 

"He who has a 'why' to live for, can bear almost any 'how'" 
Nietzsche 
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3. Solution Questions 
 

These types of questions allow the other person to tell you what they 

have done, or what they would do, to make a change. These questions 
shift the emphasis to the future vision. 

 

They uncover the answers to the fundamental question of: 
 

"What have you done about getting what you want?" 
 

They establish: 
 

Have they done anything to change their Present Situation? 
 

 Allows them to see and feel the perceived benefits of solving 
the problems they have. (They will tell you!  Now that's got to 
be fascinating hasn't it?)  

 Can be asked at any time and can be reinforced by further 
Background or Needs Awareness/Development Questions! 

 Focuses on how the other person sees their personal and 
logical needs being satisfied and tend to allow a person a 
sense of relief, making them feel happier about a resolution. 

 

Examples of Solution Questions 
 

What have you done about changing your Present Situation? 
What do you see as the answer to your problem? 
Have you looked at anything else that would give you what 
you're seeking? 
What have you been doing so far to find a business of your 
own? 
What did you look at? 
How did it work out? (What worked/didn't work?) 
What would you do about it if you could? 
Have you thought about what you are going to do? 
If you could start over again, would you do the same thing or 
something different? 
Suppose you could…what would that mean to you? 
What would you do if you could do anything? (Focusing their 
mind on the solution) 
Why? 
What would you rather be doing? 
How would you feel if you were doing what you wanted? 
How do you see it being solved? 
How would you do it?  
How do you think that would help you? 

 
"People have the answers – their ideas are part of the solution!" 

 Michael Oliver 
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4. Consequence Questions 
 
These types of questions helps people examine the consequences of 

making or not making certain choices. 
 
They uncover the answers to the fundamental question of: 
 
"What will happen (or how will you feel) if you don't get what 

you want?" 

 
They establish: 
 
What if they do nothing about their Present Situation? 
 

 Allows them to discover the consequences of their actions if 
they do nothing about changing. 

 Allows them to explore whether a course of action they are 
considering taking might not get them the results they want. 

 
Examples of Consequence Questions 
 

What if you don't do anything and nothing changes – what 
might happen? 
Would that concern you if…? 
What will you do if you cannot…? 
What if your new idea doesn't get what you are looking for…? 
Have you considered that doing it that way might lead to…? 
What if you don't… will anything change? 

 
 

 

 
 

 
 

 
 

 
                 

 

 
"I create value in me, 
and what I represent, 
by asking questions 
and listening to other 
people" 
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5. Qualifying Questions 
 
Qualifying Questions are asked directly and indirectly throughout 

the Dialogue. More time is wasted on not qualifying people than 
anything else in selling.  
 
They uncover the answers to the fundamental question of: 
 
"Are you prepared to make a change now to get what you 

want?" 

 
They establish: 
 
Are they committed enough to change their Present Situation? 
 

 Are they still looking? 

 To what degree will they change? Are they looking for a minor 
or major adjustment? 

 
During your Dialogue you must hear the other person express quite 
strongly they want to change their situation. Qualify, qualify, qualify 
– continually throughout your conversation! One way to qualify at 
the end is to follow the next steps.   

 
Examples of Qualifying Questions 

 
Let me ask you a question… 
 
If you could get what you told me you wanted by doing 
something else such as joining my team… 

  
How committed are you to put the time and effort in to get what 
you want?" 

 
or… 
 

So… if you were satisfied that we had the right vehicle for you 
to be able to get all the things you wanted from working with 
me and my company… 
 
Is this something you would start doing now?  

 
When a person says "Yes!" move on to the Transitioning Stage. 
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Blueprint For Action 
 

 
Action Step 1.  Practice asking the questions you've learned with a 

close friend or networking "buddies." 
 
Put the questions into your own words. 
 
Stay curious and be genuinely interested in what 
they say. 

 
Action Step 2. Think of all the problems or needs people have, and 

write them down.   
 

Next, write down questions that will; 
o Reveal and bring a problem into the open,  
o Develop what is behind the problem, 
o Possible uncover a related or another problem. 
o Reveal how the problem(s) is affecting them! 

 
 

Action Step 3.  Call your leads, and start finding out about them.   
 
Take the time to ask questions, listen to their 
responses and focus on their needs, without any 
thought of your own "Conditional Agenda."  This will 
take the "pressure" off you and allow you to practice 
the first steps in comfort. 
 
Let go of the idea you have to have a result in the 
first conversation. You can always call back after you 
have evaluated your conversation.  

 
When you call back, you can use the phrase, 
"You said something interesting when we last 
spoke…" 

 
Note: For further details about the information in this section, 
 

1. Study the Natural Selling Dialogue Framework 
2. Read chapter 12 of, "How to Sell Network Marketing Without 

Fear, Anxiety or Losing Your Friends!" 
3. Listen to the CD's, "The Best of Michael Oliver's 6 Day Fast 

Track TeleClasses." 

 
 

"People have the answers.  All you need are the right questions!" 
Michael Oliver 



_________________________________________________________________________ 
 

© Natural Selling, Inc.  
No duplication nor recording of this material.  All rights reserved. 

Page 34  

3. Transitioning Stage 
 

Propose a Next Step 
 

"Opening the door to infinite possibilities." 

 

 
 

  
 

The Transition Stage is short and brief. Quietly and gently it opens 
the door to the Presenting Stage. 
 
It's a very simple process.  You just offer the idea that you have a 
solution for them and propose a next step: 
 

"Well, based on what you've told me, what I'm doing might well 
be what you're looking for...because…"  

 
 And then proceed into the Presenting Stage. 

 
Note: For further details about the information in this section, 
 

1. Read chapter 13 of, "How to Sell Network Marketing Without 
Fear, Anxiety or Losing Your Friends!" 

Your Objective: 

To transition smoothly to presenting how you might be 
of help. 
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4. Presenting Stage 
 

Feeding Back What You Think You Heard 
 

 "You don't need 'closing techniques'  
with someone who really wants to make a change!" 

 

 

 
Presenting Your Solution So it Makes Sense 

To the Other Person! 
 

Summary & Agreement 
 

This is where you really shine! Summarize and tie together all the 
specific factual and feeling needs you heard, to confirm you have a 
complete understanding as to their situation. You then customize your 
solution by relating the specific features that solves their specific needs 
and explain them as advantages and benefits!   
 
It's that simple! Here is an example of how your presentation might 
look.  Remember… This is simply FEEDING BACK what was heard to 
be wanted and not wanted by the other person! 

 

1. Feedback The Present Situation 

 
You know how you said….  
You would love to pursue your dream of creating a healing center for 
children in Hawaii… 
(Repeat what they are looking for) 

 
2. Summarize the Main Problem 

 
And you can't because you're working irregular hours as a chef, and 
you don't have any time or money to pay off your debts to make your 
dream come true? 
(Repeat an important logical problem) 
 

Your Objective: 
To customize your solution to what the other person is 
looking for so that it makes sense to the other person! 
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And because of this it's making you feel…  
Trapped and unfulfilled, wondering where you are going in your life? 
(Repeat an important emotional problem) 

 
3. Present Your Solution 
 

Well, what I'm doing… 
Is working for myself from home…and.. 

 
What this means to you is…  
You could do the same thing.  You could do what I'm doing and work 
off your debts, without having to leave the security of your job. You 
could also save money to move forward to building the Center, as well 
as creating an income that will come to you without you having to 
continually work for it       
(Describe the Advantages – logical side of problem satisfied) 

 
This will allow you to…  
Achieve your dream and get the fulfillment and sense of self worth 
back into your life.       
(Describe the Benefits – personal/emotional side of problem satisfied) 
 
Does that sound/feel/look as if it might take care of what you 

want? 
 

When the person says yes, move on and explain about the company 
or products or steer them toward taking a next step. 

 
 

Making sure you're both on the same track! 

 
Note: For further details about the information in this section, 
 

1. Read chapter 14 of, "How to Sell Network Marketing Without 
Fear, Anxiety or Losing Your Friends!" 
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5. Committing Stage 
 

Feeding Back What You Think You Heard 
 

 "You see things and ask, 'why?' 
I see things that never were and ask, 'Why not?'!" 

G. Bernard Shaw 

 

 

 

Action Steps 
 
Once a person has agreed to explore with you your solution, this is 
where you get to speak!  The commitment to move forward is a natural 
casual step from the Summary agreement.  It takes several forms. It 
could be the purchase, or a series of intermediate action steps.  
 

Step 1.  An Overview 
When you get a positive response to your mini presentation, paint a 
picture and give a brief overview of you, your company and your 
products. Relate as much as you can to your previous discussions 
and don't go into a lot of detail. As other things come to light, talk 
about them and use your Dialogue skills. 
 

Step 2.  Ask a Question and Make a Suggestion! 
Offer one of a number of next step options.  This is where you can 
now use all your company and product knowledge and sales tools. If 
you detect the other person is interested in certain aspects of the 
company, acknowledge that and bring it up. It will demonstrate you 
have been listening. 
 
Start by asking: 

 
What would you like to do next to help you move forward? 

 or,   
 I'd like to suggest as the next step that ... 

 You listen to a live TeleConferencing call that is 

designed to answer many of the questions that people 
like yourself typically ask. 

 we look more closely at the products, 

Your Objective: 
To ensure that every step taken is Specific, Measurable, 
Attainable, Realistic and Timely for both you and your 

Potential Partner. 
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 we look more closely at the business opportunity, 

 we meet some other people in the organization,  

 you look at a video or audio tape or brochure … 

 you take a training work shop, 

 we attend an opportunity meeting together… 

 we have a look at our website together 
 

"So you can decide for yourself whether this is for you!" 
 

Step 3.  Keep Asking and Making a Suggestion! 
Keep repeating Step 2 until you either have a commitment or you 
decide to bow out. 
 

Always ensure you both make commitments to do something by a 

certain time.  Be specific – never vague – and always follow-up, 
otherwise you will be letting the other person down. Plus, make sure 
the other person keeps their commitments. If they don't then it's 
unlikely the sale will be consummated.  
 

Step 4.  Keep Making Suggestions! 
Keep repeating the previous steps until you cover everything of 
interest. Get people involved in the Process.   
 

Different people move at different speeds. Pace yourself and them.  It 
can take some mini steps before the final one! 

 

Step 5. The Final Step.  
Make a suggestion and ask a final question: 
 

Well, we seem to have covered all the bases… 
 

I'm not sure there is anything more I can show you. .. 
 

How about getting you started while we're on the phone so you 
can start having the things you want"  

 

Note: For further details about the information in this section, 
 

1. Read chapter 15 of, "How to Sell Network Marketing 
Without Fear, Anxiety or Losing Your Friends!" 

 

"Does that sound/feel/look 

as if it might take care of what you want?" 
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PART 3 
 

 

How To Help Your New Team Members  

And Build Momentum 
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Section 4 
 

Using The Power Of Leads And 3-Way Calling 
To Train Your Team 

 
"Self trust is the secret of success" 

Ralph Waldo Emerson 

 
Once someone has joined your team, it's essential that they receive the 
proper training to enable them to build their own successful business. 
 
Your team may already have a training program in place.  If not, or if the 
training is not adequate, then the following notes will help you to take 
charge and provide the proper training for your team. 
 
If you have used the Natural Selling Process to sponsor a new team 
member, they will already be comfortable with the way you have spoken 
with them. They will do what you do and you'll be able to talk with them 
about using the process of non-intrusive communication you have used. 
 

The Need For Quick Financial Rewards - Myth or Reality? 
Conventional wisdom in Network Marketing says that you must get a 
check into a new Distributor's hands as soon as possible thinking that 
the money will motivate them to take action.  
 
But does it? And what are the real results of using this approach? 
 
Based on my own experience and research from talking with hundreds of 
Distributors, the results are poor and tend to be a major cause of the 
high attrition rate in the industry.  

 
Let's explore why?  
 
On whose needs are you focusing? You and your new team member… or 
the person you're calling? It's on YOUR needs. 
 
Also, whose doing all the work? You are!  
 
Can you get results? Sure you can. But what usually happens to the 
results when you move on? Very rarely does anything happen! Why? 
Because you did all the work. The new team member was given the fish 
and wasn't really taught how to catch it. There was no feeling of self 

worth or value in having done the job themselves. 
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So the real results by taking this approach is a big contributor to the 
high attrition rate in the industry. 
 
If the results are to change then so must the Process. 
 

Change the Process – Change the Results 
By using the Natural Selling Process, which is based on research by 
eminent behavioral scientists, you'll discover that taking the time to 
enroll people, you'll enroll those who really do want to make a 
change and will stay the course, significantly reducing the attrition 
rate. An irony is that the results are much quicker. 

 
Training your New Team Member 
Your objective is to train your new team member to a level of 

proficiency so that they understand why they are using the Natural 
Selling Process, as well as how to use it. They must be 
knowledgeable and comfortable with it. This will also give them the 
necessary skills to talk with anyone in any situation. 

 

1. Preparing. 
Discuss how Natural Selling was effectively used with sponsoring 
the new team member. Obtain their commitment to learn how to do 
the same thing and to take action on it. 
 
Have your new team member study and understand the following 
from my book, "How to Sell Network Marketing Without Fear, 
Anxiety or Losing Your Friends!" 
 

1. Dialogue Chart on page 150 
2. Chapter 11 
3. Chapter 12 

 

2. The Objective. 
Emphasize that the objective is not on making a sale at any cost. At 
this stage the objective is to focus on the Process of Discovery. The 
sale will come as a Natural Result of the Process.  
 
This is important for you as well in training. If you're result oriented 
you'll have to justify why you weren't able to "close" some calls. If 
you're process oriented, you'll discover each time whether there is a 
sale to be made or not. If there is, you'll know why. If there isn't, 
you'll know why. So will your new team member. They will catch on 
quickly. 

 

3. Making the Calls 
Make the first 3 phone calls yourself with your new team member on 
mute in the background. 
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After each call, discuss the process, the questions you used, why 
you used them, how you responded to the answers, etc. 
 
When you make a sale, you have a choice as to whether to put it 
under your new team member's name or yours. 
 
Ask the new team member what questions he/she might have 
asked, and why he/she would have asked them. Practice and use 
your own Dialogue skills to guide and train. You'll find it's good 
practice and you'll learn a lot yourself. 

 
Acknowledge any contribution the new team member makes. 
 

For the next few calls introduce your new team member. Bring them 
into the Dialogue by occasionally asking them if they can think of 
any questions that you might have missed, or questions that would 
help the person you're calling.  

 
"Mary, before I go any further, are there any questions you have 
that might prove useful for all of us?" 

 
Make sure you prepare your new team member for this. Emphasize 
that there is no such thing as a wrong question, and if they should 
get off track, you will be there to take over and gently guide the 
Dialogue back again. 

 
Repeat the above analysis of the call each time. 
 
After you've deemed it's time (each person moves at their own speed) 
have your new team member start and lead the call and introduce 
you.  

 
Your objective here is to let your new team member do the work and 
to step in when needed to either help them recover, expand on 
something important you heard or they missed, etc. 

 
Discuss each call after it's made. Again it will help you gain more 
clarity for yourself. 

 
Repeat this process until both of you feel the new team member is 
comfortable with what they are doing. 
 
At this point, hand the calling over to the new team member to make 

the calls on their own with you muted out. 
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Continue discussing and analyzing each call. 
 
At the appropriate time allow your new team member to make the 
calls entirely on their own, making yourself available for coaching. 
 
Make it a requirement that as part of the training the new team 
member regularly reads company literature, sales books and listens 
to tapes. In next to no time they will be on their way to a rewarding 
future with you and your company. 
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About Michael Oliver 
 

Michael Oliver is the founder of Natural Selling® Sales 

Training. He is a sales trainer, coach, and speaker, 

with over 26 years of experience in direct sales and 

sales training. Michael's practical skills in sales 

development, facilitation and training, have helped 

Direct Sales and Network Marketing companies and 

tens of thousands of Distributors worldwide.  

 

He empowers Distributors by giving them the people 

skills needed to attract new Associates and Customers.  

 

Michael concludes, "People will no longer accept being persuaded to buy. 

Your business has to manifest that you're in it for them . . . not you! And 

you have to live and breathe that belief." 
 

Continue expanding and enjoying your learning by visiting… 

 

www.NaturalSelling.com 
 

1. Free Ezine "Naturally Speaking" with hot sales tips delivered 

weekly to your computer. (Your email address is safe with us!) 

2. Free E-Course "7 Steps To Natural Selling". 

3. Books and CD's that are currently Available 

 

 

 

 
 

 
 
 
 
 
 
 
 
 
 
 
 

"You can create any day you want. 
Why note create a great one" 

Steve McGuire 
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NOTE: for example: If they say NI on the first call, there will be no call for that Lead. 

Prospect's name 
Date 

Got lead on 
Best time 

To call 
Date of 

1
st

 contact 
Result 

Date of 
2

nd
 contact 

Result 
Date of 

3
rd

 contact 
Result 

Date of 
4

th
 contact 

Result 
Knowledge 

level 

            

            

            

            

            

            

            

            

            

            

            

            

            

            

            

            

            

            

            

            

            

            

 
Totals – you must track totals. I suggest after you have called all the leads the first time you spend some time evaluating what took place. Know 
your numbers, for example: 100 calls you had 25NI's 25/100 = .25 or 25%. Do the same for each category. On the totals sheet, fill in your results. 
Keep an eye open for any patterns. A high NI on the first call might be an indicator to change your approach

Conversion Chart 
The purpose of this sheet is to track your numbers. It is important to understand why you must 
do this. Without it you can never make a good decision when it comes to buying leads. Also, 
you will not be able to recognize where you need to improve. 
 

- Keep accurate notes from your conversations in another form (computer, notebook etc…) 

Tracking codes D - disconnected 

NA – no answer  WN – wrong number 
CB – call back  S – sizzle call 

AM – answering machine 3 – 3 way call 
LM – left message  NI – no interest 
SU – sign up  W - website  

 

Knowledge codes 
M - more   L - less  
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Tracking codes D - disconnected 
NA – no answer  WN – wrong number 
CB – call back  S – sizzle call 
AM – answering machine 3 – 3 way call 

LM – left message  NI – no interest 
SU – sign up  W - website  
 
  

In order to get your percentage you need to divide the number of total results by the total number of calls.  
For example: 1

st
 call was 100, you got 35 NA's 35/100 = .35 or 35% 

 

 1
ST

 CALL % 2
ND

 CALL % 3
RD

 CALL % 4
TH

 CALL % 

TOTAL CALLS         

NA         

AM         

LM         

NI         

CB         

W         

3         

D         

S         

SU         
 

Simply add the total from the previous sheet and calculate the percentage by dividing M 
or L by the total of M&L 
M/(M+L) or L/(M+L) 

 
 

TOTAL KNOWLEDGE LEVELS % 

More Knowledge  

Less Knowledge  
 
 

On this sheet you will add up the totals from each call. It is important that you understand 
how long it will take you to get to a sale. Tracking your numbers will also give you focus 
with your leads. Often people will give up because they are not seeing the results of their 
efforts. Make sure you calculate the percentage for each tracking code. 
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The Discovery Process 

Natural Selling
® 

Dialogue Framework. 
 

           
1. Connecting 

     Stage 

 

 

 

 

 

 

 

 

 

 

Needs Awareness Development 

Questions 

"Is your Present Situation working for you?" 

Solution Questions 

"What have you done about your Present Situation?" 

 

Qualifying Questions 

"Are you prepared to change your Present Situation?" 
 

Summary & Agreement 
How the specific Features, Advantages and Benefits 

of your solution solves their specific problem. 

3. Transitioning 

    Stage 

Transition Question 

Opens the door to Presenting your solution 

Background Questions 

"What is your Present Situation...?" 

2. Discovering 

    Stage 

Connecting Questions 

Putting the focus on them... 

 

4. Presenting 

    Stage 
 

 

5. Committing 

    Stage 
Commitment Questions 

Helps Them to commit to Take Action Steps 

Consequence Questions 

"What If you do nothing about your Present Situation?" 

L 
 

I 
 

S 
 

T 
 

E 
 

N 
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Home Study Course 
 
 

You'll get the most from the material in this action 

guide if you're familiar with the "Natural Selling 

Home Study Course" by Michael Oliver. 
 

The "Home Study Course" comprises: 

 
1. The book: "How to Sell Network Marketing 

Without Fear, Anxiety or Losing Your Friends!" 

 
2. The 8 CD set: "The Best of Michael Oliver's 6 Day Fast 

Track TeleClasses" 

 
3. The 2 CD set: "12 Ways to Start Effective 

Conversations Without Fear!" 

 

To find out more about these and other products… 
 

www.NaturalSelling.com 
 

http://www.naturalselling.com/hsc.html?source=clactionguide

