
     
 

   
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Date: 7 & 8 Sep 2009 
          3 & 4 Dec 2009 
Time: 9.00am – 5.00pm 
Venue: Anson Centre, 51 Anson Road #03-53 
Course Fee: 
� S$880.00 
� Excludes GST 
� Lunch and refreshments will be provided 
� MIS Members enjoy 15% discount 

Gaining Wallet Share in Bull and Bear 
Markets 

 

Why You Should Attend This Course: 
 
A successful Relationship Manager [RM] understands that every time they 
have contact with their client there is a strategy attached. Even if it is just 
a social visit- they still have a strategy. A strategy that is not just about 
making a quick sale, but has long term objectives as well. This then gives 
the RM the control that better positions them to manage their clients not 
only in a bull market but more importantly a bear market. 
 
Having an investment strategy is one thing but the key to a successful 
strategy is firstly, the RM understanding what makes the client ‘tick’. That 
is, the need to be aware of how the client thinks and feels. When we 
understand people and are attuned to what they want, their desires, 
thoughts, feelings, body language, buying behaviours etc. relationship 
management and the selling of concepts and ideas that are critical to 
success becomes an easier process. 
 
We are all different in the how and why we buy things and once you 
understand the differences you can better pitch the product/service you 
are selling to create the maximum impact and gain an increase in their 
wallet share. Once you know the right pitch to use you then have to 
communicate it in a way that your client best understands. 
 
The last piece of the puzzle is how you deal with objections. Most sales 
are lost because sales people answer the wrong objection. People tend to 
give false objections instinctively as they quite often do not wish to tell you 
the real one. In this course we look at a method where you can determine 
whether people are giving you the correct reasons for not buying. This is 
powerful as it really puts the RM in the professional class and cuts down 
time in the interview by not answering the false objections. 

 
Learning Outcome: 
At the end of this course, YOU will be able to achieve the following: 
 
� Gain an awareness of how people think and feel 
� Understand people’s basic buying behaviours 
� Understand people’s preference in processing information 
� How to develop specific statements to create the desire in people to 

listen to your message 
� Body language and how to read it 
� The ability to determine your clients real objections and how to answer 

them 
 

Course Outline: 
 
People’s Buying Behaviour 
� What motivates people to buy 
� Gearing your presentation to match this motivation 

 
The Art of Communication 
� How people process what we say 
� The use of words in communicating 
� The art of listening 
� Body language - your ally in sales 
 
Handling Objections 
� What is an objection 
� Determining the real objection 
 

 
 
Who Can Benefit? 
 
� People who wish to have a career in relationship management and sales 
� Experienced people who want to take their relationship management 

and sales career seriously and want to go to a higher professional level 
 
Trainer’s Profile 
 
Ross Swan is a perceptive and responsive executive coach noted for his 
proactive style, through which he dovetails individual leadership with 
corporate culture. He is a mentor/motivator and people-focused leader. As 
one client noted, “At both a work level and a personal level, [his coaching] 
has reinvigorated my focus on enhancing my communication skills and 
value in my leadership role.” 
 
Ross has wide-ranging corporate and consulting experience in varied 
industries worldwide. His expertise includes: 
� Executive Coaching 
� Startups and Mergers 
� Change Management 
� Financial Management 
� Customer Relationship Management 
� Marketing, Staff Development, Training, and Team-Building 
 
Ross focused on the special challenge of coaching to address cross-
cultural management issues. Working from Singapore for several years, he 
gained great insight into Asian cultures, enhancing his value to clients 
having multicultural responsibilities. Ross holds an M.Sc. in Training and 
Performance Management from the University of Leicester, UK, and 
received his Graduate Certificate in Business Education from the 
Queensland University of Technology. 
 
He is certified in Training and Assessment and holds a Management 
Certificate in Marketing from the Queensland University of Technology, as 
well as certificates in Media Relations. He also serves on the performance 
management consulting panel of the Queensland University of 
Technology, providing consulting services for the Australian Government 
AusAid Program’s Asia Pacific Region, which aims to reduce poverty and 
support sustainable development in developing countries. Ross has also 
trained senior directors of the Philippines’ government in performance 
management skills and applications. 
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