
“I am a Jeff Thull fan . . . Jeff’s book has something profound
to teach each of us – starting with me!”

– Tom Peters, author of Re-imagine!: Business Excellence in a Disruptive Age

Visual Reference



f you’re one of the six million people who work 
in the fast-paced, high-stress world of complex 
sales, you want the latest strategies and skills to 
succeed.  This practical guide gives you the tools 
to take your sales game, your communication 
skills, and your career to the next level of success. 

Exceptional Selling features street-level straight 
talk about the one-on-one skills that professionals 
need to excel.  In this prescriptive and practical 
guide, author Jeff Thull challenges conventional 
thinking and gets down to the key ingredients of 
sales success - the magic formula based on a 
powerful communication mindset, exceptional 
skills, and winning disciplines taken from the best 
in the business.  You’ll get the edge you need to 
set yourself apart from the competition, connect 
to your customer’s hearts and minds, and clearly 
establish the value you offer.

Exceptional Selling is about what works.  Its focus is 
the most dynamic and challenging part of the sales 
process: the authentic conversation - what top sales 
professionals talk about with their customers as 
well as how they say it.  Successful communication 
resides at the intersection of content and delivery, 
substance and style.  It’s your key to privileged 
access and privileged insight.
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Exceptional Selling is a step-by-step guide to 
the kind of critical conversations you must have 
to win the high stakes sale and build powerful 
relationships.  From the crucial first call that sets the 
stage, to the critically important C-suite executive 
conversations that build your credibility, to the 
financial conversations that create a compelling 
case for your value (and all the important 
conversations in-between), you’ll find specific 
examples that will propel you forward and help you 
achieve greater success and profitability.

This is the first book to apply powerful diagnostic 
principles directly to sales conversations.  It shows 
you how to create a customer engagement in 
which the common barriers to success - limited 
access, ambiguous words, objections, and 
cutthroat negotiations - melt away.  If you want to 
set yourself apart from the rest, connect with your 
customers, raise the bar for your competition, and 
win in the game of high stakes sales, Exceptional 
Selling is the book that will take you there.



Exceptional SELLING

1.1

Three Eras of Selling

Skills Sales
Scripts

Questioning
Listening
Analysis

Business

Era 1 Era 2 Era 3

Tools Presentation
Closing

Needs
Analysis

Business
Acumen/Project
Management

Role Persuader Problem
Solver

Source of
Business
Advantage

Value Obvious
Value

Augmented
Value

Complex
Value
Networks
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Conventional

Conventional vs. Diagnostic Thinking

1.2

Diagnostic

All prospects will buy. Only certain customers will and should buy.

Never take “no” for an 
answer.

Always be leaving.
Give the customer room to breathe.

Persistence pays. Persistence in pursuing bad business 
wastes valuable resources.

A good salesperson can 
sell anything to anybody.

A good salesperson weeds out poor 
prospects and focuses on high-gain op-
portunities.

Customers know what 
they need; it’s my job to 
deliver it.

Customers can be unclear and even 
wrong about their needs; my job is to do 
a good diagnosis.

Never walk away when 
money is on the table.

Always walk away unless you know you 
can improve your customer’s business.

If at first you don’t succeed, 
try again and again.

If you don’t succeed in finding pain you can 
address, try again - with a different customer.

The customer is
always right.

The customer requires professional
guidance to complete a quality decision.
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Value Triad

2.1



Visual Reference

Value Spectrum

2.2

Profit

Product    Process         Performance

Customer
Revenue

Impact

Level of Service, Development and Support
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Value Lifecycle

2.3

Value Achieved!

Value Expected

Value Required

Value Hypothesis

Value Proposition
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Gaining Privileged Access and Insight

3.1

Privileged
Access and

Insight



Exceptional SELLING

Review the sales you proposed and did not win during 
the past 12 months.  List the reasons why.  If the classic 
80/20 Rule holds true, you should find that 20 percent 
of the reasons you lost sales accounted for 80 percent 
of the sales you lost.  Create a short list of those rea-
sons.  Build questions into the front end of your sales 
process that will reveal the existence of these elements 
and consider their potential impact on completing the 
sale successfully.

Why Do You Lose Sales?
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The Psychology of Change

3.2
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Bringing the customer to a Negative Present yields an incentive to change.
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The Psychology of Change

3.3

Bringing the customer to a Positive Future yields confidence to invest.
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The Progression to Change

4.1

Discover                 Diagnose                    Design

Defensive How Can I
Resolve This?

How Does
That Compare?

How Bad
Is It?

Apathetic What are
the Risks?

Low
Probability of Change

High
Probability of Change
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The Levers for Change

5.1

Priority

Consequence

Cause

Indicator

Job Responsibility
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The Psychology of Change

6.1
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It is very important to use the Design Conversation to manage
the customer’s journey into the Positive Future.
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The Design Conversation (Part 1)

6.2

Expectations

Element Essential Question

Alternatives

Resources
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The Design Conversation (Part 2)

6.3

Investment
Expectations

Element Essential Question

Timing

Measurement/
Decision Criteria
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The Diagnostic Mindset on Problems

7.1

Traditional Diagnostic
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Cost of the Problem Worksheet

8.1
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“Oil on the Floor” Table

9.1
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Access Strategies

9.2
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Notes:



Diagnostic Business Development Audio CDs

Connecting at the Level of
Power and Decision

Gain high-level access and credibility
for exceptional sales results.

Close the Value Gap

A cross-functional approach to
translating value-based solutions into

bottom-line profitability.

Top Ten “Key Thoughts”
of Mastering the Complex Sale

Jeff highlights the leading-edge strategies
and tactics from his books and Diagnostic

Business Development® programs.

Three Powerful Diagnostic Questions

Great questions that lead to great
conversations that will help you establish

relevancy, credibility and respect, no
matter the context.

To order, call +1 763 473 7529
or visit www.primeresource.com



Diagnostic Selling®

Diagnostic Selling develops the mindset and communication skills needed to 
manage quality decisions and build strong relationships of trust and credibility 
at all levels of decision and influence within the customer’s organization.  This 
program goes “Beyond Selling to Business Development®.”

Mastering the Complex Sale®

Mastering the Complex Sale delivers the skill and knowledge required to build 
organization-to-organization relationships.  Participants identify key business 
issues at the functional and corporate level, to quantify the cost of business 
problems, the cost of change, and establish sustainable partnerships with their 
customers.

Mastering Executive Relationships®

Mastering Executive Relationships focuses on the shift of power and influence 
to the executive level.  It gives you entry to the executive suite.  You will 
establish credibility by connecting value and manage its alignment with 
executive agendas and strategic buying criteria.

Prime Performance Leadership®

The Prime Performance Leadership program gives managers the tools and 
process to select, develop, and lead a world-class sales organization.  
Managers will sharpen their ability to tackle critical management issues and 
make impressive gains in performance and bottom-line results.

Prime Performance Programs
Customized and Connected to Your Customer’s World



For information about our customized development programs,
call +1 763 473 7529 or visit www.primeresource.com

Manager-Led Sales Performance Leadership
This program puts managers in control.  We’ll deliver our expertise to your 
management team, then we’ll give them the instruction and tools to apply 
that expertise to lead and develop their teams with an ongoing continuous 
improvement process.  The unique blended format integrates leadership and 
coaching skills with sales strategy, tactics and process to create teams that win 
more sales and sustain valuable, long-term customer relationships.

Key Moments of Value®

Critical interactions with customers take place  at all function levels within an 
organization.  At any moment in day-to-day activity, any individual can make 
a major impact on customers to either build customer confidence, respect, and 
loyalty or undermine the best efforts of the organization as a whole.  We’re all 
in selling – selling our ideas, advice, valuable products, and quality service.  
An organization can raise the bar of excellence.  Key Moments of Value can 
help them do just that.

Diagnostic Marketing®

Prime Resource Group’s Diagnostic Marketing program integrates competitive 
market and product strategies into cohesive sales strategy tools.  It creates 
strategic alignment between Product Development, Marketing, Sales and 
Support, while connecting value to the customer’s world.

Strategic Value Performance
The Strategic Value Assessment challenges assumed value, validates and 
quantifies value, and connects it at all levels of decision and influence in the 
customer’s organization.  It enables the alignment of resources to connect 
solutions to the customer’s business drivers with credibility and trust.

Strategic Account Planning
Orchestrating an efficient and effective system to manage complex sales 
gives sales and management professionals the best opportunity to capitalize 
on the most lucrative opportunities.  This program organizes teams around 
national and global strategic accounts.  It provides a systematic approach that 
becomes a framework for planning and prioritizing actions that lead to clear 
decisions in developing customer engagements.




