
Open Minds was contracted to provide sales skills
training to the B2B sales team of a large national
financial institution, as the sales team was not
performing as well as they should.

This experienced team of ± 500 Sales Consultants
and Managers were recruited either from within the
industry or promoted from within the organization.
Non-industry appointments were rare, and the length
of service within the company was generally in the
double digits.

THE EFFECT OF HUMAN BEHAVIOUR

ON THE ORGANISATIONS CULTURE

AND SALES EFFECTIVENESS - A

CASE STUDY



Senior Leadership, Sales Managers and Sales Consultants
completed a psychometric test to understand their individual
behavioural preferences.

Individual interviews were then conducted to gain a deeper
understanding of their leadership and management styles as
well as the different sales roles.

These interviews also provided insights into the sales
processes and metrics being used to motivate and manage
the sales team, while analysis of the year to date sales figures
provided a map of potential areas where capacity building
was required.

Research 



100% of the Senior Leadership team, from a personality
preference perspective, lead with a Thinking Preference,
typical of a financial institution.
Similarly, 80% of the Sales Managers also lead with a
Thinking Preference.
This dominant thinking culture resulted in sales targets
being managed and controlled primarily through monthly
sales reports, which resulted in lagging indicators.
This type of sales measurement is typically "output"
oriented, easy to measure, but harder to improve or
influence in time to make a difference to immediate
results.
Many of the sales leaders and sales people were unaware
of what the organisations sales processes were and how
to use them.

Findings - Leadership 



In terms of the number of sales people, the behaviour
preferences within the sales teams were fairly balanced
between Thinking and Feeling . 
Approximately 60% of the sales team leant towards
introversion and 40% towards extroversion. (As per the
psychometric results)

The sales performance figures were interrogated from
several angles. What was revealed was the dramatic
difference in performance between those who fitted into the
culture and those who did not, i.e. those who lead with a
Thinking Preference and those who lead with a Feeling
Preference.

Findings - Sales Team 



24% of sales people in the top 20%
28% of sales people in bottom 30%

4% of sales people in the top 20%
58% of sales people in bottom 30%

Sales people who lead with a Thinking Preference.

Sales people who lead with a Feeling preference.

These results did not surprise us, as in other organisations
we have seen this link between personality and behaviour, in
terms of sales success, regardless of the industry.

The Results 



Change of Focus

Revisiting the sales process and identifying the behaviours
that are required at each stage of the sales process.
Leadership Training- to guide and motivate the different
personalities within the team.
Coaching Training - to manage the different personality types
within the sales team and coach them on how to engage the
right behaviour at each stage of the sales process.
Understanding different personality types - how to adapt
one's own personality, to connect and communicate more
effectively with other personality types
Sales Training - to effectively engage the correct behaviour at
each stage of the sales process while being aware of their own
and the customer’s personality preferences

Presented with these results, it became apparent to the Senior
Management within Human Resources and Learning and
Development that the incumbent leadership culture was having
an adverse effect on several areas of the business.

However, what was most surprising was the detrimental effect
this dominant culture was having on sales performance.

Faced with these facts, our client realised that their initial request
for Skills Training required an alternative training intervention that
included:



An increase of 12% in the number of people in the top 20%,
A 24% reduction in the number of people in the bottom
30%.
An overall increase in sales revenue.
A marked increase in engagement and an improvement in
the overall sales culture.

The enormous effect that personality has on individual or
group behaviours and ultimately the organisations
effectiveness.
The challenge in making what is unconscious, conscious.
How much of an organisations needs, reside in the
unconscious.
Understanding the importance of having the right sales
behaviours in place that can be measured and coached.

In the first two-quarters of the training intervention, there was:

Culture Change 

The work we undertook to change and improve this
organisations sales culture demonstrates what we so often
see, and that is:

Results - ROI



Understanding what causes a lack of behavioural
effectiveness within any part of your business is crucial.
Unfortunately, in most cases, it is almost impossible to
appreciate the complete picture without external help. This is
because the current culture exists and it is a“comfortable"
and familiar space within which to operate. To this end,
solutions often lie in the Leadership Team’s blind spots.

Therefore, it is important to recognise the effect of human
behaviour as central to the cause and to the solution.
Although solutions may be simple, they are seldom straight
forward and cannot be solved by a “one size fits all”
workshop or team building event.

Summary  
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