Essential Quick-Guide for
Medical Sales Relationship-Building

Your success in sales is fully dependent on how well you adapt your relationship-building
skills to different circumstances. Each step of the sales process is shaped by a unique set of
scenarios -- and it’s never quite black-and-white. But you don’t have to worry. We’re here to
walk you through the most critical steps so you can prepare to think on your feet and
overcome potential roadblocks:

Research clients
Know your strengths

Perform external research

Assess data
Research where your client’s facility is located.
Then, review key demographics for that area,
such as age, gender, race, and income.

Measure:
Percentage of revenue from existing customers
(i.e., upselling, cross-selling, and repeat orders)
Activity sales metrics (i.e., number of calls made,
emails sent, in-person conversations, social
media interaction, and meetings scheduled)
Number of referrals
Quarterly number of demos or sales
presentations vs. total quarterly sales
Win rates

Assess client feedback

Send clients three-to-five question pulse surveys to
gauge why they appreciate your service and where
they’d like to see improvements. Write feedback
down immediately as an action item.
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Perform internal research
Ask questions to help prove your relationship
is or will be beneficial:
1. What are your facility’s short- and long-term goals?
2. What are your patients’ short- and long-term goals?
3. Do your patients struggle with [common pain points
your product solves]?
4. What is your greatest strength when it comes to serving
patients?
5. What, if anything, holds you back from giving patients
the care they deserve/need?
6. What level of service are you looking for from medical
sales reps?
7. What’s something new you’re hoping to accomplish for
your facility or patients next year?
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Follow-up
Follow-up via email

Active-Listening
In-person

Include these items in your follow-up email:

Begin each conversation face-to-face and with direct
eye contact. Watch for non-verbal cues throughout
the conversation, like arm-crossing, a relaxed stature,
expressions of frustration or confusion, and so on.

Write an attention-grabbing subject line
Timing is everything -- follow up in a timely manner
but not so frequently that it’s overwhelming
Personalize each message
Focus on the value of your partnership
Include personalization or pre-discussed points

Follow-up in person
Via written communication

Paraphrase clients’ responses to show you’re
listening. For example, “I know you’re worried about
[insert concern], so let me share a few case studies
of others who had the same issues.”
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Follow up with a purpose, even if you’re not
meeting with decision-makers:

Check-in with the nurse you spoke with at your last
visit
Make an impromptu coffee delivery
Drop by to leave informational pamphlets
answering client questions
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Keep your promises

Apply feedback
Negative feedback

Closing a sale is the first step in building
relationships. Once they’ve signed, your role in
delivering service-based promises begins.
Check-off these guidelines to ensure you’re
keeping your promises:

Keep communication flowing and open
Respond immediately, even if you don’t have an
immediate solution
If something isn’t in their contract, advocate for
your client
Offer frequent status updates via their
preferred method of communication
Present a quick temporary solution when
possible/necessary
Discuss a strategy to ensure this doesn’t
happen again/decrease frequency

Listen carefully and ask questions to show you’re
trying to understand their viewpoint. When there’s
no immediate solution, keep communication open
while you take time to fix the process.

Positive feedback

Ask open-ended questions to gain deeper insights
into positive feedback and build off of these
attributes to improve other customer relationships.

Note: Read the 6 Key Elements of Relationship-Building In Medical Sales
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