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Eva Maria Zimmerl

THE SECRET OF SUCCESS 
IN TELE-SALES 
Closing the deal over the phone 
Approx. 160 pages, 14,3 x 23,0 cm
Hard cover with dust jacket
ISBN 978-3-85436-400-9

Telemarketing is all about communication skills, 
sales acumen and flexibility. You need to be able to adjust to new situations
within seconds. In addition, the job requires a high degree of self-discipline.
Today, the ability to use the phone is as standard as reading and writing
skills, but holding telephone negotiations and successful selling is for the
professionals. This book reveals the secrets of successful tele-sales: from
active telephone selling to handling difficult customers.

�No matter whether you work in an in- or out-
bound call centre, in internal or external sales – 
in the long term, this book will revolutionise your
working life. You will learn how to express your
unique personality through your voice and reach
for the phone or don your head set with greater
confidence. 

Eva Maria Zimmerl (39) has worked as an independent telesales coach
since 1998 and joined the VBC sales-training college (ranked number one in
the German-speaking world) in 2001. As author in the VBC sales series, she
is responsible for the continual development of training topics as well as the
training of tele-sales team leaders.

Nele Haasen

TURNING DIFFICULT 
CONVERSATIONS INTO 
WIN-WIN SITUATIONS
20 questions and answers
Approx. 120 pages, 13,5 x 20,5 cm
Hard cover with dust jacket 
ISBN 978-3-85436-401-6

If emotions get in the way of negotiations, that
spells trouble. However, if you can manage to remain objective, it’s possible
to make compromises everyone can live with. It’s pointless focusing on who
is to blame. The key is to overcome the problems that have arisen, and so it
is far more helpful to think about the future – what should be changed for the
better? How can we all pull our weight to improve matters? Problems rarely
go away of their own accord – you need to be bold and pro-active in tackling
them. 

�This manual demonstrates how to cultivate your
relationship with your partner in dialogue without
losing sight of your objectives. It describes typical
patterns in disputes, enabling you to recognise
early on what conversational mechanisms and
dynamics are at play and how to deal with them,
so as to come to a satisfactory solution.

Nele Haasen, born in 1966, holds a degree in journalism as well as an MA
in International Relations (USA). She has been working as a freelance coach,
consultant and writer since 1997. Her focus is on conflict resolution, experi-
ence transfer, and advising mentoring programmes.


