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HOW CAN WE SELL WITHOUT SELLING?
  

What do we mean, how can you sell without selling?

To sell comes from a Finnish word, which means to serve!

So we are serving and not selling.

I know this sounds bizarre.  But, how many times do you think or say ‘I am a Beauty Therapist, not 
a sales person’.

Many salons, don’t sell skincare as well as they could and also they may not sell their treatments as 
well as they could.

I believe as a therapist, we are selling all of the time.  We have to be good sales people, as people 
book with use because they like us.  They like what they think we can do for them and they like 
how we make them feel.  That is a sale.  Just because we provide a service, doesn’t mean it is not 
a sale.

I want to encourage you to see sales a different way.

How would you answer these questions, yes or no?

I am scared of selling to a customer

I feel self conscious

What if they don’t want it?

I feel silly

I don’t think I know enough

What if they ask me something I don’t know?

Would you say you shy away from up selling products?
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WHAT BIG THING CAN EFFECT OUR SALES?

Would you believe it is procrastination.  95% of the population spends part of their working day 
procrastinating. It is said that the average person spends 2 hours a day procrastinating. 

Of course some people do it more in the workplace than others and this is where the effect on 
sales can occur.  Beauty therapists can often be far more focused on the treatment than thinking 
about sales.  Yes we provide a service, but don’t forget ‘to sell’ means to serve.  So let’s look...

What is procrastination, why does it happen and what can we do the change things?
 
Procrastination is not an act of being lazy, as many think.  It is actually when an individual avoids 
the task at hand to do other things instead.  Some people can be incredibly productive when they 
procrastinate, but the fact remains that they’re not completing what  to be done. Some people 
know they’re doing it, and others don’t, but the effect is the same in the workplace.

The question of why we do it is an important one and differs from person to person and task to 
task.  We need to ask this question because if we know the root cause of procrastination, we’ll be 
more likely to find ways of preventing it. 

There are several causes of procrastination:

When you have low confidence in your skills or a task seems daunting, you don’t think you’ll 
succeed and you fear failure.  Worry of rejection and the rejection can bring about negative feeling 
towards your skills.  The feeling of guilt due to lack of success sets in for low self-confidence.
 
Fear of failure can be another common cause.  If you succeed at sales, you may worry you will be 
expected to do it again and do it more often/to a better quality?  Some people relish the challenge 
but others fear the future when they’re asked to carry out new or difficult tasks in business. It’s not 
that they don’t want to succeed, they just fear they may find it a struggle.
 
40% of people find pitching for a sale difficult and can struggle to gain enjoyment from it, so 
they can be keen to put it off.  People are always more likely to to do something if they enjoy it 
– because it has value in your mind. If you dislike something, it has little value to you and you’ll 
naturally find ways to avoid it. 

Time works in two ways here.  Firstly, if you feel like you don’t have enough time to complete a 
task, you won’t do it!  Linking in many ways to the fear of failure.  Secondly, we are put off by 
things that take a long time – we want quick rewards, so we can lose focus and drive when we are 
faced with a task of sales.  When it comes to beauty treatments, if we don’t leave enough time to 
do the consultation, as well as do the treatments, we won’t get the sales or repeat bookings.  So 
be sure to leave adequate time to be able to advise the client and complete your job.
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WHAT EFFECTS OUR SALES?
Overcoming procrastination!

Now we have looked at what can cause procrastination, we now need to look at how we can move 
forward and overcome it? 

Studies have shown that sales jobs are 5th on the list of occupations that procrastinate most.  It’s a 
common problem that needs to be addressed before its effect damages revenue results. 

Here are some actionable steps you can take to stop procrastination and open the door to 
productivity.  Repeat bookings and product sales here we come!

A big part of why we procrastinate is linked to feeling of negativity and kicking yourself for 
procrastinating just boosts that negative mindset causing you to do it even more! 

It’s a vicious circle that can seriously affect how you see everything from your working day to your 
career as a whole. 

Don’t worry its ok that you’ve procrastinated, it’s a natural thing.  We all do it, often unconsciously  
– now let’s move on!

Answer the questions on page 8.  For each statement, put a tick in the column that most applies 
to rate yourself by indicating the extent to which each statement is characteristic or uncharacteristic 
of you. 

The scale ranges from (1) ‘Not like me at all’ to (5) ‘Very like me.’ Note that (3) on the scale is 
neutral i.e. the statement is neither characteristic nor uncharacteristic of you. 

There are 18 questions, add up your score and check your result using the scoring system.
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DO YOU PROCRASTINATE?
 

Question Never Not like me Neither like me Always

Fear of letting people down or 
displeasing them  

Too many options or 
overwhelm 

I often find myself performing tasks 
that I had intended to do days 
before.

When planning a meeting, I make 
the necessary arrangements well in 
advance.

I generally return emails and phone 
calls promptly.

I find that jobs often don’t get done 
for days, even when they require 
little else except sitting down and 
doing them.

Once I have the information I need, 
I usually make decisions as soon as 
possible.

When I have something difficult to 
do, I tell myself that it’s better to 
wait to do it until I’m feeling more 
inspired.

I usually have to rush to complete 
tasks on time.

I usually accomplish all the things I 
plan to do in a day.

I usually start a task I’m given shortly 
after I’m given it.

Fear of making a mistake or being 
wrong

When deadlines are approaching, 
I often waste time by doing other 
things.

I often have a task finished sooner 
than necessary. 

When preparing for a meeting, I am 
seldom caught having to do some-
thing at the last minute.

I often delay starting tasks that I 
have to do.

I frequently say “I’ll do it tomorrow”.

When faced with a huge task, I fig-
ure out what the first step is so that I 
can get going.
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RESULTS
15-40 You’re a procrastinator, and it’s not something to be proud of. It means that you   
 miss deadlines and waste a lot of time. As a result, your boss is not getting from you   
 what you’re capable of delivering and he or she is probably very frustrated with this.  

41-55 You’re a mild procrastinator. You need to understand better why you procrastinate - there  
 are several reasons, for it, and more than one may apply to you. And you need to learn the  
 steps you can take to stop doing it.

56-90 Good news! You’re not a systematic procrastinator! If you do, however, occasionally catch  
 yourself procrastinating over something

Procrastination is as tempting as it is harmful.  If you have recognised that you may have a 
tendency to procrastinate within yourself, you need to figure out why. 

Perhaps you are afraid of failing or perhaps you’re actually afraid of success!  Have a look at some 
of the possible causes above.

Once you know why you procrastinate then you can plan to get out of this stressful habit.  Reward 
yourself for getting jobs done.  Remind yourself regularly of the serious consequences of not doing 
those tasks you love to avoid! 

Procrastination is stressful, is highly damaging to your productivity and is often deeply frustrating to 
deal with.  The first step in beating it is to recognise that you’re doing it and this self-test will show 
you whether you are.

Personally, I realised I procrastinate by booking appointments and contacting clients.

I noticed I get so involved in the bookings, when staff can do it or we also have an online booking 
system.  I started to notice I did it more when I was putting off another task.  Not necessarily 
selling but it could be social media content, a form of selling but not selling.

How do you procrastinate and what job are you often putting off?

..........................................................................................................................................................................................................

..........................................................................................................................................................................................................

..........................................................................................................................................................................................................

..........................................................................................................................................................................................................

..........................................................................................................................................................................................................

..........................................................................................................................................................................................................
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WHAT DO YOU THINK?
When you hear “sell without selling” what do you think of?

.........................................................................................................................................................................................................

..........................................................................................................................................................................................................

..........................................................................................................................................................................................................

How does sales make you feel? Scared, Anxious, Excited, Challenged?

.........................................................................................................................................................................................................

..........................................................................................................................................................................................................

..........................................................................................................................................................................................................

Why do you feel you don’t upsell skincare or product sales?

.........................................................................................................................................................................................................

..........................................................................................................................................................................................................

..........................................................................................................................................................................................................

Do you have enough product knowledge?  If not what would help?

.........................................................................................................................................................................................................

..........................................................................................................................................................................................................

Would you say you are 100% focused on the client and listening to them?

.........................................................................................................................................................................................................

..........................................................................................................................................................................................................

What other ways could be selling, but not selling.  Not just in salon?

.........................................................................................................................................................................................................

..........................................................................................................................................................................................................

.........................................................................................................................................................................................................

.........................................................................................................................................................................................................
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SELLING BUT NOT SELLING
Just the fact that we want to know how to “sell without selling” shows how many judgements we 
have against selling. 

Like somehow it’s bad or it’s wrong or it’s dirty or it’s pushy or whatever.

I would imagine that most of us have had, at some stage or another, the experience of being on the 
receiving end of pretty poor selling techniques where it felt like we were being pushed.

It may have felt like the other person was more interested in serving their agenda than meeting our 
needs.  You might think, “I don’t want people to see me pushy OR they think I am all about the 
money”.

I certainly felt like that, I was so wanting to avoid being perceived as pushy that I went in the other 
direction. 

But, it’s important to recognise that being laid back when it comes to selling doesn’t actually serve 
the customer any more than being pushy.

Being a therapist I believe sales is part of our job.  If I do a facial and don’t make recommendations 
to explain why the skin will stay dry or the products aren’t being effective, because they need to 
exfoliate.  Then I am not completing my job.  So it is not a sell, it is being an advisor and being good 
at my job.

Clients come to you, because you are a professional and they want you to tell them what is wrong or 
use your experience to help them.  After all, you know more than them.  Remember that!!

So, let’s look at how we can sell, without selling.

Ask Questions and Listen

Ask questions about the clients problem.  Get to know what is bothering them.  Learn about them 
and listen and pay attention.  Explore options with them.  Have a conversation.  If a client feels 
listened to and treated well, they will feel good.  You are helping them feel good.

All it takes is to ask questions and listen.  There is a massive myth that to be successful at selling you 
have to have the gift of gab.  But, I’ve actually found the opposite is true.

The more I shut up, the more I just asked questions and listened, the more I sold.

The first thing to do, if you want to sell without selling, is stop thinking about what it is that you want 
to say and start putting your attention on the other person.  Asking questions about their current 
situation, their desired situation and what’s stopping them from having their desired situation. That’s 
going to open up all sorts of possibilities.
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SELLING BUT NOT SELLING
Summarise

Something else I was doing in that conversation was summarising. There is nothing clever about 
this.  But as we were talking, to make sure that I was fully understanding what this lady was telling 
me, I was regularly summarising.

I was saying things like, “Ok, so what you’re telling me is this is where you currently are and this is 
where you want to be. Is that right?” 

Or I was saying things like, “Ok. So what you’re saying to me is you really want to have this but 
right now you don’t have that because these are the top three obstacles.”  Then I would relay the 
obstacles that she’d just shared with me.

Don’t underestimate just how powerful that is, because when you summarise and you reflect back 
to the person in that way.  Firstly, they know they’ve been truly heard and it’s something that very 
few people really get to truly experience these days. Secondly, you actually help to clarify their 
thinking when you act as that mirror, when you summarise and reflect in that way.

Make an Invitation

The third thing to do is to simply make an invitation to the next step.  One thing that I might do is 
just summarise the situation and sometimes I’ll actually say, “So what do you think the next step 
should be?” Or, “Where do you think we should go from here?”

I’ll ask for their feedback or sometimes I might say, “Well, from what you’re telling me; what it is 
you want and what’s stopping you, I have something coming up that I think would really help you 
solve that. Would you like to hear more about it?”

That’s a very soft way of summarising.  Remembering tip two and then making an invitation to the 
next step.

It’s not rocket science.  This is just three tips, but when you put them together, I promise you, you 
are going to see a huge difference in your sales results.

Yes, it takes practice and building your confidence.  But, you know when it works!!  That feeling 
is phenomenal and you’re going to be able to sell more without feeling that you’re doing yucky 
selling.

Ask Questions and Listen, Summarise, Make an Invitation



ACADEMYLouisa Ashforth Training Academy 13

SELLING IN THE TREATMENT ROOM

Do you simply give your client the service she booked or do you use every opportunity to up 
sell products and other services?  

Both would be good!  We have the perfect platform too.  The treatment room is an amazing 
opportunity.  Yet, so few therapists use it to even a fraction of its potential to build relationships 
and make sales.  Many therapists just use it for nothing more than ‘doing the job’.

For an hour, two hours, even three hours, you have a captive audience.  The complete and 
undivided attention of your client.  A golden opportunity.  She can’t go anywhere.  Her mobile 
phone turned off.  Her friends can’t phone her, the children can’t get in, her husband or boyfriend 
is locked out.  Imagine that!  Yet, most of the time, in most salons, this ‘golden’ opportunity is 
completely wasted.  

How to get more out of your treatment rooms than just the treatment that’s been booked in.

Don’t immediately launch into chat about what you did over the weekend, the trouble you’re 
having with your boyfriend/husband, why so and so is a complete cow etc.

Do ask about your client’s wants.  Your client knows what she wants and you know what she 
needs!  You’re the Beauty Therapist, you are the expert, you know all the different products to use 
and procedures.  Your client doesn’t. That’s why she came to you.  It’s about building rapport, a 
real relationship with the client. This is equally important for a new or existing clients. 

For example:  Your client comes in for a facial.  You could ask questions like:

When was the last time you had a facial? Are you happy with your skin?
What products do you currently use? Are you happy with them?
What are your current concerns? How does that make you feel?
Have you tried many other salons in the past?
What did you like about the other salons?
What didn’t you like about the other salons?
What sort of industry do you work in? (This can determine some skin problems)
Find out more about their job, is it stressful (without directly asking that question)
When you’re doing the neck and shoulder part of the massage, pay attention to tension
As if they ever combined a massage with their facial? (Sell the benefits. Offer a time for them to 
have a massage, add it to their next facial or get them to come sooner for just a back massage)
Are there any products you’re unsure about, like exfoliation is a common one.  Just chat to them, 
not sell.  They are interested in what we tell them.  Use the analogy ‘butter on cold toast doesn’t 
soak in, just like moisturiser on dead skin’.  Exfoliation helps.  Do you use a scrub?

Sell the benefits not the features.  
But only through chat and conversation not a direct sell!
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DO AND DON’T
Do and Don’t

Don’t speak Industry Technical language.  Your client will not understand a word you are saying 
and why should they?  They will probably switch off.

Speak your client’s language.  Speak in easy to understand terms.  Sell the benefits, the ‘why’ she 
should use these products or have these procedures.  The outcome of using these products and 
having these procedures.

Don’t keep your knowledge to yourself.  It is not ours to ‘own’.  It is ours to give to others.  Sharing 
makes people feel great.  Don’t forget to tell your clients about current special offers, future special 
offers, client reward programs.

Do choose a product and treatment of the month to retail.  For example, you and your staff may 
decide to choose facials to promote, as well as a moisturiser.  

It’s dead easy.  Every single client, existing or new, is told about the most fantastic, awesome, mind 
blowing facial of the month.  Remember, lots of value add. 

If you need some help with the concept of value adding or some more brilliant ideas, head 
over to the modules section on www.LATrainingAcademy.co.uk 

But here’s a start:  Tell your clients that when they purchase the moisturiser they get this SPECIAL  
£60.00 one hour facial and they ALSO RECEIVE FREE:

Free eyebrow shape – valued at £
Free scalp massage – valued at £
Free neck and should massage – valued at £
Free soothing eye treatment – valued at £
Free foot massage and a hand massage – valued at £
 
TELL THEM YOUR SPECIAL PRICE is just £60.00.  BUT THE TOTAL VALUE IS £160.00.

Instead of discounting, offer FREE add on’s to a treatment you want them to book in for.

Your client will love all this value you’re giving them for free… Making the sale of a product easy.

Remember, sell the benefits of the moisturiser (your chosen product of the month), explain why it 
is soooo important that your client has good skin care at home.  

Don’t forget to book your client in for the next amazing special for next month.  

Your client will want to come back for more and most likely will want to tell her friends about you.
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EXTRA TIPS

Here are some more:

Do encourage your client to look her best.

Do recommend a complementary business to your client.  Share your knowledge of a great 
hairdresser in the area, a gorgeous dress shop or a shoe shop.  

Connect with these businesses and they will recommend you in return.

Don’t ever talk negatively about competition or other businesses in the area, this never comes 
across well.

When your client tells you of a bad experience she had with another salon, don’t bad mouth the 
other salon or beauty therapist.  It is not professional and will only come back to bite you.

Do listen and sympathise with your client and above all else...  LEARN from it.  Share this 
knowledge with your work colleagues.

Above all:  Listen to your clients.  Listen more and talk less.
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OTHER SELL BUT NOT SELL TIPS
Sales has changed dramatically over the past half decade – now, the best sales tips are more about 
branding and less about converting.

FOCUS ON BRANDING OVER SALES

Build your brand and not the sale.  This is something most people don’t realise.

When you’re focusing on selling treatments or products you’re doing sales. Not branding.  People 
want to know what your business is about.  Not just what you have for sale.

The best advice I can give anyone aspiring to build a well known brand is to hold off on monetising 
their audience for as long as possible. 

The longer you go without monetising, the more economics you’ll build on the back end.  The reason 
why year old brands like Nike or Dior today is because they built on brand. Not because they had a 
sales funnel.

The only thing here is you need enough sales to not go out of business.  Build as much brand as you 
can.  What things can you do to help your brand and get your message across to potential clients?

..........................................................................................................................................................................................................

..........................................................................................................................................................................................................

LOSE YOUR EGO 

Scaling a business to the next level takes two very important traits; Humility and Patience.

The reason most people aren’t able to scale well is because they have ego around their craft.  They 
don’t want to hire someone who might do a better job than they do.  

The second big thing is patience.  When I walk into a sales pitch, I’m incredibly optimistic that the 
person on the other end is going to say ‘yes’.  I’m completely convinced that they’re going to spend 
a ton of money with me.

And if that person tells me ‘no, I’m not deflated. I stay just as optimistic that the next prospect will 
buy.

What do you feel could be some of your blocks here when it comes to humility and patience?

..........................................................................................................................................................................................................

..........................................................................................................................................................................................................



ACADEMYLouisa Ashforth Training Academy 17

OTHER SELL BUT NOT SELL TIPS
SPEND MONEY ON INFLUENCERS – EVEN IF SOME OF THEM DON’T WORK

When you’re running a business, you shouldn’t be sitting around predicting whether an influencer 
is going to be around in 5 years or not.  It doesn’t matter.  If they control the attention, you should 
pay them to promote your products now as part of your influencer marketing strategy. 

I don’t over analyse which influencers I pay.  To me, it’s just about whether they’re under priced or 
not. 

Cast as wide a net as you possibly can.  Hire a VA on fivr to DM influencers all day.

Map out which influencers are under priced and which ones aren’t.

..........................................................................................................................................................................................................

..........................................................................................................................................................................................................

..........................................................................................................................................................................................................

USE CONTENT CREATION AS YOUR LEVERAGE

The more content you can get out there, without selling the better!  Think of the 80-20 rule.  80% 
of your topics should not be sales?  

So share top tips, share blogs you have written.  Start a podcast.  Whatever it takes to get your 
branding and you out there.  

There is so much you can put out there.  Think of it as just information and not sales posts.  The 
more you can share, the more you become and expert in your field and people want to come to 
an expert!  What could you share?

..........................................................................................................................................................................................................

..........................................................................................................................................................................................................

..........................................................................................................................................................................................................

It is all about building relationships with all of your clients.  

The more relationships you create and nourish, the better your business will be.
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TAKE AWAYS FROM TODAY

How to sell without selling.

Understanding some pain points you may feel when it comes to selling.

How procrastination can play its part.

There are plenty of tips in this workshop, so I hope it has left your mind buzzing and got you 
thinking of ways you can sell but not sell...

Lots of love

Louisa xx
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