
Aenean velit nulla, posuere in, varius mollis, pulvinar eu, urna. In 
adipiscing quam at turpis. Aliquam tristique. Etiam eget justo a 
mauris aliquet fringilla. 

Nam sed lorem. Donec facilisis ullamcorper est. In eget est. 

Proin risus metus, aliquam ac, ullamcorper quis, iaculis ac, velit. 

In lorem elit, sodales euismod, nonummy eu, facilisis sit amet, 

metus. Morbi lectus nisi, elementum quis, luctus non, dignissim 

et, elit. Cras laoreet pellentesque justo. Suspendisse in eros ut 

metus malesuada imperdiet. Aenean pharetra pellentesque 

magna. Nulla tristique dictum arcu. Morbi convallis, urna sit 

amet facilisis facilisis, tortor libero interdum erat, non tempus 

leo lacus ac tellus. Mauris malesuada lacinia felis. Proin sit amet 

eros at libero pellentesque aliquet. Fusce ut quam. Praesent 

nunc dui, tristique et, volutpat quis, condimentum sed, mi. Cras 

vulputate metus sed dui. Vivamus a arcu. Mauris metus. 

Suspendisse commodo sollicitudin ante. 

Phasellus pharetra. Duis ac tellus. Nunc quis urna. Quisque sit 

amet diam. Integer laoreet massa non diam. Phasellus at ligula. 

Aenean sit amet nisl a nulla ullamcorper suscipit. Morbi cursus 

nulla ut mauris. Nulla lacus sapien, faucibus non, posuere eu, 

blandit eu, ipsum. Curabitur varius eros a mi. Nullam lectus. In 

hac habitasse platea dictumst. Suspendisse tempor lectus nec 

sapien. Quisque iaculis imperdiet odio. 

Quisque rhoncus est rhoncus purus.  

Aenean ligula odio, cursus a, mollis ac, condimentum quis, elit. 

Maecenas euismod. Donec tortor dolor, vehicula sit amet, 

feugiat vel, posuere quis, quam. Vestibulum volutpat ante. Class 

aptent taciti sociosqu ad litora torquent per conubia nostra, per 

inceptos hymenaeos. Proin non turpis ut ipsum tempus blandit. 

Suspendisse purus. Aliquam aliquam odio vel metus. 

Pellentesque lacus ipsum, cursus a, fermentum ac, fringilla quis, 

neque. Donec volutpat. In neque. Quisque a nibh. Curabitur 

gravida. Phasellus pulvinar, elit sed posuere egestas, pede justo 

egestas nibh, ac semper tortor massa condimentum nisi. 

Integer mauris enim, varius non, pellentesque id, laoreet id, 

ligula. Integer dignissim quam sit amet metus. Ut ac erat. 

Phasellus ultricies, velit at tristique porttitor, eros purus 

convallis arcu, vitae molestie pede ipsum at magna. 

Cras tristique molestie enim. Pellentesque lectus. Proin 

bibendum sapien quis turpis. Phasellus sapien. Integer dui nisi, 

sodales id, convallis sed, feugiat eu, dolor. Nunc condimentum 

nisi quis metus. Aliquam tincidunt orci eget libero. Nullam eget 

turpis. Vestibulum sed elit in metus cursus accumsan. Integer 

lacinia. Lorem ipsum dolor sit amet, consectetuer adipiscing 

elit. Aliquam erat volutpat. Ut metus tortor, fermentum et, 

porta porta, viverra nec, justo. Vestibulum vitae ante. Fusce ac 

velit ut quam pretium tincidunt. Curabitur accumsan venenatis 

nisl.  

Donec tincidunt.  

Aliquam quis magna vel mauris blandit scelerisque. Vestibulum 

ipsum magna, venenatis non, suscipit eget, pellentesque et, 

turpis. Maecenas at nulla at eros aliquam tempus. Praesent lorem. 

Aenean enim lorem, tincidunt ac, porttitor vel, commodo sit amet, 

lorem. Aenean feugiat feugiat elit. Suspendisse porta porta eros. 

Aliquam erat nunc, mattis sit amet, pretium et, porttitor quis, 

tellus. Proin diam dui, scelerisque aliquam, ultrices quis, sodales 

in, pede. Donec dolor dolor, consectetuer molestie, bibendum at, 

lacinia ac, velit. Ut euismod. Praesent id dui et est tincidunt 

tincidunt. Lorem ipsum dolor sit amet, consectetuer adipiscing 

elit. Donec nisl. Nullam eget elit. Nullam vitae sem. 

Maecenas magna orci, vehicula non, feugiat nec, rhoncus et, 

sapien. Aliquam commodo egestas metus. Praesent suscipit, 

magna id tempor ullamcorper, mi massa auctor est, id euismod 

augue metus vel sapien. Suspendisse aliquet ante sed quam. Class 

aptent taciti sociosqu ad litora torquent per conubia nostra, per 

inceptos hymenaeos. Nam convallis, velit a sollicitudin tincidunt, 

enim libero elementum orci, eget ultricies risus odio id leo. Proin 

sem. Aenean lacus. Ut quis nisl a augue egestas auctor. Donec 

malesuada nulla vel lacus. Quisque porttitor. 

Proin ornare. Proin consectetuer venenatis urna. Sed et lectus. 

Sed eu ante id nulla vulputate laoreet. Nam eget dui nec elit 

bibendum gravida. Aliquam id libero ac augue consectetuer 

ultricies. Nunc sapien. Mauris odio. Pellentesque fringilla 

molestie dui. Ut nulla. Integer fermentum enim nec orci 

accumsan porttitor. Vivamus interdum accumsan diam. Donec 

condimentum felis a tortor. Pellentesque vitae tortor ac dolor 

luctus placerat. 

Integer pellentesque, massa sit amet viverra dictum, mi lorem 

tincidunt urna, tincidunt laoreet purus velit eget sapien.  

 

Morbi vel velit. Suspendisse et erat sed tortor dapibus sagittis. 

Suspendisse potenti. Duis eu urna dapibus mauris dapibus 

ullamcorper. Nunc bibendum commodo lectus. Duis imperdiet. 

Donec in justo sit amet libero vulputate consectetuer. 

Vestibulum ante ipsum primis in faucibus orci luctus et ultrices 

posuere cubilia Curae; Nullam velit. Sed porta eros sit amet 

pede. Vestibulum a arcu ac ante mollis iaculis. Sed egestas justo 

nec libero. Nulla at sapien. Nulla aliquam est dictum velit. 

Lorem ipsum dolor sit amet, consectetuer adipiscing elit. Nam 

semper risus a tortor. Lorem ipsum dolor sit amet, 

consectetuer adipiscing elit. Nulla a elit. Sed erat tellus, 

elementum vel, ornare placerat, auctor vel, orci. Praesent 

consequat, augue et pulvinar auctor, nunc justo facilisis purus, 

non cursus nulla odio a ligula.  

Quisque commodo.  

Vestibulum ante ipsum primis in faucibus orci luctus et ultrices 

posuere cubilia Curae; Nulla blandit tortor eget eros. Nulla at 

est. Nulla sit amet nunc. Phasellus viverra consequat orci. 

Vestibulum laoreet. Suspendisse lacinia auctor ante. Phasellus 

in arcu sit amet velit vestibulum viverra. Fusce tincidunt sem 

sed nisl. Phasellus ut ligula. Lorem ipsum dolor sit amet, 

consectetuer adipiscing elit. Nam vulputate congue orci. 

Suspendisse fringilla nisi vel felis. Vestibulum mollis dui id ante. 

Maecenas magna neque, vehicula in, feugiat sit amet, adipiscing 

eu, dui. Pellentesque elementum, nibh vitae auctor iaculis, 

ipsum felis rhoncus dolor, eu dignissim nisl tortor vel sem. 

Nunc felis lorem, egestas et, adipiscing ac, dapibus non, massa. 

Vivamus non mauris eget mauris convallis vulputate.  

Pellentesque id sem.  

Maecenas sed dolor. Maecenas tempus, magna vel pulvinar 

tristique, sapien eros luctus dolor, in rutrum justo mauris vel 

mauris. In hac habitasse platea dictumst. Nam semper nulla nec 

nisi. Cras risus felis, lobortis nec, molestie non, mattis eleifend, 

metus. Vestibulum porta, mauris eget pharetra euismod, nunc 

urna posuere purus, vitae egestas leo metus a mi. Vivamus 

mollis, mauris ullamcorper viverra nonummy, mauris erat 

gravida dui, eu faucibus felis eros eget massa. Morbi suscipit 

ornare purus. Pellentesque condimentum tincidunt sapien. 

Aenean eget urna 
Aenean sagittis nisi non purus. Praesent vitae 

ante sit amet odio lacinia luctus. Sed iaculis 

convallis ipsum. Donec euismod sagittis metus. 

Integer feugiat. In sed massa.  

Aliquam ultrices 
In hac habitasse platea dictumst. Nulla pede justo, imperdiet eu, 

vestibulum ut, ultricies in, est. Nullam et ante. Sed et lacus. Curabitur 

sit amet mauris quis sem dapibus gravida. Curabitur felis.  
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The Sales Call Evaluation:  Delivering Effective Feedback 
by Sarah Wirth, EcSell Institute 
 
Would you like to improve your team’s sales?  Of course you do.  Everybody sales 
leader wants to hit a bigger number.  But the question of how to do this is the more 
challenging.  Do you invest in a rep training program?  Do you put together a 
strategy for penetrating key accounts?  Do you focus on driving accountability for 
selling activities?  All of these strategies are all likely to yield benefits.  But according 
to EcSell Institute research, there is at least one strategy you can undertake that will 
lead to proven results – improving your coaching of your reps sales skills.   
 
Indeed, our research shows that helping a sales rep improve their skills is highly 
related to increased levels of a rep’s motivation to sell.  Moreover, the more highly a 
rep rates their manager’s coaching of their sales skills, the more likely that rep is to 
exceed their sales goal.  Overall, our research shows a clear trend – effective sales 
skills coaching shows a significant relationship to increased sales.  So knowing the 
importance of sales skills coaching, how can you make sure you are doing it in the 
best possible way?  Follow these specific strategies to deliver the most effective 
feedback to your reps on their selling skills. 
 
Make Feedback a Consistent Practice 
Think back to when you were a sales rep.  When did your manager typically spend 
the most time reviewing a sales call with you?  If you were like most sales reps, 
feedback was more likely to come your way when something went wrong rather 
than when something went right.  A sales call goes well and reps will get an “atta 
boy” and then everybody moves on to the next call.  A sales call goes poorly 
(especially an important call) and reps get an earful on what they could’ve done 
better and need to do differently next time.  Think of the connotation that this 
creates for feedback.  Unfortunately, reps start to associate feedback with making 
mistakes.  No wonder many reps are defensive when their manager coaches them. 
 
By changing the consistency with which you deliver feedback, you can also change 
the perception of that feedback in the eyes of your rep.  Debrief every sales call and 
feedback will start to become a normal part of the coaching process and will no 
longer have a negative connotation for them.  It will simply be something that 
always happens, regardless of the outcome of the sales call.  This will help feedback 
be received more positively, which in turn, means reps will spend more time 
listening to your ideas and suggestions, rather than being defensive.  Winning play 
or losing play – if you review all of them, you will see that feedback starts to be 
perceived simply as a way to help them grow and improve their skills. 
 
Use a Consistent Format for Feedback 
In addition to consistency in how often feedback is delivered, it is also important to 
have consistency in how it’s delivered.  According to our rep surveys, one of reps’ 
biggest complaints about the feedback they receive from their managers is that it’s 



not in-depth or specific enough for them to take action on it.  Indeed, most post-call 
feedback tends to be informal – often just done verbally in the car on the way back 
from a sales call.  This type of informality can often lead to feedback that doesn’t 
address all key selling skills, that’s not very detailed and that doesn’t create buy-in 
with the reps around the techniques they need to improve.  Using a consistent sales 
call evaluation form can alleviate many of these issues. 
 
An effective sales call evaluation form has three primary roles.  First, it covers the 
key selling skills that a rep needs to exhibit to be successful.  This includes such 
things as creating an effective call strategy, asking good needs analysis questions, 
overcoming objections and closing skills.  While you want your evaluation form to 
be comprehensive, don’t make it overly detailed.  Evaluating 10-15 key skills is 
sufficient.  Second, an effective call evaluation form should include a place for the 
sales manager to give numeric ratings of the reps’ the different selling skills.  
Assigning a number not only helps to ensure clarity between you and the rep on the 
strength or weakness of their different skills, but it also allows them to track their 
improvement over time.  Third, an effective call evaluation should include a place 
for the manager to write down specific suggestions for further leveraging a strength 
or improving a weakness.  Clear ideas and examples are necessary for a rep to be 
able to take action on the feedback you give them. 
 
Finally, even though you should rate all key selling skills on your form, be selective 
in how many skills you review in-depth.  Choose no more than three key selling 
skills upon which to give more detailed comments and recommendations.  If you 
overload your sales reps with too many improvement ideas, they will less effective 
at implementing the key changes you need them to make. 
 
Ask Questions to Facilitate Better Learning 
The final best practice for improving your feedback is to use questions to facilitate a 
more effective learning process.  Asking powerful questions is likely one of the key 
techniques you teach your new sales reps and for good reason. Because questions 
help your reps learn customers’ needs and business, as well as help customers self-
diagnose their issues and how you can help solve them.  A great questioning process 
can even create customer buy-in for a solution before the reps even suggests it.  And 
in the same way that questions help your reps consult with customers more 
effectively, they also help you coach your team more effectively. 
 
Now, obviously you have a different relationship with your reps than they do with 
their customers.  But at the end of the day, they are people too.  They want their 
opinion to matter.  They don’t like people to make assumptions about why they did 
what they did.  They bristle at being criticized without context.  And they want to 
learn rather than just being told what to do.  This is why asking questions is just as 
important when coaching reps as it is when selling to customers. 
 
One of the best opportunities to coach with questions is during your sales call 
evaluation.  Many of us start a post-call coaching session with the most basic 



question of “how do you think the call went?”  But after the rep gives their initial 
response, we quickly transition into giving our assessment of the call and what we 
think they could’ve done better.  Next time you are doing post-call feedback, 
consider asking your rep a lot more questions, such as the following: 

 Why did you choose your strategy for the sales call? 
 How were you hoping the customer would respond to your strategy? 
 How well did you accomplish your goal? 
 What could you have done differently to achieve your goal? 
 Which aspects of the call do you want to replicate on your next call? 

 
Asking open-ended questions like these encourages the rep to really consider the 
reasons behind their actions during the sales call.  When you are able to get them 
talking about their ideas and beliefs underlying their actions, then you are better 
able to coach them.  Because you will be dealing with the root cause of their 
behavior, whether it is positive or negative.  Then you can reinforce the thinking and 
subsequent behavior that is on the right track or coach the thinking and subsequent 
behavior that is on the wrong track.  You will also be helping them self-diagnose any 
issues, which is helpful in getting them to buy into the need to make a change.  
Above all, you will be showing how much you value their thinking and view them as 
a true partner in their success.  This will create a much more positive and 
collaborative relationship between the two of you, and ultimately, help them in their 
development and performance. 
 
Summary 
If you want a proven strategy for increasing your team’s sales, our research 
indicates that you should learn how to deliver more effective feedback on reps’ 
selling skills.  Through making feedback a consistent practice, employing a thorough 
evaluation form and using questions to promote learning, you will be on your way to 
becoming a better sales coach, and ultimately, exceeding your sales target.  And 
really, isn’t that what being a sales leader is all about? 
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EcSell Institute provides strategies for continuous improvement by showing our members how to 
apply the latest research, technology, and best practices in leadership and sales coaching, and by 

involving them in a network of the top sales management minds. Why? Because we know that 
improving a sales manager’s ability to coach and lead has the biggest impact on sales team results. 
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