Chapter 2
Building Rapport and First Impressions
By Marc Silver
Why First Impressions Matter
People make up their minds quickly. Often before you’ve finished your first sentence.
By the time you introduce yourself, they’ve already noticed how you walk in, how you carry yourself, whether you seem rushed, distracted, confident, or unsure. Once that impression forms, it tends to stick.
That doesn’t mean you need to perform. It means you need to show up prepared, present, and genuine.
Whether you’re stepping into someone’s home, greeting them in a showroom, answering an email, or starting a video call, the same rule applies. People want to feel comfortable with you. They want to feel like you know what you’re doing and that you’re paying attention.
You don’t need polish. You need clarity and sincerity.

How You Introduce Yourself
Most salespeople open with their name and company. That’s fine, but it doesn’t tell the customer much.
What matters more is whether they immediately understand how you’re useful to them.
Over the years, I’ve found it’s better to lead with what you help people accomplish, using language that makes sense to them.
Something simple. Something human.
“I help people build systems they can enjoy without getting buried in the technology.”
That tells the customer you’re there to solve a problem, not push a product. It also gives them an opening to respond, which turns the exchange into a conversation instead of a pitch.
Say it out loud until it sounds natural. If it feels rehearsed, it probably is. The goal isn’t clever wording. It’s comfort.

What Your Body Says Before You Do
Long before customers evaluate your recommendations, they read your body language.
How you stand. Where you look. What your hands are doing. Whether you seem relaxed or wound tight.
None of this requires acting lessons. It’s mostly about awareness.
Stand comfortably. Don’t hover.
Make eye contact when someone is speaking.
Keep your hands visible and relaxed.
Avoid crossing your arms or fidgeting with tools or devices.
Dress matters too, especially in A/V. You don’t need to look formal, but you do need to look intentional. Clean. Put together. Like someone who belongs in the space they’re working in.
Even during an install or follow-up visit, you’re still being evaluated. Customers decide whether they want to work with you again based on how they feel around you, not just how the system performs.

Your Digital First Impression
These days, many customers meet you online before they ever meet you in person.
They look at your website. Your business profile. Sometimes just your photo and a few lines of text.
Take a look at those things from the customer’s point of view.
Does your photo look approachable?
Does your bio explain what you actually do in plain language?
Do your emails sound like they came from a person, not a template?
Video calls deserve the same attention as in-person meetings. Good lighting. Clear sound. A clean background. Frame yourself so you’re easy to look at and easy to hear.
If you wouldn’t feel comfortable spending an hour across a table from the person on screen, your customer won’t either.
One exercise I recommend is recording a short introduction video and watching it back. No judgment. Just observation. Ask yourself whether you’d trust that person with a serious purchase.

Cultural Awareness Matters More Than You Think
Not every customer approaches business the same way.
Some expect formality. Others don’t. Some value directness. Others prefer a slower, more measured pace.
I learned this the hard way years ago when I lost a deal with a Japanese client by being too casual. The product wasn’t the issue. The relationship was. When I adjusted my approach the next time, showed more formality, and acknowledged their preferences, the outcome changed completely.
You don’t need to become an expert in every culture. You just need to be observant and respectful. A little homework before a high-end or international project goes a long way.
Respect is noticed.

Practice Seeing Yourself the Way Customers Do
Knowing your product is only half the job. Being able to explain it clearly and calmly is the other half.
One simple exercise is to record yourself giving a short explanation of a system you sell regularly. Thirty seconds is enough.
Watch it back.
Do you sound rushed?
Do you explain benefits clearly?
Do you seem confident without sounding pushy?
If you work with a team, share the exercise. Better yet, go first. When leaders are willing to practice openly, it sets the tone and makes improvement normal instead of awkward.

Bringing It All Together
You don’t need to reinvent yourself to make a strong first impression.
You need to be prepared.
You need to be present.
You need to be focused on the customer, not on yourself.
Pay attention to how you introduce yourself.
Notice how you carry yourself.
Clean up the way you appear online.
Respect differences in expectations and culture.
Practice until your delivery feels natural.
None of this is about being slick. It’s about being trustworthy.

Final Thought
Customers don’t remember every detail you share. They remember how they felt dealing with you.
If they feel comfortable, respected, and understood, you’ve already done the hardest part of the job.
Show up well. Speak plainly. And leave them confident they’re in good hands.
That’s how rapport is built, and that’s how real sales begin.

