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ABSTRACT: Personal selling is typically the dominant element ofthe marketing communications mix. And it

is also one of the most expensive techniques of marketing. By this way it has a critical importance for business
marketing and also it is critical in tourism industry marketing. This is the boundary open communication and it

is so risky. So, making mistakes can cause different problems.

Tourism marketing is different from many other marketing fields because, tourism marketing is dream mar-

keting and you have to assure your customer to their dreams. To ensure their potential demand to effective de-

mand you have to use your body language during the selling process. In this aspect, the success of personal
selling is closely related to correct usage of body language. The aim of this study is to explain the relationship of
the personal selling and body language, which used by sales person in tourism industry and effects on marketing

process.
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Introduction

Recognition and analysis of non verbal com-
munication in sales transactions is relatively

new. Only in the past 15 to 20 years has the sub-
ject been formally examined in detail. The pres-

ence and use of non verbal communication, how-

ever, has been acknowledged for years [1]. On
the other hand, effective communication is more

important today than ever because, as much the

communication is effective as much as the sales

will be high [2].

When we come in contact with other people,
we always communicate. This can take place

through using words, via voice - spoken lan-
guage - but also without, or alongside the use of
words - non-spoken language or non-verbal

communication. Posture and movements, our

place in space, use of time and intonation when

we speak are all part of this [3]. Even when we

are not speaking, we are communicating. The

way we move, our gestures and what we wear,

all say something about who we are. First im-

pressions are predominantly based on body lan-

guage and appearance.
According to Pappas [4], one basic premises

of communication is not what you say, but how
you say it. Studies indicate that 93% of the emo-

tional meaning that is taken from other people is

in their facial expressions. 55% of communica-
tion is based on what people see and the other

38% is transmitted through tone of voicе [5, 6,

7]. The other 7% comes from what they actually

say [8, 9, 10, 11]. Вack in 1969, some studies
proved communication was 93 % non-verbal

(voice tone and body language) and only 7% the

actual words you use [12]. Some communication

experts may put the 93% figure as too high, but

everyone agrees that body language (including

facial expressions) is much more important than

generally acknowledged [13]. Furthermore, if

verbal and nonverbal messages don't match,

body language will be taken as the most reliable
communication almost every time [14]. In other

words, if the body language doesn't match the
words, time will be wasted [15, 16].

To effectively communicate, it is not always

what you say, but what your body says, that
makes the difference [17]. Confucius said, "One
picture is worth a thousand words." A presenta-

tion is enhanced by the total visual impact of
agreeable body language combined with timely

use of visual aids: those pictures, charts, graphs,
flyers and other such material handed out at sales

meeting. Too often representatives stuff them

into a sales kit and forget about them, only re-
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calling them to mind if the subject is hit upon
during a presentation, and then not being able to
locate them in a jumbled sales kit at the ideal
moment [18].

Eye contact is the most obvious way to com-
municate [19]. The eyes are truly window to the
soul and good, solid eye contact is the key to
clear communication [20]. Facial expression is
another form of non-verbal communication.
Your mouth gives clues and not just when you
are speaking. The position of head, arms and legs
speaks to people. The angle of your body gives
an indication to others about what's going
through your head. The distance you keep from
others is crucial if you want to establish good
rapport [21]. All these difference shows us the
importance of body language. By this way if we
control our body language we can communicate
each other perfectly.

In today's competitive world, responsibilities
have further compressed the available time for
salespeople to engage in direct selling activities
and have resulted in greater pressure on man-
agement to find new ways to improve sales force
efficiency resource [22]. We can learn our prod-
uct inside and out, but if we don't pay attention
to the way we deliver the information and the
signals we receive back from our prospects, we
will not make the sale [23]. So it is possible to
say that, successful business depends on effec-
tive communication. Because, people make
judgments the moment they see you based on
body language cues. Sending and receiving non-
verbal messages is a matter of paying attention
[24].

As a part of communications mix, selling is
probably the most important component espe-
cially in organizational purchasing situations.
Take into consideration that tourism industry is a

sector that people has close contact it will be
clearly appear that communication skills and
usage of body language of salesperson is very
important. Because salesperson's usage of body
language effectively creates trust in customer and
it will be easier to persuade a consumer relying
on personnel and administration. So it is possible
to say, correct usage of body language in tourism
industry will both rise service quality and pro-
vide successful sale period.

Body Language

People in the workplace can convey a great
deal of information without even speaking; this
is called nonverbal communication. Nonverbal

communication can convey just as much as writ-

ten and verbal communication, and human be-
ings read and react to these nonverbal signals in
the workplace [25].

Communication, in addition to being verbal,
can be through gestures, such as using our hands
expressively, back movement, facial expressions,
focusing of our look and other aspects of "body
language", projecting the individual personality
in message. If, on addressing the people, you talk
about happiness, a happy tone should be used. If
you talk of something sad, the tone of the voice
should be one of sadness, on talking of a heroic
or brave act, the voice should be animated, etc.
You must be natural. Imitation of others should

be avoided, since the people, especially simple
people, easily distinguish a fake [26].

Non verbal symbols to transmit many times
more information than verbal symbols carry. We
communicate nonverbally through action factors,
non action factors and vocal factors. Each sug-
gests a barrier to listening [27]. Whether sitting,
standing, or making eye contact, you are always
communicating non-verbally. Straight but re-
laxed positions while sitting denote professional-
ism and engagement. Keeping the palms open
and facing toward a person represent openness.
Maintaining eye contact translates to honesty,
but you should occasionally look slightly else-
where otherwise you may be perceived as staring
or as too intense [28].

Written communications are deprived of the
body language and tone of voice that conveys so

much in face-to-face meetings and even in tele-
phone conversation. Therefore, it makes sense to
work much harder to build in humour, sarcasm,
or disagreement and avoid your words come
across as stupidity, rudeness, or aggressiveness.
One way of defusing misunderstanding is to
include cues as to your emotional state. One

popular technique is to use keyboards symbols
like :-). We call these symbols emoticons [29].

Essentially, body language is a mixture of
movement, posture, and tone of voice. The study
of non verbal communication is similar to learn-

ing a foreign language in that it requires time and
effort to achieve fluency [30]. Body language is
nonverbal communication that involves body
movement and gestures, which communications
researchers call kinesics. There are hundreds of
thousands of possible signs that can be commu-
nicated through body movements and gestures
In addition to body movements and gestures, the
nonverbal cues given through facial expressions
and eye contact, personal space, and touch, influ-
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