Section 14.2   Objections
Objectives:

· Recognize and overcome objections to purchase
· Explain the five buying decisions on which common objections are based

· Demonstrate the general four-step method for handling customer objections

· List seven specific methods of handling objections and note when each should be used

Understanding Objections
· After presenting the Product, a customer will either 


or may be 


to buy.  When a customer is hesitant you have an opportunity to 



.
Objections (definition):


List 2 examples of an objections

Common Objections
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Plan for Objections

To overcome objections:
Four step process for Handling Objections

It takes four basic steps to handle objections:

	1
	

	2
	

	3
	

	4
	


Specialize Methods of Handling Objections

Enter the definition in the left column.  As a group of 4, come up with an answer to the objection.  Remember, don’t say no, or your wrong, use I understand your concerns, or I see your point…etc.
	Definition
	Examples

	1. Substitution Method

	Objection:  I really do not care for the adidas brand of shoes.

Response:



	2. Question Method
	Objection:  I don’t see the point of having two sinks in the bathroom.

Response:



	3. Superior Point Method
	Objection:  Your prices are higher than the competition for a similar product. 

Response:


	4. Denial Method
	Objection:  I think this shirt will shrink?

Response:



	5. Demonstration Method
	Objection:  I can’t believe this fitness equipment folds up and fits under a bed.
Response:



	6. Third Party Method
	Objection:  I can’t see how this machine can save me money this year
Response:
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