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roles as SQPs
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Customer Psychology – #1

People buy from people they trust,……..and 
they tend to trust people they like



Customer Psychology – #2

People tend to buy Benefits  not  Features



Customer Psychology –  #3

Being able to handle our customer’s objections



Our aims 
during 
today’s 
sessions

• Basic principles of building rapport 
and trust with customers

• Learn about some proven 
techniques & skills

• Learn about an approach to 
handling customer objections



Getting the balance

Disease area/product
knowledge

Managing the relationship



• Reproductive disorders?

• Mastitis?

• Claw lesions?

• Digestive disorders?

• Metabolic disorders?

…………we need to take these issues into account, but also must be able to present 
them to the client in a way the client cannot ignore
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Evaluation of two communication strategies to improve 

udder health management.
Jansen J, Renes RJ, Lam TJ

J Dairy Sci. 2010 Feb; 93(2):604-12.

1. Facts + rational arguments = understanding ↑ + ↑ conviction

2. Improved communication and persuasion techniques

Conclusion: The authors found both strategies effective, but stress the need to 
combine both in order to reach the different personality types of their farmer 
group



Behavioural Iceberg



2 Tried & Tested Processes:

1. IDEALS
&

2. AMOA
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