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The Influential SQP — Part IV
Handling objections

Dewi Hughes



HANDLE
OBJECTIONS




Five surprising facts about rejection

1.

Rejection piggybacks on physical pain pathways in the
brain

Rejection served a vital function in our evolutionary
past

We can relive and re-experience social pain more vividly
than we can physical pain

Rejection creates surges of anger and depression

5. Rejection temporarily lowers our 1Q
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Why do objections occur?

-
Q‘ Demonstrates the customer is listening/interested

ks

Raises questions — allows you to fill in knowledge gaps

Helps to uncover concerns

Can actually be a ‘buying signal’
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Acknowledge the objection

M ake it specific — ask questions to help identify the real issue

Overcome the objection — (Explain) evidence, data, information

Assess the customer’s reaction — have you convinced them?




So, we've just been hearing about the concerns regarding
Canine/Feline wormes.......

....but during a conversation with a customer in store, an owner
is insistent they only need to deal with fleas & ticks, saying
something like “Benny is fine, there’s nothing wrong with him
except he’s been picking up some fleas & ticks in the fields near
us. Pretty sure | just need tick and flea treatment....



Using AMOA

Acknowledge the objection
Make it specific - ask questions to help identify the real issue

Overcome the objection - (Explain) evidence, data, information

Assess the customer’s reaction - have you convinced them?

So how can you use AMOA to overcome this customer objection?
Think through the 4 steps and put together some language and
questions

Let’s discuss



And on that note.............

.any final questions?




Thanks & Good Luck!
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