Handling Objections

Always remember that Objections are usually “Questions in Disguise”.

(Sometimes it is just … the timing is not right)
It is ESSENTIAL …

· that YOU are relaxed when you approach someone … and 

·  that you develop the skill of making the person you are talking to feel comfortable.

When you are approaching anyone with something that they can reject, you MUST believe you have

something fabulous to share.

The reality is, there are only a couple of reactions you will get:

1. “YES” … which is rare on the first attempt

2. Some form of “NO”

a. Not yet

b. Not now

c. No, thank you (I’m not interested)

It is essential that you …

· ANTICIPATE … a form of NO.  EXPECT A “NO” … do not be surprised.

· KNOW YOUR OPTIONS … learn the “validation and verification” communication skill

· KNOW WHAT YOU ARE GOING TO SAY … work hard on this and practice it

Top Responses:

1. What is it?

2. Is this Sales?

3. Is this MLM? (or a Pyramid)

4. Is this ___________?  (Company name)

5. I’m too busy!

6. I’m just not interested!

7. I think you get all the vitamins you need from eating good food

8. I can’t afford the products

9. I don’t want to make money off my friends
10. I can’t sell
11. I don’t have any time
12. I don’t know anyone
13. I don’t have any money
14. Will you send me some information?
RULE # 1
You are almost 100% guaranteed of getting an objection on first request.  If you are NOT expecting that, then you are almost guaranteed to fail.
RULE # 2
If you anticipate objections, and realize that they are NOT personal rejections, but objections due to lack of knowledge, bad past experiences, wrong perceptions, etc., then you are able to continue to move forward.  If you take objections personally, your self-esteem will take a dive and you will get “stuck” and want to quit. 

RULE # 3
If you are equipped with honest, appropriate answers, and can effectively & graciously (without pressure) handle their objections; your success rate will soar.  If you handle three objections and ask for the fourth time, the odds are 90% that they will say “yes”.
· If you give up after the first objection the odds are less than 20%

· If you give up after the second objection, the odds are only 40%

· If you give up after the third objection, the odds are only 60%

RULE # 4 
Understand what “Control Point” in a conversation is.   Respond to the last comment with a “validation or nurturing statement” and then ask a question (verification) … do not end with a statement.  You only need to be one question ahead to be “in control” of the conversation.

RULE # 5
Prospect should talk 70% of the time … you should talk about 30% of the time.  Develop GREAT listening and questioning skills.

RULE # 6
Always compare a conversation to a MAP … where are you on the conversation map?  Expect 3 exchanges before you really start to discover truth (first answers are usually wishy-washy – non-specific).  (“The truth for me is at level three.”)  

RULE # 7
Do not attempt to IMPRESS … rather ATTRACT.  “Information dumping” may be impressive, but “asking” does a whole lot more selling than “telling”.

Validation statements:

· I appreciate that

· That’s an interesting question

· Thanks for asking that

· You know I hear that quite often

· I can tell you’ve given that a lot of thought

· That’s obviously a concern

· You know, that question doesn’t normally come up this early in the conversation, but you’ve obviously been thinking about that

Don’t just ask questions … otherwise you will become like a two year old … no one likes ongoing interrogations.  The nurturing statement is extremely important.

Business Opener:

1. “Have you ever looked at owning a business that you could run out of your home that would provide you with an income of 3 to 10 thousand per month and you could start it part-time?   … Would you be open to take a look at that.”

a. Possible answer … 

i. Non specific … “I might be”  

ii. You respond …  “That’s an interesting answer … I’m not sure I understand?”  or “What part might interest you?”

b. Another possible answer …

i. “Well, if I didn’t have to go out and sell something”

ii. You respond … “That’s an interesting comment – now help me with that.  Have you been asked to do that before?”

c. Another possible answer …

i. “Is this one of those MLM companies?”

ii. You respond … “Yes it is … what do you know about MLM?” OR “Yes it is… and what is your reaction to the term based on what you know?”

d. Another possible answer … 

i. “What company is this and what would I have to do?”

ii. You respond … “Its Shaklee Corporation…are you familiar with it?  

If the say “yes”…say “how do you know about it?

IF the say “no”… say “ I get that response a lot. It is a fifty year old health and wellness company that is the best kept secret in the world”.

As for what you do… “Basically, you become a user of the products, recommend the ones you like to people you think might benefit from them and if you want to build a substantial, life long income stream, tell other people about the program.  Does that sound interesting to you?”
e. Another possible answer …

i. “I’m not interested”

ii. You respond … “That’s not unusual … I get that response a lot.  What did I say that caused you to conclude you aren’t interested?”

iii. They might say … “Oh, I’ve had all kinds of people approach me about opportunities, but they come on a way too strong.”

iv. You respond … “I certainly understand what you are saying … I don’t want to cross the boundary of being too pushy.  Are you alright with this conversation so far?”

f. Another possible answer …

i. “I like the numbers …

ii. You respond … “When you say you like the number, tell me more about what you mean by that?”

g. Another possible answer …

i. “Oh, I’ve been approached by a lot of get-rich-quick schemes before”

ii. You respond … “I completely understand … I have as well and understand how it feels to be uncomfortable with the apparent ease and speed with which this outstanding income could be accomplished.  Are you open to exploring this in a way that you could tell me at any time if you were feeling any pressure … and we’d call timeout or end the discussion.  Would you be comfortable with that?”

iii. Or you respond… I hear you… I have as well.  May I share with you the difference that I have discovered with Shaklee? 

h. Another possible answer …

i. “I’ve gotten involved in those MLMs before and they never keep their promises?

ii. You respond (never get defensive) … “Has that encounter been so painful and unpleasant for you that you’ve closed your mind to all other discussions regarding a possible great opportunity?”

If they say “yes”… you respond…”OK, I respect that…Shall I cross you off my list?”

And/Or Transition to products.  (see last page)
PRICE = COMMON OBJECTION

Quality determines results, but your client may not be aware or have the understanding of that yet.  On the other hand, if the person is a discount store price shopper and that is the only way they make a selection, these products are not for them.

These products are very expensive … 

· Your response:  “I appreciate you sharing that.  Can I ask you a question?  Which do you see being more important to you … The price of the product or how well they work?”

· They’ll probably say … “Well, I want them to work …”

· Your response:  “What if the one that costs the most works the best?”

· They might respond … “Well maybe that’s true …”

· Your response:  “How (or when) would you like to find that out?”

These products are very expensive … 

· Your response:  “I appreciate that.  I need to be upfront with you … these products are not for everyone.  When you looked at the guarantee of the products you are presently using and compared it with Shaklee’s guarantee, what did you see?”

· They will probably respond:  “I haven’t heard of a guarantee.”

· Your response:  “Is that of interest to you?”

Objection # 1:  “I am not interested”

You:
Help me out with that, _________.  What is it you are not interested in?

Them:
Well I … (and usually leads to one of the next objections)

OR

You:
I understand that completely.  I couldn’t really expect you to be interested at this point, since you don’t have enough information yet.  The first step is to put you in front of the information.  When do you have 20 minutes available that you could explore the potential before you make the decision to forfeit this opportunity?

Objections # 2:  “I can’t sell”

You:
What is it about selling that is objectionable to you?

Them:
I’ve never done sells, and I would be no good at it.

You: 
I am so glad to hear that!  You won’t have to unlearn any bad habits.  Shaklee is a teaching & training business, and that is why I would love for you to evaluate this opportunity. 

OR           Welcome to the club. I can’t sell either.  If I can show you a way to make an additional stream of income without any aggressive selling, would you give it any consideration? 
Objection #3:  “Is this sales?”

     You:
What do you mean by sales?

If they tell you that they’re not a salesperson ..

You:
Believe me, I’m no salesperson.  I am relieved to tell you that people from a sales background often have to un-learn bad habits.  Our company is a teaching and training business and that is why I at least want you to take a look.  What about a lunch hour this week?
OR
If they tell you they like sales: We have over 200 different products.  People have built huge organizations offering our products, but we are still one of the best-kept secrets out there.
Objection # 4:  “I just don’t have time for anything else”

You:
You don’t have enough time?

Them:
They will usually respond, providing more details

You:
I totally understand that, but what is it about not having enough time that you enjoy most?

OR

You:
I truly understand that statement.  But that’s exactly why I called you.  Busy people make things happen in this business, and you have proven yourself in other endeavours.  Would you be willing to at least take a look?
OR

You:
It sounds like having a little more time in your life would be important to you.  Why don’t you at least look at the concept and see if it interests you first.  If you like what you hear, maybe we can take a look at your schedule to see if we can find a few hours each week that you can invest in yourself with the goal of creating MORE FREE TIME for you in the future.
Objection # 5:  “I don’t want to talk to and make money off my friends and family”

You:
I can totally understand your response.  However, if you were going to buy a house, a car, or insurance, would you go to a complete stranger, or would you want to buy from someone you know and trust?


(Wait for response)


Well our customers feel that way.  They have come to know and trust Shaklee.  We provide real value to our customers at a fair price.  That is why they continue to buy month after month, year after year.  Isn’t that what you’d expect when you do business with a friend?

OR
Many people have dreams of being an entrepreneur and opening their own business.  If that was you, would not tell you Mom, brother or sister, friends and neighbours that you had opened your own business?

OR
If I were to give you twenty $1000 bills that you had to give away, and you could only give one per person, who would be the first people you would like to give them too?
Them:
I guess my family and friends.

You:
What we are talking about is offering real value to those you care about.  What you have to offer in Shaklee is worth a lot more than a $1000 bill, and that’s why I would love for you to evaluate the opportunity.

OR 
When you are buying a new car, would you rather buy it from some one you know and had a trusting relationship with … someone you knew cared about you … or from a complete stranger?”

Them:
Well, I guess from some one I knew.

You:
That’s how it is in Shaklee.  We are sharing something of value with those that we care about and that’s why I would love for you to evaluate this business.  Can I get the tape of to you in the mail?

Them:
Well, I don’t know …

You:
You know, Shaklee is really a teaching and training business.  Let me ask you something.  “If every teacher you had as you went through school knew that they would earn a small percentage of your future earnings throughout your whole life, do you think the quality of education and training you get would have been better or worse?”

Them:
Probably much better

You:
That’s what is so exciting about Shaklee.  We give tremendous value to others by showing them how to achieve their goals, and that is why I would love for you to evaluate this business.  Can I get the tape off to you in the mail?
OBJECTION #6: Is this MLM or Network Marketing? Or a Pyramid Deal?

   You:

May I ask what you mean by that? (Let them answer.)
Did you (or someone you know) have a bad experience with such a company?  I’d really like to hear about it. (Let them explain.)

A lot of people associate network marketing with pyramid schemes.  If I could prove to your satisfaction that this business meets or exceeds the highest professional business standards, would that be acceptable?

Our company has a 50-year track record of honesty, integrity, and products that work so well that we offer a 100% money-back guarantee.  I’d like to tell you more so that you can see the difference for yourself.
Objection # 7:  “Isn’t that like _______ ?” (Fill in the blank with another MLM company)

You:
Have you had an experience with ________________?  


(let them tell you)

You:
I can understand why you have high walls up.  However, I am very happy to tell you that our company has been in business for over 50 years and has an impeccable reputation.  Would you allow me about 30 minutes so that you can evaluate for yourself and see the difference?

OR

You:
Tell me, what is ________ like?

Them:
(If it’s negative, they will almost always describe something that is not at all what Shaklee is like)

You:
No, Shaklee is not at all like that.  That’s why I would love for you to evaluate THIS opportunity.  Can I get his tape off to you in the morning mail?

Them:
But I really don’t want anything to do with MLM

You:
It sounds to me as though you have had a very bad experience with some MLM company – is that true?

Them:
YES!  I certainly have. (Or maybe they know someone else who did)

You:
Would you mind describing it for me?

Them:
(99% of the time, whatever they describe does not describe Shaklee)

You:
Shaklee is so much different than that, I would really love for you to evaluate it.  Can I get the tape off to you in tomorrow’s mail?

Them:
I am really not interested

You:
May I ask you a question?

Them: 
Ok

You:
Have you ever had a bad experience in a restaurant?

Them:
Of course I have

You:
So you don’t eat in restaurants any more?

Them:
Well, of course I still do.

You:
So would you agree that the problem was that particular restaurant and not the restaurant industry as a whole?

Them:
Yes …

You:
Well, our industry is no different than any other.  There are some bad companies and there are some superb companies.  Shaklee is one of the superb ones, and that is why I would love for you to evaluate it.  Can I get this tape off to you in tomorrow’s mail?

Them: 
I don’t think so

You:
I have another question for you.  Would you jump out of an airplane WITHOUT a parachute for $10,000?

Them:
Of course not!

You:
Well, that’s the problem with making decisions before you have all the facts, because what if I told you the airplane is still sitting on the runway … How about you get all of the facts before you make a final decision on this opportunity!  Can I get this tape off to you in tomorrow’s mail?

Them:
Well, I just don’t think so …

You:
Even though you have no interest personally, I wonder if I might ask you for a favor?

Them:
Yeah.

You:
Because you have such a wise sphere of influence and have such credibility with people, I know that you know some people that COULD benefit from an opportunity like this.  Would you listen to it from the perspective of who you know that is goal oriented, and entrepreneurial or looking for a change in their life?  You would be doing THEM a huge favor and me too.

Them: 
Yea, Oh.

Objections # 8:  “I don’t know anyone”
You:  
If you are interested in the opportunity the tape talks about, we will teach you how to meet people.  This business is a teaching and training business. Anyone can do it.  Can I get the tape off to you in the mail?

Objection # 9:  “I don’t have any money”
You:
Start-up costs are minimal.  The biggest investment we make initially is time.

Them:
And I don’t have any time either

You:
I know how you feel.  I felt the same way.  But when I learned about Shaklee, I found that an investment of just how two or three hours a week could result in incredible benefits and freedom of time.  Can I get the tape off to you in the mail?

OBJECTION #10: You get all the vitamins you need from your food.

   You:

That’s an interesting concept.  How did you arrive at that conclusion?

Most people will talk themselves out of this one before you have a chance to answer.  But if they don’t, you shouldn’t debate with them. Simply explain your personal experience of coming to an understanding of the need for supplements.  Be respectful, this is one of the times where you risk alienating your prospect.

Then respond:  Unfortunately most people in this country do not understand the connection between what they consume and how it affects their general health and well-being.  With your commitment to good health, you would be great at helping others to understand their need for supplementation.  May we get together over a lunch hour this week?

Objection 11:  “What is it?”

You:
That’s a very valid question.  I have all the information you need to understand it all.  It will only take 20 minutes of your time, but we’ll need to sit down together and talk about it because 90% of the information is VISUAL and I can’t do it justice explaining it over the phone.

OR             It is a business trend (e-commerce) that companies like Microsoft, Xerox, Netscape and AT&T are using to quickly bring their products and services to market.

Now be prepared for their real objections…

Objection 12:  “Will you send me some information?”

  You:

Tell me what kind of information would be helpful to you.

  OR

  You:

My only hesitation is that you may have questions.  It would actually take less of both of our

time if we just got together for 20 minutes and went over the information together.  

Objection 13:  I’m not sure if I can do this.

You:            I can appreciate your hesitation.  Would it help you to know that you will have support that is 

                   offered by the company, as well as your team and by me as your sponsor?

If you get stuck and can’t seem to get past their objections, then be prepared to make a transition to the products:  Examples:

Making the Transition to Products

#1   You:
Do you or your family currently take vitamins or herbal products?

  Them:
Yes

  You:
That’s terrific!  I’m always impressed when people are willing to take responsibility for

               their health.  How do you decide what you take?

#2   You:
Do you or your family currently take vitamins?

  Them:
No

  You:
Have you ever thought about it?

  Them:
Not really

  You:
With your incredible full schedule, I’m sure you want to stay healthy and have as much    

                     energy as possible.  Is that true?

  Them:
Sure

  You:
May we get together over a short lunch hour so I can share some interesting concepts with you?


Welcome the objections

They put you closer to a great Customer or Business Builder.

Wishing you every success!
