One simple word that will position you and your
customer against your competition

Some of the best sales people | know use this of words a sales person could ever use.
strategy to overcome price objections. Some-
times it is not the best response to have all the The sales manager couldn't believe what he
answers. Give it a try and watch how your cus- was hearing. He sat the insurance man down
tomer comes over to your side of the table and and for 15 minutes lectured him on how to sell.
helps you solve the problem. He told him how to use features and benefits,
family protection, cash build up and education
funds.
In buying or selling it is not always smart to be The sales manager said he was going to buy
too decisive or knowledgeable. This is one of the $250,000 additional coverage and began
classic strategies - it is well used by seasoned showing the young insurance man how to fill
sales people. out the application. The sales manager
handed the insurance salesman the completed
This strategy is used to draw you out with the aim application along with a deposit check and
of extracting more information from you. You are said, “Son, | hope you have learned never to
up against a smooth buyer when this is used use that opening question again?”
against you.
As the insurance man was leaving, his signed
Did you ever see the television series Columbo? application and deposit check in hand, he
The detective hero used the pretense of inno- turned to the sales manager and said, “Oh, |
cence to great effect! Like Columbo, you will find never use that line, unless I'm calling on a
it a great way for extracting information. sales manager.”

Columbo would always ask one last question!
Customer surveys are basically useless be-

You will get better answers if you are slow to un- cause people only tell you what you want to

derstand. The trouble is that most of us want to hear. Here is a magic question that will reveal

look good. We find it hard to say, “I don’t know” the true feelings of your customer: How can |

or “tell me that again.” make it better?

An excellent example of asking for help: While | Q: How has our service been? A: It has been

was sitting in a sales managers office getting fine. Q: How can we make it better?

ready to go to lunch with him, his secretary an-

nounced that his 11:45 life insurance appoint- By using this additional question you are able

ment was here. | volunteered to leave, but he to extract the real information you need. With

said it would only take a few minutes and to stay this information you may be able to make

put. changes or improvements before it's too late
and you lose the customer to a more creative

The young insurance man entered the office, competitor.

handed the sales manager an application and
said, “You don’'t want to buy any life insurance,
do you?” That is considered the poorest choice
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