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Overview
Step 1: Rapport Building
It’s important to know that people buy from people they know, like and trust. The
importance of rapport building is to get your prospects to know, like and trust you so that
they can answer some very personal questions.

Step 2: Probing and Discovery Questions
This is the process you’ll use to gather information from a prospect so that you know why
they’re coming to you for help. The open-ended question is nothing more than a question
that requires your prospect to share an idea, an opinion or a complete thought. You need
Ì`}`ii«Ìw`ÕÌ79Ì iÞ>ÀiV}ÌÞÕvÀ i«°
Before we can move a prospect to Step 3 in the sales cycle, we need three pieces of information:
1.

>`iwÌvÌ iÀ}>Ã

2.

an understanding of the emotional drivers or those reasons why solving their problem
or achieving their goal is so important to them

3.

a commitment

Outcomes
U

You will learn how to create a comfortable and trusting environment for
potential clients.

U

You will learn how to ask open-ended questions and feel comfortable guiding a
conversation while still gathering information.

Growth Questions
U

What are three ways you can improve your rapport building immediately with every prospect?

U

What are the three most important probing and discovery questions? Why?

U

7 >Ì1-/Ì i«ÀÃ«iVÌiÝ«ÀiÃÃvÀÞÕÌVÌÕi`ÀiVÌ}Ì iÌ ÀÕ} Ì i
sales process?

Action Steps
U

Watch the Building Rapport video.

U

Role-play the Probing & Discovery Questions Worksheet until you feel completely
comfortable guiding prospects through this process.

U

Practice using probing and discovery questions.
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7i½Ài}}ÌÕ«ÌÌ iwÀÃÌÌÜÃÌi«ÃvÌ iƂ1/" "- ,® 7.5 Step Sales
System today:
Step One: Rapport Building
Step Two: Probing and Discovery Questions.
Ì i«ÀiÛÕÃiÃÃ]ÜiÌ>i`>LÕÌ-Ìi«¤vÌ iÃÞÃÌi\«ÀiµÕ>wV>Ì°
This was the time you spent with a prospect making sure that they could afford your
services, and that the prospect was empowered to decide about investing in your services.
Now as we get into Step 1, we’re talking about the sales consultation itself.
At this point, you have the prospect in front of you, and you’re ready to go through the
sales consultation.

Step 1: Rapport Building
It’s important to know that people buy from
people they know, like and trust.
To create that type of relationship in a
relatively short period of time, you MUST:
U

Make people feel comfortable. Many
prospects are getting outside their
comfort zone by coming into a gym.
This is an intimidating setting for them. Even though this is pretty much where you live
your life, it’s a completely new and probably scary environment for them.

U

Find common ground. To get people to feel like they know you, you need to create
some layer of commonality. Whether they’re wearing a t-shirt with your favorite sports
team on it, or they’re wearing a pair of running shoes and you happen to be a runner,
ÞÕÕÃÌw`V}ÀÕ`Ì`iÛi«Ì >ÌÀi>ÌÃ «°

U

Listen."ivÌ iLiÃÌÜ>ÞÃÌ`Ì ÃÃÌÃÌi`ÕÀ}Ì i«ÀiµÕ>wV>Ì«ÀViÃÃ
>`Ì>iÃi}`ÌiÃ>`«ÕÕÌÃiÌ }ÃÌ iÞÃ>`Ìw`V
ground. It’s not enough just to listen with your ears. You must be fully in the moment.
You must listen with your head, your heart, and your eyes. We’ve all been in a situation
where we’re talking to someone and they’re checking their phone, watch or email. How
does that make you feel? Probably less valuable than you want to feel.
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You need to be completely in the moment with your prospect. They need to know that
they have your full, undivided attention. You need to create the space and the physical
environment where that can happen. In everything you do, listen, listen, listen to the
prospect. They’re going to tell you things that are very personal and very emotional to
them if we do this process right. You owe it to them to have enough respect to listen
and get that information so then you can present the appropriate solution for them later.
U

Use positive body language. Smile! You don’t want to be sitting there dour
and depressed because that translates to your prospect. You want to create an
iÛÀiÌv >««iÃÃ>`iÌ ÕÃ>Ã>`iÝVÌiiÌ°ÌÃÌ>ÀÌÃÜÌ }`iÞi
contact. If you’re afraid to look someone in the eye, that tells them that you’re
not trustworthy. If you have shifty eyes and you’re afraid to look directly at them,
immediately their trust in you goes down.

U

>Ûi>wÀ >`Ã >i°ƂwÀ >`Ã >iÃ>ÞÃ>Ì>LÕÌÞÕÀVw`iVi°/ i
LÌÌiÃ>>VvVw`iVi>iÃ«i«iÕÃÕÀi>LÕÌLÕÞ}vÀÞÕ°

U

Have a professional appearance. You don’t want to be in torn shorts and a cut-off
t-shirt because that doesn’t say ‘professional’. You want to be well dressed. We’re not
saying you must wear a suit and tie, but you want to be clean and neat. You want to
project the image of a professional, not someone who just happens to train people on
Ì iÃ`i°,iiLiÀ]ÞÕ>Ài>«ÀviÃÃ>wÌiÃÃLÕÃiÃÃÜiÀ°

U

Bring your A game. Anytime you’re doing a sales consultation, it’s game time.
9Õii`ÌLÀ} } iiÀ}Þ] } iÌ ÕÃ>Ã]>` } Vw`iVi>LÕÌÜ >Ì
you’re doing and what you’re offering to the prospect as a solution. If you’re not
iÝVÌi`>LÕÌÌ]vÞÕ½ÀiÌVw`iÌÌ]Ü ÞÜÕ`Ì i«ÀÃ«iVÌLiiÝVÌi`Ì
ÜÀÜÌ ÞÕ¶7 ÞÜÕ`Ì i«ÀÃ«iVÌLiVw`iÌÌ >ÌÞÕV> i«Ì iÃÛi
their problems and achieve their goals? You need to bring your A game during a
consultation. It starts with building rapport.

U

Smile (again and again). We can’t say this one enough. It puts you in a better mood.
It helps you appear more enthusiastic and more positive about what you’re doing. It’s
contagious. You smile, then your prospect smiles.

U

Have compassion. Remember that just showing up is a huge step for some people.
You’re going to have a prospect who, if they walk up to your front door from their car,
they’re already out of breath. Your prospects may be way outside their comfort zone
just walking into your facility. They see other people who may already be in shape.
/ iÞÃii>iÛÀiÌÜ iÀiÌ iÞ½ÛiÞiÝ«iÀiVi`v>ÕÀiÌ i«>ÃÌ°
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They see a gym where they don’t know where anything is. They are way outside
of their comfort zone. They may even be intimidated by how you look. They see
something they may never be able to turn into, at least in their minds. You need
to understand that and roll out the red carpet to make sure the prospect feels
comfortable and welcomed. Recognize the fact that it is a huge step and act
accordingly. Greet them with a smile. Don’t make them stand at the front of your
facility looking around and waiting for somebody to come and introduce themselves.
The importance of rapport building is to get your prospects to know, like and trust you
so that they can answer some very personal questions, which we cover in Step 2 of the
AUTO-CLOSER® 7.5 Step Sales System.

Step 2: Probing and Discovery Questions
This is the process you’ll use to gather information from a prospect so that you know why
they’re coming to you for help.
Before we move into this, consider this quote:

Your income potential is in
direct proportion to the quality
of questions that you ask.
This means the better the questions you ask, and the more insightful the questions you
ask, the higher your income potential.
/ iÀiÃ«>ViÜ iÀiÌ ÃÃÌÀÕiÀÌ >Ì iwÌiÃÃ`ÕÃÌÀÞ°/ >Ì½Ã Ü«ÀÌ>ÌÌ Ã
step is.
As we get into this component of the sales system, you must understand that prospects
are coming to you for help in solving a very serious problem in their lives.
It’s up to you to determine what that real problem is.
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Ì½ÃiÛiÀ>ÃÌiÛiÀ®Ü >ÌÌ iÞwÀÃÌÌiÞÕÌÃ°
Nine times out of 10, I have a prospect come in for a consultation and I say, “Tell me a
ÌÌiLÌ>LÕÌÞÕÀÃiv>`ÞÕÀwÌiÃÃ}>Ã°»
“Well, I want to lose weight,” or “Well, I want to get in shape.”
That’s what they’re going to tell you because that’s what they think the right answer is or
they think that’s what you want to hear.
But that is not the true emotional driver for why they’re seeking help.
9Õii`Ì`}`ii«ÌÌÀÕÞw`ÕÌ79Ì >Ì½Ã«ÀÌ>ÌÌÌ i°
They might say, “I want to lose 20 pounds.”
It’s up to you to understand why losing 20 pounds is important to them, or discover what
changes they think will come into their life if they lose 20 pounds.
What is the feeling that they’re going to have when they lose 20 pounds? What does
losing 20 pounds allow them to do differently in their life?
That is their true goal.
9Õii`Ì`}`ii«Ìw`Ì i}>Ã]«ÀLiÃ>`iÌ>`ÀÛiÀÃÌ >Ì>Ài«ÀiÃiÌ
the prospect’s life.

Take Notes
At this point in the consultation, you need to take notes.
Not only does it show tremendous respect for the prospect, but it’s also going to support
ÞÕÌ iiÝÌÃÌi«>ÃÞÕ i««ÀÃ«iVÌÃÕ`iÀÃÌ>`>``iÌvÞÜ >ÌÌ iÞii`Ì
solve their problems.
How do we get folks to open up to us, get personal and give us their true goals?
The best tool for this is the open-ended question.
The open-ended question is nothing more than a question that requires your prospect to
share an idea, an opinion or a complete thought.
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It is NOT a yes or no question.
It’s something that gets them talking.
To do that, we have our three big questions
that we like to ask:
“Tell me a little bit about your health and
wÌiÃÃ}>Ão»
“Okay, tell me a little bit more about why that
goal is important to you?”
“On a scale of 1 to 10, how committed are you
to achieving your goals?”
We need to gauge their level of commitment, and the key is we’re not going to move on
until we get to at least an 8 out of 10.
Anything less than that and your prospect is giving themselves permission to fail. They’re
>Ài>`ÞLÕ`}>iÝVÕÃivÀÜ iÌ iÞ`½Ì>V iÛiÃÕVViÃÃ°
It’s imperative that we get them to at least an 8 out of 10.
If they don’t answer 8 out of 10 or higher, then continue with another question:
“Okay, let me ask you, what makes you say that? What makes you say that you’re only a
5 out of 10?”
And then LISTEN.

It’s not enough just to listen with your ears. You must
be fully in the moment. You must listen with your
head, your heart, and your eyes.
— Sean Greeley
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Your prospect must be at an 8 or higher at this point on this question before you can move
on with the rest of the sales system.
If somebody doesn’t get there, if they’re stuck at a 5 or a 6, the best thing you can do is be
completely honest with them and say, “Listen, I really appreciate you coming in today. Just
vÀÞiÝ«iÀiVi]V>ÌiÞÕÌ >ÌÜÌ Ì >ÌiÛivVÌiÌÌ½ÃÌÛiÀÞiÞ
you’re going to achieve your goals so I don’t think this is the right program for you,” and
then see what they say.
They’re either going to walk out or they’re going to sell themselves into a program right
there and convince you how committed they truly are.
But you do not want to be working with clients who are less than an 8 on a scale of 1 to 10
in terms of commitment.

The New Client Consultation Form
We’ve created a New Client Consultation Form for you that’s available for download.
You’re going to be using this through every consultation from this point forward.
It starts with those Three Big Questions we just talked about.
Then we transition and collect some additional information from a prospect before we
move on.
“Okay, great. Let me just get a little bit more information from you. Tell me about your
nutrition habits.”
This gives you some insight into how they view nutrition and how they’ve been eating up
to this point. We can identify energy levels throughout the day, sickness and illness.
It’s important for you to know if they’re on any medication or supplements. That becomes
«ÀÌ>ÌÜ i`iÃ}}>«À}À>>`«ÀiÃVÀL}>iÝiÀVÃiÀi}i°
Of course, number nine on the form is crucial: “Do you have any other additional health
concerns or medical issues that I need to be aware of?”
Now, this question does not replace the need to have a Physical Activity Readiness Questionnaire
Ì >ÌÌ iÞV>wÕÌ>`>ÃÜiÀÛiÀÞÃ«iVwVµÕiÃÌÃLÕÌÌ½Ã>}Ài>ÌVÛiÀÃ>ÌÌ >Ûi°
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We also include some additional questions. These questions are more pointed. These
are for when you’re selling a larger package (something like a 12-month personal training
package at four times a week).
You can’t do that with just the questions we had before. If you need help building the problem
before asking for that larger commitment, we can ask some of these additional questions.
iÌ½ÃÃ>ÞÌ >ÌÃiL`Þii`ÃÌÃi>Ã}wV>Ì>ÕÌvÜi} Ì°
“Jim, how long did it take you to put on that weight?”
That drills into the severity of the problem and how long they’ve been dealing with this
problem.
We can also inquire about other attempts they’ve made to solve it.
“In the past, how have you tried to solve this problem and how many times have you tried?”
Ƃ`w>Þ]º7 Þ`ÞÕÌ ÞÕ½Ûiv>i`Ã>ÞÌiÃ¶»
We get folks to build the problem and identify where they failed before so that, as we
present the solution, we can highlight how this time it is going to be different.
The culmination of this step in the process (the probing and discovery questions) is that we
need three pieces of information before we can move a prospect forward in the sales cycle.
1.

7iii`>`iwÌvÌ iÀ}>Ã° Ì Ì iÞ>`ÞÕii`ÌÕ`iÀÃÌ>`Ü >ÌÌ Ãi
goals are.

2.

We need an understanding of the emotional drivers or those reasons why solving
their problem or achieving their goal is so important to them. Without those clear
emotional drivers, presenting the solution becomes challenging.

3.

We need a commitment. We’ve talked about this a few times, but they need to be
committed to solving their problem and achieving their goal. We must get them to
at least an 8 on a scale of 1 to 10, or understanding what’s holding them back from
getting to that level of commitment and what support they need to get there.

The tool we’re going to use to do that is the New Client Consultation Form.

73

AUTO-CLOSER® | Workbook & Study Guide

 --" Èq,Ƃ**",/ 1  Ƃ

 - "6 ,9+1 -/" -

New Client Consultation Form
Name:

Date:

Representative:

1.

/ii>ÌÌiLÌ>LÕÌÞÕÀÃiv>`ÞÕÀwÌiÃÃ}>Ão

2.

Why are your goals important to you? (drill down to emotion/problem)

3.

How committed are you to achieving your goals, on a scale from 1 to 10?

4.

What makes you say

? (get at least 8–10 before moving on)

Transition: Ok, great! Let me just get a little more information from you.
5.

Tell me a little about your nutrition habits (meals per day, balanced diet).

6.

What are your energy levels during the day?
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7.

How many times were you sick last year?

8.

Are you taking any medication or supplements right now? If so, which ones and why?

9.

Do you have any other additional health concerns or medical issues I need to be aware of?

Additional questions to be used (if necessary) to help build the problem before asking for
commitment: (The bigger the package you’re recommending to the prospect, the more
questions you’ll need to ask to establish the need and therefore the value of your solution.)
10. How long did it take you to [develop the problem]? (Drill down to severity of problem,
how long it’s been occurring, failed attempts to solve it, etc.)

11. In the past, how have you tried to [solve this problem or achieve this goal]? (pause)
And how many times have you tried?

12. Why do you think you’ve failed so many times in the past? (Build problem here; it sets
the stage for solidifying your value.)
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