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The transition is seamless as you go from getting the
acknowledgement of the prospective client’s dissatisfaction to now
logically justifying how you’re going to present the solution.

LESSON 7 – IDENTIFYING NEEDS AND BUILDING THE PROBLEM

— Sean Greeley

Overview
Step 3: Identifying needs.
In Step 2 you spoke very little while the prospect shared a lot of information with you. Now
you want to take the lead in presenting a solution. This transition is critical.
You need to create awareness of the dominant emotion, which is the pain around
their problems or their strong desire to achieve their goal, and the prospect needs to
acknowledge the emotional dissatisfaction with their current state.
The transition is seamless as you go from getting the acknowledgement of that
dissatisfaction to now logically justifying how you’re going to present the solution.
1.
2.
3.

Restate the challenge or their struggle.
Hold up the mirror.
Ask, “Is that right?”

Step 4: Problem-building.
We have a very similar framework for the problem-building scripts provided, but we’ve
made the language unique to that training methodology so it’s more personal and speaks
more directly to your potential client.

Outcome
9ÕÜi>À ÜÌi>`Ì i«ÀÃ«iVÌvÀiÌ>>}ÀiiiÌÌ}V>ÕÃÌwV>Ì°

Growth Questions
U
U

Why do we call this step, ‘holding up the mirror to the prospect’?
Why is problem-building so important in setting up the value of your services?

Action Step
Review the Identifying Needs and Problem-Building Script and personalize it if needed.
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Congratulations! You’re making awesome strides with moving through this system and
getting on the path to success.
But before we dive into Step 3 (Identifying Needs) and Step 4 (Building the Problem),
let’s review.
In the last lesson, we discovered that to move from Step 2 (Probing and Discovery
Questions) to Step 3 (Identifying Needs), we need three distinct pieces of information:
1.

7iii`ÌÕ`iÀÃÌ>`>` >ÛiÌ i«ÀÃ«iVÌÕ`iÀÃÌ>`>Vi>À`iwÌvÜ >Ì
their goals are.

2.

We need to understand the emotional drivers or the reasons why solving these
problems or achieving these goals is so important to the prospect.

3.

We need a commitment of at least 8 out of 10 for the prospect to solve their problem
and achieve their goals.

Once we get those three pieces, we can move on.

Step 3: Identifying needs
Up until now, you’ve been asking questions to control the direction of the conversation,
but the prospect has been doing most of the talking.
If we’ve done this the right way with those open-ended questions, you’re speaking very
little and the prospect is sharing lots of information with you.
Now you want to take the lead in presenting a solution.
This transition is critical.
You need to create awareness of the dominant emotion, which is the pain around their
problems or their strong desire to achieve their goal. The prospect needs to acknowledge
the emotional dissatisfaction with their current state.
You need to create awareness and have the prospect acknowledge that dissatisfaction.
That’s Step 3, and it goes directly into Step 4, building the problem.
The transition is seamless as you go from getting the acknowledgement of that
dissatisfaction to logically justifying how you’re going to present the solution.
78

AUTO-CLOSER® | Workbook & Study Guide

LESSON 7 – IDENTIFYING NEEDS AND BUILDING THE PROBLEM

We’re going to clearly present the reasons why they’ve struggled in the past and haven’t
been successful.
We’re going to introduce the components required for them to be successful, and how this
sets the stage for you to present your solution.

Identifying Needs and Problem-Building Script
Let’s take a quick look at the Identifying Needs and Problem-Building Script to understand
ÜÌ Ã«ÀViÃÃyÜÃ°
Remember, up until this point you have gotten three pieces of information:
1.

>`iwÌv}>Ã

2.

the emotional drivers

3.

a commitment.

ÜÜiV>ÌÀ>ÃÌÌÌ iÃVÀ«Ì]>`Üi½Ü>Ì ÀÕ} ÌÜÌ >iÝ>«i\
“All right, Mrs. Jones, let me just review. What I’ve heard you say is that you’re not happy with
ÞÕÀVÕÀÀiÌ i>Ì >`wÌiÃÃ°9Õ`½ÌiÌ iÜ>ÞÞÕÌ iÀÀÀ°9Õ½ÀivÀÕÃÌÀ>Ìi`
with low levels of energy throughout the day and you just don’t feel like yourself anymore.
Not only that, but you’ve tried to get back in shape several times on your own or with various
programs, and you’ve failed repeatedly to get the results you’re looking for. Is that right?”
It’s important that we only ask that question once.
ƂÌvwÌiÃÃLÕÃiÃÃÜiÀÃÌÀÞÌ}iÌÌ >Ì
>vwÀ>Ì>vÌiÀÌ iwÀÃÌ«>À>}À>« Ƃ
>vÌiÀ
the second paragraph.
Remember, the whole idea of this is that you’re
taking control of the conversation.
All you want to do is ask one time, “Is that right?”
That elicits that acknowledgement of
dissatisfaction with their current state and what
they’ve tried in the past to achieve these goals.
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iÌ½Ã>ÌÌ >ÌwÀÃÌ«>À>}À>« vÌ iÃVÀ«ÌLivÀiÜiÛivÕÀÌ iÀ°
But this is not necessarily a script or something that you’re going to memorize.
Memorize the structure, not the content.
The content comes from what the prospect has told you during the probing and discovery
questions (Step 2).
That’s why you need to take notes because what you’re doing with the script is essentially
reading back what the client has told you.
The two components of this are:
1.

Restate the challenge and their feelings about it. Mrs. Jones is not happy with her
VÕÀÀiÌ i>Ì >`wÌiÃÃ°9Õ½Ài}}ÌÀi>`L>VÜ >ÌÃ i½ÃÌ`ÞÕ>ÃÃÞ«ÌÃ
of that and her feelings about those challenges. She doesn’t like the way she looks
in the mirror, she’s frustrated with low energy levels and he doesn’t feel like herself
anymore. Those are all things that she’s told you during that consultation process,
during probing and discovery questions.

2.

Hold up the mirror. We’re going to get them to acknowledge their negative symptoms
and emotional pain.

“Not only that but you tried to get back in shape several times on your own or with various
programs and have failed repeatedly to get the results you’re looking for.”
Again, you want to read back what the prospect
has told you they’ve tried and hasn’t worked.
Hold up the mirror. “Is that right?” You ask
them once.
Once they acknowledge that, then transition
`ÀiVÌÞÌÌ iiÝÌÃÌi«°
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Step 4: Problem-building.
We have several different scripts for problem-building because this is something you’re
going to memorize depending on your training method.
7i½Ûi}Ì}ÀÕ«ÌÀ>}]«iÀÃ>ÌÀ>}]V«iÌÌÛiwÌiÃÃ]  «À>VÌÌiÀÃ
and yoga. We’ll go through each of these quickly because they’re a transition to
problem-building.

Group Training Script
“Okay. Well, Mrs. Jones, ultimately these are all just symptoms of much bigger problems
that come from, number one, not having the knowledge of how to put a complete program
together, nor the motivation and accountability to see it through. Number two, not having
>ÜÀ>Li}>i«>ÌÌi}À>ÌiÌ iÕÌÀÌ]iÝiÀVÃi>`viÃÌÞiV«iÌÃÀiµÕÀi`
for your success. Number three, not having the supportive community required to make the
changes necessary to not only achieve your short-term goals but to create a lifestyle that
will support maintaining that success for life. So, let me tell you a little bit more about our
program and how we’re going to help you solve these problems.”
You can see that’s a group training script because of the supportive community aspect of it.
/ >ÌÃ«ÀLiLÕ`}°/ >ÌÃÌ i`ÀiVÌÌÀ>ÃÌÌÜ >ÌÜi½Ài}}ÌVÀi>ÌiiÝÌ
lesson, which is your sales presentation.

Personal Training Script
This is very similar to the previous script:
“Okay. Well, Mrs. Jones, ultimately these are all just symptoms of much bigger problems
that come from, number one, not having the knowledge of how to put a complete
program together, nor the motivation and accountability to see it through. Number two,
Ì >Û}>ÜÀ>Li«>v>VÌÌÌi}À>ÌiÌ iÕÌÀÌ]iÝiÀVÃi>`viÃÌÞi
components required for your success. Number three, not having the support system
required to make the lifestyle changes necessary to not only achieve your goals but also
maintain them for life. Let me tell you,” etc.
You see the difference here. We’ve customized number three.
So, we’re not highlighting the group or the community but the support system that you’ll
provide as a personal trainer.
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If you’ve noticed, both scripts have a similar format:
“Number one, not having...”
“Number two…”
“Number three…”
That’s important psychologically.
If we were just to lump these all into one big run-on sentence, the prospect might, in their
head, say, “That’s one big problem. I can just solve that on my own.”
iÀiÜi½ÛiVi>ÀÞ`iÌwi`Ì Àii`vviÀiÌ«ÀLiÃ°"LÛÕÃÞ]vÌ iÀi>ÀiÌ >Ì>Þ
problems, the prospect needs your help to solve them.

Competitive Fitness Script
“Mrs. Jones, ultimately these are all just symptoms of much bigger problems that come
from, number one, not having the knowledge and clear direction on what’s required
Ì}iÌÌÞÕÀiÝÌiÛi° ÕLiÀÌÜ]Ì >Û}>«À}À>Ì >ÌL>>ViÃÃÌÀi}Ì 
`iÛi«iÌ]iiÀ}ÞÃÞÃÌiÃÌÀ>}]ÃÜÀ>`ÕÌÀÌÀi>ÌÛiÌÞÕÀÃ«iVwV
strengths and weaknesses. Number three, not having a dedicated coach to be your
support system and a compass to guide you and provide insight to achieve both your
short and long-term goals. Let me tell you a little bit about our program and how we are
going to help you solve these problems.”

Holistic Practitioner Script
“Ultimately, these are all just symptoms of much bigger problems that come from,
ÕLiÀi]Ì >Û}>VV>iÝ«iÀÌÃiÀÜi`}iv ÜÌ«ÕÌ> ÃÌV«À}À>
Ì}iÌ iÀ° ÕLiÀÌÜ]Ì >Û}>«>v>VÌÌ >ÌÌi}À>ÌiÃÌ iÃÝvÕ`>Ì>
principles required for your success. And number three, not having the support and
accountability system required to make the lifestyle changes necessary to not only achieve
your goals holistically but to also maintain them for life.”
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Yoga Script
“Ultimately, these are all just symptoms of much bigger problems that come from, number
one, not knowing the correct techniques needed to eliminate stress and pain. Number
two, not having a workable plan of action to integrate all the components necessary to
raise your energy levels. And number three, not having the support of a like-minded
community required for making permanent holistic lifestyle changes.”
As you can see, we have a very similar framework for each of these problem-building
scripts, but we’ve customized them with the language unique to that training methodology
to make it more personal and to speak directly to your potential client and match to the
solutions your programs deliver.
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Identifying Needs and Problem-Building Script
(For Personal Training Services)
Transition to identifying needs:
Ok, let me just review. What I’ve heard you say is:
 ÞLi}ÛiÀÜi} Ì]ÞÕÀVÌ iÃ`½ÌwÌ]ÞÕÀ i>Ì ÃÃÕvviÀ}]>`ÞÕ`½Ìvii
good about yourself and your body anymore.
Not only that, but you’ve tried to correct this several times on your own or with various
programs and have failed repeatedly.> Is that right? (Hold up the mirror, and close with
assumptive agreement question.)

Transition to problem-building:
Ok, ultimately these are all just symptoms of much bigger problems that come from:
1.

not having the knowledge of how to put a complete program together, nor the
motivation and accountability to see it through

2.

Ì >Û}>ÜÀ>Li«>v>VÌÌÌi}À>ÌiÌ iÕÌÀÌ]iÝiÀVÃi]>`viÃÌÞi
components required for your success

3.

Ì >Û}>ÜÀ>Li«>v>VÌÌÌi}À>ÌiÌ iÕÌÀÌ]iÝiÀVÃi]>`viÃÌÞi
components required for your success

4.

not having the support system required to make the lifestyle changes necessary to not
only achieve your goals, but also maintain them for life.

Transition statement to presentation:
So, let me tell you about our program and how we are going to help you solve
these problems…
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Identifying Needs and Problem-Building Script
(For Group Training Services)
Transition to identifying needs:
Ok, let me just review. What I’ve heard you say is:
9Õ½ÀiÌ >««ÞÜÌ ÞÕÀVÕÀÀiÌ i>Ì >`wÌiÃÃpÞÕ`½ÌiÌ iÜ>ÞÞÕ
the mirror, you’re frustrated with your low energy levels throughout the day, and you just
don’t feel like yourself anymore.
Not only that, but you’ve tried to get back in shape several times on your own or with
various programs and have failed repeatedly to get the results you’re looking for.>
Is that right? (Hold up the mirror, and close with assumptive agreement question.)

Transition to problem-building:
Ok, ultimately these are all just symptoms of much bigger problems that come from:
1.

not having the knowledge of how to put a complete program together, nor the
motivation and accountability to see it through

2.

Ì >Û}>ÜÀ>Li}>i«>ÌÌi}À>ÌiÌ iÕÌÀÌ]iÝiÀVÃi]>`viÃÌÞi
components required for your success

3.

and not having the supportive community required to make the changes necessary
to not only achieve your short-term goals, but to create a lifestyle that will support
maintaining that success for life.

Transition statement to presentation:
So, let me tell you about our program and how we are going to help you solve these
problems…
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Identifying Needs and Problem-Building Script
(For Competitive Fitness)
Transition to identifying needs:
Ok, let me just review. What I’ve heard you say is:
9ÕÌÀÕÞiÞÌ iV«iÌÌÛiÃ`ivwÌiÃÃ>`Ü>ÌÌvVÕÃÞÕÀÌÀ>}>ÀÕ`
Ì >Ì°9Õ½Ài}vÀ>«À}À>>`>V>V Ì>ÝâiÞÕÀ>Ì iÌV«ÌiÌ>>`
improve your performance in competitions.
Not only that, but you’re not completely happy with your training up until this point.
You feel like you have more potential, and haven’t been able to achieve the results in
competition that you’re looking for.> Is that right? (Hold up the mirror, and close with
assumptive agreement question.)

Transition to problem-building:
Ok, ultimately these are all just symptoms of much bigger problems that come from:
1.

not having the knowledge and clear direction on what is required to get to your
iÝÌiÛi

2.

not having a program that balances strength development, energy systems training,
ÃÜÀ>`ÕÌÀÌÀi>ÌÛiÌÞÕÀÃ«iVwVÃÌÀi}Ì Ã>`Üi>iÃÃiÃ

3.

not having a dedicated coach to be your support system and compass to guide you
and provide insight to achieve your short and long-term goals.

Transition statement to presentation:
So, let me tell you about our program and how we are going to help you solve these
problems…
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Identifying Needs and Problem-Building Script
(For Holistic Practitioners)
Transition to identifying needs:
Ok, let me just review. What I’ve heard you say is:
9Õ½ÀiÌ >««ÞÜÌ ÞÕÀVÕÀÀiÌ i>Ì >`wÌiÃÃpÞÕ`½ÌiÌ iÜ>ÞÞÕ
the mirror, you’re frustrated with your low energy levels throughout the day, and you just
don’t feel like yourself anymore.
Not only that, but you’ve tried to get back in shape several times on your own or with
various programs and have failed repeatedly to get the results you’re looking for.>
Is that right? (Hold up the mirror, and close with assumptive agreement question.)

Transition to problem-building:
Ok, ultimately these are all just symptoms of much bigger problems that come from:
1.

Ì >Û}Ì iVV>iÝ«iÀÌÃiÀÜi`}iv ÜÌ«ÕÌ>V«iÌi] ÃÌV
program together

2.

Ì >Û}> ÃÌV«>v>VÌÌ >ÌÌi}À>ÌiÃÌ iÃÝvÕ`>Ì>«ÀV«iÃ
required for your success

3.

and not having the support and accountability system required to make the lifestyle
changes necessary to not only achieve your goals holistically, but also to maintain
them for life.

Transition statement to presentation:
So, let me tell you a little about our program and how we are going to help you solve
these problems…
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Identifying Needs and Problem-Building Script
(For Yoga)
Transition to identifying needs:
Ok, let me just review. What I’ve heard you say is:
 ÞLi}ÛiÀÜi} Ì]ÞÕÀVÌ iÃ`½ÌwÌ]ÞÕÀ i>Ì ÃÃÕvviÀ}]>`ÞÕ`½Ìvii
good about yourself and your body anymore.
Not only that, but you’ve tried to correct this several times on your own or with various
programs and have failed repeatedly.> Is that right? (Hold up the mirror, and close with
assumptive agreement question.)

Transition to problem-building:
Ok, ultimately these are all just symptoms of much bigger problems that come from:
1.

not knowing the correct techniques needed to eliminate stress and pain

2.

not having a workable plan of action to integrate all the components necessary to
raise your energy levels

3.

and not having the support of a like-minded community required for making
permanent, holistic lifestyle changes.

Transition statement to presentation:
So, let me tell you about our program and how we are going to help you solve
these problems…
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