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Handling objections takes
Vw`iVi°ÌÌ>iÃ«À>VÌVi°

LESSON 9 – OBJECTION HANDLING SCRIPT

— Sean Greeley

Overview
First, you need to understand that when somebody says “no,” they are telling you
something different. What they’re telling you is one (or more) of the following:
U

“I don’t trust you.”

U

“You haven’t shown me that I actually have a problem.”

U

“You haven’t proven that you can help me.”

U

“I’m simply not convinced yet.”

U

“I’m scared. I’ve failed so many times in the past.”

Most often objections come from you missing one of the previous steps in the sales process.
So, what are some of the most common objections you’re going to see?
U

º/ >Ì½ÃÌiÝ«iÃÛi°»

U

“I’ve got to think it over.”

U

“I’ve got to speak with my wife or my husband.”

U

“I’d kind of just like to try this for a couple weeks and see how things go.”
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Ài>V vÌ iÃi]Ì iÀiÃ>wÛiÃÌi««ÀViÃÃÌ >`iÌ >ÌLiVÌ\
1.

Never interrupt.

2.

Question the objection.

3.

Answer the objection.

4.
5.

wÀÌ i>ÃÜiÀÌÀiÛiÌ iLiVÌ°
Ask for the sale again.

>`}LiVÌÃÌ>iÃVw`iVi°ÌÌ>iÃ«À>VÌVi°

Outcome
You will learn how to overcome the four most common objections by prospects that allows
you to stay in control of your consult.

Growth Questions
U

What is the most important thing you need to do when someone starts voicing an
objection?

U

7 >Ì>ÀiÌ iwÛiÃÌi«ÃÌ >`}LiVÌÃ¶

Action Step
Practice role-playing how to respond to each of the four common objections until you feel
VvÀÌ>Li>`Vw`iÌ°
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At this point in the sales process we’ve been through Step ½ to Step 6: Closing the Sale.
You’ve made your professional recommendation, you’ve presented the prospect with an
alternative, but they’ve said no.
Now we need to know what to do.

Step 7: Objection Handling
Objection Handling helps you get through the situation if it arises in your sales
consultation.
First, you need to understand that when somebody says “no,” they are telling you
something different.
What they’re telling you is one (or more) of the following:
U

“I don’t trust you.”

U

“You haven’t shown me that I actually have a problem.”

U

“You haven’t removed the risk from this decision.”

U

“You haven’t proven that you can help me.”

U

“I’m simply not convinced yet.”

U

“I’m scared. I’ve failed so many times in the past that I need you to help me feel more
Vw`iÌÌ >ÌV>>VÌÕ>ÞÀi>V Þ}>Ã°»

Now, chances are someone’s not going to come right out and use these words and tell you
something this clearly.
However, when they say no, they’re saying something like this.

Where Objections Come From
So, before we start to address these objections, let’s understand where objections come from.
Most often objections come from you missing one of the previous steps in the sales process.
Ìi>ÃÞÕ >ÛiÌ«ÀiµÕ>wi`Ì iÀ} ÌÜ>Þ°9Õ >Ûi½ÌLÕÌÃÕvwViÌÀ>««ÀÌ°
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You have not asked the right open-ended probing and discovery questions. You haven’t
`iÌwi`Ì iVÕÃÌiÀii`ÃÀÞÕ >Ûi½ÌLÕÌ>«ÀLi°9ÕÀÃ>iÃ«ÀiÃiÌ>Ì
Ü>ÃÌVÛV}Ì >ÌÞÕ½ÀiiÝ«iÀiVi`>` >ÛiÌ iiÝ«iÀÌÃiÌ i«Ì i]ÀÞÕ
haven’t closed the sale.
At this point, the only objection that cannot be overcome is truly not being able to afford it.
Ƃ`vVÕÀÃiÌ >Ì}iÃL>VÌÌ i«ÀiµÕ>wV>Ì«ÀViÃÃÜ iÀiÜi`iÌiÀi`vÌ i
price of your services was in the prospect’s budget.

Mastering Objection Handling
NOTE: we want to note one more time that the biggest bang for your buck still comes
vÀ>ÃÌiÀ}Ì iwÀÃÌÃÝ>`> >vÃÌi«Ãt
But you still need to be ready to handle objections.
vÌ }iÃi]>ÃÌiÀ}LiVÌ >`}ÜLÕ`ÞÕÀVw`iVi]>`Ãi}]
Vw`iViÃiÛiÀÞÌ }°
So, what are some of the most common objections you’re going to see?
U

º/ >Ì½ÃÌiÝ«iÃÛi°»

U

“I’ve got to think it over.”

U

“I’ve got to speak with my wife or my husband.”

U

“I’d like to try this for a couple weeks and see how things go.”

Ài>V vÌ iÃi]Ì iÀiÃ>wÛiÃÌi««ÀViÃÃÌ >`iÌ >ÌLiVÌ\
1.

Never interrupt. This is tough for a lot of people because their nature is often to jump
i`>ÌiÞ]iÝ«>ÌÌ i«ÀÃ«iVÌÜ ÞÌ iÞ½Ài`i>`ÜÀ}]Ü ÞÌ iÞ½ÀiÀ} Ì]>`
close the sale. Sometimes the prospect just needs to talk it out with themselves until
they get to the right conclusion, so give them that chance by just listening.

2.

Question the objection. Now, this doesn’t mean to question the validity of the
objection or the intelligence of your prospect for raising the objection. It means to ask
µÕiÃÌÃÌyiÃ ÕÌÜ >ÌÌ iÌÀÕiLiVÌÃÃÌ >ÌLÌ ÞÕ>`Ì i«ÀÃ«iVÌ
understand what’s standing in the way of moving forward.
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3.

Answer the objection.*ÀÛ`iÌ i«ÀÃ«iVÌÜÌ >iÝ«>>ÌvÜ ÞÌ iÞ >Ûi½Ì
quite understood something the right way, or why you can truly help them solve their
problems or achieve their goals.

4.

wÀÌ i>ÃÜiÀÌÀiÛiÌ iLiVÌ° This means asking the prospect, “Does
that make sense? Do you understand this?” Get them to take ownership of, “Yes, I
understand your answer,” and therefore the objection is removed.

5.

Ask for the sale again. Once we’ve removed the objection, we’re going to go right
back into the close and ask for the sale again.

We have an objection handling worksheet that’s walks you through the most common
objections.
ÌÃÌ>ÀÌÃÜÌ Ì iwÛiÃÌi««ÀViÃÃvÀ >`}LiVÌÃ]>`Ì iÌÃÌÃÃivÌ i
most common ones.

Objection 1: “That’s too expensive.”
When you hear this, what is the prospect really saying?
They’re usually saying that you haven’t built their problem big enough to justify the level of
investment.
Ì iÀÜÀ`Ã]º`½ÌÌ Þ«ÀLiÃÌ >ÌÃ}wV>Ì°Ì V>ÃÛiÌÞÜ
or potentially with the lower priced option down the street.”
Ü`ÜiÛiÀViÌ ÃLiVÌ¶7i]wÀÃÌ>`vÀiÃÌ]w`ÕÌÜ >ÌÌÃ°
ƂÃ>viÜµÕiÃÌÃ]w`ÕÌvÌ½ÃÀi>Þ«ÀViÆ`Ì iÞÕÃÌii`>w>V}«Ì¶`
out what that true objection is.
Then rebuild the problem. Get the prospect to agree upon the length of time and the
number of sessions needed to achieve that goal.
Highlight your guarantee. That conditional guarantee takes the risk out of the equation. It
takes away the potential negative impact of making a bad decision. That’s what they might
be afraid of.
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So, here’s a quick sample dialogue you can play through:
/ i«ÀÃ«iVÌÃ>ÞÃ]º/ >Ì½ÃÌiÝ«iÃÛi°»
You say, “Tell me a little bit more about what makes you say that.”
º7i]Ì½ÃÕÃÌÀiÌ >iÝ«iVÌi`ÌÃ«i`°»
“Okay, let me just review this. Remember you said that you wanted to lose 20 pounds
ÃÞÕ >`Ì iVw`iViÌÌ>iÞÕÀÃ ÀÌvvÌ ÃÃÕiÀÞÕÀv>ÞÛ>V>Ì°
Ƃ`iÝ«>i`Ì >ÌÌ`Ì >ÌÌ½Ã}}ÌÌ>iÞÕÃÝÌ Ã°ÀLiÃÌÀiÃÕÌÃ]Üi
recommend coming in four days a week. When you do the math, the investment works out
to be (whatever you said it was) which is just like I said. Is that right?”
Ƃ`Ì iÞ½ÀiiÌ iÀ}}Ì>}ÀiiÀÌ iÞ½Ài}}ÌÃ>Þ]º9iÃ]LÕÌÌ½ÃÃÌÌiÝ«iÃÛi°»
Of course, if they say yes, they agree to it. You’re going to ask, “How would you like to pay
for that?” And close the sale.
If they say no, you can answer the objection again.
“Okay, well let’s just back up a little bit. When you walked through our door, I’m sure you
had a number in mind that you were willing to invest to begin achieving your goals. So,
what were you planning to invest?”
The prospect will say, “I was planning to invest X hundred per month.”
“Okay. Well, to be honest, X hundred is only going to get you around three months of
training at twice a week, and we’re not going to be able to reach your goals in that short
period. So, if you want to start at that and work your way up, that’s okay, but it’s truly going
ÌÌ>iÞÕÃÝÌ ÃÌÀi>V ÞÕÀ}>Ã°½` >ÌivÀÞÕÌÌ}iÌÌ iÃÌÛ>ÕiLÞ
missing out on the discounts we offer with our larger packages.”
9ÕV>«>ÞÌ ÀÕ} Ì iÀiÃÌvÌ >Ì`>}Õi]LÕÌÞÕV>Ãii ÜÌ iwÛiÃÌi««ÀViÃÃ
was put into place.
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Objection 2: “I want to think it over.”
If a prospect says, “I need to think it over,” what are they really saying to you?
Truthfully, you don’t know yet. There is some reason that they are not ready to make a
commitment. By simply saying I want to think it over doesn’t give you enough insight to
truly answer this.
9ÕÕÃÌ>ÃµÕiÃÌÃÌw}ÕÀiÕÌiÝ>VÌÞÜ >ÌÌÃÌ >ÌÌ iÞÜ>ÌÌÌ ÛiÀ°
Potentially they’re saying, “I don’t like you or trust you,” or, “You’ve done a poor job in
building my problems and making a case that you can solve them, so I’m going to be
polite and give you a non-committal instead of telling you no.”
How do we overcome this?
Well, it’s not anything to overcome. They’re stalling. They don’t want to tell you why
they’re not ready to commit.
So, you must probe and get them to cough up the true objection. Sometimes they’re
embarrassed to reveal what the real objection is. Sometimes they’re just trying to be polite
and not tell you to your face that they don’t trust you yet.
ÕÌ]ÞÕÕÃÌLÀ}Ì iÀi>µÕiÃÌÌÌ iÃÕÀv>Vi>`Ì ivÜÌ iwÛiÃÌi««ÀViÃÃ
to overcome it.

Objection 3: “I want to talk it over with my husband or wife.”
Objection number three: the non-committal, “I want to talk it over with my husband or wife.”
They’re saying they’re not the decision maker. Again, this is your fault because you did not
prequalify correctly.
vÞÕ``Ì i«ÀiµÕ>wV>ÌÃVÀ«ÌÌ iÀ} ÌÜ>Þ]Ì ÃÜÕ` >ÛiLii>``ÀiÃÃi`>Ài>`Þ
and weeded out with that good upfront prequalifying.
It’s hard to overcome this objection. Even if you do, there’s no guarantee this is going to
be a good sale. Chances are it’s going to be a weak sale.
/ iÀi>ÃÃÌ iÞV>Ì} iÌÌ iÀÃ«ÕÃiÀÃ}wV>ÌÌ iÀ>`ÃiÞÕÀ«À}À>°
Only you can do that.
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ÀiÝ>«i]ÞÕÀ«ÀÃ«iVÌ]]ÃVÌÌ>>`Ã>ÞÃ]º" ]Ã Õ`>ÃÞÜvi°»
If you overcome it and Jim signs up anyway, he is going to get home and have to sell
his wife on the program. It’s better that you have the opportunity to sell to somebody’s
Ã}wV>ÌÌ iÀ]À} Ì¶
So, if the prospect says, “I’ve got to talk this over with my spouse,” you can answer it the
Ã>iÜ>ÞÞÕÜÕ` >Ûi >`Ì ÃLiiLÀÕ} ÌÕ««ÀiµÕ>wV>Ì°
7Ì iÌ ÕÃ>Ã>`iÝVÌiiÌÃ>Þ]ºÀi>ÌtiÌ½ÃÃiÌÕ«>ÌiÜ iÞÕV>LÌ Vi
in and we’ll go through this together. In fact, it’s very important that we address this for
you both as a family. I’ve got two more open appointments for you this week. X or Y?
Which one is best for both of you?”
It’s important here that you’re enthusiastic because this is probably embarrassing for
somebody to admit. They told you on the phone they were the decision-maker because
they were embarrassed to admit it then.
Get both decision-makers to come in together.

Objection 4: Someone chooses a lower package
If somebody chooses a lower package, it’s not necessarily an objection.
They’re not saying no, but what they’re saying when they don’t follow your
recommendation is that you haven’t built the problem big enough or, “I don’t trust you
ÞiÌLiV>ÕÃiÞÕ >ÛiÌ`iÃÌÀ>Ìi`ÃÕvwViÌiÝ«iÀiVi>`iÝ«iÀÌÃiÌ>ii
commit to that big investment.”
How do you overcome this? You rebuild the problem bigger.
Reconnect with their emotions and their commitment to solve it. Reconnect them with the
length of time and the number of sessions per week required to do so.
Tie in that larger commitment as completing the job. The lower commitment is only going
to get it half-done. That’s how you reconnect them to the solution.
There’s some sample dialogue that you can go through and role-play. We encourage you
to do that.
>`}LiVÌÃÌ>iÃVw`iVi°ÌÌ>iÃ«À>VÌVi°
112

AUTO-CLOSER® | Workbook & Study Guide

LESSON 9 – OBJECTION HANDLING SCRIPT

How to Overcome the Four Common Objections
When Closing a Prospect on Your Services
When handling objections, you must commit to follow the same procedure every time. Do
not go off-track.
Your performance will improve over time, but if you stick to the process, you will always
remain in control of your consult and that is your #1 goal as a sales professional.

5-Step Process for Handling Objections
1.

Listen to the objection (never interrupt).

2.

Question the objection (to clarify it).

3.

Answer it.

4.
5.

wÀÌ i>ÃÜiÀÌÀiÛiÌ iLiVÌ°
Ask for the close again.

Let’s go through each of the common objections, and role-play handling each one.
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OBJECTION #1: PRICE
“That’s too expensive!”
What your prospect is really saying:
U

“You haven’t built my problem BIG enough for me to justify the value of the
investment you’re asking me to make in your solution.”

U

º>Þii` i«w>V}Ì i«>ÞiÌ°»

U

“I’m broke and have no money or available credit.”
U

U

NOTE: It’s your fault for not pre-qualifying them correctly upfront before
wasting your time and theirs with this consultation.

“I’m a tire-kicker and I’m not concerned with quality. Therefore, I’m just price
shopping.”

How to overcome this objection:
*ÀLiÌyÕÃ ÕÌvLiVÌÃÀi>Þ«ÀViÀÕÃÌw>V}°>V}>ÞLiÛiÀVi
with offering a payment plan.
U

Rebuild problem, agree upon length of time/number of sessions to reach goal to
justify value of package.

U

Rebuild problem and intensity of it, rebuild commitment to solve.

U

Use Guarantee Statement for “risk reversal.” Take away potential negative impact of
making a bad decision/investment in your program.

U

Prove your case—why you’re the best solution to their problem.

Sample Dialogue:
Prospect says:º/ >Ì½ÃÌiÝ«iÃÛit»
You (question the objection): Tell me a little more about what makes you say that.
Prospect: 7i]ÌÃiiÃÀiiÞÌ >iÝ«iVÌi`ÌÃ«i`°
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9Õ>ÃÜiÀ>`VwÀÌ iLiVÌ®\ Ok, well let’s review this. You said you wanted to
ÚÚÚÚÚÚÚÚÚÚÃiÀÌ}>À«ÀLi«ÀÃ«iVÌÜ>ÌÃÌÃÛi®>`iÝ«>i`Ì >ÌÌ½Ã}}
to take ______ months to do that and for best results we recommend coming in _____ or
_____ times per week. When you do the math, the investment works out to be _______.
Which is just as we stated? Is that correct?
Prospect: Yes. OR Yes, but it’s still too much money.
You (If yes, ask for the sale again): Ok, great. How would you like to pay for it?
Take the order and close the sale.
OR
Prospect: No, it’s just still too much money.
You (answer the objection again): No. Well, let’s back up a little bit. When you walked
through our door, I’m sure you had a number in mind that you were willing to invest to
begin achieving your goals. What were you planning to invest?
Prospect: I planned to invest __________.
9Õ>ÃÜiÀ>`VwÀÌ iLiVÌ>}>®\ Well, _______ is only going to get you
around _______________ (insert length of time and/or frequency of workouts). And we’re
not going to be able to reach your goals in that short a period. Now if you want to start at
__________, and work your way up that’s ok. But it’s going to take _______ months to reach
your goals. And I’d hate for you to not get the most value by missing out on the discounts
we offer with our larger packages.
You stated you’ve invested over ______ dollars and consistently failed every time over the
past several years to get and maintain your results _______ (or insert other goal here). Now,
we’re offering you a comprehensive program that’s proven to not only get results, but
we’re guaranteeing your success 100%.
Ì ÞÕ½`>}ÀiiÌ ÃÃ>«ÀiÌÌÞÀi>Ã>LiÛiÃÌiÌÌw>ÞÀi>V ÞÕÀ}>ÃVi
and-for-all and maintain them for life, wouldn’t you?
Prospect: }ÕiÃÃÃÜ iÞÕ«ÕÌÌÌ >ÌÜ>Þ°",9iÃ]LÕÌÌ½ÃÃÌÕÃÌÌiÝ«iÃÛi°
You (ask for the sale again): Great. Then which package would you prefer to go with?
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*ÀVii`ÌVÃiÌ iÃ>i]>`ÕÃiÌ iw>V}À«>ÞiÌ«>«Ì>}>viViÃÃ>ÀÞ
to complete closing the sale.
OR
You (ask for the sale again; down-sell option as a last resort): Ok, well then what I would
recommend is that we at least start with a one-month program and get you going. We can
always reevaluate later and see if things have changed. How does that sound to you?
(Alternate path: if you offer semi-private or group training, offer it as a down-sell here.)
Prospect: I guess that would be ok with me.
You (ask for the sale again): Great. Then let me show you our one-month trial packages.
(Proceed to down-sell single month slide).
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OBJECTION #2: NON-COMMITTAL
“I want to think it over”
What prospect is really saying:
U

9Õ`½ÌÜÞiÌ°9ÕÕÃÌVÌÕi«ÀL}Ìw`ÕÌiÝ>VÌÞÜ >ÌÌÃÌ iÞ
want to “think over” and get the real objection to come out. Then you can begin to
overcome it.

U

“I don’t like you or trust you. You’ve done a poor job in building my problems and
making a strong case that you can solve them. Therefore, I’m being polite and giving
you a false non-committal instead of telling you what I really think.”

How to overcome this objection:
U

It’s not really an objection. It’s a stall. You must probe and get them to “cough up” the
real objection. Often they may be embarrassed to reveal price/spouse objection and
ÃÌ>ÞÌ>i>ÌÌiwiÃÃiÌ`Ã°

U

Bring the real objection to the surface, then follow the appropriate track to overcome it.

Sample dialogue:
Prospect: “I want to think it over.”
NOTE: This is not a real objection, you must “dig out” the real one.
You (question the objection): Tell me a little more. What is it that you’d like to think over?
yÕÃ ÕÌÌ iÀi>LiVÌ®
Prospect: 7i]ÌÕÃÌÃiiÃ>ÌÌiLÌiÝ«iÃÛi°",½Ûi}ÌÌÌ>ÌÛiÀÜÌ Þ
spouse. OR ________________.
"ViÞÕ½ÛiyÕÃ i`ÕÌÌ i«ÀÃ«iVÌ½ÃÀi>LiVÌ]vÜÌ iÌÀ>VvÌ iLiVÌ
(price, spouse, etc) to resolve it.
vÞÕV>½ÌyÕÃ ÌÕÌ]Ì i}L>VÌÌ i«ÀLiLÕ`}« >Ãi>`vÀViÌÌiÌ iÀ
come out (by building up the emotional intensity again to “push it out”) OR close the sale.
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OBJECTION #3: NON-COMMITTAL
“I want to talk it over with my husband/wife”
What prospect is really saying:
U

“I’m not the decision-maker.”
°

NOTE: It’s your fault for presenting to non-decision-makers. This should have
been weeded out upfront with good pre-qualifying.

How to overcome this objection:
U

6iÀÞ >À`Ì`°Ƃ`iÛivÞÕ`]ÌÜLi>Üi>Ã>i>`ÞÕ½ÀÃÃ}Ì i
when they walk out the door because THEY CANNOT GO HOME AND SELL YOUR
PROGRAM TO THEIR SPOUSE. Only you have been trained to do that.

U

You cannot close a sale with someone who doesn’t hold the true power to make a
buying decision.

U

You must get in front of the decision-maker. Schedule a time for both spouses to come
vÀ>VÃÕÌ>ÌÌ}iÌ iÀ° ÞÕÀLiÃÌÌÃiÌÌ iiÝÌ>««ÌiÌLivÀiÌ iÞ
i>ÛiÞÕÀvwViÃÌ iÀiÃ>>}Àii`Õ«ºiÝÌ>VÌ»ÜÌ >Ìi>``>ÌivÀÌ
to occur. This is at least a commitment they have the power to make, and sets you up
for the consultation again once you’re able to get in front of the real decision-maker.

Sample dialogue:
Prospect: “I’ve really got to talk this over with my spouse.”
9Õ>ÃÜiÀ}Ì iLiVÌ®\Ài>ÌtÃ ÜiÝVÌiiÌt®iÌ½ÃÃiÌ>ÌiÜ iÞÕV>
both come in and we can go through this together. In fact, it’s very important that we
address for you both as a family. I’ve got two more open appointments this week.
or
, which one is one best for the both of you?
>iÌ i«ÀÃ«iVÌvii}`>LÕÌÌ iv>VÌÌ >ÌÌ iÞÕÃÌw>ÞÀiÛi>i`ÌÞÕÌ iÞ>Ài
not the real decision-maker (it was probably embarrassing for them to admit this). Then set
Ì iiÝÌ>««ÌiÌÌ}iÌvÀÌvÌ iÀi>`iVÃ>iÀÃÞÕV>«ÀiÃiÌÞÕÀ
program to them with both parties present (the client and the spouse/decision maker).
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OBJECTION # 4:
CHOOSING A LOWER PACKAGE
What prospect is really saying:
U

“You haven’t built my problems BIG enough to justify the value of the bigger package.
And/or I don’t trust you enough yet/I’m afraid to make that big a commitment upfront.”
°

U

Follow the same track to overcome as price objection.

“I’m just messing around. I’m not really serious or committed yet so I think I’ll just ‘try
this thing’ out and see how it goes.”

How to overcome this objection:
U

Rebuild problem very BIG. Reconnect with their commitment to solve it and length of
time/number of sessions required to do so. Tie-in larger commitment as completing
the job, with lower commitment only getting it half-done.

U

/iÛ>Õiv>À}iÀ«>V>}iÜÌ w>V>Ã>Û}Ã°"vviÀ«>ÞiÌ«ÌÃÌw>Vi°

Sample dialogue:
Prospect: “I think I’d like to go with just the three-month program.”
You (question the objection): Ok, why would you want to go with just three months?
Prospect: Well, it’s more in my budget. OR I just think that’s where I should begin and see
how I do. OR __________________.
Now, you’re back to price objection/value gap OR the real objection (whatever that is).
Because 99% of the time, that’s what everything always comes back to! Follow that track
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Remember, if your prospect walks away, you lose the sale, BUT the prospect loses the
opportunity to get healthy and make a change in their life.
That’s why it’s your professional obligation to follow this process and not take NO for an answer.
ALSO, we don’t recommend the down-sell option. That is really weak and should only be
used as an absolute last resort after you’ve worked this sale as hard as you can. You know
one month isn’t going to help these people very much anyway.
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