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HHAANNDDLLIINNGG  OOBBJJEECCTTIIOONNSS  

Understand that the best way to overcome objections is to prevent them from happening.  Most 

objections repeat themselves with slight if any variation.  The longer you spend in consultation, the 

less you’ll encounter objections but when you do, here’s a template to assist you to overcome them. 

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

The management of objection is a major part of your job and skill here can really differentiate you 

from your rivals.  Many of your rivals probably contributed to the reasons your customers feel the 

need to object.  Don’t take belligerence or bad attitude personally.  Just be glad you aren’t like it.   

 

 

   

  

EMPATHY 

RECOMMIT YES ? NO ? 

SOLUTION DIVERSION 

EMPATHY is not sympathy.  Empathy is 

being able to understand a customer’s 

viewpoint without being judgmental; 

regardless of whether you think they are 

right or wrong.  It requires respect and 

active listening.  If you can’t respect the 

person, respect the opportunity. 

TIP:  If the customer is rude or you sense they 

are lying, it’s tough to respect them.  Divert the 

respect your show to the chance they are 

giving you rather than at their personal merit or 

lack of it.  Despite their behaviour, they could 

be the sale that gets you over the line.  That 

alone deserves appreciation.  

RECOMMIT the customer to their own objection by paraphrasing what 

was said back to them like so; “Geoff, let me be sure I’m understanding 

your concern; what you’re saying is that ……. and what you need from 

me is ………. Is that right?” 

This will prompt either a ‘yes’ or a ‘no’.  Either way – you’re now 

controlling what happens next.  You have earned the right to provide 

a solution or create a diversion.  Without Empathy and Recommit, 

you’ll be perceived as evasive or scared or both. 

SOLUTION.  This becomes clearer now thanks to the 

recommitment.  Customers often relax at this point 

because they feel they’ve been understood.  “Now 

we’re getting somewhere” becomes the prevailing 

thought.   

DIVERSION is now possible and tolerated because the 

real objection is apparent.   

HINT:  Remember the law of investigation – “when you 

eliminate everything that can’t be the answer, whatever 

remains – however unlikely, has to be the answer”. 

BE THE BENCHMARK BY REMAINING ABOVE BAD BEHAVIOUR AND 

KEEPING YOUR COOL.  REMEMBER YOUR LINES AND WIN 


