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Summary

Objection handling refers to the sales technique of addressing and overcoming
concerns or hesitations raised by prospects during the sales process.

It involves active listening, empathizing with the prospect's concerns, providing
relevant information or solutions, and effectively communicating the value
proposition to alleviate doubts and move the conversation forward towards a

successful close.
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Comprehensive Sales Training Plan
Module 3 - Objection Handling.

Objective:

Train sales professionals to effectively handle objections and turn them into opportunities to close the sale.

Understanding
Objections

¥

Pre-empting

Objections

@

+ Types of objections
(price, value, need,
urgency)

«  Why customers object

Anticipating common
objections

Addressing objections
early in the conversation

Techniques for

Handling Objections

@

Turning Objections

into Opportunities

@

The Acknowledge,
Clarify, Respond (ACR)
method.

DUVH Method
Reframing objections
Using testimonials and
case studies

~

)

+ Identifying underlying
concerns

+ Offering alternative
solutions

Role-Playing

Objection Handling

@

Practicing with common
objections

Receiving feedback and
improving responses
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Acknowledge, Clarify & Respond ( ACR ) Method

Techniques for Handling Objections
The Acknowledge, Clarify, Respond (ACR) Method

1.Acknowledge
1. Objective: Show the customer that you understand and respect their concerns.
2. Key Points:
1. Empathy: Demonstrate empathy by acknowledging the customer’s feelings and concerns.
2. Validation: Validate the objection to make the customer feel heard and respected.
3. Actions:
1. Use phrases like, "I understand why you might feel that way," or "l see how that could be a concern."
2. Avoid dismissing or arguing against the objection initially; instead, show appreciation for their perspective.
2.Clarify
1. Objective: Ensure a clear understanding of the objection’s specifics.
2. Key Points:
1. Questioning: Ask open-ended questions to gather more details about the objection.
2. Restatement: Paraphrase the objection to confirm your understanding.

3. Actions:
1. Ask questions such as, "Can you tell me more about why you feel this way?" or "What specific aspects are you concerned
about?"

2. Restate the objection, e.g., "So, if | understand correctly, your main concern is the cost?"
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Acknowledge, Clarify & Respond ( ACR ) Method

Techniques for Handling Objections

The Acknowledge, Clarify, Respond (ACR) Method , continued...

3. Respond

1. Objective: Address the objection with a tailored and effective response.
2. Key Points:
1. Information: Provide relevant information or evidence that addresses the objection.
2. Solutions: Offer solutions or alternatives that alleviate the customer’s concerns.
3. Actions:
1. Present data, testimonials, or case studies that counter the objection.
2. Suggest alternative solutions or adjustments to the offer that might resolve the concern.
3. Confirm the resolution by asking, "Does this address your concern?" or "How do you feel about this
solution?"
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Determine, Understand, Verify & Handle.
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Determine , Understand, Verify & Handle.

Sellers
Listens actively, empathizes with the buyer's
concerns, and provides tailored solutions to

overcome objections and facilitate a successful
sale.

Buyers

Raises objections to ensure their concerns are

addressed and to make an informed
purchasing decision. strategy.
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Determine , Understand, Verify & Handle.

D e U

Prompt the customer to express Delve deeper to comprehend the
concerns or questions.. root of the objection.
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BN H

Offer tailored solutions to address
the objection effectively.

Confirm the accuracy of your
understanding with the customer.




Techniques for handling objections

Determine , Understand, Verify & Handle.

ple 1

-

Salesperson: "Thank you for
considering our product/service.
Before we proceed, may | ask if you
have any concerns or questions that
you'd like to discuss?”

Determine:

Customer: "Well, I'm not sure if this
product meets our budget
requirements.”

Salesperson: "l understand. Budget is
an important consideration. Can you
please let us know if there is any other
concern or constraint ?"

Understand

Salesperson: "Could you elaborate on
what specific budget concerns you
have? This will help me tailor my
response to better meet your needs.”

Customer: "We're looking to minimize
upfront costs while still getting
quality.”

Salesperson: "Thank you for sharing
that. It sounds like you're seeking a
cost-effective solution without
compromising on quality. Is that
correct?”

\

Verify

Salesperson: "To ensure I'm
understanding correctly, you're
looking for a solution that offers both
affordability and quality. Is there
anything else | should be aware of
before we move forward?”

Customer: "No, that sums it up.”

Salesperson: "Great. | appreciate your
clarity on this. Let me confirm what I've
understood. You're seeking a solution
that fits within your budget constraints
without sacrificing quality. Is that
accurate?”

Customer: "Yes, that's right."

N ]
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Handle

Salesperson: "Thank you for

confirming. Here's how our product
addresses your concerns: [Highlight
key features that align with the
customer's needs and budget].
Additionally, we offer flexible payment
options and a satisfaction guarantee to
ensure you're completely satisfied with
your investment. Would you like to
explore this further or discuss any
other questions you may have?”

Customer: "That sounds promising. I'd
like to learn more about your payment
options.”

Salesperson: "Of course! Let me
provide you with detailed information
on our payment plans, and feel free to
ask any additional questions you may
have."

N /

&ustomer: "Yes, exactly." /
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Techniques for handling objections

Determine , Understand, Verify & Handle.

mple 2

/ Determine:

Salesperson: "Thank you for
considering our product/service.
Before we proceed, do you have any
specific concerns or questions you'd
like to discuss?”

Customer: "Well, I'm interested, but I'm
not sure if your product can integrate
with our current software system, and
I'm also concerned about the level of
customer support provided.”

Salesperson: "l appreciate you sharing
those concerns. Let's address them
one by one. Firstly, can you tell me
more about your current software
system and what integration
capabilities you're looking for?"

—

Understand

Salesperson: "In terms of customer
support, what level of assistance are
you expecting, and what experiences
have you had with support in the past
that have influenced your concerns?”

Customer: "We need seamless
integration with our CRM system, and

/ Verify
Salesperson: "Before we proceed, |
want to ensure I've captured
everything correctly. Are there any
other concerns or requirements |
should be aware of?”

Customer: "No, those are the main
ones.”

Salesperson: "Got it. Thank you for

for customer support, we've had issues
in the past with slow response times
and lack of expertise.”

Salesperson: "Thank you for providing
that context. It's important for us to
understand your specific integration
needs and support expectations. Let
me summarize: You're looking for
seamless integration with your CRM
system and prompt, knowledgeable

confirming."

N

\customer support. Is that accurate?”/
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Salesperson: "Regarding integration
with your CRM system, our product
offers robust compatibility with various
systems, including [mention specific
integrations]. Additionally, our
customer support team is available
24/7 and undergoes extensive training
to provide expert assistance promptly.
Would you like more details on how
we can address these concerns, or do
you have any other questions?”

Handle

Customer: "That sounds reassuring.
Could you provide more information
on the integration process?”

Salesperson: "Certainly! Let me walk
you through our integration process
and address any further questions you

may have."




Reframing objections
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Reframing objections
/ Providing Social Proof \ / Demonstrating Tangible \

/ Turning Negatives into \
Positives

Objective: Shift the perspective of
the objection to highlight a positive
aspect.

Key Points:
Reinterpretation: Change the
way the objection is viewed,
turning it into a benefit.

Focus on Strengths: Emphasize
the strengths of the product or
service that counter the objection.

Actions:

1. For a price objection, reframe
by highlighting the long-term
savings or value: "l understand
that the initial cost seems
high, but let's look at the
savings you'll achieve over
time."

2. For a need objection, reframe
by connecting to a broader
benefit: "You might not need
this feature now, but it

ensures you're future-proofed
as your needs grow.”

Connecting to Core Benefits

Objective: Tie the objection to
the core benefits that the
customer values most.

Key Points:
Alignment: Show how addressing
the objection aligns with the
customer's primary goals and
values.

Actions:

1. Reframe a value objection by
linking it to key benefits:
"While the upfront cost is
higher, the increased
efficiency and productivity can
lead to significant gains."

2. Use the customer's own
priorities to reframe
objections in a way that

highlights alignment with their
\ goals. /

Objective: Leverage social proof
to build trust and credibility.

Key Points:

Credibility: Use real-life examples

and endorsements to

demonstrate product
effectiveness.

Relevance: Select testimonials

and case studies that are relevant

to the customer’s industry or
situation.
Actions:

1. Share testimonials from
similar customers who had the
same objections but found
success: "Here's what one of
our clients in a similar
situation had to say..."

2. Present case studies that
detail how specific objections
were overcome and the
benefits realized: "This case
study shows how we helped a

client with similar concerns
achieve their goals."

www.upskilpro.com

charts, graphs, or videos to
\ illustrate the success stories/

Outcomes

Objective: Show tangible
outcomes that directly address
the objection.

Key Points:

Evidence: Use detailed,

quantifiable results to

demonstrate the product'’s
effectiveness.

Relatability: Ensure the outcomes

are relatable to the customer's

business context.
Actions:

1. Highlight specific metrics or
improvements from case
studies: "This client saw a
20% increase in efficiency
within the first six months."

2. Use visual aids such as
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Summation

A C

Handling objections involves using the Acknowledge, Clarify, Respond (ACR) method to show empathy and address concerns,
reframing objections to highlight positive aspects and align with customer values, and leveraging testimonials and case studies to
build trust and demonstrate proven results.

These techniques help transform objections into opportunities for deeper engagement and successful sales outcomes.
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Listing testimonials
&
case studies



Techniques for handling objections

Listing testimonials & Case studies

Objective: Effectively leverage testimonials and case studies to build credibility, address objections, and demonstrate the value of your

product or service.

Stage # 1

Selecting Relevant Testimonials
and Case Studies

Identify Common Objections

Objective: Understand the typical
objections raised by customers to
select the most relevant
testimonials and case studies.

Key Points:
+ Common objections may
include concerns about price,
value, need, and urgency.

Actions:

* Gather feedback from the
sales team on the most
frequently encountered
objections.

* Analyze customer interactions
to identify recurring themes in

-~

Gathering Testimonials

Objective: Collect testimonials
that directly address common
objections and demonstrate
customer satisfaction.

Key Points:
* Testimonials should be from

credible and relatable sources.

* Ensure the testimonials
highlight specific benefits and
successful outcomes.

Actions:

* Request testimonials from
satisfied customers who have
overcome similar objections.

* Ensure testimonials are
detailed and specific about
how the product or service
addressed their concerns

hY#

~

Objective: Choose case studies
that effectively illustrate how your
product or service has resolved
similar objections.

electing Case Studies

Key Points:

* Case studies should be
comprehensive, showing the
initial challenge, the solution
provided, and the results
achieved.

* They should be relevant to the
industry and context of the
potential customer.

Actions:

* Compile case studies that
cover a range of objections
and customer types.

* Ensure each case study
includes quantitative and

kilPRO
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\ objections. / \ J \ qualitative results. /
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Techniques for handling objections

Integrating testimonials & case studies into conversations

Stage # 2

/ Preparing Materials \

Objective: Develop accessible
and compelling materials that
incorporate testimonials and case
studies.

Key Points:

* Materials should be well-
organized and visually
appealing.

* Include key quotes, statistics,

and visuals to enhance impact.

Actions:

* Create brochures, slides, and
digital documents that feature
testimonials and case studies.

* Highlight key points and
benefits to make it easy for
sales professionals to
reference.

/

/Introducing Testimonials in \

Conversations

Objective: Seamlessly introduce
testimonials during sales

conversations to build credibility.

Key Points:

* Use testimonials to validate
claims and address specific
objections.

* Ensure the testimonials are
relevant to the customer’s
context and concerns.

Actions:

* Integrate testimonials into
your pitch, using them to
support key points.

* Say, "One of our customers
had a similar concern, and
here's what they
experienced...”

-~

/

~

Presenting Case Studies

Objective: Use case studies to
provide a detailed example of
how similar objections were
resolved.

Key Points:

* Present case studies in a story
format to make them
engaging and relatable.

* Highlight the problem,
solution, and results clearly.

Actions:

» Share case studies during
presentations or as follow-up
materials.

* Use phrases like, “Let me share
a case study that highlights
how we addressed a similar
issue...”
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Reinforcing credibility & trust

Stage # 3

ﬁighlighting Key Results \

Objective: Emphasize the
successful outcomes from
testimonials and case studies to
reinforce credibility.

Key Points:

+ Focus on quantitative results
like ROI, cost savings, and
performance improvements.

* Include qualitative results such
as customer satisfaction and
testimonials about positive
experiences.

Actions:

* Highlight key statistics and
quotes that demonstrate
significant improvements.

* Use visuals like charts and
graphs to illustrate the impact.

J \ or service is in use.

Acouraging Customer \
Interaction

Objective: Foster trust by
encouraging potential customers
to interact with existing satisfied
customers.

Key Points:

*  Providing references or
facilitating conversations with
current customers can be very
persuasive.

Actions:

« Offer to connect potential
customers with existing
customers for direct
testimonials.

* Arrange for potential
customers to visit a site or
operation where your product

ﬁollowing Up with Additional\
Evidence

Objective: Provide ongoing
reassurance by following up with
more testimonials and case
studies.

Key Points:

+ Continuously addressing any
lingering doubts helps in
maintaining momentum in the
sales process.

Actions:

+ Send follow-up emails with
additional relevant
testimonials and case studies.

* Include recent success stories
and updates that are pertinent
to the customer’s concerns.

/

o /
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Training & Continuous improvement

Stage # 4

-~

o

Training Sales Teams

Objective: Ensure that sales
teams are well-versed in using
testimonials and case studies
effectively.

Key Points:

* Training should cover how to
introduce, present, and
discuss testimonials and case
studies.

Actions:

+ Conduct training sessions and
role-playing exercises.

* Provide sales teams with scripts
and guidelines for integrating
these materials into
conversations.

~

/

/ Gathering Feedback \

Objective: Continuously improve
the use of testimonials and case
studies by gathering feedback
from sales interactions.

Key Points:

* Feedback helps in
understanding what works
and what can be improved.

Actions:

e Collect feedback from sales
teams on the effectiveness of
the materials.

e Use this feedback to refine
and update testimonials and
case studies.

/ Updating Materials \

Objective: Keep testimonials and
case studies current and relevant.

Key Points:

* Regularly updating materials
ensures they remain effective
and credible.

Actions:

* Periodically review and refresh
testimonials and case studies.

* Add new success stories and
remove outdated or less
relevant ones.

/

o /
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Summation.

By following these 4 stages, sales professionals can effectively use testimonials and case
studies to address objections, build credibility, and demonstrate the value of their
products or services, leading to more successful sales outcomes.
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