UNITED STATES MARINE CORPS
Recruiters School

Marine Corps Recruit Depot

San Diego, California 92140

BRC.30
LESSON PLAN
USE PROFESSIONAL SELLING SKILLS
INTRODUCTION








    (5 min)
1.  Gain Attention: Imagine yourself going on a sales call without sales training? How do you begin the sales call? Does your customer use a similar product? What is it about the product your customer likes or dislikes? How can my product help my customer satisfy his/her needs? In order to become a successful recruiter you will need the skills and knowledge to answer these questions. Professional Selling Skills Core will provide you with the skills. Refer to pg. 7 in you Leaders Guide.

2.  Overview: The purpose of this course is to provide the student with the basic skills, knowledge, and techniques associated with the use of professional selling skills when conducting a sales presentation.

3. Learning Objectives: INSTRUCTOR NOTE: HAVE THE STUDENTS READ THE LEARNING OBJECTIVES IN THEIR STUDENT HANDOUT.
LEARNING OBJECTIVES:
A. TERMINAL LEARNING OBJECTIVE: Given a prospect/applicant, and with the aid of 

References, use Professional Selling Skills in accordance with Achieve Global Professional

Selling Skills course.  (8411.2.4)
B. ENABLING LEARNING OBJECTIVES:
(1) Without the aid of references, identify in writing the goal of the need satisfaction selling process in accordance with Achieve Global Professional Selling Skills course, page 12, Program Book.  (8411.2.4a)


>  The goal of the need satisfaction selling process is to make informed, mutually 

 beneficial decisions. 

(2) Without the aid of references, identify in writing the definition of a need in accordance with Achieve Global Professional Selling Skills course, page 5, Program Book. (8411.2.4b)


>  A need is a customer's desire to improve or accomplish something.
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(3) Without the aid of references, identify in writing when a customer has a need in accordance with Achieve Global Professional Selling Skills course, page 6, Program Book. (8411.2.4c)


>  You can be reasonably sure a customer has a need when he or she uses the language of needs.


(4) Without the aid of references, identify in writing what is the language of needs in accordance with Achieve Global Professional Selling Skills course, page 6, Program Book.  (8411.2.4d)


>  The language of needs are words and phrases that express desire.


(5) Without the aid of references, identify in writing the importance of listening for the language of needs in accordance with Achieve Global Professional Selling 
Skills course, page 6, Program Book.  (8411.2.4e)


>  If you don't, you might make unwarranted assumptions about what a customer is looking for and waste time talking about things that he or she isn't interested in. 


(6) Without the aid of references, identify in writing the four skills in the need satisfaction selling process in accordance with Achieve Global Professional Selling 
Skills course, page 8, Program Book.  (8411.2.4f)


>  The four skills in the need satisfaction selling process are opening, probing, supporting, and closing.

(7) Without the aid of references, identify in writing the goal of an opening in accordance with Achieve Global Professional Selling Skills course, page 13, Program Book.  (8411.2.4g)


>  The goal of opening a call is to reach agreement with the customer on what will be covered or accomplished during the call.

(8) Without the aid of references, identify in writing when to use an opening in accordance with Achieve Global Professional Selling Skills course, page 14, Program Book.  (8411.2.4h)


>  You open a call when you and the customer are ready to conduct business.


(9) Without the aid of references, identify in writing the three components of an opening in accordance with Achieve Global Professional Selling Skills course, page 14, Program Book.  (8411.2.4i)

· To open a call you propose an agenda, state the value (of the agenda) to the customer, and check for acceptance.
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(10) Without the aid of references, identify in writing why to propose an agenda in an opening in accordance with Achieve Global Professional Selling Skills course, page 15, Program Book.  (8411.2.4j)


>  This sets a clear direction for your conversation and lets you establish a focus on 

 the customer.


(11) Without the aid of references, identify in writing why to state the value to the customer in an opening in accordance with Achieve Global Professional Selling 
Skills course, page 15, Program Book.  (8411.2.4k)


>  This lets the customer know how the meeting will be useful to him or her and further establishes a focus on the customer.

(12) Without the aid of references, identify in writing why to check for acceptance in an opening in accordance with Achieve Global Professional Selling Skills course, page 16, Program Book.  (8411.2.4l)


>  You'll want to make sure the customer accepts the agenda you've proposed and 

 doesn’t have anything to add.  It also gives you the information you need to use 
your own and the customer's time productively and ensures that you and the customer move forward together.

(13) Without the aid of references, identify in writing why to position an opening in accordance with Achieve Global Professional Selling Skills course, page 19, Program Book.  (8411.2.4m)


>  Positioning your opening statement helps you make a smooth transition from small talk to business.

(14) Without the aid of references, identify in writing the two questions salespeople should ask themselves when preparing to open a sales call in accordance with Achieve Global Professional Selling Skills course, page 20, Program Book. (8411.2.4n)


>  What might the customer want to accomplish by meeting with me?

>  What do I want to accomplish by meeting with this customer?  

(15) Without the aid of references, identify in writing the goal of probing in accordance with Achieve Global Professional Selling Skills course, page 23, Program Book.  (8411.2.4o)


>  Your goal in probing is to build a clear, complete, mutual understanding of a 

 customer’s needs.
BRC.30

 (16) Without the aid of references, identify in writing what is meant by a clear understanding of a customers need in accordance with Achieve Global Professional Selling Skills course, page 23, Program Book.  (8411.2.4p)


>  A clear understanding means that, for each customer need you discuss, you know: 

 specifically what the customer wants and why it's important. 

(17) Without the aid of references, identify in writing what is meant by a complete understanding of a customers need in accordance with Achieve Global Professional 
Selling Skills course, page 23, Program Book.  (8411.2.4q)

>  A complete understanding means that, for the particular buying decision the 

 customer is making, you know: all of the customer's needs and the priority of

 those needs.

(18) Without the aid of references, identify in writing what is meant by a mutual understanding of a customers need in accordance with Achieve Global Professional 
Selling Skills course, page 23, Program Book.  (8411.2.4r)


>  A mutual understanding means that you and the customer share the same 

 understanding.


(19) Without the aid of references, identify in writing the importance of a clear, complete, mutual understanding of a customers need in accordance with Achieve Global Professional Selling Skills course, page 23, Program Book. (8411.2.4s)


>  Having a clear, complete, mutual understanding of your customer's needs will 

 ensure that the recommendations you make to address those needs contribute to 

 the customer's success in the most effective way possible.


(20) Without the aid of references, identify in writing when to probe in accordance with Achieve Global Professional Selling Skills course, page 25, Program Book. (8411.2.4t) 


>  You probe when you want to elicit information from a customer.

(21) Without the aid of references, identify in writing how to probe in accordance with Achieve Global Professional Selling Skills course, page 25, Program Book. (8411.2.4u)
· You use open and closed probes to explore the customer's circumstances and 


needs.
(22) Without the aid of references, identify in writing what are considered as customer
circumstances in accordance with Achieve Global Professional Selling Skills course, page 26, Program Book. (8411.2.4v) 
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>  A customer's circumstances include facts, conditions, and events in his or her 

 environment, as well as the feelings and opinions the customer has about them.

(23) Without the aid of references, identify in writing the importance for exploring customer circumstances in 
accordance with Achieve Global Professional Selling 
Skills course, page 26, Program Book.  (8411.2.4w)

>  Often, knowing about the customer's circumstances helps you understand why a 

 customer has a need.

(24) Without the aid of references, identify in writing why the customers need behind the need is important in accordance with Achieve Global Professional Selling 
Skills course, page 29, Program Book.  (8411.2.4x) 

>  The need behind the need is usually a larger goal the customer wants to 

 accomplish.

(25) Without the aid of references, identify in writing the importance of probing the need behind the need in accordance with Achieve Global Professional Selling 
Skills course, page 29, Program Book.  (8411.2.4y)


>  Probing the need behind the need helps you understand why a need is important.


(26) Without the aid of references, identify in writing the importance of using open probes in accordance with Achieve Global Professional Selling Skills course, page 31, Program Book. (8411.2.4z) 

>  Open probes encourage customers to respond freely.


(27) Without the aid of references, identify in writing the three reasons for using closed probes in accordance with Achieve Global Professional Selling Skills course, page 31, Program Book.  (8411.2.4aa) 

>  Use a closed probe when you want to limit a customer's response to a "yes" or 

     "no", a choice of alternatives that you supply, or a single, often quantifiable, fact.


(28) Without the aid of references, identify in writing the dangers of relying on the use of open probes in accordance with Achieve Global Professional Selling Skills course, page 32, Program Book.  (8411.2.4bb) 

>  If you rely exclusively on open probes, your discussion may lack focus and may not 
 be an efficient use of time.  


(29) Without the aid of references, identify in writing the dangers of relying on the use of closed probes in accordance with Achieve Global Professional Selling Skills course, page 32, Program Book.  (8411.2.4cc)
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>  If you rely too heavily on closed probes, the customer may feel as if he or she is 

 being interrogated and become unwilling to share information.


(30) Without the aid of references, identify in writing when to use open probes in accordance with Achieve Global Professional Selling Skills course, page 34-35, Program Book.  (8411.2.4dd) 

>  You use open probes when you want to gather information about a customer's 

 circumstances


>  to uncover needs


>  to encourage a customer to elaborate on something he or she said.


(31) Without the aid of references, identify in writing the three ways to use closed probes in accordance with Achieve Global Professional Selling Skills course, page 36-37, Program Book.  (8411.2.4ee)


>  To obtain specific information about a customer's circumstances or needs.


>  To confirm your understanding of what a customer has said.


>  To confirm that a customer has a need.


(32) Without the aid of references, identify in writing how to confirm an understanding of what a customer has said in accordance with Achieve Global Professional Selling Skills course, page 36, Program Book.  (8411.2.4ff) 

>  You confirm your understanding by summarizing what you've heard and using a 

 closed probe to elicit a "yes" or "no" response from the customer.


(33) Without the aid of references, identify in writing the importance of confirming a customers need in accordance with Achieve Global Professional Selling Skills 
course, page 37, Program Book.  (8411.2.4gg)


>  It's important because you want to use the time you spend with customer's 

 addressing needs - things that are important to the customer and that they have a 

 desire to do something about.


(34) Without the aid of references, identify in writing how to confirm a customers need in accordance with Achieve Global Professional Selling Skills course, page 37, Program Book.  (8411.2.4hh)


>  To confirm that a customer has a need, use a closed probe that contains the 

 language of needs and elicits a "yes" or "no" response.

(35) Without the aid of references, identify in writing the goal of supporting in accordance with Achieve Global Professional Selling Skills course, page 47, Program Book.  (8411.2.4ii) 
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>  Your goal in supporting is to help a customer understand the specific ways in 

 which your product or organization can satisfy a need that he or she has expressed.

(36) Without the aid of references, identify in writing the definition of a feature in accordance with Achieve Global Professional Selling Skills course, page 48, Program Book.  (8411.2.4jj) 

>  A feature is a characteristic of a product or organization.

(37) Without the aid of references, identify in writing the definition of a benefit in accordance with Achieve Global Professional Selling Skills course, page 48, Program Book.  (8411.2.4kk) 

>  A benefit is what a feature means to a customer.


(38) Without the aid of references, identify in writing when to support in accordance with Achieve Global Professional Selling Skills course, page 52, Program Book. (8411.2.ll)


>  You support when:


>  the customer has expressed a need.

>  you both clearly understand the need.


>  you know how your product/organization can address the need.


(39) Without the aid of references, identify in writing the three components of supporting in accordance with Achieve Global Professional Selling Skills course, page 54, Program Book.  (8411.2.4mm)


>  Acknowledge the need.


>  Describe relevant features and benefits.


>  Check for acceptance.


(40) Without the aid of references, identify in writing the importance for acknowledging a customers need in accordance with Achieve Global Professional Selling Skills course, page 54, Program Book.  (8411.2.4nn) 

>  It shows the customer that you understand and respect his or her needs.  It also 

 prepares the customer to hear what your product and organization have to offer and encourages him or her to share additional needs.

(41) Without the aid of references, identify in writing the importance for describing relevant features and benefits in accordance with Achieve Global Professional 
Selling Skills course, page 59, Program Book.  (8411.2.4oo)

BRC.30

>  When you support, you want to describe only those features and benefits that 

 address the particular need you're supporting.   


(42) Without the aid of references, identify in writing why to check for acceptance when supporting in accordance with Achieve Global Professional Selling Skills 
course, page 62, Program Book.  (8411.2.4pp) 

>  You don't want to move ahead until you know that your explanation was 

 understood and the benefits you described have been accepted.

(43) Without the aid of references, identify in writing the two ways for checking for acceptance when supporting in accordance with Achieve Global Professional Selling 
Skills course, page 62, Program Book.  (8411.2.4qq) 

>  You can check for acceptance verbally.

or

>  You can check for acceptance by making eye contact with the customer and 

 assessing his or her reaction to the information you've provided, and respond 
 accordingly. 


(44) Without the aid of references, identify in writing the three questions salespeople should ask themselves before supporting in accordance with Achieve Global Professional Selling Skills course, page 65, Program Book.  (8411.2.4rr) 

>  Has the customer actually expressed a need?

and

>  Do both the customer and I clearly understand the "what" and "why" of the need?

and


>  Do I know how my product and organization can satisfy the need?

(45) Without the aid of references, identify in writing the goal of closing in accordance with Achieve Global Professional Selling Skills course, page 69, Program Book.  (8411.2.4ss)


>  Your goal in closing is to reach agreement with the customer on the appropriate 

 next steps, if any, for moving a mutually beneficial decision forward.


(46) Without the aid of references, identify in writing when to close in accordance with Achieve Global Professional Selling Skills course, page 70, Program Book. (8411.2.4tt) 

>  You close when the customer signals a readiness to move ahead.


or


>  The customer has accepted the benefits you've described.
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(47) Without the aid of references, identify in writing the three components of a close in accordance with Achieve Global Professional Selling Skills course, page 72, Program Book.  (8411.2.4uu) 

>  Review previously accepted benefits.

>  Propose next steps for you and the customer.

>  Check for acceptance.

(48) Without the aid of references, identify in writing the importance of reviewing previously accepted benefits during a close in accordance with Achieve Global 
Professional Selling Skills course, page 72, Program Book.  (8411.2.4vv) 

>  Reviewing previously accepted benefits reminds the customer of the good things 

 that he or she can look forward to if a purchase is made and lets you convey your 

 confidence in the wisdom of moving ahead.


(49) Without the aid of references, identify in writing the importance of proposing,  "next step(s)" in a close in accordance with Achieve Global Professional Selling 
Skills course, page 74, Program Book.  (8411.2.4ww) 

>  Specifying what you'd like the customer to do next ensures that he or she is clear 

 about the commitment you're asking him or her to make.  Saying what you'll do 

 next demonstrates your commitment to working with the customer.

(50) Without the aid of references, identify in writing the importance of checking for acceptance in a close in accordance with Achieve Global Professional Selling Skills course, page 77, Program Book.  (8411.2.4xx) 

>  After proposing next steps, you check for acceptance to make sure the customer 

 accepts the plan you've outlined. 

(51) Without the aid of references, identify in writing what to do when a customer stalls in response to a close in accordance with Achieve Global Professional Selling Skills course, page 79, Program Book.  (8411.2.4yy) 

>  When a customer stalls in response to your close, probe to find out why.  If the 

 customer is willing to move forward but at a slower pace, try to get the best commitment the customer is willing and able to make that day. 

(52) Without the aid of references, identify in writing what to do when a customer gives a final,  "no" to a close in accordance with Achieve Global Professional Selling 
Skills course, page 80, Program Book.   (8411.2.4zz) 

>  Thank the customer for taking the time to meet with you.


>  If appropriate, ask for feedback.
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>  If you think there's a potential for future business and you want to maintain a 

 presence with the customer, ask permission to stay in touch.   


(53) Without the aid of references, identify in writing the reasons customers are indifferent in accordance with Achieve Global Professional Selling Skills course, page 85, Program Book.  (8411.2.4aaa) 

>  Customers are indifferent because they're using (and satisfied with) a competitor's 

 product or an internally supplied service.


>  They don't realize that it's possible to improve their circumstances.


>  They don't see the importance of making an improvement in their current 

 circumstances.


(54) Without the aid of references, identify in writing when indifference is encountered in accordance with Achieve Global Professional Selling Skills course, page 86, Program Book.  (8411.2.4bbb) 
 
>  You've encountered indifference when a customer expresses satisfaction with his or 
 her circumstances.

(55) Without the aid of references, identify in writing the three components of resolving a customers indifference in accordance with Achieve Global Professional Selling Skills course, page 87, Program Book. (8411.2.4ccc) 

>  Acknowledge the customer's point of view.


>  Request permission to probe.


>  Probe to create customer awareness of needs.

(56) Without the aid of references, identify in writing what is accomplished by acknowledging the customers indifferent point of view in accordance with Achieve Global Professional Selling Skills course, page 87, Program Book. (8411.2.4ddd) 

>  Customers who are satisfied with things as they are may fear that you'll try to sell 

 them something they don't need.  You can reassure a customer that this is not your 
intent by conveying that you understand and respect his or her point of view.


(57) Without the aid of references, identify in writing how to request permission to probe an indifferent customer in accordance with Achieve Global Professional 
Selling Skills course, page 88, Program Book. (8411.2.44eee) 

>  You request permission to probe by making an opening statement with a limited 

 agenda.

(58) Without the aid of references, identify in writing the purpose of probing to

Create awareness of needs with an indifferent customer in accordance with Achieve Global Professional Selling Skills course, page 91, Program Book. (8411.2.4fff) 
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>  Your purpose in probing is to build the customer's awareness of things that he or 

 she might want to improve or accomplish - and that you can help improve or 

 accomplish.

(59) Without the aid of references, identify in writing how to probe indifferent customers for awareness of needs in accordance with Achieve Global Professional Selling Skills course, page 91, Program Book. (8411.2.4ggg) 

>  You explore the customer's circumstances for opportunities and effects.


     and 


>  Confirm the existence of a need.


(60) Without the aid of references, identify in writing what to probe for when exploring customer circumstances with indifferent customers in accordance with Achieve Global Professional Selling Skills course, page 92, Program Book. (8411.2.4hhh) 


>  Specifically, you probe for opportunities.


(61) Without the aid of references, identify in writing the definition of an opportunity in accordance with Achieve Global Professional Selling Skills course, page 92, Program Book. (8411.2.4iii) 


>  An opportunity is the potential for your product or organization to improve or 

 accomplish something.


(62) Without the aid of references, identify in writing why to explore customer circumstances for opportunities in 
accordance with Achieve Global Professional Selling Skills course, page 94, Program Book.  (8411.2.4jjj) 


>  You gather specific information that would indicate a problem or condition that 

 could be addressed by your product or organization.


(63) Without the aid of references, identify in writing the two questions a salesperson should ask themselves when preparing probes to determine if an opportunity exists with 
an indifferent customer in accordance with Achieve Global Professional Selling Skills course, page 96, Program Book. (8411.2.4kkk) 


>  What condition(s) or problem(s) might exist in a customer's circumstances if he or 

 she weren't enjoying this benefit?


>  What could I ask to find out if these conditions or problems exist?


(64) Without the aid of references, identify in writing how to determine effects in exploring customer circumstances with an indifferent customer in accordance with Achieve Global Professional Selling Skills course, page 98, Program Book. (8411.2.4lll) 
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>  To determine the effects, you can ask about the customer's feelings or opinions 

 regarding the consequences, impact, results, or lack of results caused by the condition or problem you've identified.


(65) Without the aid of references, identify in writing the two ways probing for effects help the salesperson with an indifferent customer in accordance with Achieve Global Professional Selling Skills course, page 98, Program Book. (8411.2.4mmm) 


>  Probing about effects helps you in two ways.  It gives you a sense of the importance of the condition or problem in the customer's eyes.  It also heightens the customer's 
 awareness of the consequences of leaving his or her circumstances unchanged.


(66) Without the aid of references, identify in writing the three types of customer concerns in accordance with Achieve Global Professional Selling Skills course, page 107, Program Book. (8411.2.4nnn) 


>  Skepticism

>  Misunderstanding

>  Drawback  

(67) Without the aid of references, identify in writing when skepticism has been encountered in accordance with Achieve Global Professional Selling Skills course, page 108, Program Book.  (8411.2.4ooo) 


>  You've encountered skepticism when a customer expresses doubt that your 

 product or organization will do what you've said it will do.

(68) Without the aid of references, identify in writing when a misunderstanding has been encountered in accordance with Achieve Global Professional Selling Skills 
course, page 109, Program Book.  (8411.2.4ppp)


>  Some concerns arise because a customer has incomplete or incorrect information 

 about your product or organization.  You've encountered a misunderstanding 

 when a customer thinks you can't provide a particular feature or benefit when, in fact, you can.


(69) Without the aid of references, identify in writing when a drawback has been encountered in accordance with Achieve Global Professional Selling Skills course, page 111, Program Book. (8411.2.4qqq) 


>  When a customer has a complete, correct understanding of your product or 

 organization but is dissatisfied with the presence or absence of a feature or benefit, 
you’re dealing with a drawback.
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(70) Without the aid of references, identify in writing when to probe to understand a customer concern in accordance with Achieve Global Professional Selling Skills 
course, page 114, Program Book.  (8411.2.4rrr) 


>  When you're not 100 percent sure of what kind of concern you're dealing with, 

 probe until you are sure. Even when you do know which type of concern you're 

 encountering, it may be important to probe for a fuller understanding of the
concern before responding.


(71) Without the aid of references, identify in writing the similarity between skepticism and misunderstandings in accordance with Achieve Global Professional Selling Skills course, page 118, Program Book.  (8411.2.4sss)


>  Skepticism and misunderstandings are similar in one respect; in both cases the 

 customer has a need that can be satisfied by your product or organization.


(72) Without the aid of references, identify in writing the three components of resolving skepticism in accordance with Achieve Global Professional Selling Skills 
course, page 119, Program Book.  (8411.2.4ttt) 


>  Acknowledge the concern


>  Offer relevant proof


>  Check for acceptance


(73) Without the aid of references, identify in writing the importance of acknowledging the concern in accordance with Achieve Global Professional Selling Skills course, page 119, Program Book.  (8411.2.4uuu) 


>  In responding to any concern, it's useful to let the customer know that you 

 understand and respect it.

(74) Without the aid of references, identify in writing how to offer proof to a skeptical customer in accordance with Achieve Global Professional Selling Skills course, page 120, Program Book.  (8411.2.4vvv) 


>  You offer proof by providing evidence that your product or organization does have the feature and/or does provide the benefit you've described.


(75) Without the aid of references, identify in writing what is considered as relevant proof in accordance with Achieve Global Professional Selling Skills course, page 120, Program Book. (8411.2.4www) 


>  Relevant proof is proof that addresses the specific feature or benefit the customer is 
 skeptical about.
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(76) Without the aid of references, identify in writing the importance of checking for acceptance when resolving skepticism in accordance with Achieve Global Professional Selling Skills course, page 120, Program Book. (8411.2.4xxx)  


>  After offering proof, it's important to make sure the customer accepts it.


(77) Without the aid of references, identify in writing what to do when a customer rejects the proof offered in accordance with Achieve Global Professional Selling 
Skills course, page 120, Program Book.  (8411.2.4yyy) 


>  If the customer rejects your proof, probe to find out why and, if possible, offer a different source of proof.  Or ask the customer what kind of evidence would be acceptable.


(78) Without the aid of references, identify in writing the two components of resolving a misunderstanding in accordance with Achieve Global Professional Selling Skills course, page 125, Program Book.  (8411.2.4zzz) 


>  Confirm the need behind the concern.


>  Support the need:



Acknowledge the need.



Describe relevant features and benefits.



Check for acceptance.


(79) Without the aid of references, identify in writing the importance of probing to confirm the need behind the concern in accordance with Achieve Global Professional Selling Skills course, page 126, Program Book. (8411.2.4aaaa) 


>  The first step in addressing a misunderstanding is to turn it around - that is, to get 

 the need behind the concern expressed as a need (something the customer desires) 

 rather than as a problem (something that's wrong with your product or organization).  


(80) Without the aid of references, identify in writing what to do when the need behind the concern has been confirmed in accordance with Achieve Global Professional Selling Skills course, page 126, Program Book. (8411.2.5bbbb) 


>  Once you've confirmed the need behind the concern, you may need to probe 

 further about the "what" and "why" of the need - to be sure you have a clear 

 understanding before you support.  Once you have a clear understanding of the 
need, you proceed as you would with any need you can satisfy: that is, you support it by acknowledging the need, describing relevant features and benefits, and checking for acceptance.
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(81) Without the aid of references, identify in writing the importance of probing the need behind the drawback in accordance with Achieve Global Professional Selling 
Skills course, page 131, Program Book.  (8411.2.4cccc) 


>  When you encounter a drawback, it's particularly important to probe to 

 understand the need(s) behind it - what the customer wants and why.  Even though 
you can't provide the particular feature or benefit the customer is looking for, you can still position your response to show that the features and benefits you do provide contribute to the overall results that he or she is looking for.


(82) Without the aid of references, identify in writing the four components required to resolve a drawback in accordance with Achieve Global Professional Selling 
Skills course, page 131, program Book.  (8411.2.4dddd) 


>  Acknowledge the concern.


>  Refocus on the bigger picture.


>  Outweigh the drawback with previously accepted benefits.


>  Check for acceptance.


(83) Without the aid of references, identify in writing why to focus on the bigger picture in accordance with Achieve Global Professional Selling Skills course, page 132, Program Book. (8411.2.4eeee) 


>  You want to help the customer put the drawback in perspective - to consider it within the broader context of his or her other needs.


(84) Without the aid of references, identify in writing the importance of avoiding the word, "but" between acknowledging and re-focusing in accordance with Achieve Global Professional Selling Skills course, page 132, Program Book.  (8411.2.4ffff) 


>  If you say "but," the customer may feel that you're minimizing the importance of 

 his or her concern.  Instead, use words and phrases like "and," "it's also true," 

"let's look at," or "let's consider." Or simply ask the customer's permission to step back and consider the bigger picture.

(85) Without the aid of references, identify in writing how to outweigh a drawback in accordance with Achieve Global Professional Selling Skills course, page 133, Program Book. (8411.2.4gggg)


>  You can sometimes outweigh a drawback by reviewing the benefits the customer 

 has already accepted.


(86) Without the aid of references, identify in writing the importance of outweighing a drawback with a previously accepted benefit in accordance with Achieve Global 
Professional Selling Skills course, page 133, Program Book. (8411.2.4hhhh)
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>  This helps the customer weigh the important needs that will be satisfied by your 

 product or organization against the need(s) that won't. 

(87) Without the aid of references, identify in writing what to do after responding to a drawback in accordance with Achieve Global Professional Selling Skills course, page 134, Program Book. (8411.2.4iiii) 


>  After responding to a drawback, check for acceptance.


(88) Without the aid of references, identify in writing what to do when a drawback is unable to be outweighed by 
previously accepted benefits in accordance with Achieve Global Professional Selling Skills course, page 136, program Book. (8411.2.4jjjj) 

>  When you can't outweigh a drawback, you'll want to probe to uncover additional 

 needs you can support with additional benefits.  To do this, proceed as you do 

when a customer expresses indifference at the beginning of a call.  You:



>  Acknowledge the customer's point of view.



>  Request permission to probe.



>  Probe to create customer awareness of needs. 

4.  Method\Media: This course will be taught by using the lecture, demonstration, and practical application. I will be aided by a Leaders Guide, Videocassettes, Video recorders, Wall charts, Turn charts, and PSS Core participant kits.

5.  Evaluation: Knowledge oriented learning objectives will be evaluated through the use of written examination on training day 15, Professional Selling Skills Exam and on training day 31's, Final Examination. Performance oriented learning objectives will be evaluated through the use of graded performance events on training day 16, Professional Selling Skills Performance, training day 18, Telephone Technique Performance, training day 19, Rapport and Screening Performance, and training day 22, Benefit Tags Performance.

OUTLINE:
1.  The learning objectives will be covered during the PSS CORE seminar over the next 5 days.

2.  The following will be the content of instruction of Professional Selling Skills Core.



a.  Unit 1 Need Satisfaction Selling


b.  Unit 2 Opening


c.  Unit 3 Probing


d.  Unit 4 Supporting

e. Unit 5 Closing
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f.  Unit 6 Overcoming Customer Indifference


g.  Unit 7 Customer Concerns


h.  Unit 8 Resolving Customer Concerns











   (4 days for seminar)
1.  INSTRUCTOR NOTE: AT THIS TIME YOU WILL TURN TO YOUR LEADERS GUIDE AND FOLLOW THE TRAINING SCHEDULE UNTIL THE COMPLETION OF THE LESSON.
PRACTICE/PROVIDE HELP: (INSTRUCTOR NOTE: FOLLOW THE LEADERS GUIDE AND CONDUCT ALL PRACTICE EXERCISES WHEN REQUIRED IN YOUR LEADERS GUIDE. WALK AROUND THE ROOM AND ANSWER ANY QUESTIONS THAT THE STUDENTS MAY HAVE.)
OPPORTUNITY FOR QUESTIONS:




  

1.  INSTRUCTOR NOTE: THROUGH OUT THE 4-DAY COURSE ALLOWS THE STUDENTS AN OPPORTUNITY FOR QUESTIONS AND ASK THE STUDENT QUESTIONS DURING THE TIME ALLOTTED FOR REVIEW. 

SUMMARY:









   (20 min)
1.  INSTRUCTOR NOTE: FOLLOW THE SEMINAR WRAP-UP ON PAGE 361 OF YOUR LEADERS GUIDE.
2.  At this time, turn in your attitude questionnaire and take a ten-minute break. Your next class begins at            .

REFERENCES:

1.  Achieve Global Professional Selling Skills

PAGE  
2

