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System Action Plan 

Title/Code: Overcoming Objections / C-3-9-5


Date: November 11, 2009
	Result Statement

	Describe exactly the result this system must produce:

Sales people will overcome objections when they ask prospects for a commitment.


	Accountable Positions

	Position with overall accountability:

Manager, Sales

	Participating positions:

Leasing Counselors

Move-In Coordinators

Sales Support

Administrator




	System Diagram
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System Action Plan

Title/Code: Overcoming Objections


	Description of System Benchmarks

	#
	Benchmarks
	Accountable Position
	Timing

	1.
	Invite.  An objections is only an objection if the prospect has been invited to do something – otherwise it is a Zinger.
	Person handling the call.
	When indicated on System: Initial Call In and / or System: On-Site Visit

	2.
	Listen to Stated Objection.  The prospect states to objection.  Write it down.
	Person handling the call.
	After Step #1.

	3.
	Repeat the stated objection back to the prospect. Ask if that is correct?
	Person handling the call.
	After Step #2.

	4.
	Listen to their response and write it down.  Repeat again and ask if that is correct.
	Person handling the call.
	After Step #3.

	5.
	Keep repeating until you get a yes.
	Person handling the call.
	After Step #4.

	6.
	Prioritize if multiple issues.  If they give you multiple objections, restate and ask which is most important.  Listen, write it down and restate.
	Person handling the call.
	After Step #5 if necessary.

	7. 
	Clarify.  Ask them what they mean by that.  Listen and write it down.
	Person handling the call.
	After Step #6 if prioritizing.

	8.
	Repeat what they mean.
	Person handling the call.
	After Step #7 if prioritizing.

	9.
	Customer’s Solution.  Ask them what can be done to resolve the issue.  “I realize that it is important for you to make sure you <restate issue>.  What can we do to make you feel <optimal feeling> with the situation?”
	Person handling the call.
	After Step #5 if not prioritizing; After Step #8 if prioritizing.
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Title/Code: Overcoming Objections



	Resource Requirements

	Staffing
	A staff member trained in Value Match.

	Space and Facilities
	Quiet area to handle the call.  

	Equipment
	Desk, phone

	Supplies
	Value Match Inquiry Sheets, pen. 

	Information
	Value Match Training




	System Quantification

	· Call-In to On-Site Visit ratios will improve.

· On-Site visit to Move-In ratios will improve.
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Title/Code: Overcoming Objections



	System Standards

	1. Every inquiry will be handled by using the most current Value Match Inquiry Sheet

	2. Your voice will be loud, cheerful and convey a ton of excitement!

	3. As you are talking with the guest, you will be interested and concerned for their best interests at all times.

	4. You will not sound like a robot or a serial killer as you repeat, rather you will come across as a caring, concerned friend.

	5. If you are confronted with a Zinger, you will handle it in accordance with the Zinger System.

	6. You will always invite them in today.  If they are calling from out of town, you will invite the local influencer in today.  If there is no one local, you will pencil them in for when they are coming to town.

	7. You will greet your guest as if they were an old friend you hadn’t seen for a long time.


Use additional sheets as needed
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