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IHS thought for the day  

Intelligence 
combined with 

arrogance produces 
ignorance    

By: Robert Kiyosaki (author: Rich Dad Poor Dad) 



Earn the right to speak 

ÂOver 40 years selling experience 

Â 34 years in the hearing aid profession 

ÂStarted my own practice from scratch and 
owned it for 22 years before semi-retiring 
at 57 

ÂPractice Development Consultant for 
Phonak 

Â Trainer  and Open House Consultant for 
WOW ïRight Hear  



SELL is a four letter wordéé 
 

 

 

What is your definition of  

SELLING? 



SELL is a four letter wordéé 

Like LOVE, CARE, and HEAR 

Â Selling is nothing more than a transference 
of feelings ï If I can make you feel about 
my products and services the way I feel 
about them, you will want my products and 
services 
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SELL is a four letter wordéé 

Like LOVE, CARE, and HEAR 

Â Selling is nothing more than a transference 
of feelings ï If I can make you feel about 
my products and services the way I feel 
about them, you will want my products and 
services 
 

Â Nothing happens until someone sells 
something 
 

Â Consultative selling is simply finding       
out what the patient wants and then 
showing them how to get it  
 
 

 



Emotion  versus Logic  

Â Logic makes people think but emotion makes them 
act 

Â All logic and you will have an educated patient who 
will end up going elsewhere to buy  

Â All emotion and the patient will buy but will probably 
cancel the next day 

Â Both must be used, the emotion will make them buy 
and the logic will let them justify the purchase,  it 
must be balanced 

Â When a patient brings up a logical objection, answer                      
it emotionally.  When they bring up an emotional                        
objection, answer it logically  

 



Feel guilty?éé..Who is the REAL 
winner? 

Â How long will your part of the sale last  (commission, salary 

or bonus)?  
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Who is the REAL winner? 

Â How long will your part of the sale last (commission, 
salary or bonus)?  

 

Â How long will the patient use the hearing aids?  

 

Â Who is the real winner?  

Â You donôt have to feel                                                                          
guilty selling better                                                                          
hearing 

tit 
The patient 



 What if you accept the first ñNOò?  

1. 1. The patient will leave and put it out of their mind  (they have 

already waited 7 years too long)  

2. 2. You may have piqued enough interest for the patient to go 

for a second opinion 

 3. If the second opinion practitioner is more persistent or 

enthusiastic and gets the sale: 

 *The patient finally starts hearing better, theyôre helped 

 *Your competition is helped  

 *You are left with nothing to show for your efforts.                                                         

No business now, no referrals in the future.                          .                                                                                                                                                        



Iôll be back 
ÂDonôt hold your breathéé.                    

a recent study of 500 patients              
who did not purchase showed              
only 3% actually went back to the original 
provider and ordered instruments.  

Â That means that 97% will buy elsewhere 
or go without help  

Â There is very little to lose by being a little 
more persistent  

 



Before you 
can build a 
sale, you 
must have 
a blueprint 







Consultative selling  needs a 
 

 blueprint to build from: six essential steps 

Â What do you want to accomplish 

Â Ask open ended questions - discover their needs and wants 
(wants will give them a reason to buy, needs let them justify it)  

Â Sell yourself ï people enjoy doing business with people 
they like (have some fun with them)  

Â Sell the practice and the manufacturer  (why is this not just another 
hearing aid) 

Â Make a recommendation that fills a need, satisfies a want 
and show the benefits  

Â Ask for the order 
 

 You must earn the right 

to ask for the order 
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A simple case 

history is a 

valuable tool, 

if you use it 

properly 



CONFIDENTIAL PATIENT ANALYSIS 
 Patient_________________________________________ What do your friends call you___________ 

Spouse____________Male___ Female___  Family Physician______________________________ Date of birth__________ 

Address___________________________________ City__________________State___ Zip__________ 

Occupation________________________ if retired, what was your occupation_____________________ 

  

HISTORY OF COMMUNICATION PROBLEMS 

Which is your better ear?   Right      Left      Both about the same_____ 

Do you ever ask others to repeat?   Yes     No 

Do you ever have difficulty understanding your spouse?    Yes   No 

Do you have difficulty understanding conversations in noisy places?  Yes    No 

Do you have difficulty understanding on the telephone?    Yes    No 

Do others complain about the TV being too loud?   Yes    No 

Do you hear voices loud enough but have trouble understanding the words?   Yes   No 

If a hearing loss is discovered that can be helped, are you ready for help?    Yes    No 

Have you ever had your hearing tested before?   Yes   No             When_____________________ 

Where does your hearing loss bother you the most? __________________________________________ 

On a  scale of 1 ï 10 with one being no motivation and 10 being very motivated, how motivated are you to correct your  

hearing problem  __________________ 

 

HEARING AID HISTORY 

Have you ever worn hearing aids?  Yes   No               Left ear      Right ear       Both ears  

Do you currently wear the hearing aids?    Yes    No     How many hours per day? __________ 

What problems are you experiencing with the hearing aids? 

 Some sounds too loud ________ 

 Things sound tinny   _________ 

 Hearing aid whistles _________ 

 Wind noise ________ 

 My ears feel plugged up ________ 

 My voice sounds hollow ________ 

 I canôt understand in noise ________ 

 Telephone is difficult __________ 

 I canôt tell what direction sound is coming from _________ 

  

When did you get your last hearing aids? _____________________Where? ______________________  



CONFIDENTIAL SPOUSAL ANALYSIS 

 
 

 
  

Spouse______________________________________Husband_____Wife_____Other______ 

  

HEARING COMMUNICATION ANALYSIS 

  

Does your partner have difficulty hearing while driving?  Yes____No_____ 

Does your partner have difficulty hearing in noise?   Yes____No____ 

Does your partner have difficulty hearing on the telephone?  Yes____No_____ 

Do you think your partnerôs hearing is getting worse?   Yes____No____ 

Does your partner turn TV up louder than you like it?   Yes____No____ 

Does your partner accuse you of mumbling?   Yes____No____ 

Do you ever not say something because you figure you will just have to repeat it?  Yes____No____ 

Are you ever embarrassed by your partnerôs hearing loss?   Yes____No____ 

Do you think your partner needs hearing help?   Yes____No____ 

Would life be more enjoyable if your partner wore hearing aids?   Yes____No____ 

How long have you been trying to get your partner to do something to improve their hearing?______ 

years  



Use the questionnaire 

Â Go over the responses with the patient 

Â Dig deeper into problems areas 

Â NPR (Nod, Pause, Repeat) to open them up  

Â Establish rapport 

Â Creates the proper professional attitude 

Â If all the answers are NO, you really have 
your work cut out for you  

Â Sell the sizzle  ï not the steak  



You can not 
create NEEDS 
and WANTS, 
they must be 

uncovered using 
the needs 

assessment, 
COSI, APHAB or 
the case history 

NEEDS WANTS 



Why dig for their NEEDS and WANTS  

People buy because they need or want somethingé1/4ò drill or 1/4ò hole? 

Â How many computers were sold last year? 

Â Our job is to give them a reason and an excuse to buy (They love to buy but 

hate to be sold)  

Â Wants are actually more important than needs (how big of a house, how many 

shoes or how many airplanes) 
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People buy because they need or want somethingé1/4ò drill or 1/4ò hole? 

Â How many computers were sold last year? 

Â Our job is to give them a reason and an excuse to buy (They love to buy but 

hate to be sold)  

Â Wants are actually more important than needs (how big of a house, how many 

shoes or how many airplanes) 

Â You have to ñhelpò them spend $6000, give them reasons, or even better, 

an excuse to spend it 



Get excited and have some funééé 
 

People spend more money when theyôre 
having fun 



Ask easy questions -                        
make it easy to say yes  

 
Â Either/or:  CIC or BTE;  Color to match your hair or a 

flesh tone;  do you prefer the 20 bands of adjustment or 
do you feel 16 will be sufficient? 

Â You wear it for 30 days, if they do not do everything 
you want just bring them back and the only cost will be 
a minor fitting fee.  Does that sound fair enough?  

Â What do you think, would you like to start hearing 
better? 

Â Do you feel it is time to start hearing your        
grandson? 

Â Assume ñyesò and proceed 



What happens when they say, ñNOò 
Â Rarely is the first reason for not buying the real reason  

Â The patient really does not want to say NO it is too final  

Â Some patients have even fibbed about the reason for not 

buying 

Â Based on what you have told me so far, the answer is NO 

Â When they say NO they really are saying, ñthey donôt 

KNOW enough to say yesò 

Â Acknowledge, agree and continue 



Feature ï Function ï Benefit 
Sell the sizzle ï not the steak 

Â Twenty digital bands ï feature 

Â Allows a more precise prescription ï function 

Â You will hear your granddaughter more clearly now as well as 

in the future when your hearing changes ïBENEFIT  

Â WHICH DO THINK WILL GET YOUR PATIENTS MORE 

EXCITED AND MOTIVATED? 

 



The most effective way to get a 

commitment at the beginning of the 

sale is? 
A.  Assume you will have the commitment and 
give information to support that hypothesis  
B.  Tell them you will need a commitment today  
C.  Ask the prospective customer if they can 
give you a commitment before you start  
D.  Ask intelligent questions and look for 
buying signs  

Jeffery Gitomer 

Quiz 



The way others answered 

ÂA:  1926ééééééé..CORRECT 
ANSWER 

ÂB:   152 

ÂC:  1157 

ÂD:  4591 



Ask for the order 

Â 63% of all sales situations ended with no 

attempt to close 

Â Excitement sells 

Â Make it easy for them to buy  

Â When you ñcloseò you become part of the 

solution rather than the problem ï become an 

assistant buyer 

 

  



Common objections 

Â That is too much money 

 

Â I canôt afford it 

 

Â I have to ask my spouse 

 

Â I want to think about it  

 

Â I want a second opinion 

PROCRASTINATION 



Objections are our friend 

Â No objections means no interest 

Â Try selling me golf clubs 

Â Objections mean at least some degree of 
interest 

Â Four times to answer an objection:  

Â Before they occur 

Â When they occur 

Â Later  

Â Never (if it comes up a second time,  you better answer it)  



What do you say to an objection? 

Â Acknowledge, Agree and Continue                    
(they want to be right and they want to be understood)  

 
Â Try to uncover the REAL objection 

 
Â Give additional information 

 
Â Give them another opportunity to make a new 

decision 
 

 

 



There are five main reasons your patients 

will not buy  

 

Â No NEED 

 

Â No MONEY 

  

Â No DESIRE (want)  

 

Â No HURRY 

 

Â No TRUST 

 



That is too much money 
 

Â This is a very easy objection to give, but usually is not the 
real objection 

Â Typically you have not sufficiently sold yourself, your 
company or the product ï value does not equal or exceed the 
price 

Â Be careful not to drop the price too quickly by offering either 
discounts or lower level technology 

Â Payment plans, especially interest free, can often save the 
day  

Â We would rather explain price once instead of having to 
apologize for lack of quality, performance or service forever.  
Do you think we made the right decision?   (trial close) 

 



Your price is too high 

* There is no question, the price is high.  But when 

you add the benefits of quality and subtract the 

disappointment of cheapness, multiply by the pleasure 

of hearing better and divide by the number of years you 

will enjoy these, the arithmetic definitely comes out in 

your favor. 

* I agree the price is high, but good things are not 

cheap and cheap things are not good.  We made a 

decision to only provide quality products and services 

to our patients so in the long run you are much more 

satisfied and the costs are lower.  My goal is to provide 

you with the best hearing possible. 



I canôt afford it 

Â Very similar to the ñtoo much moneyò 
objection 

Â ñCanôt afford itò and ñdonôt want to 
afford itò are two completely different 
objections 

Â Time payments can be helpful 

Â A lower technology level may           
have to be offered 

 

 

 

 

 

 



I have to ask my spouse 

Â This objection should not come up since if at all possible, the spouse 

should be present 

Â If the spouse is not present and you elect to proceed, confirm the spousal 

interest in the beginning of the consultation  

Â Tell the patient that there definitely is a problem with the hearing.  Since 

the hearing loss effects the spouse as much or even more than 

themselves, you would like to schedule another appointment so both can 

understand the problem and solutions.  When would be a good time?  

Â Call the spouse and explain the hearing loss and solutions and confirm 

attendance at fitting  

 



I want to think about it  

 
Â This is probably the most frustrating objection but usually is not the 

real one 

Â Acknowledge, agree and continue 

I agree, it is certainly something to think about.  What is it you want to think 

over? (donôt wait for an answer before continuing) Are you not convinced 

you have a hearing loss? (if the answer is no, go back over the audiogram, 

pb test, and hearing loss inventory)  

Are you afraid the hearing aids wonôt work? (if the answer is yes, go over your 

trial and return policies) After explaining the trial, ask ñDoes that sound 

fair enough?ò 

Are you concerned about the price? (discuss payment options and if necessary, 

less expensive levels of technology) 

 



I want to think about it - Feel, Felt, Found 

 

Â  Youôre right, it is something to think about 

 

Â I know how you feel  

 

Â Many of my patients have felt                         
the same way 

 

Â But what they found  isééé. 

    

Â Our patients want to be right  and                
they want to be understood                              

Should I or 

shouldnôt I 

order these 



I want a second opinion 

 

Â They are not convinced you offer the best 
product, service and/or price 

 

Â They like your product and services but want 
to negotiate the price  

 

Â This could just be another stall  

 

Â Resell, reinforce then give another 
opportunity to make a decision 

 

 

 



Top down or bottom up pricing?  

Â Top down advantages:  less confusing, 
may say yes, it is the best we have 

Â Top down disadvantages:  You may scare 
them off and they will tune you out  

Â Bottom up:  This is just a bad approach, 
donôt do it 

Â Offer multiple prices and explain the 
difference:  it allows an either/or close, 
people usually choose the middle option, 
the lower prices are even lower when 
compared to the top price  



Dropping to a lower technology level 
 

Â Donôt make it demeaning 

 

Â Speak in terms of what is being given up for the 
price reduction ï use a talking pad, seeing is 
believing 

 

Â Compare value, choose between technology/price 
levels instead of yes/no 

 

Â Consultative selling will focus on the patientôs 
needs, wants and what they are able to purchase 

 



Talking Pad   

(Donôt believe everything you hear, but seeing is 
believing) 

*Discuss 4 automatic 

prescriptions and 20 bands 

of adjustment 

*Compare to 3 automatic 

prescriptions and 16 bands  

*The basic model has only 

2 prescriptions and 6 bands 

(It is not always necessary or 

even wise to present all three  

or even four levels) 



Talking Pad 

If they still canôt decide, 

the bands of noise 

reduction can be 

brought into the 

equation.  This lets 

them decide on 

something other than 

Yes or No 



Talking Pad 

If they say it is too much 

money, ask how much too 

much.  If it is $1000 too 

much, break it down into bite 

size pieceséééé Would it 

be worth .55 per day to hear 

your granddaughter and have 

the best hearing money can 

buy?  It now has become a 

$1000 decision instead of a 

$6000 decision 
.55 



Three question close 

ÂCan you see where this would help you 
hear better? 

 

ÂWould you like to start hearing better?  

 

Â If you were ever going to start hearing 
better, when do you think would be the 
best time to start?  



Things that donôt always 
worké..BUT 

ÂWould you please do me a favor 

 

ÂKeep them  talking 

 

Â Think outside the box ï get                                 
creative 



Would you do me a favor? 

After you have given up and accepted the patientôs ñNOò, start 

putting things away then stop and say, ñCould I ask a favor of 

you?  You obviously need these hearing instruments, I suspect 

you could afford the instruments and yet you are not getting the 

instruments.  I feel terrible that I missed something that I should 

have covered.  It would be a big favor to me and would allow me 

to not make the same mistake with other people if you could tell 

where I went wrong or what question I did not answerò  This 

wonôt always work, but often enough to try, they will tell you 

exactly what the problem was.  At that point say, ñWell of course, 

no wonder you were hesitant to make the decision.  Let me 

answer that question for you right now.ò 



Keep them talking 

After they have said 

ñNOò, keep them 

talking.  If they donôt 

get up to leave, you 

still have a chance.   



Donôt over answer an objection 

Â This could indicate to the patient that you 
are overly sensitive to this issue.  Or you 
could overwhelm them to the point they 
feel stupid for even bringing it up.  

ÂThe Bible sayôs Sampson killed thousands 
of Philistines with the jaw bone of an ass.  
Every day thousands of hearing aid sales 
are killed with the same tool. (Constipation of the brain 

and diarrhea of the mouth)  



How often do you have to negotiate?  

Â Having to negotiate is not really not a problem ï it 

is a symptom  

Â You failed to prove value beyond your competition or value 

has not surpassed the price yet 

Â You failed to prove you are different than others  

Â You failed to earn enough trust to gain a decision  

Â You failed to relate your solution to their problem                      

(did not fill a need or satisfy a want)  
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Â An objection is just a request for more information  

Â When you get an objection ï Acknowledge, agree but 

immediately follow up with more information and another 
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Important points to remember  

Â An objection is just a request for more information  

Â When you get an objection ï Acknowledge, agree but 

immediately follow up with more information and another 

opportunity to decide  

Â If you are getting the same objections all of the time, you 

need to change something in your presentation 

Â If you drop to a lower technology level,  give                    

them a chance to move back up 

 



If you sell your next door neighbor, make 
sure they are happy 



Consultative Selling 
    It is not so much the ñHow to ò 

overcome objections as it is the 

ñHeart to ò overcome objections 



A closing thought 

You can get everything you 

 want out of life if you just 

 help enough other people 

get what they want. 

Zig Ziglar 



Questions? 

Download slides at 

www.ihsinfo.org/convention  



Thank you! 

Wayne Jacobson, BC-HIS 

President, Wayne Enterprises, Inc. 

5500 Hwy 30 West 

The Dalles, OR  97058 

541-296-6268 

wayne97058@charter.net 


