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Intelligence
combined with
arrogance produces
ignorance

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



Over 40 years selling experience
34 years In the hearing aid profession

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

Practice Development Consultant for
Phonak

Trainer and Open House Consultant for
WOWT Right Hear



What is your definition of
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Sellin? IS nothing more than a transference
of feelings 1 If | can make you feel about
my products and services the way | feel
about them, you will want my products and
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Sellin? IS nothing more than a transference
of feelings 1 If | can make you feel about
my products and services the way | feel
about them, you will want my products and
services

Nothing happens until someone sells
something

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




Logic makes people think but emotion makes them
act

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

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

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

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



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

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

How long will the patient use the hearing aids?

Who Is the real winner?

You donot
guilty selling better
hearing




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

already waited 7 years too long)

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 pat,ient finmally starts he
*Your competition is helped

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

No business now, no referrals in the future.
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only 3% actually went back to the original
provider and ordered instruments.

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

There Is very little to lose by being a little
more persistent
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‘build a
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What do you want to accomplish

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

Sell yourselfT people enjoy doing business with people
they like (have some fun with them)

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

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

Ask for the order



A simple case
history Is a

valuable tool,
If you use It
properly

AUDIOMETRIC CASE HISTORY AND TESTS

Name Spouse

Address State Zip
Age Birthdate Phone

Present Occupation Previous Occupation — No. of Yrs.

HEARING HISTORY

Have you see a doctor in the past 6 months?
OYes ONo

Name Where

Visible congenital or traumatic deformity

of the ear. OYes ONo

History of active drainage from the ear within
the previous 90 days. O Yes 0O No

History of sudden or rapidly progressive
hearing loss within the previous 90 days.
OYes ONo

Acute or chronic dizziness. OYes [ONo

Unilateral hearing loss of sudden or recent
onset within the previous 90 days.
OYes ONo

YES SOME
TIMES

Does a hearing problem cause
you difficulty when listening to
TV or radio?

Does a hearing problem cause
you difficulty when in a res-

taurant with relatives or

friends?

Does a hearing problem cause .
you to attend religious services
less often than you would like?

Does a hearing problem cause

you to avoid groups of people?

Does a hearing problem make -

you irritable?

Does a hearing problem cause .
you difficulty when attending a

party?

NO

Audiometric air-bone gap equal to or greater
than 15 decibels at 500 hertz (Hz), 1000 Hz,
and 2000 Hz. O Yes O No

Visible evidence of significant cerumen
accumulation or a foreign body in the ear
canal. OYes ONo

Pain or discomfort in the ear. O Yes ONo

YES SOME NO
TIMES

Does a hearing problem cause . ___
you to feel “stupid” or “dumb?”

Do you feel handicapped bya
hearing problem?

Does a hearing problem cause = ___
you to have arguments with
family members?

Does a hearing problem cause = ___
you to feel frustrated when

talking to members of your

family?

Does a hearing problem cause
you to feel uncomfortable when
talking to friends?

Does a hearing problem cause .
you to feel left out whenyou are
with a group of people?

| am here today because:

Date

Signature



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 17 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 Leftear  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 candédt understand in noise
Telephone is difficult
I candét 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 partneros hearing is gett.
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 partner 6s h
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



Go over the responses with the patient
Dig deeper into problems areas

NPR (Nod, Pause, Repeat) 1O open them up
Establish rapport
Creates the proper professional attitude

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

Sell the sizz/le T not the sfteak
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People buy because they need or want somethingg 1/ 40 dr i | |
How many computers were sold last year?

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

hate to be sold)

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

shoes or how many airplanes)
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Our job is to give them a reason and an excuse to buy (They love to buy but

hate to be sold)
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You have to fihel po them spend $600C

an excuse to spend it






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?

You wear it for 30 days, Iif 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?

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

Do you feel it Is time to start hearing your
grandson?

Assume fnyeso and pr




Rarely is the first reason for not buying the real reason
The patient really does not want to say NO it is too final
Some patients have even fibbed about the reason for not
buying

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

When they say NO they really

-

KNOW enough to say )

Acknowledge, agree and continue



Twenty digital bands 1
Allows a more precise prescription i

You will hear your granddaughter more clearly now as well as

In the future when your hearing changes 1

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 I1S?

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






63% of all sales situations ended with no

attempt to close
Excitement sells

Make it easy for them to buy

When you ficl oseo you be
solution rather than the problem T become an

assistant buyer



That Is too much money

I canot af f o=

| have to ask my spouse
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| want to think about It e e



NO objections means no interest
Try selling me golf clubs

Objections mean at least some degree of
Interest B

Fourtimes to answer an objection: "
A Before they occur |
A When they occur -3
A Later ’/?

A IN@VEr (it comes up a second time, you better answer it)



Acknowledge, Agree and Continue

(they want to be right and they want to be understood)

Try to uncover the REAL objection

Give additional information

Give them another opportunity to make a new
decision



No NEED

No MONEY

No DESIRE(want)

No HURRY

No TRUST




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

Typically you have not sufficiently sold yourself, your

company or the product i value does not equal or exceed the
price

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

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

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? (il ciose)




* There I1s 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.

* | 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.



Very similar to thi
objection

nCanot Al T ahea@ Pt W= 20 Bk 027 4
Ao T om0 fl- 0 Fadere 8t 2 \Wae
objections '

Time payments can be helpful

A lower technology level may
have to be offered




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

should be present

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

Interest in the beginning of the consultation

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?

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

attendance at fitting



This is probably the most frustrating objection but usually is not the
real one

Acknowledge, agree and continue

| agree, it is certainly something to think about. What is it you want to think
over? (dod 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 wibwork? (if the answer is yes, go over your
trial and return policies) After explaining the trial, @E)oes that sound
fair enough®

Are you concerned about the price? (discuss payment options and if necessary,
less expensive levels of technology)



YouoOre right, It I S somet

| know how you /7ee/ Should I or

shoul d
order these

Many of my patients have felt
the same way

But what they found 1 s e é é .

Our patients want to be right and
they want to be wnderstood



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

They like your product and services but want

to negotiate the price
This could just be another stall ; a . l
: ﬂ

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




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

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

Bottom up: This Is just a bad approach,
donot do 1t

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



Dondot make 1t demeaning

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

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

Consultative selling wi
needs, wants and what they are able to purchase



(Don(“)t bel i eve everything Yy
believing)

. . pesT Yao ¥s600
*Discuss 4 automatic

prescriptions and 20 bands BETTER Y B 4400
of adjustment

GooD % # 3600

*Compare to 3 automatic
prescriptions and 16 bands

o : (It is not always necessary or
The basic model has Only even wise to present all three

2 prescriptions and 6 bands PIESEIRITEEES)




| f they st ||

the bands of noise | I —
reduction can be

brought into the GooD Y6 & 3éeo
equation. This lets
them decide on
something other than
Yes or No




If they say it Is too much
money, ask how much too
much. Ifitis $1000 too
much, break it down into bite
Si ze Pl eceseceéec
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

BEST %o@ ¥s400
®,

3
¥ 4¢o0

GooD % # 3600

BETTER Ve

Hjooo — Syrs = FRop
BA0O T BES Davs v Pyl
55




Can you see where this would help you
hear better?

Would you like to start hearing better?

f you were ever going to start hearing
petter, when do you think would be the
pest time to start?




Tl s 010,24 e JE s A tie s in (10
wor ke. . BUT

Would you please do me a favor
Keep them talking

Think outside the box T get
creative




After you have given up and a
putting things away then stopandsay, n Coul d | ask
you? You obviously need these hearing instruments, | suspect
you could afford the instruments and yet you are not getting the
iInstruments. | feel terrible that | missed something that | 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 | went wrong or whaThis qu
wonot al ways work, but often
exactly what the problem was. Atthat pointsay,n We |l | o f

no wonder you were hesitant to make the decision. Let me
answer that question for you



After they have said
ANNOoO, keep
tal ki ng.

get up to leave, you
still have a chance.




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.

The Bi ble sayodos Samp:
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)



Having to negotiate is not really not a problem [
IS a symptom

You failed to prove value beyond your competition or value
has not surpassed the price yet

You failed to prove you are different than others

You failed to earn enough trust to gain a decision

You failed to relate your solution to their problem F‘)‘

(did not fill a need or satisfy a want)




An objection is just a request for more information
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An objection is just a request for more information

When you get an objection T Acknowledge, agree but
iImmediately follow up with more information and another

opportunity to decide

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

need to change something in your presentation

If you drop to a lower technology level, give

them a chance to move back up







| t 1 s not Bavtomou c h
overcome objections as it Is the

MHeartto 0 overcome o0ob

\ 4




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.INSINTO.0rg/convention



Thank you!



