Overcoming Objections!

(Always remember to redirect back to points of quality!)

“ Seek to Understand, Then and ONLY then, to be understood”  

Stephen Covey from The Seven Habits of a Highly Effective Leader
Trust

Empathy

Direction
Customers don’t want a lecture, they just want their Vehicle fixed!!

Objection 1 – I have no rental coverage

· redirect focus to the quality of repairs

· Review the option of a fast track repair (i.e. pre-order/pre-paint parts) 

· Offer free enterprise days if you feel it is a good opportunity. 

· ensure that they don’t have rental coverage, call their agent to confirm
Objection 2 – The other shop has a free loner car

· Offer to give owner a ride to work within 10mi radius or you can use your judgment outside of this zone if you feel it is a profitable job. 

· Mention free pick up or delivery within a 10 mile radius, or you may use your judgment outside of this zone if you feel it is a profitable job.

· Use free enterprise days  (only as needed) if you feel it is a good opportunity. 

Objection 3 – Well, I don’t have a ride home

· offer free pickup and/or delivery (within 10mi radius)

· coordinate rental car appointment (including pickup/delivery)

· offer assistance with public transportation (cab, metro, bus)

· If they call from home, offer free pickup or do estimate at their home (depending on location)

Objection 4 – You are more expensive than the other shop

· ask to see the other estimates and do a comparative analysis, explain the differences, walk out into the shop and show examples

· explain what they are getting for their additional funds (focus on Trust, Empathy, Direction – after hours #/peace of mind)

· what is their expectation (why do they think we are too high/what did they think it was going to cost?)

· do shoulder to shoulder selling by the vehicle, explain in detail the repair operation

· our techs receive factory training/certification (i.e. – BMW/Audi) which allows vehicle to maintain factory warranty

· use factory parts/recommended materials

· Our Collision Techs are certified welders (if welding is required)

· WWCC does NOT store parts in vehicles, explain our care of the vehicle.

· WWCC’s stringent SOPS (Standard Operating Procedures) as well as Quality Control Procedures and checklists. Explain that we also AUDIT to ensure compliance to these strict standards. 

· Review our numerous Awards, CSI scores, Web Blogs, Customer Testimonials. 

Objection 5 – You are not on the referral list

· we work with any insurance carrier and you have the right to choose your repair facility, in the event there is a problem with our shop and your insurance company you have the right to exercise your policy clause to have an independent third party appraiser to mediate

· reassure the customer that we have a lifetime warranty

· show our CSI scores for that insurance company or volume of sales

· mention warranty with Dupont

· emphasize that you will facilitate the repair process. You represent THEM the vehicle owner

· educate the consumer as to their bill of rights as a vehicle owner

· use other customers BAD experiences thru a direct repair program

· explain why you aren’t on that referral list (repair procedures, methods, etc)

· explain that they “the ins co” states that we fix vehicles too good
Objection 6 – My insurance company said you are difficult to deal with

· that is because I work for YOU the vehicle owner, not the insurance company.

· I am not concerned with lowest possible cost, I am concerned with quality repairs/resale value of the vehicle

· Inquire as to why they said we are difficult to deal with

· Use CSI as a sales tool

· Make owner aware of all the repairs we REDO for insurers

· Explain to them our investment in the proper training, tools, and equipment. 

Objection 7 – My insurance company said you might take too long and they won’t cover the rental

· explain supplement process/rental extension

· go out to the vehicle with the customer and explain in detail the extent of the repair process

· show owner our promise letter concerning the teardown

· explain that it takes longer to put vehicle back to pre-accident condition vs. industry standard

· explain paint procedures (everything gets primed and then painted the next day/not the same day)

· Explain that rental coverage for insured’s is usually a dollar amount, they may want to get a cheaper rental so the dollar amount will not be exceeded.

· Explain that if they are a claimant there is NOT a contractual agreement and the insurance company MUST pay their rental costs. 
Objection 8 – I have to get three estimates

· ask why they are getting three estimates

· Inform vehicle owner/make them aware of insured motorists rights in VA

· do a conference call with the insurance company for them  (remember customers want direction)

· insurance company wants to pay the lowest estimate

· Tell them they do NOT have to get three estimates, it is the law !!
Objection 9 – I have to check with my (husband, wife, business partner, etc.) before I do anything

· offer a temporary schedule to hold the appointment

· offer to facilitate by calling that person and address any concerns

· offer your business card with telephone number/contact information, write down answers to any questions/concerns
Objection 11 – I am going to ABC Autobody

· Remember SEEK TO UNDERSTAND THEN TO BE UNDERSTOOD, SEEK to understand WHY they are going to the other shop??  reinforce the amenities or value added services we offer

· take them into the shop and show them our difference

· remind them of our lifetime warranty

· show our CSI reports

· we REDO work that was done by many reputable shops in the area

· our technicians are factory trained/certified  (i.e. – BMW/Audi)

Objection 12 – Can you save my deductible/Can’t afford deductible

· what don’t you want to have done?

· What can you live with (appearance allowance)

· Explain Legality

· If we do this it fosters mistrust with an insurance carrier and we can’t afford this, it does not go along with our values and ethics. 

