The Interview Process
When someone expresses a concern, hesitation or objection, your job is to uncover the real concern.  Objections are really opportunities in work clothes.  Almost all objections open up greater possibilities for understanding and they’re a perfect opportunity for you to transfer your enthusiasm and get your message across to your prospect.  Soon you will realize that objections are nothing more than questions in disguise.
Handling Concerns, Hesitations and Objections with Q.U.A.D.

OBJECTIVE:  Get comfortable (be calm and optimistic) with concerns, hesitations and objections using Q.U.A.D.

“Seek first to understand . . . then to be understood.”  One of the greatest human needs is to be understood.
· Become a proficient listener.  “We were given two ears and one mouth and we should use them in that proportion.”  Human nature is to want to listen with the intention of responding; success requires listening with the intention of understanding.
· Listen patiently, acknowledge that you heard and understand how the other person feels, and provide evidence that you understand (relate your experience or offer a testimonial from someone you know in a similar situation).

· Instead of making recommendations at the first opportunity, hear the other person out.

· Become a proficient interviewer.

· No one cares how much you know until they know how much you care.
· Respond with clear and concise information.
With the Q.U.A.D. approach you invert the interview process.  You do less talking (one mouth) and more listening (two ears).  You help your prospect discover her own needs (give her enough information to enable her to make an informed decision; help her get informed enough) and reach her own conclusion (rather than telling her what you think she needs to know).
· Questions (to uncover the real concern)

· Understanding (to acknowledge the concern)

· Answers (with clarifying information)

· Decision (to agree on the next step; this should be action based)

· “Yes”

· “Shall we get your signed up so we can begin your training?”

· “Yes but No” 

· “What’s holding you back?” (Handle the next concern with Q.U.A.D.)

· “No”

· “That’s too bad.  Perhaps this isn’t the right time for you.  Would you mind if I check back?”
· “Do you know anyone who loves sterling silver jewelry, or is looking for job, here or anywhere in the country, that you could refer me to?”
