Chapter 13

Negotiating Buyer Concerns

True/False

1. Negotiation is defined as “working to reach an agreement that is satisfactory to either the buyer or the seller.”

F
320

2. The foundation for win-win negotiations is a relationship with the customer built on trust and rapport.

T
319

3. Direct denial may be appropriate when a customer’s objection is based on misinformation.

T
332

4. If you believe in your product and understand its unique features, it should not be necessary to prepare for price resistance.

F
324-328

5. The direct-denial method of negotiating objections is a very common approach used in the field of selling.

F
332

6. A growing number of professional buyers have completed training in negotiation.

T
324

7. Traditional selling principles stressed that the “we versus they” and the “win-win” were similar concepts for negotiating sales resistance.

F
319

8. Japanese buyers are apt to look you in the eye and tell you what they do not like about your product.

F
332

9. Customers who perceive added value are less likely to choose a competing product simply on the basis of price.

T
324

10. In some cases the statement, “I don’t need your product,” is a conditioned response.

T
322

11. Research shows that a neutral third party’s testimony tends to provide a weak argument when answering a customer’s concern.

F
335-336

12. The “budget limitation tactic” is often used by buyers who have been trained in negotiation.

T
324-325

13. The sales staff at the Renaissance Esmeralda Resort and Spa, located in a desert area of California, find it very difficult to work with a prospect who is seeking a “water destination.”

F
318

14. If a customer responds to a sales presentation by saying, “I’m already overstocked,” it would be appropriate to ask the prospect to accept a token shipment on a consignment basis.

T
323

15. When people say, “Your price is too high,” they probably mean, “You haven’t sold me yet.”

T
324

Multiple Choice

Select the response that best answers the question or completes the statement.

16. Buyers trained in price negotiation use all of the following tactics EXCEPT:

a. take it or leave it.

b. budget limitation.

c. split the difference.

d. product compromise.   * 325

17. Which of the following is an acceptable method of negotiating the price objection?

a. Make price the focal point of your presentation.

b. Focus your comments on an individual product feature.

c. Explain and demonstrate the difference between price and cost.   * 327

d. Apologize for high prices.

18. Adding value with a cluster of satisfactions would be an effective way to deal with:

a. time and product resistance.

b. price resistance.   * 326

c. need and product resistance.

d. time and need resistance.

19. Resistance to the product is usually caused by all of the following EXCEPT:

a. the product is not well established.

b. the product has been given a low rating by the competition.   * 323

c. the present product is satisfactory.

d. friends or acquaintances did not like the product.

20. When a prospect has finished voicing an objection, it is a good idea for the salesperson to _______.

a. divert attention to a product feature

b. point out the relationship between price and quality

c. be certain both parties are clear about the true nature of the problem   * 330-331

d. agree that the objection is true and accurate

21. The “feel-felt-found” method is used in conjunction with _______.

a. direct denial

b. indirect denial * 333

c. trial offer

d. superior benefit

22. When a customer raises a valid objection that cannot be answered with a denial, the salesperson should consider using any of the following methods, EXCEPT:

a. the back-pedal.   * 333-336

b. questions.

c. a combination approach.

d. a demonstration.

23. The best way to overcome a sincere need objection by a business prospect is to:

a. instruct the prospect in comparison shopping.

b. make the price the major selling point of the sales presentation.

c. prove that your product will help ensure company profits.   * 322

d. point out the superior qualities of your product compared to others on the market.

24. One of the most common forms of buyer resistance and one of the most common excuses is _______.

a. lack of recognition of need for the product

b. resistance to price   * 324

c. personality conflict with the salesperson

d. loyalty to another firm

25. If you are familiar with your product as well as your competition’s product, this method of negotiating buyer resistance is one of the most convincing ways to overcome buyer skepticism.

a. trial offer

b. third-party testimony

c. demonstration   * 335

d. indirect denial

26. Which of the following is an acceptable way to cope with the loyalty objection?

a. Point out, in specific terms, the weak points of the competing product.

b. Work on recruiting internal champions to build more support for your message.   

* 324

c. Point out how dependence on just one supplier can be risky.

d. Encourage the prospect to quit the present supplier.

27. A professional buyer says, “My final offer is $9,500, take it or leave it.” A good way to cope with this type of resistance is to _______.

a. lower your price, but make sure the sale still results in a profit for your company

b. confidently review the superior benefits of your product and make another closing attempt   * 325

c. make a counteroffer that is about 10 percent under your first price quote

d. review the benefits of buying from your company

28. When your customer says, “I would rather not tie up my money in a large order,” the resistance falls into which category?

a. time

b. product

c. price   * 324-325

d. source

29. If a customer says to a sales representative from Johnson Supply, “I’ve always purchased my supplies from the Ralston Company,” this person is raising an objection to:

a. product

b. source   * 324

c. time

d. need

30. Which of the following is NOT true with respect to negotiations in foreign cultures?

a. It is a bad idea to become antagonistic during negotiations.

b. You should get involved in native business rituals.

c. German buyers are likely to look you in the eye.

d. In China, negotiations are less straightforward than in Japan.   * 332

Completion 

31. A _______ _______ is a benefit that will, in most cases, outweigh the customer’s specific concern.

superior benefit   334

32. The _______ method of negotiating buyer resistance is one of the most convincing ways to overcome buyer skepticism.

demonstration   335

33. The _______ _______ method of negotiating an objection is popular with customers because they can get fully acquainted with the product without making a major commitment.

trial offer   335

34. One way to empathize with the client’s objection and turn objections into sales is to use the “feel-felt- _______” strategy.

found   333

35. When a salesperson bends a little and acknowledges that the prospect is at least partially correct, he/she is using the _______ _______ method of negotiating an objection.

indirect denial   333

Short Answer

36. List five common types of buyer concerns.   322-328

1. Concerns related to need for the product.

2. Concerns about the product.

3. Concerns about source.

4. Concerns related to price.

5. Concerns related to time.

37. Professional buyers often learn to use specific tactics in dealing with salespeople.  List three tactics that were identified in Homer Smith’s book, Selling Through Negotiation.   324-325

1. Budget limitation tactic.

2. Take-it-or-leave-it tactic.

3. Let’s split the difference tactic.

Matching 

For each descriptive phrase or statement in Group A, select the most appropriate answer from the items listed in Group B.

Group A

38. Walk away.

C   332

39. Establish price negotiation guidelines while meeting with the buyer.

D   329-330

40. Using an direct approach while conducting negotiations with the Chinese.

C   332

41. Reviewing common types of resistance.

A   322-328

42. Concluding that your sales presentation is so effective that you don’t have to prepare a negotiations worksheet.

B   329-330

43. Using a feel-felt-found strategy.

C   333

44. Know the value of what you are offering.

A   328-329

45. Failing to confirm points of agreement because you feel repetition will tend to reduce chances of closing the sale.

D   331

46. Making sure you win your point when an objection surfaces.

D   319

47. Developing a negotiations worksheet.

A   329-330

48. Using the words, “Yes, I agree that…” to reduce impact of denial.

C   333

49. Using the direct denial method during highly sensitive negotiations.

D   332

50. Converting a buyer’s resistance from an objection into a question.

C   333

51. Finding some point of agreement.

C   331

52. Clarify price concerns with questions.

C   326

Group B

A. appropriate during preapproach

B. inappropriate during preapproach

C. appropriate during the presentation 

D. inappropriate during presentation 

1
96

