Seal the Deal!

Inoculate against Buyers Remorse
Here is a procedure and a recommended script which will handle one of the most common sales problems:  Buyer’s Remorse. 

If you’ve been in sales longer than a few months, you’ve undoubtedly run into the following situation: 


Your prospect decides to take the plunge and sign the order.  The agreement is signed, the deposit is received, and the training date has been established.  Everything is a go, all the details are completed.  However, two days later his administrator calls the home office and informs you they’ve decided to cancel the order. 


Why? What happened?   Simple, the buyer has been infected with a bad case of Buyer’s Remorse.  On the trip back to their office, they started to wonder if they were doing the right thing.  Or, when they walked into their office and announced their decision, the office staff revolted or began to berate your customer for making another stupid decision.  Or, the spouse had the opinion that purchasing your product as ill-advised at this time.  The economy is bad.  Your finances are bad.  Your accountant recommends against it.  And so it goes.  Your prospect crumbles in the face of this negative feedback, relents, and decides to cancel the order. 


What is the cure for BR (Buyer’s Remorse)?   Like any other infectious disease, BR can be alleviated or cured by an inoculation of the appropriate “vaccine.”  And you can do the same thing in your sales process with the following procedure: 


1.  Close the sale


2.  Validate the Sale.  Go out of your way to introduce your new sale to everyone possible.  Shout it to the highest authorities.  Get it publicized, announced, congratulated, and confirmed to as many people as possible.  Validate the correctness of the purchase!


3.  After the Close, Inoculate! 


There are several different ways to get this done, and here are two of my favorites:


Scenario #1: Handling their Buyer’s Remorse 


”Before you leave, Mr.  _______”, there’s something I’m a little uncomfortable about.  During our conversation, before you decided to move forward with our product, we discussed your concerns about _______________.  As you recall, you were having a problem with ______________ and we resolved it by __________________. “ 

“ I bring this up now, Dr. __________, because I don’t want you to leave today and then call me up at a later date and cancel the order because of this issue.  You wouldn’t cancel because of your concern about ____________, would you?”


Handle whatever comes up.  The important point here is that you are giving them an opportunity to back out while you’re still in the room.  Your customer will almost always agree that the compromise you agreed upon was fine and that they would not cancel the order.  If not, you can take steps to fix it!

Scenario #2:  Handling Other People’s Challenges

Sometimes Buyers Remorse can be caused by another person.  Here’s what I 

recommend to handle this scenario. 


Bring out the contract they just signed and ask them “Thanks again, I appreciate 

doing business with you.  Before you move on, I wanted to just recap something with you, 

allright?”

“As you know, many people resist change until they realize that it can be a very positive experience.  It’s possible that when you leave here and return to your office, you may run into one of these types.  Someone who is afraid of change.  They may even tell you that you have made a bad decision.  What will you tell them?”


At this point, the customer will recap for you the reasons why they purchased your product, and you can take a moment to coach them on the benefits and value of their decision.  If you do this adroitly, you will train them to handle the objections they might run into from other people. You are preparing them to adequately defend their position and justify their purchase.  


In both scenarios, if BR strikes at a later point, the customer will remember that they already discussed this with you and agreed that they would NOT cancel the order and that they would be prepared, if challenged, to defend the correctness of their decision.  Because of your positive action, you have fended off the possibility of them changing their mind, and they will rarely cancel their order.  To do so would risk them feeling foolish, wishy-washy or incapable of making a decision and sticking to it. 


They can’t very well change their minds, contradict themselves, and suffer how foolish they will appear.  No one wants to become known as indecisive or wishy-washy.  If you do this step of the sales process correctly, you will almost never encounter an order cancellation again.  

In short, you’ve successfully inoculated against BR and you’ve sealed the deal!


