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CHERRY PICKING
Buyer Says: “I know I told you our initial order would be
5,000 units with 5 components, but we’ll just need this piece
first...”

tactics buyers use in

SALES NEGOTIATIONS
R AIN G ro u p

Description: Buyer tries to unbundle a solution but assumes
all will be the same price when it isn’t.
Response Strategy:
• Make sure to respond that it won’t work immediately to
address the issue.
• Note on proposals that price assumes “this solution and
volume” and changes will affect overall price structure.
• Don’t accept the changed terms just because they
changed them.
• Engage discussion to work out appropriate pricing.

RED HERRING

RUBBER STAMP
Buyer Says: “I just need to run this by the CFO...”
Description: You work out the deal, but before making it
official, the buyer says she needs to run it by someone
internally. Then she comes back to you with a request for a
reduction in price.
Response Strategy:
• Find out early in the process who will have final “sign off.”
• Ask the decision maker to be involved early to avoid this.
• Engage the decision maker and follow the RAIN Group
price-objection process (see the special offer below and
view lesson 8 to learn exactly how to do this).

SPLIT THE DIFFERENCE

PENCIL SHARPENING

Buyer Says: “We’re really concerned about this huge issue...”
(But, in reality, they’re not.)

Buyer Says: “You’re going to have to do better than this. We
need to get it for less.”

Description: Buyer distracts the negotiation by introducing
an unimporant issue to the seller, but making it seem
important, so they’ll get a concession from you when they
drop it. Then you are not inclined to stand firm on more
important issues.

Description: A common pushback to ‘get you ready’ to drop
your price because ‘they’ll expect that.’

Response Strategy:
• Suggest dealing with issues separately.
• If something else is important, don’t lose steam to
negotiate when you get to it.

ONE LAST THING

NOW
Buyer Says: “I’m talking to the CEO in 5 minutes. Are you sure
I have the best price?” Or, “I will give it to a competitor by
noon if you don’t make this concession.”
Description: This tactic uses time pressure to get the seller to
make concessions.

Sometimes buyers use tactics to gain advantages in negotiation at the
seller’s expense. Even if your mindset and approach is win-win, you need
to know how to counter any tactics that might be thrown your way.

Response Strategy:
• Ask, “Why?”
• Respond quickly that it’s not your expectation to simply
drop price for no reason.
• Focus on differentiation.
• Have value-adds ready to bargain and help them save
face. Add more vs. dropping price.

OUTLAST

Response Strategy:
• Don’t panic and drop the price without thinking. Prepare
beforehand and have response ready.
• If it’s a surprise, stall for time to think. 5 minutes is always
available.
• Evaluate whether you will lose the deal or not, and
propose something back.

Description: Buyer introduces a “bad cop” late in discussions
to pressure price, change the agreement, and reopen closed
issues.
Response Strategy:
• Bring your own bad cop.
• Don’t blink or look intimidated.
• Stick to objectives, possibilities, requirements, and
alternatives, and focus on outcomes.
• Wait it out, stay present, don’t rush.

“IT’S DEAD” BLUFF

Buyer Says: “Just meet me in the middle and let’s call it a
day...”

Buyer Says: “I can get that signed today if you give this one
last concession...”

Buyer Says: “This is too much for now. Then I’ll be out. Let’s
re-engage in 2 months...”

Buyer Says: “We can’t go forward with what you’ve
proposed...”

Description: Buyer asks you to meet them in the middle, even
though the middle may not be fair for you.

Description: Buyer catches the seller at their most vulnerable
point and uses eagerness to get the deal done to wring out
final concessions.

Description: Buyer tries to outlast you and wear you down
with delays.

Description: Scare tactic to see if you’ll cave to the buyer’s
communication that they will walk.

Response Strategy:
• Share your willingness to do the same.
• Don’t seem too excited about moving forward.
• Focus on urgency on their end with questions. If not
urgent, then don’t rush.

Response Strategy:
• If you think it’s a bluff, don’t cave or blink.
• Ask, “Why?”
• Focus on opportunities and possibilities.
• Consider changing the scope vs. just dropping the price.

Response Strategy:
• Beware of the emotional appeal of showing “good faith”
by splitting the difference.
• Don’t cave.
• Search for a better solution.

ANCHORING

Response Strategy:
• Don’t be tempted to cave.
• Remind the buyer that the process to get to final
agreement includes flexibility on both sides.
• Respond with questions and a trade offer.

TEMPER TANTRUM

Buyer Says: “We’re looking to spend no more than $500,000
for this...”
Description: Buyer shares a target number, such as a budget
cap, to anchor the bargaining range on the low side.
Response Strategy:
• Go first with price. Don’t wait for them.
• Find out whether it’s a real number or a ploy.
• Understand what their likely alternatives are—this will help
you respond.

Buyer Says: “I can’t believe this!!”
Description: A sometimes-planned, heightened emotional
reaction to price or a specific term in the proposal in order
to evoke a response from you.
Response Strategy:
• Don’t get rattled. Remain professional.
• Suggest taking a short break.
• Get back to objectives and possibilities.

THEATER OF THE ABSURD
Buyer Says: “We’ve revised our agreement. We want your first
born child, too...”
Description: Buyer asks for the sun and the stars, knowing it’s
absurd, hoping to then appear reasonable by lowering
demands that are still, actually, unreasonable.
Response Strategy: Reverse direction by giving them an
example of why what they are asking for is silly.

SELECTIVE MEMORY
Buyer Says: “I don’t remember agreeing to that...”
Description: Buyer conveniently “forgets” what they agreed
to.
Response Strategy:
• Avoid the issue altogether. Keep and share notes after all
meetings.
• If you agreed to it, you agreed. Stick to that if it’s
important.
• Get back to objectives and possibilities.

$
CLOSING WINDOW

WHACK BACK

I’M ON YOUR SIDE

STICKER SHOCK

Buyer Says: “Let’s do a site tour first...”

Buyer Says: “Your price is too high...”

Buyer Says: “I’m trying my best to look out for you here...”

Buyer Says: “It costs how much?!”

Description: You have limited time to do a deal. They
suggest time wasters first so you are time pressured when you
actually get to negotiating.

Description: Common buyer tactic to ALWAYS push back on
the first price offered.

Description: Buyer indicates they’re looking out for your
interest, but their actions suggest otherwise.

Description: Buyer appears to be shocked with the price. It
could be an orchestrated response.

Response Strategy: If they’re stalling, ask to focus on the
business agenda.

Response Strategy:
• Ask, “Why?” Response is often faulty logic.
• Follow the RAIN process for responding to objections.
• Focus on objectives and possibilities.

Response Strategy:
• If they are sincere, just let it pass.
• Maintain a peer dynamic and don’t allow yourself to be
patronized.

Response Strategy:
• Wait for theatrics to die down.
• Ignore their flinch, and ask why it seems high to them.
Often their reasoning is faulty.
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Learn to Respond to These Buyer Tactics & Master Sales Negotiation
Enroll in RAIN Sales Negotiation online training and you’ll get the tools and develop the skills you need to take control of
every negotiation so you walk away with not just a good deal, but the best deal possible. This online, on-demand program
digs deep into a negotiation process that’s been proven to work for sellers. It’s a process that delivers results..
Try RAIN Sales Negotiation today: http://goo.gl/K1ZTGJ.

Additional Resource: Infographic

GOOD COP, BAD COP
Buyer Says: “I’ve brought along our colleague, Darth CFO...”
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Buyer objections come in any number of forms at
various stages during the sales process. After you read
this white paper, take a look at our infographic on the
18 Tactics Buyers Use in Sales Negotiations. In it, we
share 18 of the most common tactics a buyer might
use in a negotiation, what they look like, and how you
can be prepared for and respond to each so you can
successfully negotiate with buyers on their terms.

What’s an Objection?

An objection is an explicit expression by a buyer that a barrier exists between the current situation
and what needs to be satisfied before buying from you.
Well, I like what you said, but I don’t
think it will work here.

Sounds good, in
theory, but I have
a pretty full plate
for the foreseeable
future.

We are working with
someone right now to
handle all of our needs in
that area.

I have been
talking to some other
providers and their
fees are much lower.
I just don’t think a
project like this fits in
our budget right now.

If any of these objections sound familiar, you’re not alone!
Sellers hear responses like these every day. Most react with dread, viewing them as a sign of
rejection or a call to battle. In any case, they’re often handled poorly. But objections are not such
horrible things. They are opportunities to understand your buyer better and move closer to the sale.

How objections are handled is often the difference between a new client
and a lost opportunity.
Sometimes the buyer says one thing but means something else. For example, the buyer may say
that the company doesn’t have time to take on a large project right now. However, the real issue is
that he doesn’t believe you can deliver on your promise. He’s not willing to risk it because there’s a
lack of trust.
In other situations, an objection may exist but remains unspoken. This occurs when the buyer
can’t—or is not ready to—articulate the objection.
It’s your job to uncover any hidden objections and make sure you get to the heart of each issue.
In this report we’ll share four steps to overcome the most common objections. The information
presented, combined with some practice, will have you handling the most difficult objections with
the resolve and confidence you need for selling success.
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Why You Should Embrace Objections

To overcome the objections of prospective buyers, it helps to first examine the way you think
about objections.
Many sellers go through the selling process hoping objections never come up. When they arise,
the sales process comes to a halt. This is unfortunate and unnecessary.

Objections should
be expected and
respected.

Objections are a natural step in the selling process. Be wary of a buyer with no objections at all; he
might have them and not be sharing them with you. When objections are viewed as a necessary
step towards gaining commitment, they are less likely to derail your sale.
Think of any great sports team that competes consistently for championships.
Do they expect winning to be easy or difficult? Do they dismiss other teams or respect them? Do
they avoid thinking about obstacles or prepare for them?
The answers, of course, are that great teams win because they expect challenges and prepare to
overcome them. The same principles are true in selling.

Can Objections be Good?
An objection is a buying signal from the buyer—a sign that they are engaged.
It means your offer is being considered, and this sure beats apathy or being ignored. Objections
help identify areas where you have not fully communicated the value. They provide you with the
opportunity to learn valuable information about your buyer’s beliefs.
An objection, heard and understood, won’t blindside you in the future.
Indeed, objections are a good sign. When handled properly, they can help win you the sale.
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Simple Steps to Overcome Any Objection

When a prospect indicates that he is not ready to buy, take a deep breath and employ the fourstep process for overcoming objections.
These steps work for any objection, but specific responses will vary depending on which of the
four objection types you are responding to (see page 6).
1.
2.
3.
4.

Listen
Understand
Respond
Confirm

Step 1: Listen Fully to the Objection
Your first reaction when you hear an objection may be to jump right in and respond immediately.
Resist this temptation. When you react too quickly, you risk making assumptions about the
objection. Instead, take the time to listen to the objection fully.

Guidelines
§

Do not react defensively. Train yourself to ignore any negative emotions you might be
feeling. Stay focused on what your client is saying and the business challenge you are
helping to solve. Emotions are natural, but you cannot let them interfere with your buyer
interactions.

§

Take a deep breath. Don’t allow yourself to sigh or tighten up. Keep breathing and stay
focused.

§

Listen actively. Listen with the intent of fully understanding the buyer’s concerns without
bias or anticipation. Allow your body language and verbal confirmations to communicate
to the buyer that you are listening intently.

Step 2: Understand the Objection Completely
Many objections hide underlying issues that the buyer can’t or isn’t ready to articulate. Often the
true issue is not what the buyer first tells you. It’s your job to get to the heart of the objection, and
then fully understand it and its true source.

Guidelines

© RAIN Group. All rights reserved.

§

Ask permission to understand and explore the issue. Get permission, and give yourself
license to stay here and work on it.

§

Restate the concern as you understand it. Sometimes when you restate the objection,
the buyer sees the issue more fully. As a result, you get closer to the true source of the
objection.

§

Ask “What else?” and “Why” questions for clarification. Even after the buyer confirms
you understand perfectly, ask some form of “What else?” You’ll get more information.
Whey you ask why (e.g., “Why do you ask that? Why is that important? Or any other whytype question), you can get to the heart of the issue. Often buyers will elaborate, and that
is very helpful to you both.
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Often, it is the answer to that last “What else?” that contains the biggest
barrier to moving the sale forward.
But unless you go through all of the other “What else?” replies, the real barrier continues to exist.

Forms of Asking “What Else?”
§§

“What else is bothering you?”

§§

“What else does that affect?”

§§

“What else is on your mind?”

§§

“What else is getting in the way of moving forward?”

Step 3: Respond Properly
After you’re confident that you’ve uncovered all objections, address the most important objection
first. Once you work through the greatest barrier to moving forward, other concerns may no longer
matter or feel as important to the buyer.

Guidelines
§

Choose your words carefully. As with all of your client interactions, do not respond
defensively when selling. Be sure to address their specific concern...don’t be cagey.

§

Respond. Do your best to resolve the issue right away. When you face a more complex
objection, your instinct may be to put the discussion on hold so you can research the
matter further. The more you can resolve issues in real time, the greater chance you have
of moving the sale forward. This is where your preparation and practice pays dividends.
If you have to, however, you may need to look into something. If you do need more
information, don’t wing it. Buyers can sense that. It creates distrust.

§

Minimize your words. Long-winded responses can sound insincere. Keep your responses
clear and to the point.

Step 4: Confirm You’ve Satisfied the Objection
Once you’ve responded to the buyer’s objections, it’s time to check if you’ve satisfied all of
their concerns. Just because they nodded during your response doesn’t mean they agreed with
everything you said. Ask if the buyer is happy with your solution. You won’t know if you don’t ask.

Guidelines
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§

Ask if you’ve satisfied the objection. Don’t assume anything about what the buyer is
thinking. Ask if your response made sense and if there are any other concerns.

§

Explain your solution further if necessary. Depending on the situation, you may do
this immediately or you may need to schedule another time. Some objections require a
process to overcome, not a quick answer.
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§

Don’t be discouraged. Don’t try to force a commitment if the client is not ready. Keep
working.

§

Don’t take a lukewarm “yes” for an answer. Many buyers will accept a solution in the
moment, but once you’re out of sight or off the phone, the objection still remains.

Getting to the Heart of the Objection
Buyer:
“I don’t have time to address this now. I have too many things on my plate.”
You: (Permission to understand)
“Do you mind if I ask a few questions about that?”
Buyer:
“Go ahead.”
You: (Restate objection as you understand it)
“I hear that you have a lot of other things going on right now and this doesn’t appear to be a priority for you. Is that
correct?”
Buyer:
“No. Well, that’s not exactly what I meant. It is important, but my resources are stretched to the limit. I can’t ask staff to take
this on.”
You: (Clarifying question)
“So this is important, but you’re having a hard time figuring out how to get it done without a negative impact on morale by
forcing more on to your team’s plate?”
Buyer:
“That is really what it’s all about.”
You: (Ask “What else?”)
“Okay, I think I have a better understanding of your concern now. What else is bothering you about our solution?”
Buyer:
“I just don’t think my boss would go for it, unless I could prove the project won’t interfere with ongoing operations. We
cannot afford to fall behind.”
You: (Ask “What else?”)
“I understand that concern. Anything else on your mind?”
Buyer:
“My bonus structure is tied to on-time order delivery. If I have to oversee this implementation, I fear some orders will slip
through the cracks and that will hit me where it hurts—my wallet.”
And so on...

© RAIN Group. All rights reserved.
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Four Types of Objections that Drive You

Nearly all objections boil down to one of four types:
§§
§§
§§
§§

Lack of Need: Buyer does not yet perceive, or does not yet admit, the need to solve a
problem
Lack of Urgency: Buyer does not yet see the impact and value of your solution
Lack of Trust: Buyer feels uncertainty about you, your solution, or your company
Lack of Money: Buyer communicates that there is no budget or funding for your solution

Lack of Need
“I just don’t see a need for that.”
“Well, I like what you said, but I don’t think it will work here.”
A buyer has to need what you’re selling. When a buyer says there’s no need for what your offering
will solve, it may be true. But it’s also possible that you are not resonating or not addressing the
right need. Or they simply don’t see the value in what you have to offer.

Guidelines
§

Research your buyer’s business and competitors. A seller educated in the buyer’s
business will have an easier time getting to a “yes.” Knowing where a company has need
and how your offerings fit in will give you a huge advantage. Sometimes you can discover
ideas by checking out what their competitors are doing. Your buyer will want to keep up.

§

Focus on outcomes, not process. Focus on the ultimate value you bring to the table, not
the mechanics of how you achieve results. Buyers care more about the outcomes than the
process you take to get there.

§

Don’t give up if your initial questions don’t resonate. Ask questions to uncover
what your buyer really needs. You might find they aren’t a good fit for the offering you
intended to sell, but a perfect candidate for something else.

Lack of Urgency
“Sounds good, but I have a pretty full plate for the foreseeable future.”
“I’m just not ready. Let’s wait and see.”
If any of these objections sound familiar, you’re not alone!
Lack of urgency from a buyer can be frustrating. The buyer appears to trust you, sees the need,
and can afford the project, yet...nothing. In these situations, show the impact of your solution.
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Guidelines
§

Uncover and communicate rational impact. Build the return on investment case. This
requires estimating numbers and doing math. Let the buyer choose and compute the
numbers so they own the solution. The buyer must see a tangible dollar value. No ROI,
no urgency.

§

Uncover emotional impact. Take your buyer on an emotional journey. Get him excited
about that promotion he’s been trying to earn or the appreciation he’ll receive when his
colleagues can do their jobs more efficiently. The old adage is true: People buy with their
hearts and justify with their heads.

Questions that Drive Urgency
§§

“If you’re able to solve this, what would happen to your financial situation?”

§§

“If you were able to work on this and get this done, what would happen to your
goals?”

§§

“If you delay, what consequences might you face?”

Lack of Trust
You overcome a lack of trust by building it. The buyer needs to believe that you can do what you
say you’ll do. When the buyer believes you, you reduce their perception of risk and get closer to
the sale.

Guidelines

© RAIN Group. All rights reserved.

§

Research the company and industry. The more knowledge you have about the buyer’s
business, the more confidence they’ll have in your offerings.

§

Prepare relevant stories and examples. Show how you’ve helped similar businesses in
the past. Make past results as tangible as possible and offer to put the buyer in touch
with your past clients. This builds credibility.

§

Be genuine and show interest. First and foremost, be yourself. Anything else will
come off as phony. Relax, smile, and have a positive attitude. Ask questions that show
an interest in your buyer as a person, not just a business partner. Use their names when
speaking and writing to them. People trust who they like.

§

Balance inquiry and advocacy. Find the sweet spot between asking questions and
talking about your offerings. One of the best ways to advocate is by telling stories. A
great storyteller is endearing and credible.
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Lack of Money
“Your fees are too high.”
Probably the most common objection of all is the money objection. Especially in today’s business
environment, price pressure is severe. You can overcome price objections and get full fees for
your offerings.

Guidelines
§

Make sure it’s a money issue. Price objections are often red herrings masking nonmoney issues just under the surface. Work to uncover the real objection.

§

Get to the decision maker. When stuck on a money issue, make sure you’re talking to
the person responsible for budget decisions or someone high enough up the ladder to
pull the trigger. You’ll continue to get price push back and lose sales if you don’t speak to
the person holding the purse strings.

§

Don’t talk cost structure. Sometimes the buyer will ask you to break down the pricing
so they can understand it better. You’ll end up going down a slippery slope if you start
justifying your price by time, staffing, billable hours, etc.

§

If you adjust price, adjust deliverables. If they insist on lower prices, don’t do so without
altering deliverables. Being arbitrary creates mistrust. Review the components of the
solution with the buyer. This leads to either a reduction in scope or having the buyer
realize the whole package is the best solution. They often find the money.

Steer the Conversation toward Goals
When your buyer raises a concern about money, listen fully to the objection, then say something like:
“If money were no object, what would be your ideal solution?”
This steers the conversation towards a common goal, allowing you to show the impact of your solution.

© RAIN Group. All rights reserved.

How to Handle Sales Objections: Turn Your Buyer’s No into Yes

8

Money Objections Come in Different Forms
Money objections are tricky because they are almost never what they first appear. Here’s a brief guide to determine what your buyer is
really saying:

Whack Back

“Wow, that’s a lot. Can we do it for less?”
This comes from the buyer who always asks for a price reduction because it has worked in the past. They think it can’t hurt for them to
ask. Whatever price you give them, their first response is always to whack it back with, “It’s too high. Can you lower it?”

Value Challenge

“It costs too much. Money is going to be a problem.”
Perhaps the buyer can’t justify spending XX% more than in the past for a similar offering, or they just don’t see the impact.

Competitor Pressure

“I received other proposals and your price is the highest.”
Perhaps the buyer can’t justify spending XX% more than in the past for a similar offering, or they just don’t see the impact.
Consider that:
a.
b.
c.

It’s true, and he’s using that as a bargaining chip
It’s true, and he just wants to be sure the reasons why are solid
It’s not true, or at least not the whole truth

Budget Pushback

“It’s not in the budget.”
a.
b.
c.

It’s true, and he’d like to see what can be worked out
It’s true, and he’s using that as a bargaining chip
It’s not true, and he’s just saying it

Bluffing

“I don’t have the money. We’ll need to do it for less.”
The buyer has the money, but doesn’t want you to know that. This is a ploy to see how low you will go.

We’re Done

“Too much money. Call me back if you can go lower.”
They say they’re a buyer, but only if the price is lower. If not, “no deal.”
a.
b.

It’s a bluff, and he assumes you’ll come back with lower price
It’s not a bluff, and he hopes you’ll lower the price to do business

Most people tell the truth, but some people posture to get a better price. Not everyone is a “win-win” negotiator. Ultimately,
sometimes you just have to hold your ground.
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Exercise: Handling Buyer Objections
What Categories Do Your Objections Fall Into?
Need (N)
Urgency (U)
Trust (T)
Money ($)

The buyer doesn’t see the value of buying
Value may be appreciated, but not fully enough to move forward
Buyer has fear, uncertainty, or doubt in you, the solution, your
company, or that you’ll be able to produce the intended result
Buyer pushes back on price

Process for Responding to Objections
The next time you’re in a situation and there’s an objection, follow this simple, yet powerful, process to respond and move the
sale along.

Listen

Understand

Respond

Confirm

Objections You Hear
This exercise will help you overcome the objections you hear most often. Fill out the columns in the order given below:
§

Objections I Hear. First, write the objections you hear most often. Use the language your prospects actually use when stating
an objection.

§

Type. Next, check N, U, T, or $ next to the objections. Note: Some objections may fall under multiple types. It’s your job to
uncover the real one.

§

My Response. How will you respond the next time you hear each objection? Be prepared, and practice your response.

§

Future Actions to Minimize Objections. What can you do in the future to minimize the objection? Remember, if you heard
the objection before, you will hear it again.

Type
N

U

T

$
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Objections I Hear

My Response

Future Actions to Minimize
Objections
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About RAIN Group
Unleash the Sales Potential of Your Team with RAIN Group
RAIN Group is a sales training, assessment, and performance improvement company that helps leading organizations improve sales
results. We’ve helped hundreds of thousands of salespeople, managers, and professionals in more than 62 countries increase their
sales significantly with RAIN Group’s consulting and sales methodology.
We can help you:

Implement Sales Training that Delivers Real Results

Identify Who Can and Will Sell with Great Success

RAIN Group’s sales training system inspires real change and
delivers real results that last. Our rigorous approach includes
sales team evaluation, customized training programs, robust
reinforcement, and coaching to help you and your team develop
sales and negotiation skills, and maximize your results.

Our assessments measure sales attributes and skills, identifying
the factors that really make a difference in sales performance.
Whether you’re looking to hire someone who can and will sell, or
looking to improve sales performance, we’ll help you build the
most successful sales team.

Grow Your Key Accounts

Implement World-Class Sales Coaching

At most companies, there’s a huge, untapped opportunity to add
more value—and thus sell more—to existing accounts. We help
our clients capitalize on these revenue growth opportunities.
Whether it’s simply increasing cross-selling and up-selling or
implementing a major strategic account management program,
we can help.

We coach sellers, professionals, and leaders individually and
in groups to achieve the greatest and fastest increase in sales
results. And we train and certify leaders and managers in our
RAIN Sales Coaching system. Often, it’s RAIN Sales Coaching that
truly unlocks the team’s potential, and keeps them motivated to
produce the best results consistently.

Find out more about how RAIN Group can help you
unleash the sales potential of your team by visiting
raingroup.com or calling (508) 405-0438.

RAIN Group’s Clients

Global Locations
Boston • Geneva • Johannesburg • London • Mumbai • Sydney • Toronto

Connect with Us
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