Dextrans Training Academy

Customer Service Series

Topic 1: Mastering Objection Handling

Learn proven techniques to turn customer objections into opportunities and close more deals with confidence.
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Understanding Customer Objections

Every objection tells a story. When customers push back, they're revealing their concerns, priorities, and decision-

making process. Your job is to listen carefully and look beyond the surface.
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Look Beyond the Domain Every Objectionis an Agree to Disagree
The stated objection may not be Opportunity Validate their perspective first,
the real issue. Dig deeper to When customers object, they're then guide them toward a
understand what's really driving still engaged. Use this moment solution. Empathy opens doors
their hesitation. to address concerns and build to resolution.

trust.
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Five Reasons Behind "It's Too Expensive"

Price objections rarely mean what they seem. Understanding the true reason behind the objection is your key to

crafting the right response.
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Budget Constraints Seeking a Discount Lack of Interest

They genuinely lack funds or have They have the money but want a They're not truly interested but are
cash-flow issues that limit their better deal. Complaining about cost  too polite to say so directly. Price
purchasing power right now. Is their negotiation tactic. becomes their excuse.
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Reputation Concerns Low Perceived Value

They've heard negative feedback about your product or They don't see how your product justifies the cost, or

company from competitors or their network. they've found a cheaper alternative elsewhere.


https://gamma.app/?utm_source=made-with-gamma

Diagnosis First: Uncover the Real Issue

Price is Often Just a Smokescreen
[ The Virtual Close Technique

The stated objection typically hides deeper concerns
about budget, timing, value, or fit. Your first job isn't to Ask questions to determine if price is really the barrier:

defend your price—it's to diagnose the real problem. - "Do you have budget constraints we should address?"

Use strategic questioning to peel back the layers and "Is this not the right time for your team?"

discover what's truly holding them back. - "Are there other reasons, honestly, that we should

discuss?"
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Four Strategies to Overcome Price Objections

Keep Probing Shift to Value

Never take their first answer at face value. Ask: "lIs there something deeper Redirect the conversation from cost to value creation. Show tangible ROI,

than that?" Surface red flags early and clarify their true concerns. efficiency gains, and competitive advantages your solution delivers.
_

Ask Open Questions Target the Exact Objection

Keep customers engaged with open-ended questions. Discover why they're Ask specifically why they think it's too expensive. This helps you address the

objecting and what information gaps exist that you can fill. precise information gap and provide relevant solutions.

Build Value, Ask Questions - Overcome Price
Objections

This virtual close surfaces issues early and gives you a clear next step to keep the deal moving forward with confidence.
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The art of non-verbal communication

Listen Closely I

Pick key words; read
between lines

Flip the Script

Turn disadvantages into
advantages I

I Know the Customer

Understand role and
background

Use Simple Cues

Dialects, emojis,
I tentative words
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Ready to Master Objection
Handling?

You now have the tools to transform price objections into
sales opportunities. Remember: every objection is a

conversation waiting to happen.
Key Takeaways:

Diagnose before responding
Focus on value, not price
Ask strategic questions

Turn objections into opportunities

Thank You

"Build Value, Ask Questions - Overcome Price Objections"
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