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Dealing with Objections

Welcome to Dextrans Training Academy. Today we're exploring 

one of the most powerful skills in sales: turning customer 

objections into opportunities. This session focuses on 

understanding why customers object and how to respond with 

confidence and empathy.
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Let's Talk About It

Discussion Question 1

Think of a time when a customer objected during a 

discussion. What do you think was the real reason 

behind the objection?

Discussion Question 2

How can turning an objection into an opportunity 

strengthen our relationship with the customer?

Take a moment to reflect on these questions. We'll dive deeper into each one together.
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Uncovering the Real Reason
What's really behind a customer's objection?

It's Not Always What It Seems

Often, objections aren't about price or 

service—they're about trust, timing, or 

internal pressure the customer is facing.

Read Between the Lines

When a customer says "I'll think about it," 

the real issue might be uncertainty about 

ROI or waiting for manager approval.

Probe with Empathy

The key is asking thoughtful follow-up 

questions to uncover what's unsaid and 

address the core concern.
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Objections Are Opportunities
How to transform resistance into stronger customer relationships

A Sign of Interest

Objections are actually signals that the customer is interested enough to think 

critically about your solution. They're engaged in the process.

Build Credibility

Responding calmly and with genuine curiosity builds credibility and shows 

professionalism. You're demonstrating expertise, not defensiveness.

Become a Partner

Example: "I understand your concern—let's explore how we can make this work for 

your situation." This approach positions you as a partner, not a pushy seller.
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Role Play Time

Scenario

A customer replies to your quotation with: "Thanks, but I'll pass on this one. Your rate looks a bit high compared to others."

Your Challenge

Based on this scenario, conduct a role play to demonstrate how you would respond to the customer's feedback professionally. 

Remember to:

• Stay calm and curious, not defensive

• Ask questions to understand their comparison points

• Emphasize value, not just price

• Position yourself as a partner in solving their challenge
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Key Takeaways

Listen Deeper

Objections reveal hidden concerns—

probe with empathy to uncover the real 

issue.

Reframe Resistance

Every objection is an opportunity to 

build trust and demonstrate value.

Practice Makes Perfect

Role plays sharpen your skills—apply what you've learned in every customer 

interaction.

Thank you for participating!

Keep practicing these techniques, and watch your customer relationships flourish.
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