
  

Key Sales Techniques 
 
4 Step Elevator Pitch: 
 
1. Introduction: 
Introduce yourself and what you do! NOT your title  

Hi, I’m Jacqui Perkins, I work for a wonderful company called 

_______ Aged Care. I assist families on making informed decisions 

about their loved one’s future ageing journeys.  

2. Key Points (Unique Selling Point): ONLY OFFER ONE!  

We provide the level of care you need and have the flexibility to 

adjust the care accordingly. This means you never have to move 

again. (97% of our residents stay with us throughout their ageing 

journey.) 

3. What you can do for them and how you can meet their wants 

and needs. (WIIFM FACTOR!) This means you never have to move 

again. (97% of our residents stay with us throughout their ageing 

journey 

4. Call to Action: Get commitment to the next step 
 I see you live in _________, why don’t you pop into our _________ 

village, have a cuppa, meet the residents and hear their stories so 

you can make your own decision  

 

Open Question & Closed Questions:  
(Get the UNSTATED need by asking OPEN QUESTIONS) 
 

Open Questions (Start 
With) 

Closed Questions (Start 
With) 

 What 
 When 
 Where 
 Why 
 How 
 Tell 
 Explain 
 Describe 

 Do/Did/Does 
 Would/Will 
 Could/Can 
 Should 
 Is/Are 
 Have 

 
NEED - FEATURE – BENEFIT (WIIFM) 
Paraphrasing: Prove you have heard and understood to win their 
trust! 
1. So what I am hearing is...? 
2. Your summarized interpretation of everything they have told you. 
Have I got this correct or is there anything I have missed or 

misunderstood? 



  

 
Stated and Unstated Needs: 
 
 Stated needs – what customers say they want (above the water line) 

 Real needs – what customers actually require (below the water line)  

 Understated needs – related to their SCARF NEEDS (below the 

water line) 

 Delight needs – don’t know it exists so cannot ask for it (below the 

water line) 

 Secret needs – needs customers are reluctant to admit because they 

are ashamed of them (below the waterline) 

 Status – need to feel relevant, significant and recognized (Baby 

boomers) 

 Certainty – A need for a predictability regarding their future 

 Autonomy – A need to be heard, to have choices, to be in control 

 Relatedness – A need to belong, to fit in, to feel accepted and safe 

 Fairness – A need for transparency around the financial processes 

and experience.  

Personality Types: 
 
Eagle  
(Dominant) 

Wants quick bottom line results, impact on 
finances, outcome driven 
( Autonomy / need for control) 

Peacock 
(Influencer) 

Wants fun, lively interaction, and to be at the 
centre of attention. People is their focus. ( Status is 
their overriding need) 

Dove  
(Steadiness) 

Needs Even-tempered, accommodating, patient, 
humble and tactful approach. ( Fairness and 
Relatedness is their overriding need.) 

Owl 
(Conscientious) 

 Needs an Analytical, precise, private and 
systematic response. (Overriding need is Certainty) 

 

4 Step Objection Handling:  
“An Objection is a request for more information!” 
 
1. Validate their concern:  

This means acknowledging their viewpoint but not agreeing with it. 
         (Do not follow this with a but/however/unfortunately)! 
 
2. Ask a clarifying question:  

Get their unspoken needs and concerns out in the open. 
 

3. Offer an explanation: 
Clarify their misunderstanding. 
 

4. Get a commitment:  
The next step/call to action. 

 


