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• Looking Forward [Possibilities, Options]
– If you had to cut your remodeling budget in half, what would you do?
– If you could launch any product, what might it be?

• Looking Back [Assessment, Perspective]
– What do you see as the negatives for slowing growth?
– What are your 3 most important business priorities?

• Looking Inside [Desires, Fears]
– How does this impact how you are seen as an industry leader?
– When you look at your current year’s goals, what worries you?

Strategic Question Examples
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The four ways we listen ... and it's a habit we create
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CAP the Objection
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CAP the Objection

• Empathize 
• Let them know they 

are heard
• Be sincere
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CAP the Objection

• Keep short
• Don’t be defensive
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CAP the Objection

• End on a what you 
want them to 
remember

• Keep it positive
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• Evaluate
– The client needs a line of credit to fund inventory growth

• Connect w/ Empathy Statement
– “I know your business is growing and cash is tight”

• Answer
– “The challenge is that your inventory isn’t turning fast enough to pay back your line of credit.”

• Positive
– “Let’s talk about some other methods that would provide cash to support your inventory growth.”

Empathy Statement Example
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• Evaluate
– The client wants to renovate their store

• Connect w/Empathy Statement
– “Remodeling your store is important because it will help foot traffic.”

• Answer
– “What we found was that your cash flow to repay a remodeling loan 

wasn’t sufficient.”
• Positive

– “If we reduce the loan amount to meet requirements, what 
improvements would you be able to do and still meet your foot traffic 
goal.”

Empathy Statement Example
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Share your 
Empathy Statement 

with a partner
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