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RelationshipRelationship

ContentContentAskAsk

SaleSale

The Secret Formula?

ValueMatch Selling – William Nowell

IBSIBS

The Situation?
• We all believe in our sales process
• We don’t follow it in real life
• The three main reasons 

– Loss of  Control
– Generic Presentation
– Lack of Understanding and Confidence

• What we need to change
– Have a Plan
– Be prepared to Listen
– Understand the Mission

• The secret? Practice! ValueMatch Selling – William Nowell
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Discover and Match Emotions 
Customers Emotions can propel us forward or bring us to a Stop. 

Who is your customer? 

_____________________________________________________________________

_____________________________________________________________________ 

What are they afraid of? 

_____________________________________________________________________

_____________________________________________________________________ 

What are their emotional memories? 

_____________________________________________________________________

_____________________________________________________________________ 

What do you need to get “them” to focus on? 

_____________________________________________________________________

_____________________________________________________________________ 

What do you want “them”  not to focus on? 

_____________________________________________________________________

_____________________________________________________________________ 

Stop Selling the House.  
Start Selling the Boom * Boom * Boom! 

How do you want to feel about the house you buy six months after 

you move in?  __________________________________________________ 

________________________________________________________________

________________________________________________________________ 

• We are always going to be competitive 
• Find the house you love first, and then let’s make it work for you 
• Don’t buy the wrong house for the right price! 
• Don’t walk away for the wrong reason 
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Gain Control: Guide the Process 
IBSIBS

Why Do We 
Need To Change?

Everybody Lies — All the Time
• We speak in code
• We learned it was not cool to ask questions
• We learned to never share our feelings
• We never learned to listen

ValueMatch Selling – William Nowell

IBSIBS

Selling and Baseball

ValueMatch Selling – William Nowell
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Summarize the customer’s situation. Empathize and gain agreement. 

Summarize the customer’s urgency. Reconfirm urgency and tie to action step. 

Summarize the hot buttons for location, amenities, neighborhood, and home. 

Throughout summary, confirm what you have identified as “hot” really hold an interest 
to the customer. At closing, confirm you did indeed find what they wanted in a specific 
home! 

Note: Closing Strategy:  Be prepared to ask the prospect to move forward and take the 
next step in the process at least three times. 

Optional Question 1: If indeed I have shown you a house that meets the criteria we 
have discussed, can you think of any reason not to take the next step in the process? 

Optional Question 2: Is there anything you can think of that we have left out that 
would keep you from moving forward? 

Optional Question 3: Are there any questions you have or information I need to clar-
ify in order for you to move forward? 

Note: Stalling Strategy:  If you have asked for the close at least three times and lis-
tened through each objection, and the prospect still feels they need to take more time, 
be prepared to come to an agreement on the next step (i.e. Offer to provide informa-
tion that would be helpful, and set an appointment to meet as soon as appropriate.). 

Tie Down.  “Why don’t we start the process to move into your new home?”  “The next 
step of the process is…”   

Can you pass the closing test? 

• Heart felt 
• Recommendation 
• To a friend 
• To take the next best action step 

Closing Posture 

Overcoming Objections / Zingers 
Hear the objection / zinger. 

Assure the customer by repeating the objection / zinger. 

Ask what they mean by <their objection / zinger> 

Why do you ask <about the objection / zinger>? 

Resume the process, remembering that the answer needs to lead back to the process. 
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Zingers 

IBSIBS

ValueMatch 
Model

Question Listen
[Take Notes]
Workbook Pg 29

PrioritizeRestate

Anything
Else

IBSIBS

Listening Foundation

Ask a 
Question about 

the Question

Ask a Question 
about the 
Answer

Anything
Else

The ValueMatch Model 

IBSIBS

Zingers - Objections

Question/Statement = Reasons not to buy

I’m in a hurry.
I really just want to look at the models.

Do you have a pool?

Are there many restaurants near by?

ValueMatch Selling – William Nowell
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Zinger - Objections 

IBSIBS

Stop Answering 
the Question

• Start quenching their thirst
• Truth is just 2 questions away

– What do you mean by______? 
(State verbatim what was said)

– Why is ___________ important?
(State verbatim what was said)

ValueMatch Selling – William Nowell

Discovering 
IBSIBS

Feel?Feel?
EmpathizeEmpathize

Accomplish? Accomplish? 
Situation?Situation?

Why?Why?
Sell Sell 

Most?Most?
Mean?Mean?

Builder?Builder?

Why?Why?
SellSell

Most Most 
Important?Important?

Location?Location?

Feel?Feel?
Optimal Solution?Optimal Solution?

How Long?How Long?
Why Now?Why Now?

The Value Drill 
Getting the real urgency
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Take Notes! Move towards the Site Board. 

Question:  “What about the neighborhood will be most  important to you ?”   
“What type of neighborhood is important to you?” 

Response Skill:  “So, what I hear you saying is <Repeat>. What do you mean by that?”  

Question:  Why is that important to you?  (Listen to the Answer) 

Response Skill:  “ValueMatch”  (Relate to what they have just shared to one or more of the  
Neighborhood special features) 

Neighborhood Special Feature #1, #2, #3 

Tie Down. So, it sounds like we have the type of neighborhood you are looking for.  Is that right? 

Discover Most Important Neighborhood Features 

Take Notes! Move towards the Site Board. 

Question:  “So, you told me your interest is in a _______ style of home. Is that right? “  
“What  type of home most interests you?” “What are some of the specific features of the home you are 
interested in?” 

Response Skill:  “So, What I hear you saying is <Repeat what is said>. What do you mean by that?“ 

Question:  Why is that important to you?  (Listen to the Answer) 

Response Skill:  “ValueMatch”  (Relate to what they have just shared to one or more of the  
Home’s special features) 

Home Special Feature #1, #2, #3, #4  

Tie Down. So, it sounds like our Model ____ would fit your need. 

Discover Most Important Home Features 

Gaining Agreement 
Summarize the customer’s situation. Summarize the customer’s urgency.  

Summarize the hot buttons for location, amenities, site, and home. 

Throughout summary, confirm what you have identified as “hot” really holds an interest to the customer. 

Question:  “What is going to be the most important issue or feature in your decision to  
Purchase a new  home?” 

Response Skill:  “That’s amazing!  Based on what you have shared, I have exactly what you are looking for.  
Would you like to see some of the homes I have in mind?” 

Question:  “If indeed I can show you the home that matches everything you and I have discovered that you 
are looking for, would that be something you could get excited about?” 

Tie Down. 
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Take Notes! 

Question:  “How long have you been in your current situation? Or looking for a new 
home?” 

Question:  What has recently occurred to motivate you to shop or buy now? 

Response Skill:  “So, what I hear you saying is <Repeat what is said>. What do you 
mean by that (use key words or phrases)?“ Repeat answer. Repeat process  

Question: “Why is that important to you”? <or> “How do you feel about that”? 

Response Skill: “So, <Repeat answer and ask> What is the optimal solution you are 
looking for?“ 

Response Skill: “ValueMatch” (Relate to what they have just shared to one or more of 
the special features of your community)  

Community feature (or optimal solution) #1, #2, #3, #4  

Tie Down.   

Build Rapport 

Take Notes! 

Move towards the Amenities Board. 

Question:  “When you think of amenities, which ones are most important to you?”   
“What are some of the things you like to do in your spare time?” 

Response Skill:  “So, What I hear you saying is <Repeat what is said>.“ What do you 
mean by that?” “Which one is most important to you?” 

Question: Why is that important to you? (Listen to the Answer 

Response Skill: “ValueMatch” (Relate to what they just shared to one or more of the 
Amenities) 

Amenity #1, Amenity #2, Amenity #3, Amenity #4 

Tie Down. So if you had <repeat most important amenity> available to you, would that 
be important? 

Discover Customer Hot Buttons 
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Power up Demonstration 

IBSIBS

The “WOW”
Presentation

• When  you get the urge to talk, Ask a question
• Tell a story
• Describe it in the ambient light of their feelings

ValueMatch Selling – William Nowell

IBSIBS

Closing Posture

• Ask for the check three times
• Expect NO, be surprised by YES
• Don’t get programmed
• Know what to say and how to say it

ValueMatch Selling – William Nowell



_____________________________________________________________

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________

_____________________________________________________________

NOTES: 

Ke
yN

ot
eP

ad
 

©2009 ServiceTrac, LLC 
IBS LV2009 

www.servicetrac.com   800-951-6606 

Four Powerful Closes 
IBSIBS

Four Powerful Closes

• Process
• Next Step
• Kodak
• Summary

ValueMatch Selling – William Nowell

Overcoming Objections 
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Build Rapport 
Take notes 

Meet at the door (no wait) and shake hands 

Make introductions (positive, upbeat, smiling) and carry clipboard and guest card with you 

Question:  What attracted you to the community? 

Question:  What would you like to accomplish today?  

Response Skill:  “So, <Repeat what is said>.  I would be happy to help you with that.  Do you 
mind if I ask a question first?” 

Question:  What is your situation?  (Listen to the Answer) 

Response Skill:  “So, <Repeat what is said>.“ 

Question: How do you feel about the situation? 

Listen to the answer and empathize. 

Tie Down 

Take Notes! 

Move towards the Locator Map 

Question: “What will be important to you about the area you move to? What  has attracted 
you to this area?” 

Response Skill: “So, What I hear you saying is <Repeat what is said>. What do you mean by 
that (use key words or phrases)? Repeat answer. 

Question: Why is that important to you? (Listen to the Answer) 

Response Skill: “ValueMatch” (Relate what they have just shared to one or more of the 
area’s special features) 

Area feature #1, Area feature #2, Area feature #3 

Tie Down 

Build Value 


