Handout 54.3


Opening Questions


Safe to Use: With new customers, early in the conversation, or when the customer’s situation has changed.


Hazardous to Use: Late in the conversation, in sensitive areas, or when you might sound like an interrogator if you ask too many.


Probing Questions


Safe to Use: Early in the conversation, in areas where your product or service can provide solutions, or in areas that are significant to your customer.


Hazardous to Use: In sensitive areas such as organizational politics or when the customer has a high personal or emotional involvement, or when your product or service does not provide a solution.


Extending Questions


Safe to Use: When you know the problem can expand into other areas or you can uncover an even greater need; when you can give the customer an additional reason to buy.


Hazardous to Use: Too early in the conversation or in areas you cannot address.


Net Gain Questions


Safe to Use: When the answer leads to a payoff in other areas or when the solution must be justified by the customer.


Hazardous to Use: Too early in the conversation.
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