DoesTraining ReallywWork?

A Commentary on the Automobile Business
By Jim Fisher, Former Dealer @@onsultant

There are many forms of trainin@lassroom, online, newslettercabhook
reading. | have foumnl that most automobile salespeople who have customer interactions
daily, only listen or redabout what they thinis important. If they do not see a
procedure or sales close in person, they do not believe that the conceptOwdrky go
out without learnig the entire procedure difail, which leads to, never trygthat again.

| was in Lafayette, Indiana holdjra weé long training session with new,
inexperiencd salespeople ama few oll pros. The first day went very slow driihere was
doubt in the atmosphere that what they were legmneially works. The secod day
startal out the same as the firstdendecidel that the salespeople nedde‘real life
experience”.Ed French, the General Manageddriook all eight of the “green peas” to
the local Rax Roast Beef restaurant for lunch.

As | completd my order, | aske&a simple question, "Can | have a free cookie?”
Rax Roast Beef at the timediaeshly bake Chocolate Chu cookies, right where you
order. The answer by the cashier was nd invould cost me 89 for the cookie.l then
told her that if she gave me a “free” cookie, | might buy one the next time | cage in.
She sal that she was unable to give me a “free” cookithen askd her who coud give
me a “free” cookie?She toll me that the manager was the only ohaskal to tak to
him.

The Manager camgp ard asked, “Is there a problem?*told him that | had
askel for a “free” cookie atithe cashier tol me that yo were the only one that could
give me a “free” cookie3 He said, “We don't give “free” cookies.

| then aske him, “If you give me a “free” cookie ahl like it, we have nine other
people who may buy one, isn’'t that a goeason to give me a “free” cookidHe told
me that if he gave me a “free” cookie, other people areggoimant “free” cookies.

| then aske him, “What do yo do with the cookies at theckaf the day if they
are not sold?” A lok came over him that | can’t explaitde said, “We throw them
away”. | then askd him how many they usually throw outddme sadl , “OK but you are
the only one that gets a free cookie.”

| thanke him ard askel him | coul get a discount on the cookies for the other
people He gave mdO0 cookies amtold me not tell anyone that he gave us the free
cookies.

The moral of the story id: askel at least five times before | got a positive
response. How many times do your peopleyasir customers to buy?

When we returrtkto the store, every salesperson gave me their full attention.
| then went bacto Raxs’ ad gave the Manager drthe Cashier twenty bucks a piece and
thanked them for letting me use them in my experiment.

Review my credentials atww.jfanow.com and contact me at 630-542-9444 if
you have any questions or need any of my services.




