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SALES PROCESS 
 

The steps of the sales process are: 

 Professional Meet & Greet 

 Counsel & Discovery 

 Vehicle Selection 

 Presentation 

 Closing 

 Delivery 
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Counsel & Discovery 

 

 

 

Consumers buy based on what they value. How we 

Exchange Information is as important as what we hear. 

Your objective now is to uncover your customers’ 

values. You’ll ask questions that are conversational and 

focus on 4 basic areas: 

 Family 

 Occupation 

 Recreation 

 Mode of Transportation 
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Here are examples of Open & Closed Questions. 

Open Questions Closed Questions 

Family 

Clinton, it sounds like you enjoy your 

family. You mentioned you take a 

family trip twice a year. Where is 

your favorite place to vacation? 

Will you use this vehicle 

to take vacation in? 

Occupation 

Traci, I understand you will be using 

the vehicle for business, so I can 

focus on the features that are most 

important to you. 

 

What features are most essential 

and what sparked your interest in 

this particular model? 

Do you know what 

options you want on 

the vehicle? 

Recreation 

Traci, you mentioned you do a lot of 

traveling, how would you be utilizing 

the 4-wheel drive? 

Did you want the 4-

wheel drive option? 

Mode of Transportation 

Clinton, you’ve taken good care of 

your car. If you don’t mind me 

asking, why do you want to replace 

your car? 

Are you going to trade 

a vehicle in? 
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Note how much more information you will gather with 

Open questions. You will literally be able to keep a 

conversation going versus putting on the brakes. 

It’s important to anticipate questions or statements that 

customers have so that you can be calm and 

confident in your statements. It doesn’t matter that you 

are “right” if you push the customer away. So start 

thinking of phrasing and examples you can use during 

your next interview as well as those to avoid.  

Here is a comparison of negative phrasing and 

phrasing that is more positive that will move a 

conversation along: 
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Negative Phrasing Positive Phrasing 

I’ll have to… My pleasure – certainly – I’ll be glad to 

Problem Situation, opportunity, challenge 

I’m sorry I apologize; thank you for being 

patient 

Do you want my 

honest opinion? 

Based on your situation, this is what I 

recommend 

Don’t worry – trust 

me 

I will take care of it for you 

I don’t know I’ll get the answer for you 

You’re wrong Traci, based on the information you 

have, I would have come to the same 

conclusion. Other variables we 

factored into this are: __________ 

Can I help you with 

something? 

Welcome to ____________ Chevrolet, 

my name is _______ and your name 

please? 

What are you 

looking for? 

Clinton, are you more interested in 

new or certified pre-owned? 

Did you want to take 

a test drive? 

Traci, you mentioned the handling and 

performance was important to you. 

Have a seat here and I will drive the 

vehicle off the property. 

 

Go back and circle any phrase that you can start using today to improve 

your communications with your customers to help you Exchange 

Information.  

Then go back and put an X through any phrase that you will not use 

again (you have used it before and know that it is not productive).  
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83% of car sales include a trade-in, so most of the time 

you will be using the customer’s existing vehicle as part 

of their purchase deal. (Your sales manager will 

probably do the actual appraisal of the vehicle.) Your 

task during your consultation with the customer is to use 

their vehicle as a way to uncover their needs and 

expectations. So actively look at their vehicle while 

asking them open questions which will help you to 

match them to their new replacement vehicle. 

Take out your notepad and say “I want to capture all 

the details about your vehicle, so that later on when we 

get the market value of your vehicle, we can save you 

time.” 

“Also, I’d like to find out about what you love and what 

you dislike about this vehicle and how you want your 

replacement vehicle to be the same or better, so we 

can save you money.” 
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Find out the customer’s patterns for selecting vehicles 

by asking these types of questions: 

 “What’s the most important thing to you when 

you buy a vehicle?” 

 “When you bought this car, what was the #1 

thing that caused you to buy it?” 

 “What’s the #1 reason that you want to 

replace it?” 

 

You’ll need to gather the following information which 

will be used in the deal paperwork, so having an actual 

form will make the most of your time: 

 VIN 

 Actual mileage 

 Walk around the vehicle and touch any dings, 

dents or scratches (do not comment) but 

make note on the form 

 Tire wear 

 Interior condition 


