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The First Step

Objections
are an
Opportunity

Realize that objections are a GOOD thing!
• Objections indicate interest.
• It means keep talking.
• I need more information before making a
decision.

Presented by Joyce VanRooyen, CCOA

• The indifferent customer is the real concern.
• When you don’t know what they are thinking,
you can’t help them.

Senior Learning & Development Trainer
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Wooclap
• What are some of your most common objections?

Objective
• Discover the four step template to
embrace and transform objections.
• Learn how to craft effective
acknowledgements.
• Learn when and how to educate your
patients on their options.
• Guide patients to well-informed
decision making.
Training Name, Date 2020
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Some Common Ones
• I don’t want to try on frames that other people have handled!
• I don’t want to reschedule my appointment. I want to come in now
even though I’m high risk for COVID.
• I can see just fine, I don’t need an appointment.
• I don’t think I want that extra testing.
• I need to see what my benefits cover.
• I always buy from Steve at ABC Optical.
• I want to shop around before making a decision.
• I don’t have time to look today.
• I always order my contacts online.

How many of you
feel you are really
good at overcoming
objections from
your patients?
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Common Missteps
• Giving up right away.
• Invalidation - trying to
change their mind.
• Lack of or ‘cheap’
acknowledgements.
• Misreading patients
manner.
• Information overload
and industry talk.
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Four Steps
1.
2.
3.
4.

Acknowledge and relate.
Ask more questions.
Invite them to listen.
Remind them they are the
decision maker.
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A Tip
• Make the subject separate from you and
the patient.

• Avoid the words, you, I or we.
• Use the words it or that instead.

Objection:

• Instead of: “I understand that you want to
try on frames the way we used to do it”.

My Rx hasn’t changed so I don’t need
to look at glasses today, my current
progressives work just fine.

• Say this: “Trying on the right number of
frames to find the perfect pair is
important”.
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Really Listen
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1. The MOST Important Step

• Listen to understand, not to reply.

Acknowledge their point of view.

• You are not looking to convince someone
to see things your way.
• You want a well-informed decision from
your patients.
• That could be a yes or a no.
• Both are equally valid and you can be
successful with either decision.

• This is the step that most often gets skipped and the one that
makes the biggest difference.
• Without this, what you say can come across as defensive.
• We tend to rush right into the solution without letting the patient
know we heard them.

• Imagine yourself in the patient’s position.
• Try to see things from their perspective.
• Be aware of your assumptions.
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Acknowledge and Relate

These clarifying questions:

• Acknowledging:
• Shows you fully heard them, truly understand
and are on their side.
• Lets them know it’s ok to have concerns.
• Objections don’t have to be confrontational.

• Relating:
•
•
•
•

2. Ask More Questions

You put yourself in their shoes.
Creates a connection and a relationship.
Opens them up to listening more fully to you.
NOTE: don’t force it if you can’t relate.
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• Allow you to make sure you are embracing the
true objection.
• Are an opportunity to learn more about them
and their needs and wants.
• ‘Tell me more about that….’
• Give you insight into their thought process and
perceptions.
• Help you know where to go next.
• Not every objection requires more questions.
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Find Out More

Strong Acknowledgements
• Shows you gave them 100% of your attention.
• Demonstrate understanding by re-stating what
patient has said.

Objection –”My Rx hasn’t changed so I don’t need to
look at glasses today, my current progressives work
fine.”

• Beware of the “I understand how you feel”
acknowledgement.
• This may backfire because you may NOT
know how they feel.
• You risk coming across as insincere.
• This is a typical response and doesn’t mean
you fully heard them.

Ask More Questions:
“If you could improve your current progressives in any
way what would it be?”
“The Optometrist has noted that you’re working from
home now. Has that changed how much screen time
you have now?”

• NOTE: Acknowledgement does NOT mean
you agree with them.
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How That Sounds
Objection –”My Rx hasn’t changed so I don’t need to
look at glasses today, my current progressives work
fine.”
Acknowledge - “It is fantastic that your vision is stable,
you are one of the lucky ones. You have really good
quality Progressives as well, so I am glad they are still
working for you.”
Relate – “My Mom’s Rx rarely changes as well and she
loves being able to hold on to her previous glasses to
switch things up.”
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3. Invite Them To Listen
• Create an opening by asking
permission or inviting them to
discuss a solution.
• This will gain commitment.
• By prefacing your solution by
inviting them to listen, we come
across as genuine.
• They are more likely to listen to
what you have to say next.
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Ask Permission
“It is fantastic that your vision is stable, you are one of the lucky
ones. You have really good quality progressives as well so I am glad
they are still working for you.
While your Rx may not have changed, our lenses and coatings are
always advancing. I would like to take a few minutes to tell you
about what the doctor has recommended for you and how we can
help you see your best. How does that sound?

.

Objection –”My Rx hasn’t changed so I don’t need to
look at glasses today, my current progressives work
fine.”

That way we can ensure your current glasses are meeting all your
needs and you can decide if these recommendations for other
options to see more comfortably would be of value to you.”

“While your Rx may not have changed, our lenses
and coatings are always advancing. I would like to
take a few minutes to tell you about what the
doctor has recommended for you and how we can
help you see your best. How does that sound?”
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4. The Decision

Solution Mode

• Remind them that they are the
decision maker.

NOW you can do what you are so good at
- educating your patient about the
products and solutions you have for them.

• ‘So you can decide’

• They are open to listening now that
you’ve set the stage and proved that
you’re on their side.

• They’ll feel more in control of the
process.
• This shows you are there to support
them and their decision.
• Allows you to become the expert:

• You’re not just another sales person.

• Use your skills and knowledge to
demonstrate your expertise and gain
their trust.

• Educate and provide a solution.
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So They Can Decide

Let’s Do One More Together
Objection: I can get glasses cheaper at Costco.

Objection –”My Rx hasn’t changed so I don’t need to
look at glasses today, my current progressives work
fine.”

“That way we can ensure your current glasses are
meeting all your needs and you can decide if these
recommendations for other options to see more
comfortably would be of value to you.”
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Acknowledge: There is definitely a big range of products and price points out there.
Relate: I know I want to make sure I get the best value for the money I spend as well.
Invite to Listen: I would like to take a few minutes to tell you about what the doctor
has recommended for you and how we can help. Providing you with glasses that
work for you is our top priority, no matter where you choose to buy them.
So They Can Decide: Then you can decide where the best value for you is.
Does that sound good?
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You didn’t come this far to
only come this far.

Not Engaged
• There are times when you know the conversation isn’t going anywhere.
• The keys:
• Let them know it’s ok to not be able to commit.
• End with a question that gives them one more chance to engage.
• ‘I’m sensing the time isn’t right for you to make a decision and that’s ok.
Are there any questions you have for me?’
• ‘I’m sensing some hesitation and that’s ok. May I ask what you are unsure
about?’

• Your time is better spent helping someone who will engage than trying
to convince someone who isn’t.
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Practice Makes Perfect
• If you prepare, it becomes easy
and more comfortable.
• You don’t have to think on the fly.
• Makes you more confident.
• Your patients are more open to
what you have to say.
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Wooclap – what’s one thing you are going to do
differently when faced with an objection?
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Next Steps
• Work through the rest of your most
common objections.
• Craft your 4 step responses as a team.
• Practice, practice, practice!
• Saying things out loud helps you remember
what to say as well as see how it sounds to
patients.

• Type them up and put them somewhere
everyone has access to.
• Review or craft at staff meetings and share.
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