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Chapter 13: Resolving Concerns

Manager notes: Talk about each concern and role-play until reps have it down with every way to rebuttal 
it. Many sales reps want to choose just one way, but having a larger library full of information for resolving 
the concerns will get them more sales. They should be studying these and critiquing themselves on the 
doors after receiving these concerns on a daily bases.

As you sell and explain the service to customers, in more cases than not, they will come up with a few 
concerns. Some of these concerns will be real concerns which we can resolve. Other concerns they have 
are fake concerns to get us off the doorstep. Your goal is to resolve their concerns or uncover their true 
concerns or doubts. Sometimes you can figure it out quickly and other times it may take a while, so be 
persistent and keep rebutting and closing until you finally get their real concerns or they give you a true, 
hard no. It is extremely important that you know each concern customers can and will have so that you can 
answer and resolve them without hesitation. By hesitating, customers could think you are unsure about 
your product and they may not believe what you tell them after that. Others who don’t want to give you their 
real concern will feel as though they have stumped you and can then take over the conversation and get you 
off their doors. T his will result with no sales. What you should do is go over each concern you will eventually 
encounter while out on the doors and learn how to rebuttal or respond to it.

I Only Do Cash
If someone says he only pays with cash and does not own any credit cards, this is a huge red flag. In these 
days, almost everyone has a credit and/or debit card which they usually need for certain things. It would 
be pretty difficult for a homeowner or renter to get by without a credit or debit card. If someone truly does 
not have a debit or credit card then he might have declared bankruptcy and is still unable to get one for that 
reason. People that use this excuse use it in the same way: “I have had fraud in the past so I do not give 
out my credit card info”. Two types of people use this excuse. The first is a person that does not want to 
give us a card because he knows it will be automatically charged each month when he has no intention of 
ever paying us again. He could easily do this if we set him up as a cash customer. His idea is to get a $179 
service for dirt cheap and then never pay for the recurring services. If you find yourself running into a lot of 
people with this excuse and they fit this category, you need to talk to your manager and get a new area. Even 
if we did accept these customers, you would be putting on false numbers for yourself and would be very 
disappointed and surprised to see that pretty much every one of them canceled by the end of the summer.

The second type that do this are those who truly are afraid of fraud. Whether it has happened to them or 
not, they are weary about some random person showing up to their doorsteps asking for a card before 
spraying their homes. Some good lines to use to get past this objection would be (at times you may have 
to use several of them):

“We actually don’t take cash, so if you just want to grab me a card really quick, I’ll just set this up for you.”

Look down and get ready to type in numbers. If you look at the customer, he will see it as a question and 
will often rebuttal. “Yeah, we actually don’t do cash. Do you only have a debit card instead? Great, we’ll just 
use that then.”
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Once you use that close, look down and get ready to type in numbers.

“The best thing about doing a credit card is that you get to choose the date you want it to be charged each 
month. That way, you’re not just randomly charged in the middle of your payment cycle which could cause 
issues. If you ever see that day coming up and you know you are a little short on funds, don’t worry. Just call 
into our office and make arrangements with them. We give you full control on your billing date. When do you 
normally get paid and we’ll just set it up for then?” Pull up the calendar by the credit card info on the contract 
and let them look at the dates. You should use a quick close to get the card (“When do you normally get paid 
and we’ll just set it up for then”). By doing this, customers will tell you a day that they get paid; then, click on 
that day and say, “Perfect, and if you just grab that for me really quick we’ll be set.” Make sure as you ask 
for the card, you say it with a calm voice as if they already agreed to give it to you. You also want to look at 
your tablet as if you are about to start typing the numbers in. If you look the customer in the eye as you ask 
for the card, they often see it as a question of whether you can have it or not. More often than not, they will 
say no again. By looking down, they will just pull out their wallets and give it to you.

“Credit cards are actually the safest way to go. Your credit card company is always there to protect you. If 
a charge is ever made that isn’t suppose to be or is on a date that we did not agree upon, you can call your 
card company and let them know that was a fraud charge and they will credit you back. But don’t worry, all 
charges show up as Prime Pest Control, not Ben Cockrell or something weird like that.” (smile)

The close on this includes making a joke and chuckling with the customer a little to build rapport and trust 
with the customer. He will feel a little more comfortable about giving you the card.

“We used to do cash, but so many things go wrong with it.” ”The technician has lots of paperwork and 
product and he is in and out of the truck so much it could easily get lost.” ”The technician, carrying so much 
cash from every customer, would be a target for thieves.” ”Then it would go to the office and could be sorted 
wrong or put in the wrong place. The best thing with cards is that the bank keeps records for everyone on 
both sides. If there’s ever a mistake, it’s easy to fix and nothing ever gets lost.”

“We used to do cash but we got ripped off by so many people looking to get a one time, cheap service that 
throughout the first year we lost hundreds of thousands of dollars. Those customers would say they mailed 
the payment in but it would never show up

at our office or they would tell us that they would pay the technician. The technician would get there and 
spray and then the customer would not answer the door. We would try calling and mailing bills but those 
customers would never answer calls or send in their payments. We do not accept cash anymore because 
of the dishonest people out there. I am not saying that you are one of them, but it happened enough that 
we cannot accept it anymore. We only accept debit or credit cards so that records of everything are kept 
for both parties and no one gets cheated. We have a great relationship where we just destroy your bugs.”
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1.13b

Is This a Contract?
Something to remember is that in today’s world we sign contracts for nearly every service we get: cell 
phones, cable TV, etc. Help customers feel that it is actually to their advantage that it is a contract, because it 
is! Their rates won’t go up and it is a two way agreement that if they agree to stay with us for just 12 months, 
we give a money back guarantee. Without that contract, they would be stuck with a cheap company that 
uses cheap product. Other companies do this so the customers always have to call them back, which is 
how they secure their clients and their business.

As you rebuttal this concern, it is important that you stay calm. It is easy for sales reps to freak out here 
when they are so close. However, with confidence this will become an easy objection to get over. Always 
make sure as you answer this question you look customers in the eye or they will think you are trying to be 
shady. Ways to answer this concern would be:

You first look surprised that they didn’t already know it was a contract. You can just blow it off and say, 
“Yeah, it’s just 12 months,” and then go back to what you were doing or explaining before they asked.

“Yeah, we’re just setting you up for the one year contract so that we can have the opportunity to prove to 
you that we can and will take care of each season of insects as the year goes on. After the year, we expect 
you to fall in love with us and keep us for life. It is just a month to month service after that first year.”

“Yeah, we just ask you to date us before you marry us so we’re setting you up for the one year service.”

If customers are still on edge about signing a contract, help them understand that it’s only a one year contract.

“Yeah, we’re just setting you up with a one year contract instead of a two or three year contract like some 
other companies do.”

I Do It Myself
When customers say they do it themselves, it is almost always right off the bat after you give your initial 
pitch. What they are trying to accomplish is to get you off their doors because they think they are already 
taken care of. This is, however, not always the case. Most of the time, this means they picked up a product 
from Home Depot or Lowe’s and it is sitting in the garage. They usually only spray when the wife starts to 
get upset about all the bugs in the home. A lot of sales guys are intimidated by this response and leave. 
Leaving makes you no money! They know nothing about our service and are not educated on what a good 
service is and why they need it. Some people will try and get you off the door with this excuse because they 
don’t know there are other ways or better ways to control the insects. All they are thinking when you stand 
there is, “I don’t want to spend money on what I can do myself.” Instead of walking away, get them involved 
and educate them on issues they have, why they have them, and how we fix those issues.
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1.13c

Rebuttals
When customers give you the concern that they do it themselves, what they have really done is immediately 
gone in control mode from being sold and put up a wall. What you need to do is break down those walls 
and approach them in a non-threatening way. As soon as they inform you of doing it themselves, drop your 
hands and shoulders to show that you’re out of sales mode and say, “Good. Everyone needs something 
around here or else they would just go crazy.” Smile and chuckle as you say this to show yourself as a 
person, not just a sales guy. Doing this will build rapport and customers will let down their guard and say, 
“Yeah, you definitely do.” This is exactly where you want them. Customers like to feel like they are doing a 
good job. If you were teaching a child to do something, would you tell him he did everything horribly wrong? 
No, you would say, “That was great! I especially liked this part. This time try and do this a little different 
though.” The same thing applies to do-it-yourselfers. You do want to praise them because they at least see 
the value in pest control so you are one step closer to the sale. You then want to find out what they are doing 
and say, “That’s great, but a few of the neighbors have been having this issue which is why we are doing this 
service.” Now you are able to go through the service with the proper transitional phrases to catch and keep 
their attention. At this time, you can use several different lines to get into the conversation and then a few to 
close if they had the excuses at the end of the sale instead of the beginning, where most would.

“Great. Everyone has to be doing something. Have you ever used a professional company before? Why did 
you stop using them?” Most of the time, customers who have used a company before and stopped, did so 
because they were dissatisfied with it. This is why they put up walls from the start. By getting this concern 
out of the way, you can get onto the service and how we are different.

“Have you ever had a company before? How often do you spray? What products do you normally use? After 
asking a few probing questions, you may find out that the customer is a true do-it-yourselfer.

“That’s great you are doing so well and are motivated to spray. The reason why we have been signing on so 
many do-it-yourselfers is because what I can do is set you up with the SUCCESS PLAN. Many people try to 
do it themselves but the biggest issue is that all the insects lay their eggs in the yard (give granule pitch). 
What we will do throughout the year is pack the granules thicker and thicker and they will sink deeper and 
deeper inside the soil. After the year, you have a great protection barrier underneath the soil and it will be a 
little while before they can build their nests up again. Yes, you will then have to do your part like you do now 
because they can still come from the neighbors and street, but you don’t have the big nesting site on your 
property which is the battle right now. The success plan is also possible for the inside of the home. (Explain 
what happens when the insects get into the water box). By only spraying the baseboards, the insects are 
able to stay alive inside the walls and nest and build colonies in there. Then, when the product wears off, 
you have a much bigger issue inside the walls than before. What we are going to do to fix this issue is go 
under all the kitchen and bathroom sinks and shoot a powder throughout the inside of the walls. This will 
get the nesting sites flushed out. The powder we use is not a chemical so it lasts for years. Have you ever
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heard of diatomaceous earth? Well, it’s similar to that. Diatomaceous earth is a really thin fiberglass that 
people will actually mix with water and drink a couple of times each year to flush out their bodies for health 
reasons. The way it works in pest control is by scraping the insect’s exoskeleton, on its belly, dehydrating 
it and pushing it either back outside or killing it. I believe the success plan would be the best option for you 
because you like spraying and can do great at it. It’s not fun paying a service year after year, but the nesting 
sites make it so you almost have to. What we will do is service the home for one year, get rid of all the 
nesting sites and you can pick it up SUCCESSFULLY for the next year or two after that. We do have quite a 
few customers that go one year on, then one or two years off to spray themselves, then one year on again, 
and so on. You may, however, see how great and easy it is with us doing the work for you and find that it is 
really about what you pay anyway for your own product and just decide to keep us for life. But let’s set you 
up this way for now.” 

“Are you using the Home Control from Wal-Mart?”

Using this line will take the conversation one of two ways. They can say, “yes,” and then you can go into the 
power spray, granules, and wall injection. If they use something other than Home Control they will be proud 
of it and say, “no I use…” Now you have information on what they use and can go forward with your pitch 
with the transitions and end with price.

Find out exactly everything they do.

Once you have let your sales guard down, ask if they are currently using the Home Control to spray. Once 
they give an answer, ask what else they do.

The reason this is good to do is that as you are explaining our services, customers could say, “Oh yeah, I do 
that too.” But if they have already admitted to everything they do, they can’t use that against you

Great, we actually just signed up the Johnsons down the street, who normally spray themselves. They are 
having an issue in their back yard with the ants. Is that the main thing you guys see before you spray or is 
it mainly just the spiders and crickets?

This lets the customer know we are signing on other neighbors who also spray themselves. T his insures 
their pride will not be broken. This also states what other people have issues with to see if the customer 
has addressed that issue or not and how. That way we can compare apples to apples on services. We can 
explain how our granule system or something else can really benefit them. By giving them insects at the 
end of the sentence, the customer is more likely to admit they do have an issue with those insects. Once 
they admit this to us it goes from just crickets and spiders to CRICKETS and SPIDERS! Those crickets are 
so annoying at night, do you already have them in the walls of your home? Let’s make sure they don’t get 
into the walls because we don’t want them to keep you up all night. What we do is a wall injection…(go into 
the service). Spiders! What kind? No one has been bit have they? What we do to finally stop them is…
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Talk about their product and what is good and then the disadvantages of it. Oh great you’re using the home 
control, that is a great product and definitely kills about anything that touches it. The only problem with it 
is that if you look on the label it is 99.93% water and only.07% product. It’s really just meant to kill an insect 
when you see a live one and spray directly on it. Otherwise it evaporates in the heat pretty quickly. What we 
lay down is micro-encapsulated, which means it doesn’t evaporate in the heat or rain and lasts 60-90 days 
instead of 2 or 3. The way we spray it on the home, is with our truck that has a big power spray connected…
(granules, wall injection, close). Oh great you’re using home control, that is a great product and definitely 
kills about anything that touches it. The only problem with that though is that it does nothing for the nesting 
sites so they just keep coming and coming and coming with no end. The spray we use is very unique. 
Instead of killing it on the spot, the product will sting and irritate the insect, making it go back to its safety 
place which is its colony. Once it reaches the colony, it spreads a disease throughout the nesting site that 
kills all of the insects. By using this product, we can get them completely flushed out. Whether it is in the 
yard, neighbors, attic or wherever. This is our main goal. The biggest issues everyone has are the nesting 
sites in the yard, so we focus huge on it…(explain granules, wall injection, and close). Note that there is a 
pattern to explain the service with the transitions so you don’t get lost and you can confidently take control 
of the sale.

1.13d

How to Close with This Concern
Sometimes you will get through the pitch and customers then give the concern of spraying themselves, or 
they will give you the concern at the beginning and then still have the excuse. There are a couple of lines I 
to use that are very effective when this happens.

“Well, right now you are buying the Home Control somewhere between 15-20 dollars for one gallon, 
depending on the grade you get at Wal-Mart or Home Depot. You’re probably spraying and need to spray 
at least a couple of times per month, which comes out to at least $30+ dollars for just one gallon from the 
pump can. Plus, you would add extra if you decide to buy trade or granules or anything else on top of that, 
which I won’t include into the price because you’re currently not using that. Your expense right now is 30-40 
dollars/month. I just want to make sure what I’m offering you makes sense. What I’m offering you is a full 
service done by a trained technician each month for the same price. We will upgrade the amount of product 
used on your home from 1 gallon around the home to 4-8 gallons of product sprayed with a power sprayer. 
We lay down granules around the entire home. These sink inside the soil to flush everything out and stay 
on the surface to stop bugs from coming from the neighbors or street. We will have someone come around 
and sweep away all your webs and give a professional inspection. We will go in your garage to soak the 
nesting sites. We spray all of the baseboards in the entire home and then go under all the kitchen and 
bathroom sinks to flush all nesting sites out of the walls. We top that all off with a money back guarantee. 
I’m pretty sure Home Depot doesn’t have that promotion going on right now. (smile/chuckle) I promise this 
is something you won’t regret or we do refund you, so lets just get it taken care of. Would the morning or 
afternoon work better for you?” or “Will the technician have access to the garage tomorrow?” 
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The purpose of this pitch is to overwhelm them so that they can see everything really quickly and all at 
once. To do this effectively, as you’re going through the service, say it fast and then close calmly as you say, 
“All for the same price as your little pump can.”

Common Rebuttal Mistakes

Are you Seeing Any Bugs?
I do it myself, is a way to get you off the door. If you give them a yes or no question when that is their state 
of mind, you can count on the answer being no. Then where do you go from there? To the next door? Stay 
away from yes or no questions.

If they are real do-it-yourself guys they are proud of what they do. Even if they have insects. If you ask them 
if they have insects you could offend them. T heir pride will get to them because they can’t just say, “Oh 
yeah, I do it myself but I’m horrible because they are everywhere”. If this was the case and they would be so 
open with us, they would have informed us of that from the beginning instead of putting up a wall by saying 
they spray themselves. We do need that info but we have to get it in the right way.

Do you like spraying yourself?
If you have spent a lot of time on that specific door and built rapport, you can use this line at the end to close 
them but only use this line if you have truly built a small friendship with them: “Come on, you need to give 
me a chance. I mean, do you even like spraying yourself? Probably not, right?”

1.13e

I Have a Company
This is a very common concern sales reps will run into. This concern is also the most frustrating and 
difficult for most sales reps to learn. Mastering this concern separates the 150 and under sales reps from 
the 250+ sales reps.

When customers say they have a company it is almost always right off the bat after you give your initial pitch, 
sometimes even sooner. What customers are trying to accomplish is to get you off their doors because 
they already have someone and pest control is pest control. It is important that you keep calm and don’t 
get nervous during this pitch because you can switch them over. Customers having a company is a good 
thing because they see the value in pest control, need it, and want it. The service we provide is better than 
anyone else in the industry and we can match and beat prices of other companies, so why should they not 
switch? The only reason they shouldn’t is because we did not get a chance to truly show them the benefits 
of our service over their current ones. Customers will feel reluctant to listen at first because they already 
have a service, but this is the exact reason they should listen. Why should they switch to us before they 
know what we have to offer? What we have to offer is a fairly new and rare service that most customers do 
not even know exists. If someone came up to you and said, “I like your car. I’m here to switch out your car
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for another one, free of charge”. You’d probably think, “No I like my car. See you later.” Well what you don’t 
know is the vehicle they want to switch with your current car to is a Ford Raptor worth about 10 times the 
amount of your car. Yes, gas mileage isn’t as good, but guess what? We are going to pay all your gas for 
life. Do you think you could sell a product with an upgrade like that? Why shouldn’t everyone switch? Maybe 
because they’re wondering where the catch is. This would be the only reason. Yes, this example is an 
extreme situation, but pest control doesn’t cost as much as a car either. If customers are using a “ma and 
pa shop,” they are most likely receiving less than a gallon of watered down, cheap product you can buy in 
the store. In many situations, we are taking that one gallon and upgrading it to 4-8 gallons. Even if they are 
currently receiving a power spray with cheap product, they will receive maybe a week of protection for the 
1-3 months. Our service will guarantee 100% everyday protection with our advanced microencapsulated 
spray. Instead of only having a barrier for the corner of the exterior of their homes, we extend it to the 
entire yard, not only on the surface but also deep down in the soil. Not only do they get their garages and 
baseboards treated like they do by the other companies, but also the nesting sites in the walls. Just as an 
added bonus, we will sweep away the eves and webs to make the homes look nice and pretty. On top of all, 
that we have a money back guarantee so customers will always feel protected and never lose their money 
on a product that doesn’t work.

As we add all that up, the value comes out to way over 10 times the amount of service and value, all for the 
same price or cheaper than their service. Once again, after we get them to see this, the only reason they 
shouldn’t switch is because it seems too good to be true. In reality, we are the best and other companies 
do think we are crazy for giving a service like this. We do because we know we will grow to the most used 
company in each of our cities. Do whatever is possible to get them to listen and be properly educated and 
informed. Do not be afraid. You are offering a huge value that they cannot receive anywhere else!

When customers give you the concern that they have a company, what they have really done is immediately 
gone in control mode from being sold and put up walls. What you need to do is break down those walls and 
approach them in a non-threatening way. As soon as they inform you that they already have a company, 
instantly drop your hands and shoulders and take a step or two back to show you’re possibly leaving and 
out of sales mode. Then say, “Good, everyone needs something around here or else the bugs would go 
crazy.” Smile and chuckle as you say this to show yourself as a person, not just a sales guy. Everyone likes 
to feel like they are doing a good job. In reality, the fact that they have a pest control company is a great 
thing because they at least see the value in pest control. You are one step closer to the sale. Doing this 
will build rapport and customers will let down their guard and say “Yeah, you definitely do.” This is exactly 
where you want them.

This is another yes or no question. Some people actually do enjoy spraying and if you ask them that question 
and they say yes, you’re stumped. What you want to do is show them the value in our service. Even if they 
do enjoy spraying, they will soon realize that they just can’t do what we can. What you want to focus on is 
comparing apples to apples with customers so that they can fully understand the differences. As you sell 
our service, explain their service first and why it’s good or bad and then our service. This way, they see them
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side-by-side, making the decision on which service is better, easier. The number one thing you need to 
know about being able to switch people over is our competitors. If you don’t know about a certain company 
in the area, city or state that you are knocking in, LEARN ABOUT THEM. When you run into a new company 
you haven’t heard of, ask customers if they have an invoice showing what the technician did. Then compare 
apples to apples with our service. If customers do not have an invoice from their company, ask about what 
they do. That night and/or the next morning during training, ask your manager and the rest of the team 
if they have heard of that company, what they do, and what they charge. The more information you have 
about our competitors, the more confidence you will have during your sale. Ask to keep those invoices and 
carry one of each company with you at all times to use as a sales tactic. When customers say they use 
a certain company, pull out that company’s invoice. A lot of times as you are switching over a customer, 
you will be explaining the service and the customer will say, “Oh yeah, my company does that same thing,” 
after you explain each special service we do. This can and will be very frustrating because you know his 
company doesn’t do that, but you can’t prove it. You don’t want to call the customer a liar to his face 
because he will be offended and you will not get the sale. If you have kept an invoice from each company 
with you, you can then pull out the invoice from his specific company and show him what his technicians 
do and compare the service to our service. The customer will not be able to tell you otherwise because he 
can see that you have an actual invoice from his company. This is a great way to compare apples to apples 
with our services and our competitors. Now you can use several different lines to get into the conversation 
and then a few to close.

“That’s great. Everyone needs a company or things go absolutely crazy. Who are you currently using?” If you 
haven’t heard of the company, ask the customer if he has an invoice showing what the technician did. Once 
he gets it, you can show him the differences. Keep this invoice with you to help you on other doors. As soon 
as customers say they have a certain company, pull out the invoice and say, “(Terminix, Orkin, etc…). They 
are a great company. The reason why I have been switching so many people over from them is because we 
do things a little different. Yes, they do the power spray as well as we do but we focus more on the nesting 
sites. The product they spray down is called ______, which is a great contact kill product, meaning as soon 
as the insect touches it, it flops over dead. Instead of instantly killing the insect, our product stings and 
irritates it, sending it back to its safe place which is the colony. It will then spread a disease to the entire 
nest to wipe it out.” Now you go through the transitions as usual with the power spray and wall injections.

“That’s great. Everyone needs a company or things go absolutely crazy. What was the initial reason you 
started with a professional company?” Once you have found that out, pull out the invoice of that company 
and say, “We’ve actually been switching over a lot of people from that company, not just because of the 
price, but because our service is completely different.” If they inform you they had ants in the backyard, 
show them that what they really need is a granular system or else they will just nest again. If they had 
insects inside the home, say, “That’s great. They’re doing the baseboards to kill them but the real issue is 
in the wall.” Explain the wall injection. Inform the customers we are the only company with a money back 
guarantee because we take care of the nesting sites. Always remember to pull out their company’s invoice 
so that they know we are switching people over and it must be for a reason.
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“Yeah, of course. Everyone has to do something or the bugs go crazy! Who are you using? Oh great. I actually 
know a little bit about their service (grab their invoice from your binder) When was the last time they came out?”

If they haven’t been out for a month or longer say, “Great, then it sounds like you’re definitely due for another 
treatment. Our service is a little different though. I know they come out and do the power spray around the 
outside of the home, as do we, but our product is a little different.” Show them the product on their company 
invoice. What they use is bifenthrin which is a great contact kill product.” And go on with the service as 
before. 

If they have been out recently:

“That’s great they just came out. The reason I’ve been upgrading so many people though is because our 
service is a little different. They’re using a power spray which is good, but it’s a contact kill spray.” Finish 
explaining the power spray, granule, and wall injection. “Seeing how you just got serviced, I’ll drop our big 
initial fee of 179 to just the regular price of 36 and get you in while my trucks are here so that you’re not 
double charged. I know they did the power spray, but that bifenthrin is not microencapsulated so it is most 
likely already evaporated. We’re just going to pick up the pieces they left behind by treating the nesting sites 
in the yard and walls inside the home.” 


