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Understanding Types Of Objections

Barrier to 
closure

Legitimate concern 
about you, 

your products or 
some other issue

Perception of 
mismatch between 

you & prospect’s 
perceived needs

Expressed 
or silent

Home-grown or 
transplanted

Real or 
imagined
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Denial Confrontation

Condescension Empathy & 
Reframing

Common Reactions to Objections 
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The Right Approach – Handling Objections with Empathy

Feel
Empathy
Remove Tension

Felt

Customer Story
Relatable

Found

Business Benefit
Invitation to Connect 
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do

What action(s) do 
you want your 

audience to take?

A C T I O N S

feel

What emotional 
response do you expect 

from your audience?

A T TI TU D E S

The Endgame – Turning Objections into Actions

know

What do we need to know 
to further qualify deal 

validity and understand 
their decision criteria?

A N SW E RS

D E A L  P R O G R E S S
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Objections In 
a Group Setting

Example: Plan Sponsor 
Committee Meetings

Who do 
we need 
to make 

comfortable?

Special 
interest 
groups

Who’s 
the decision-
maker, key 
influencer, 

etc.?

Follow-up 
to confirm 
the handle

Can we 
meet 

everyone’s 
needs? Spread the 

love; focus on 
the value

Is this 
really a 

relevant 
issue?

COLLABORATION

Strengthen the 
objection-handling 

process

Social 
Dynamics !

Strong
Collaborations
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The Outcome - Building Trust & Deepening Relationships

Trust

Budget 
limitations

Partnerships

Unique feature reliance

Timeframe

Transparent 
Pricing

Long-term Deals

Competition
Affordability

Internal 
Consensus

Performance

Product 
Fit 

Solution 
Misalignment

Trust

Partnerships

Long-term Deals
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Building Your Objection- 
Handling Muscle

Expert team develops 
best practices handles 

Certification of client-facing team

Weekly Rhythm of sharing objection 
handling experiences

Gather Top 3-5 Objections 
By difficulty and frequency

Training and role playing

The “Found” in our “Feel,  Felt, Found” 
model includes our best Customer Stories
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Empowering the Audience 
to Master Objections

You are all 
salespeople

you’re selling 
your services 
every day

The best salespeople 
don’t close deals; 

they open doors to 
deeper connections 

and lasting partnerships.
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Great Gray Trust Company, LLC serves as Trustee for its bank collective investment trusts (“CITs” or “Funds”) and 
maintains ultimate fiduciary authority over the management of, and investments made in, the Funds. [Name of Sub -
Advisor] has been hired by the Trustee to assist it in managing the Funds. The Funds are not mutual funds as the 
Funds and their units are exempt from registration under the Investment Company Act of 1940 and the Securities Act 
of 1933, respectively. 

Investments in the Funds are not bank deposits or obligations of and are not insured or guaranteed by Great Gray 
Trust Company, LLC, any bank, the FDIC, the Federal Reserve, or any other governmental agency. The Funds are 
commingled investment vehicles, and as such, the values of the underlying investments will rise and fall 
according to market activity; it is possible to lose money by investing in the Funds. 

Participation in Collective Investment Trusts (CITs) is limited primarily to qualified retirement plans and certain state 
or local government plans and is not available to IRAs, health and welfare plans and, in certain cases, Keogh (H.R. 10) 
plans. CITs may be suitable investments for plan fiduciaries seeking to construct a well -diversified retirement savings 
program. Investors should consider the investment objectives, risks, charges, and expenses of any pooled investment 
fund carefully before investing. The Additional Fund Information and Principal Risk Definitions (PRD) contains this 
and other information about a CIT and is available at www.greatgray.com/principalriskdefinitions or ask for a free copy 
by contactingGreat Gray Trust Company, LLC at(866) 427-6885. Great Gray® and Great Gray Trust Company are 
service marks used in connection with various fiduciary and non-fiduciary services offered by Great Gray Trust 
Company, LLC.

Disclosures
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