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Course Objectives: 
 

Upon completion of this course, the student will be able to: 
• List the critical points behind the consumer’s point of view. 
• List the pros and cons of a decision based on the other person’s point of 

reference. 
• Differentiate between logical and emotional decision making. 
• Compare language habits towards comprehending whether the other 

person is a ‘Feeler’ or ‘Thinker.’ 
• Contrast options as to whether they clearly call for a yes decision by the 

consumer based on the prior experiences of the consumer. 
• Identify those decisions made by a consumer that are based on sound logic.  
• Identify those decisions made by a consumer that are based solely on 

emotion. 
• Distinctly set forth the goals of each party and list the techniques necessary 

to achieve the multiple goals. 
 
 
 

Timeline: 
 
Welcome/Overview 10 min 
Chapter 1: Why They Do What They Do 20 min. 
Chapter 2: The Intelligence/Education Aspect 20 min. 
Chapter 3: More about People (aka YOUR customers) 20 min. 
Chapter 4: Negotiating Strategies and Tactics 40 min. 
Chapter 5: How do you define RIGHT? Maintaining your ethics 40 min. 
Chapter 6: Frequent Seller Objections 30 min. 
Chapter 7: Language Skills: Neurolingustics 10 min. 
Summary 10 min. 
 
Total 200 min. 
 (4 hours) 
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Welcome to the real world! This is the place where real people, with real 
emotions, illogical actions and a ton of baggage interact with one another to get 
thru the day.  This is your and my customer.  Frankly, it’s also us. And that’s where 
we’ll begin. 
 
The more we know ourselves as we are, how we got to where we are, why we 
make the decisions we make, why we “feel” and think the way we do, the better 
we will be able to understand, and thereby help our customers.  The fact is, we 
are as crazy as just about anyone we will ever meet.  What! You say: 
 
(We and) Our Customers are: 
 

*Lovable 
*Rational 
*Thinking 
*Logical 
*Process complex thoughts with ease 
*Are patient with others 
*Have no prejudice 
*Know when they are with smarter people and defer to their expertise 
*Do not let the past cloud their present decision 
*Believe the other persons’ agenda is more important than their own 
*Will always make the first concession 
*Will always admit their mistakes 
 

I could go on, but I don’t know anyone who fits this definition, do you? Probably 
not, because lesson #1 is the following: 
 

People (aka your CUSTOMERS) do things for their reasons, not 
yours.  Most people can do almost anything they think is to their 
benefit without being concerned about what that decision will do 
to others.  
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As a salesperson, be truthful. You want to make the sale. A good negotiation 
outcome to you is when you get what you want. However, you will never get 
what you want, unless someone else gets what they want, first.  SO our intention 
in this course is to teach you how to understand what the other(s) want in a 
negotiation and how what you’re offering will meet their desires. 
 
Are we always negotiating? In a sense yes. We make decisions about when to 
wake, when to leave to get somewhere in time, how long to plan a showing, what 
color shirt to buy, which color car to buy, what brand to buy, lease or purchase 
etc.  Think about it, how did you arrive at your last decision? 
 
So let’s understand us and the “other person” in a negotiation before we get into 
specific negotiating strategies and tactics.  And once again, let’s understand that 
until you put the needs of the other person ahead of yours, you’re not going to 
get what you want. 
 
A few more things we’ll learn about in this program include: 
 

1.  Understanding the other people in the negotiation. 
2.  Knowing that everyone wants to “win”.  But someone will usually feel 

less of a winner in most negotiations. 
3.  Few people want to be fair, they want to win. 
4.  People hate to lose, whether it’s cash, equity or in sports. 
5.  Many people will not tell the truth if doing so would harm them 

financially or legally. 
6.  Most people will not make a decision if the fear of a wrong decision 

exceeds the possibilities of a good decision. 
7.  For many people, “doing the right thing”, is based on conditions, not on 

inherit goodness. 
8.  Many major decisions, such as buying real estate are fueled from 

emotions, and justified later by logic. 
9.  Logic will not always work, because logic will not always overcome 

emotion. 
10. No one likes to admit they are wrong. 
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Why They Do What They Do 
CHAPTER 1: 

 
EXAMPLE 1:  The buyer in what is perceived as a down market (2006 early 2010) 
 
What is the buyer thinking, why are they thinking what they are thinking, who 
influences them? 
 
These are the questions to which we need answers if we are to understand the 
“other”.  We see the world or the specific negotiation thru our own eyes and our 
own experiences.  This is not necessarily “their” eyes or their experiences. You are 
usually motivated by economic gain, while their motivation has nothing to do 
with making you money. 
 
A.  What the buying prospect is thinking: 
 

THEY THINK: People are desperate and thus motivated to sell cheap 
WHY: They read in print, they see in the news and they hear on radio about 

unemployment, foreclosure rates, high vacancies and similarly 
negative news about the real estate market 

WHO: This buyer is influenced by all they see and hear and about what 
their friends and colleagues are telling them. 

YOU: What do you think about the market? 
WHY: Do you think the way you do. Are you backing up your thoughts with 

action? 
For example if you think the market has bottomed out and it’s a 
great time to buy, are you buying now? 

WHO: Is influencing you? 
 

What we look for in this situation, are the differences and 
similarities between the parties. Where is the common ground, 
what is a deal breaker, what can be fixed by new and accurate 
information? Will accurate information persuade the other? 
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