
Partnership + Performance = Profit 

Concessions

 Clearly, our credibility is of the utmost importance…yet so many of us toss it away, regularly! It doesn’t take too much deep 
introspection to realize it, either. Consider how it must sound to our Guests when we say, “if I could…would ya?” Heck, you can 

almost even hear it in a very unintelligent sounding voice! In the history of negotiation, of all the different methods employed, this is 
probably the worst and least effective. You might as well say, “sorry…I know I was just trying to charge you too much! You caught 

me. Now that you have discovered my bad behavior, will you still consider doing business with me if I repent and charge you less?”

Unlikely!

What got us here? 

Initially, we interviewed our Guests Mary and Mike. We discovered that Mary is the lucky one getting the new vehicle, this time 
around, and her anticipated trade cycle will be 5-7 years. She will be driving approximately 12-15,000 miles per year. We then 

mistakenly specify a VSC offering of 7 years, 100,000 miles, when building our menu, and, by doing so, we have now leaned into a 
left hook. “You know what, I don’t think so. I might not even keep the car that long”, she says, at the conclusion of your menu 

presentation. Our Guest is now motivated by fear of loss, of paying for more than she’ll use, and it is we who created this anxiety, 
through our misdirected offering. 

Damage control. 

We try to make amends by now throwing a price concession at the mess.

 It’s a cash deal and you respond to the objection with, “if I could sell it to you for $500 less, would you take it?” We have now 
tossed gasoline on the funeral pyre of our deal and, later, even receive a bad survey! Or, perhaps the deal we are working on is a 72-

month finance offering. This same $500 compromise, you are attempting to make, now becomes, “I know $467 is too high. Would 
you do it for $459.50?” 

How’d that work out for you?

These approaches almost never work because there is no value in it, for our Guests. We have also now created the added 
uncertainty, in our Guest’s minds, of what a fair price might be if they were possibly interested. There really isn’t much upside here.

So…what do we do?

Instead, we might consider motivating our Guests by hope for gain. Considering the same usage patterns, listed above, we’ll offer 
Mary a 5-year, 60,000-mile VSC. We have now removed the obvious objection to our offering, that she may not keep it that long, by 
aiming at the lower-end of her anticipated usage pattern. Therefore, when Mary leans back in her chair, crosses her arms, and says, 

“you know what, I don’t think so”…we’ll be able to respond, “is it the way it’s packaged that concerns you?” Mary will ask us to 
explain. We’ll continue, “you, like me, I’m sure would agree, this top piece, the full-mechanical coverage, the one everyone refers to 

as ‘bumper-to-bumper’, that this is the most important piece in the whole matrix. Surely you’d agree with that?!?” She nods, in 
agreement, but you can see it in her eyes…she still isn’t convinced there is enough value in it, for her.
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Lǘ ƛǎ ƘŜǊŜ ǿƘŜǊŜ ǿŜΩƭƭ ƳŀƪŜ ƻǳǊ ŎƻƴŎŜǎǎƛƻƴΣ ƎƛǾƛƴƎ ƘŜǊ ŜǾŜƴ ƳƻǊŜ ŦƻǊ ƘŜǊ ƛƴǾŜǎǘƳŜƴǘΣ ōǳǘ ǿŜ ƘŀǾŜ ǘƻ ǇƛǉǳŜ ƘŜǊ ƛƴǘŜǊŜǎǘΦ άL ǘŜƭƭ 
ȅƻǳ ǿƘŀǘΣ aŀǊȅΧLΩƳ ƎƻƛƴƎ ǘƻ ƳŀƪŜ ȅƻǳ ŀƴ ƻŦŦŜǊ ȅƻǳ ŎŀƴΩǘ ǊŜŦǳǎŜΗέ ¢ƘŜ ǇƻǿŜǊ ƻŦ ǘƘƛǎ ǎǘŀǘŜƳŜƴǘΣ ŀǘ ŎŀǇǘǳǊƛƴƎ ǎƻƳŜƻƴŜΩǎ 

ŀǘǘŜƴǘƛƻƴΣ ƛǎ ƘŀǊŘ ǘƻ ƻǾŜǊǎǘŀǘŜΦ LǘΩǎ ƭƛƪŜ ŀ ǇŜǊǎƻƴŀƭ ŎƘŀƭƭŜƴƎŜ ŀƴŘ ƭƛƪŜƭȅ ǘƻ ŜƭƛŎƛǘ ƘŜǊ ǊŜǎǇƻƴǎŜ όǉǳƛǇǇŜŘ ǿƘƛƭŜ ǳƴŦƻƭŘƛƴƎ ƘŜǊ ŀǊƳǎ 
ŀƴŘ ƭŜŀƴƛƴƎ ŎƭƻǎŜǊύΣ άƻƘ ȅŜŀƘΧǿƘŀǘΩǎ ǘƘŀǘΚέ ²ŜΩƭƭ ƴƻǿ ǘŀōƭŜ ǘƘŜ ƻŦŦŜǊΧάŎƘŜŎƪ ǘƘƛǎ ƻǳǘΦ CƻǊ ǘƘŜ ŜȄŀŎǘ ǎŀƳŜ ƛƴǾŜǎǘƳŜƴǘΣ ŀǎ ǿƘŀǘ 
ǿŜ ǿŜǊŜ ŎƻƴǎƛŘŜǊƛƴƎ ǘƘŜ р ȅŜŀǊǎ ŀƴŘ слΣллл ƳƛƭŜǎ ƻŦ ǇǊƻǘŜŎǘƛƻƴ ŦƻǊΣ LΩƭƭ ƳŀƪŜ ƛǘ ŀǾŀƛƭŀōƭŜ ǘƻ ȅƻǳ ǘƻ ǘŀƪŜ ŀŘǾŀƴǘŀƎŜ ƻŦΣ ǊƛƎƘǘ ƴƻǿΣ 
ŦƻǊ ŀ Ŧǳƭƭ т ȅŜŀǊǎ ŀƴŘ мллΣллл ƳƛƭŜǎΗΗΗ !ŦǘŜǊŀƭƭΧȅƻǳΣ ƭƛƪŜ ƳŜΣ LΩƳ ǎǳǊŜ ǿƻǳƭŘ ŀƎǊŜŜΧǘƘŜ ƭƛƪŜƭƛƘƻƻŘ ƻŦ ǎƻƳŜǘƘƛƴƎ ƎƻƛƴƎ ǿǊƻƴƎ ƛƴ 

ǘƘŜ ŦƛǊǎǘ р ȅŜŀǊǎ Ƴŀȅ ōŜ ŜǾŜƴ ƭŜǎǎ ǘƘŀƴ ƛƴ ȅŜŀǊǎ с ŀƴŘ тΧŀƴŘ ƛƴ ǘƘŜ ŦƛǊǎǘ слΣллл ƳƛƭŜǎ Ƴŀȅ ōŜ ŜǾŜƴ ƭŜǎǎ ǘƘŀƴ ƛƴ слΣллм ǘƻ мллΣлллΦ 
/ŜǊǘŀƛƴƭȅΣ ǘƘŀǘ ǿƛƭƭ ǿƻǊƪ ŦƻǊ ȅƻǳΚΗΚέ

.ȅ ƳŀƪƛƴƎ ŀ ŎƻƴŎŜǎǎƛƻƴ ƛƴ ǘƘƛǎ ǿŀȅΣ ȅƻǳ ŀǊŜ ǇǊƻǾƛŘƛƴƎ ǇƻǎƛǘƛǾŜ ǊŜƛƴŦƻǊŎŜƳŜƴǘ ŦƻǊ ǘƘŜƛǊ ŘŜŎƛǎƛƻƴ ǘƻ Řƻ ōǳǎƛƴŜǎǎ ǿƛǘƘ ȅƻǳΦ {ǘŀȅ ƻŦŦ 
ǘƘŜ ǊƻǳƭŜǘǘŜ ǿƘŜŜƭ ƻŦ ǇǊƛŎŜ ƴŜƎƻǘƛŀǘƛƻƴΣ ǿƘƛŎƘ ǎŜǊǾŜǎ ƻƴƭȅ ǘƻ ŦƻǎǘŜǊ ŎƻƴǘŜƳǇǘ ŀƴŘ ƛƴŘŜŎƛǎƛƻƴΦ 

wŜƳŜƳōŜǊΣ ǎƻ ƳǳŎƘ ƻŦ ǿƘŀǘ ŀƛƭǎ ǳǎ ƛǎ ƻŦ ƻǳǊ ƻǿƴ ŎǊŜŀǘƛƻƴΦ !ǾƻƛŘ ǘƘŜ ŘǊŀƳŀ ŀƴŘ ǎŜƭŦπǎŀōƻǘŀƎŜ ǊŜǎǳƭǘƛƴƎ ŦǊƻƳ ǘƘŜ ŘǊŜŀŘŜŘΣ ΨƛŦ L 
ŎƻǳƭŘΧǿƻǳƭŘ ȅŀΚΩ

¢Ƙƛƴƪ ŀōƻǳǘ ƛǘΦ

DƻƻŘ ƭǳŎƪ ŀƴŘ ƎƻƻŘ ǎŜƭƭƛƴƎΗ 

ϝƻŦ ŎƻǳǊǎŜ ǘƘŜ ƛƴŦƻǊƳŀǘƛƻƴ ŎƻƴǘŀƛƴŜŘΣ ƘŜǊŜƛƴΣ ƛǎ ƻƴƭȅ ŦƻǊ ǘƘŜ ŎƻƴǎƛŘŜǊŀǘƛƻƴ ƻŦ ǘƘƻǎŜ ƻǇŜǊŀǘƛƴƎ ǿƛǘƘƛƴ ǎǘŀǘŜǎ ǿƘƛŎƘ ŀƭƭƻǿ ǇǊƛŎŜ 
ŎƻƴŎŜǎǎƛƻƴǎΦ aŀƛƴǘŀƛƴ ƭŜƎŀƭ ŀƴŘ ŜǘƘƛŎŀƭ ŎƻƳǇƭƛŀƴŎŜ ŀǘ ŀƭƭ ǘƛƳŜǎΦ
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