Effective Interviewing
In many cases, the biggest competitor we face in sales is “Do Nothing” simply because the company has limited money and resources to drive change.  Projects that receive funding typically have a higher return on investment, so it is critical that we help the business owner build a strong case for change.
There are 3 steps you can take to help the business owner strengthen the ROI:
1) Explain how the business case process works
2) Ask the business owner to explain the process step by step
3) Dive into each area of concern like a therapist

There are 4 questioning techniques that can help the prospect open up about each business issue:
1) Open-Ended Questions: These encourage detailed responses rather than yes/no answers. For example, “Help me understand how the process works today?”
2) Clarifying Questions: These help restate the issue and invite the prospect to expand. For example, “Could you be a bit more specific?”
3) Reframing Statements: Restating the prospect’s answer in a more positive or negative way to see if they pull you back. “It sounds like a problem, but it doesn't seem that bad.”
4) Empathizing Statements: These help the prospect feel supported. For example, “I get it, it can be tough to drive change in an organization.”

Negative Reframing
Prospects instinctively resist traditional sales techniques, often discounting the salesperson's attempts to highlight their benefits and push back against any pressure to make a decision. The term is referred to as psychological reactance. Gaining the prospect's trust requires behaving in a way that does not chase, pressure, or exaggerate benefits. In fact, it requires you to do the opposite. You must behave as if you are only interested in their success and willing to walk away from an opportunity if there is no good product fit. Finally, it is important to reframe the prospect's problem by minimizing its significance to gauge their response. For example, the prospect might indicate they lose thousands of dollars per month due to shipping delays. The reframe statement might be, “I assume that is not a lot of money for a business of your size.”
Quantifying & Qualifying 
A successful discovery interview needs to go beyond diagnosing the pain to be effective. We need to help our prospect translate that pain into additional revenue, cost reduction, or risk reduction. In addition to the financial benefits, we need to understand the timing, alternatives, and the impacted areas to develop an effective strategy. 
During an interview, I focus on these 4 topics: 
· Topic 1: Financial: These questions help turn the issues into tangible savings. For example, “Do you have any idea what this is costing you in round numbers?” 
· Topic 2: Timeline: These help build a chronological map of major events. For example, "How long has this been a problem?" or "Are you working toward a deadline to address these issues?" 
· Topic 3: Alternatives: Helps uncover what alternatives they have tried in the past. For example, “What else have you tried?” 
· Topic 4: Impacts: Helps uncover any people or departments who may benefit from this change.  For example, “Is anyone else impacted by this issue?”

Example Questions
· Open Ended
· Can you walk me through the process?
· How are you handling this today?
· Help me understand X.
· What challenges are you running into today?
· What’s working well right now?
· What changes would have the biggest impact?
· Clarification
· Can you be a bit more specific?	
· Can you help me understand that a little better?
· Can you give me an example?
· How frequently does that happen?
· How are you handling this today?
· What would an ideal solution look like?


· Negative Reframing
· I get the sense that ...  Is that a fair statement?
· I assume this is not a budgeted project.  Is that a fair statement?
· It sounds like it works ok.  Am I missing something?
· I've seen a lot worse.  Is this the biggest problem?
· I would love to sell you our service, but I'm not sure you need it.  Is there anything else causing problems?
· It sounds like this may not be a priority right now.
· Perhaps the cost of change feels too high right now.
· I’m not sure we’d necessarily be the right fit.
· Empathy
· I understand
· I know how you feel
· I can appreciate that
· I see what you mean
· I have been there before
· That makes a lot of sense
· That's not uncommon.  Every customer I talk with is struggling with the same problem.
· It's not that bad.  I have seen a lot worse.
· Trust me.  It could be worse.
· Financial
· How much do you suppose that has cost you?
· How much time is your team spending on this issue?
· What could your team focus on if this workload disappeared?
· Would this help improve customer retention or expansion?
· What happens financially when errors occur?
· What impact does that have on the business in round numbers?
· What’s the cost of maintaining the status quo?
· Timeline
· How long has that been a problem?
· Are you working toward a timeline to address these issues?
· What happens if we don’t meet the deadline?
· What prompted you to explore this now?
· When did this first become a priority?
· What could slow the process down?
· What’s the cost of waiting?
· When are you hoping we could have this fixed?
· Alternatives
· What have you tried so far?
· How does this problem compare to other priorities?
· What approaches are being discussed internally?
· What options seem most realistic right now?
· How comfortable is the organization with the status quo?
· What happens if you decide not to make a change?
· What capabilities are you comparing most closely?
· How are you differentiating the options?
· Impacts
· Who does this impact besides yourself?
· Who else is impacted by this?
· How does that affect the business?
· What happens downstream when that occurs?
· How are decisions like this typically made?
· Who else is involved in fixing the problem?
