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situation, GAP is critical. Because it not only pays the dif-
ference between what you owe and what the insurance
company pays, it also pays your deductible.

If they give you an affirmative response, you have earned
the right to ask a closing question. Circle the GAP icon on
your menu and ask the customer to buy a package.

F: So, do you want to go with the preferred option, or
do you think the standard option would work better?

IF THEY STILL SAY NoO

Even though the customer should now understand
the importance of GAP, certainly some customers will
still decline to purchase it for whatever reason. Again, be-
fore you provide any additional benefits or
reasons to buy GAP, you must first make the
customer want to hear them.

Wait for the customer to respond! And believe me,
they will respond, because they want to know what those
two reasons are.

First, today’s vehicles are made with component parts.
You can’t replace a taillight lens. You have to replace a tail-
light lens assembly. And they’re not $85. They’re $300 to
$800 per side. You can’t replace an armrest; you have to re-
place the entire door panel. Today, even a minor accident
can cost thousands of dollars to repair, making it much
more likely a vehicle will be totaled. Have you ever watched
“20/20” or “Dateline” when the National Insurance Insti-
tute crash-tests a vehicle? They back it into a pole at 5 mph
and it does $3,400 worth of damage; you wonder how

The key is to make the

C: 1 have great insurance. I've never had
an accident and I’ve never had a vehicle C U St@ m er Wa ﬂ‘t yQ U r

stolen, so I just don’t think I need it.

The key is to make the customer want
your knowledge and expertise so that you're
responding to their request for information
instead of forcing them to listen to a sales
pitch. You do that by making a statement
that keeps them inquiring.

F: Well, I can certainly understand why you wouldn’t
think you need it. You have good insurance, you've never
had an accident, and you've never had a vehicle stolen.
Why would you need GAP? Although it’s really critical
on today’s vehicles for two very important reasons.

GAP Needs-Discovery Questions
How long do you normally keep your vehicles? If they typically
trade before they pay off the vehicle, they will probably have neg-
ative equity throughout the course of their loan.
Have you, or anyone in your family, ever had an accident? The per-
fect time to ask this question is when you're confirming their insur-
ance information. Chances are, someone in their family has had an
accident, and this will reinforce the possibility that it could easily
happen to them.
How old are your kids? How often will they be driving this vehicle?
If they have kids who will be driving the vehicle, it greatly increases
the likelihood of the vehicle being involved in an accident.
Do you have room in the garage for the new car? Most vehicles are
stolen between 1:00 a.m. and 5:00 a.m. If the vehicle is parked on
the street, it's more likely to be stolen.
What type of theft deterrent system does your vehicle have? If it
has one, they're obviously concerned about theft. If not, GAP may
be especially important.
If your vehicle were stolen or declared a total loss, where
would you get the money to take care of the deficiency? This
plants the seed that they could be faced with thousands of dol-
lars of potential liability. If they’re unable to pay, it could seri-
ously damage their credit rating.
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knowledge and expertise ...
instead of forcing them to
listen to a sales pitch.

that’s possible? It’s easy with component parts.

Second, every new vehicle is made with crumple or
crush zones that are designed to absorb the impact, pro-
tecting the passenger compartment and the people in-
side. Your new vehicle is designed to sacrifice its life to
save yours. Fenders crumple, engines break away, and
steering columns collapse, all to reduce injuries and pre-
vent the death of the occupants. Today, even a relatively
minor collision can result in a vehicle being totaled.
Should the airbags deploy, it almost always results in the
vehicle being totaled because of the added expense of re-
placing the airbags and activation sensors.

With today’s long-term loans, rapid vehicle deprecia-
tion and little or no down payment, most customers will
have substantial negative equity throughout the loan pe-
riod. Thanks to component parts and crumple zones, it’s
also much more likely a vehicle involved in an accident
will be considered a total loss. Clearly, GAP is one of the
most important options available on a new vehicle. So,
discover the customer’s needs, make them thirsty for
your knowledge and quench that thirst with a visual aid
that lets them discover for them-
selves why they need GAP. B
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