—— BY BUSINESS NERDS ——

CUSTOMER OBJECTION
RESPONSE PLAYBOOK

20 realistic objections, respectful scripts, customer psychology, and Al practice prompts

BUSINESS
—NERDS—

A practical companion to Lesson 4: How to Handle Customer Objections and Turn Hesitation
Into Sales

Use this resource to clarify concerns, not pressure people into purchasing. Adapt each script to your actual service,
pricing, policies, and customer circumstances.
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The 4-step objection framework

Listen: Let the prospect finish explaining. Acknowledge: Validate the concern without agreeing to something
inaccurate. Clarify: Ask one useful question. Respond: Explain the relevant facts and offer a reasonable next step.

A good response should be short, conversational, truthful, and specific. Do not treat every objection as a sale to be
won. A respectful "no" is a valid outcome.

How to use this playbook

1. Find the objection closest to what the customer actually said.

2. Identify the underlying concern; do not assume it is always price.
3. Customize the sample reply with verified business details.

4. Ask permission before additional follow-up.

5. Record the outcome and improve the script over time.

20 customer objections and response scripts

1."Your priceis too high."

Likely concern: Price sensitivity / uncertain value

Suggested response: "l understand. Is the concern the total budget, or would it help to review exactly what is
included? | can explain the scope so you can compare options fairly."

Guardrail: Never imply the customer can afford it or discount without approval.

2."l need to think about it."

Likely concern: Decision uncertainty

Suggested response: "Of course. Is there anything about the scope, timing, or cost | can clarify while you decide? |
can send a short summary for you to review."

Guardrail: Respect their decision and ask permission before following up.

3. "Another company quoted less."

Likely concern: Comparison / value

Suggested response: "Comparing quotes makes sense. Would it help if | walked you through our included services
and any differences in scope? That way you can compare like for like."

Guardrail: Do not disparage competitors or claim superiority without proof.
4. "How do | know you will do a good job?"
Likely concern: Risk / trust

Suggested response: "That is a reasonable concern. | can explain our process and show examples of actual
completed work, where available, so you know what to expect.”

Guardrail: Use only genuine portfolio items and verified qualifications.
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5. "l am not ready yet."

Likely concern: Timing

Suggested response: "No problem. What timing would work better for you? If helpful, | can share what to prepare
before you are ready to move forward."

Guardrail: Do not manufacture urgency.

6. "Can you guarantee the result?"

Likely concern: Outcome uncertainty

Suggested response: "l can explain what our service includes, how we check quality, and any written guarantees
we actually offer. | do not want to promise an outcome we cannot control.”

Guardrail: Never invent warranties or guaranteed results.

7."Can you do it cheaper?"

Likely concern: Affordability

Suggested response: "l can review whether a smaller scope or different service option fits your budget, if we offer
one. | would rather be clear about what changes than promise the same work for less."

Guardrail: Only propose options your business truly offers.

8. "I need to ask my spouse / partner.”

Likely concern: Shared decision

Suggested response: "Absolutely. Would a concise written estimate and explanation of the process make the
discussion easier? | am happy to answer questions from both of you."

Guardrail: Do not bypass another decision-maker.
9. "Send me information."
Likely concern: Research / low commitment

Suggested response: "Happy to. Which details would be most useful: pricing, service inclusions, scheduling, or
examples of our work? | can send the relevant information."

Guardrail: Clarify what they need; do not flood them with promotions.
10. "I had a bad experience before."
Likely concern: Prior disappointment

Suggested response: "l am sorry that happened. What went wrong previously? | can explain how our process works
so you can decide whether it addresses that concern.”

Guardrail: Do not promise their experience will be different without basis.
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11. "l do not have time for an appointment.”

Likely concern: Convenience

Suggested response: "Understood. If available, we can start with a few details by message and explain whether an
on-site visit is necessary before providing an accurate estimate."

Guardrail: Do not promise remote quotes where inspection is required.

12. "Why do you need my contact details?"

Likely concern: Privacy / control

Suggested response: "We only ask for the details needed to respond to your inquiry and coordinate the service. |
can explain how we use them before you share anything."”

Guardrail: Follow your actual privacy policy and applicable laws.

13. "Is there a contract?"

Likely concern: Commitment / flexibility

Suggested response: "l can explain our written terms, cancellation policy, and any required commitment before you
decide. Please review them and ask about anything unclear.”

Guardrail: Never conceal material terms.

14. "What if something goes wrong?"

Likely concern: Accountability

Suggested response: "Let me explain how we handle concerns, who to contact, and what our actual service policy
covers. | want you to understand the process before booking."

Guardrail: Use only real remedies and policies.
15. "Do you have any reviews?"
Likely concern: Social proof

Suggested response: "l can share links to genuine customer reviews if available, along with examples of our work.
You are welcome to evaluate them independently.”

Guardrail: Never invent ratings or testimonials.
16. "Can you start tomorrow?"
Likely concern: Urgency / availability

Suggested response: "l can check our schedule and confirm the earliest available opening. | do not want to promise
a date until it is verified."

Guardrail: Verify availability before accepting deposits.
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17. "1 only need a small job."

Likely concern: Fit / minimums

Suggested response: "Thanks for explaining. Let me confirm whether that project fits our services and any minimum
charges. If it does, | can outline the next step."

Guardrail: Be transparent about minimum fees.

18. "l do not understand this estimate."

Likely concern: Complexity / transparency

Suggested response: "l would be glad to walk through each line, explain what is included, and point out any
exclusions or optional items. Which part should we start with?"

Guardrail: Avoid jargon and unexplained fees.

19. "1 found a negative review."

Likely concern: Reputation concern

Suggested response: "Thanks for bringing it up. | can explain our general process for handling concerns and
provide factual context we are permitted to share, without discussing another customer's private details.”

Guardrail: Do not reveal private customer information or attack reviewers.
20. "l am just looking around."
Likely concern: Early-stage research

Suggested response: "That is completely fine. What are you comparing right now - service options, price ranges, or
timing? | can point you to information that helps."

Guardrail: Give value without pushing for an immediate sale.
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Industry-specific examples

Cleaning: "Will the price change when you arrive?" - "We will explain the scope and any conditions that could change
the estimate before additional work is approved."”

Painting: "Why is prep work included?" - "Surface preparation affects the process and finish. | can explain which
preparation steps are included in this estimate."

HVAC: "Do | need a full replacement?" - "A qualified technician can assess the equipment and explain the available
options and findings before you decide.”

Plumbing: "Can you quote without seeing it?" - "I can discuss possible pricing factors, but the final estimate may
require an inspection so we do not mislead you."

Event venue: "What if my guest count changes?" - "l can review the venue's actual capacity, change deadlines, and
written terms so you can plan confidently."

General services: "What exactly is included?" - "Let me walk through the scope, deliverables, exclusions, timeline,
and payment terms in writing."

Follow-up scripts (permission-based)

After an estimate: "Hi [Name], following up on the [service] estimate | sent on [date]. Do you have any questions
about the scope or next steps? Happy to clarify."

After a comparison objection: "Hi [Name], if it would help, | can summarize what is included in our quote so you
can compare the options accurately. No pressure."

When timing is not right: "Hi [Name], you mentioned [timeframe] might work better. Would you like me to check
back around then, or would you prefer to reach out when ready?"

After a clear decline: "Thanks for considering us. | appreciate your time and wish you the best with the project.” Do
not keep sending sales follow-ups after an opt-out.

Al practice prompt library

Prompt 1 - Realistic roleplay: "Act as a potential [industry] customer considering [service]. Give me one realistic
objection at a time. Wait for my reply, then score empathy, clarity, truthfulness, and next-step quality from 1 to 5.
Provide one improved version. Repeat for five scenarios. Do not reward manipulative tactics."

Prompt 2 - Customize scripts: "For my [industry] business offering [service], rewrite the following objection
response in under 65 words: [script]. Use these verified facts only: [facts]. Keep a warm, direct tone and ask at most
one question. Do not invent guarantees, prices, or reviews."

Prompt 3 - Diagnose patterns: "Here are anonymized objections from recent leads: [list]. Group them by likely
concern, identify recurring information gaps, and recommend three improvements to our estimate or FAQ. Distinguish
evidence from hypotheses; do not assume why any individual declined."

Prompt 4 - Build an FAQ: "Create eight concise FAQs from these actual customer questions: [questions]. Use only
the business policies and facts supplied: [facts]. Flag questions needing verification rather than guessing.”
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Practice worksheet

Objection heard:

Underlying concern (hypothesis):

One clarifying question:

Verified facts to share:

Respectful next step:

Outcome / lesson learned:

Pre-send checklist

Is every factual claim verified? Is the message relevant to the concern? Is the tone respectful? Are pricing and terms
transparent? Have | avoided invented scarcity or guarantees? Am | respecting consent, privacy, and opt-out
requests?

Educational material, not legal advice. Follow applicable consumer protection, advertising, privacy, and messaging rules.
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