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1 The VCD Closing Philosophy

How to use this tutorial. Each section stands alone and can be run as a single coaching block. Sections
3 and 7 contain the two frameworks reps should be able to recall from memory; Sections 5, 8 and 10 are
best delivered as live roleplay rather than read aloud.
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PURPOSE OF THIS TRAINING

Most sales training teaches closing as:
persuasion,
pressure,
urgency,

or manipulation.
That approach may occasionally create short-term wins — but it destroys long-term trust.
At Vision Care Direct, the goal is different.

We are building:
long-term broker relationships,
trusted employer partnerships,
provider loyalty,

and mission-aligned growth.
That requires:

Trust-Based Closing

CORE PRINCIPLE

“Closing is not something you do TO people. It is something you
do WITH people.”

The purpose of closing is NOT:
forcing a decision,
overpowering objections,

or trapping stakeholders.

The purpose is to:
guide decision-making,
reduce uncertainty,
build confidence,

and help stakeholders move comfortably toward a solution.



WHAT IS TRUST-BASED CLOSING?

Definition:

Trust-Based Closing is:

A consultative process that helps stakeholders feel informed, understood, confident, and emotionally
comfortable moving forward.

TRADITIONAL CLOSING TRUST-BASED CLOSING

Pressure Partnership
Persuasion Understanding
Urgency tactics Confidence

Feature dumping Problem-solving
“Overcoming objections” Addressing concerns
Winning the deal Building trust

IMPORTANT PRINCIPLE

“People buy when fear decreases and confidence increases.”

The Sales Director’s job is NOT to “convince.”

The job is to:
reduce uncertainty,
clarify value,
answer concerns,

and create emotional comfort.



2 WHY TRUST-BASED CLOSING FITS VCD

VCD's market advantage is NOT:
» being the biggest,
o being the loudest,

o oralways being the cheapest.

Your advantage is:

authenticity,

© mission alignment,

o provider relationships,
o patient-first philosophy,

o and consultative communication.

Aggressive sales tactics would actually DAMAGE your positioning.
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THE TRUST-BASED CLOSING FRAMEWORK

Confirm Understanding

Before discussing next steps: stakeholders must feel understood.

“Based on our conversations, it sounds like your biggest priorities are:

improving employee satisfaction,
reducing administrative headaches,

and providing employees with better provider flexibility.

Is that an accurate summary?”

It demonstrates:
listening,
professionalism,

and partnership.

This alone dramatically lowers resistance.

Validate Their Concerns

People need emotional reassurance before they commit.

“Those concerns are completely understandable.”

“A lot of organizations are dealing with similar frustrations right now.”

“I can understand why your team wants to be cautious.”

Validation:
lowers defensiveness,
builds emotional safety,

and strengthens trust.



° Connect VCD to Their Priorities
NOT generic features.

ONLY relevant solutions.

WEAK CLOSING STRONG CLOSING

2

“We have a great network and customer service.” “Because employee provider choice and

personalized support were major priorities for
your organization, those are areas where VCD
tends to align very well.”

It feels:

o customized,
o thoughtful,
o consultative,

o and relevant.

° Ask Collaborative Questions
Trust-based closers do NOT corner people.

They guide conversations collaboratively.

“Based on what we've discussed, do you feel this approach aligns with what your organization has been
looking for?”

“What concerns would you still want addressed before moving forward?”
“Do you feel this would improve the experience for your employees and HR team?”

“What would the ideal next step look like from your perspective?”
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They:
reduce pressure,
encourage honesty,

and invite partnership.

Reduce Fear
Most stalled decisions are caused by fear.

NOT lack of interest.

STAKEHOLDER FEAR

Broker Client dissatisfaction
Employer Employee complaints
HR Administrative disruption
Doctor Loss of autonomy

Staff Increased workload

“What concerns would you want us to address to help you feel comfortable moving forward?”

This is one of the most powerful closing questions in consultative sales.

Create a Safe Next Step

DO NOT force immediate commitment unless the stakeholder is clearly ready.



Another meeting

Broker strategy session
Employee education review
Provider discussion
Customized proposal
Implementation review
Comparative analysis

Renewal evaluation

“Would it make sense for us to put together a customized proposal based on the priorities we discussed
S0 your team can evaluate whether this is the right fit?”

It feels:
safe,
logical,

and collaborative.



EMOTIONAL CLOSING SIGNALS

SIGNAL MEANING

Asking implementation questions Imagining ownership
Asking about timing Increased interest
Asking detailed operational questions Mental commitment
Discussing employees/providers Emotional connection
Comparing current frustrations Desire for change
Introducing additional stakeholders Growing trust

Questions are often buying signals.

Especially:
implementation questions,
operational questions,

and “what if” questions.
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TRUST-BASED CLOSING LANGUAGE

S TRUST-BASED CLOSING LANGUAGE

AVOID PRESSURE LANGUAGE

“What will it take to earn your business today?”
“If I can do X, will you sign?”

“This offer won't last.”

These damage trust.
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USE CONFIDENCE-BASED LANGUAGE

“Our goal is simply to determine whether VCD is
the right fit for your organization.”

“We want you to feel confident and comfortable
with any decision you make.”

“We're looking for long-term partnerships, not
rushed decisions.”

mn



HANDLING HESITATION WITHOUT PRESSURE

6 HANDLING HESITATION WITHOUT PRESSURE

WHEN STAKEHOLDERS HESITATE

Weak salespeople:

® panic,

o talk too much,

o discount too quickly,

o or pressure harder.

Strong salespeople:
o become calmer,
o ask questions,

o and explore concerns.

EXAMPLE

Stakeholder:

“We're not quite ready yet.”

WEAK RESPONSE
“What'’s holding you back?”

Feels confrontational.

This feels:

o respectful,
o collaborative,

» and emotionally safe.
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STRONG RESPONSE

“Completely understandable. What areas would
you still want more clarity or comfort around
before making a decision?”
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THE TRUST-BASED OBJECTION FRAMEWORK

/ THE TRUST-BASED OBJECTION FRAMEWORK

G Listen Fully

Do not interrupt.

o Validate

“That’s a very fair concern.”

© carify

“Can you tell me more about what specifically concerns you most?”

o Respond Thoughtfully

Only AFTER understanding the real concern.

o Confirm Comfort

“Does that help address your concern?”

13
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8 TRUST-BASED CLOSING BY STAKEHOLDER

Brokers

» protecting client relationships,

L4 responsiveness,

differentiation,

reliability.

THE CLOSE
“Do you feel VCD could potentially help

strengthen your value proposition with the types
of groups we discussed?”

Employers

employee experience,
simplicity,

support,

and value.

THE CLOSE

“Based on your goals around employee
satisfaction and administrative simplicity, do you
feel this direction aligns with what your
organization has been seeking?”

Doctors

autonomy,

» partnership,

provider respect,

» and patient care.

THE CLOSE

“Do you feel VCD's philosophy aligns more
closely with the type of provider relationships
you'd ideally like to see in healthcare benefits?”
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Provider Staff

operational ease,
support,
communication,

and reduced stress.

THE CLOSE

“Do you feel these processes would help create
a smoother experience for both your staff and
patients?”
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9 BIGGEST TRUST-BASED CLOSING MISTAKES

G Talking Too Much
The more pressure salespeople feel, the more they talk.

This often destroys trust.

a Closing Too Early

If stakeholders do not yet feel:
o understood,
o emotionally safe,

» and informed, they resist commitment.

a Using Generic Closes

Trust-based closing must feel:
o personal,
© customized,

o and relevant.

o Becoming Defensive
Never argue.
Never attack competitors.

Never invalidate concerns.
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PRACTICE EXERCISES

10 PRACTICE EXERCISES

G Rewrite Aggressive Closes

AGGRESSIVE TRUST-BASED

“Can we move forward today?” “Do you feel we've addressed the major areas
your organization was hoping to improve?”

o Fear Identification

Train reps to ask:

“What concern may still exist beneath this hesitation?”

9 Pause Training
After asking a closing question:

STOP TALKING.

Silence often creates honest dialogue.
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THE VCD CLOSING PHILOSOPHY

At Vision Care Direct: we are not trying to:
pressure people,
manipulate decisions,

or create transactional relationships.

We are building:
trust,
loyalty,
alignment,

and long-term partnerships.

That requires:
patience,
empathy,
confidence,

and professionalism.

MOST IMPORTANT PRINCIPLE IN THIS TRAINING

“The safest feeling decision usually wins.”

If stakeholders feel:
emotionally safe,
informed,
respected,

and confident, they are dramatically more likely to move forward.

That is the foundation of Trust-Based Closing.
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THE FOUNDATION OF TRUST-BASED CLOSING

“The safest feeling decision usually wins.”

Vision Care Direct - Sales Enablement - Trust-Based Closing Techniques Tutorial

SIMPLE. FLEXIBLE. AFFORDABLE.
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