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I always thought this was just a Canadian thing, but turns out no matter where you’re
from it’s a common occurrence. Over the years of coaching my own team of travel
professionals who have struggled to close the deal, the one thing I’ve noticed more
than anything else is the awkward pause that happens at the end of the ‘ask’. The one
where everyone is waiting for someone to speak. 

When you’ve asked for the sale, I want you to remember this saying “the first one who
speaks loses”.  

As a salesperson (okay as a human) it’s common when the pause gets too long to go
ahead and fill the pause. It’s soooo awkward - I get it! The reason the pause is there
is because they can’t come up with a reason to say no. The moment you offer
anything including a question or suggestion, you’ve given them the out. No matter
how hard it is, do not fill that pause. Let it hang, let it be uncomfortable and let it lead
to sales.

Oh my goodness… I can’t tell you how many times I’ve reviewed the quote that was
sent via email that didn’t even ask for the sale. Worse yet, when they were either in
person or over the phone they never asked.

Simply preparing a quote and sending it out, with a “let me know if you have any
questions” is NOT asking for the sale. Asking for the sale is, asking them for the
payment.  
I’m not saying you’re going to get a yes every time, but you will get a no everytime
you never ask. When you do ask, a no isn’t actually a no either. It’s an invitation to
continue working together. It’s also an indication that you haven’t created a reason
for them to say yes yet. You haven’t made it irresistible yet.

1. OFFERING THE OUT

2. YOU DIDN'T ACTUALLY ASK
FOR THE SALE



A confused customer never buys. This is true
for marketing (if they don’t know what you
are trying to sell they will keep on going) and
it’s true for the closing. If you’re
overwhelming your customer and providing
too many options - how are you different
from the internet? If you have too many
options to offer them, I’m willing to bet the
problem is actually in the consultation. You
should never need to offer more than three
options. On a rare occasion I’ve offered a
fourth, but a fifth almost guarantees that a
yes is not going to happen. 

Yes, people like to have options, this way they
feel like they are in charge. 

That being said, you always want to put the
“perfect” choice in the middle. Then offer one
for them to throw away below that one and a
bigger better (aspirational) option above the
perfect choice. Sometimes they will surprise
you and choose that better option.
Statistically when presented with three
options your customer will choose the middle
one.  

Giving your customer a fourth option no
longer leaves one in the middle, and the fifth
creates overwhelm.

3.
TOO MANY OPTIONS



I Your customer is looking to spend a lot of money with you. They need to know you
will take care of that money and protect it for them. I get it, in many cases the money
may not be that significant relatively speaking, compared to your other clients files,
but for that client it may be money that they have been saving for years. 

They want to know that you are the right person to help them spend it. That you have
confidence in your own abilities. 

Your customers are travelling to destinations, cultures, foods they’ve never
experienced before. They’re relying on you to be their constant. To know that you’ve
got their back no matter what. If you’re shy when asking for the sale, they may not
think you’re capable of helping them out of a jam when they’re on the other side of
the world. They need to know that you’ve got the strength to help them no matter
what.  

You may think you’re only asking for the sale, but the reality is, you’re asking for the
relationship to move to the next level.

People buy with emotion and then they justify with logic. If you aren’t your customers
on an emotional level by creating desire or an opportunity for them to see
themselves taking that vacation you aren’t going to get them to say yes.  

This can be especially hard for the analytical types. If you’re a critical thinker who is
based strictly in pro and con lists or features and benefits you may find that you have
a slightly more difficult time closing the deal. We all like a good feature and benefit
listing, but let’s face it, we don’t really care how many wines the resort we are going
to stay at has until AFTER we have decided that we want to go on a vacation or a
vacation of a certain type. It’s easy to use features and benefits, the suppliers are
constantly sending them to us.Creating that mental painting for your client to entice
them to dream is much harder to do, but the yes lies within the dream. 

If they can’t “feel” it, they won’t buy it. 

If you want your client to say yes and better yet yes to your proposal, then finding a
way for your customer to see that closing the sale with you is the only path to making
that happen.

4. LACK OF CONFIDENCE

5. JUST NOT FEELING IT



This is so much more common than any sales
person wants to admit. If you’re having a problem
narrowing it down to three options, there’s a good
chance that you may have missed something on
the consultation - or that it was skipped
altogether. 

During the consultation there is more gold in
what they don’t say than what they do. 

I strongly encourage every travel professional to
actually ‘speak’ with their client, for every trip.
While you can do many of the follow up
conversations via email, there is always something
to be learned by an actual conversation. The way
they pause when answering a question, when they
start to say something and then stop themselves or
the ability to quickly adjust the way you ask a
question. Often your clients don’t always know
what they want, but when you have a conversation
you will find out what they don’t want.  

As a general rule, people don’t like to talk about
negatives when they don’t know your motivations.
If on an email you ask them what was their worst
vacation but they don’t know where it’s leading
they aren’t going to give you much for details.
They may just say Mexico. When you can actually
talk to them that “Mexico” trip may have just been
that they got a terrible sunburn but in reality their
worst was the budget tour they took of Italy. On
that trip they stayed in low rent hotels in terrible
locations and got shuffled and herded through the
sites. People also are limited in what they are
willing to put into writing (unless of course they’re
on tripadvisor).

6.
NOT LISTENING



7. NO FOLLOW UP
You don’t want to bug them, I get that. But aren’t you wasting their time if they
went through the consultation and then they took the time to read your email,
but never heard from you again and had to start over? Don’t forget they reached
out to you in some way to get things started. It’s your job to help them finish the
process. 

Selling is Serving, when done from a place of giving rather than taking. 

Have you ever been at a point where you were so busy that you kept sliding
emails until the end of the day only to realize it was now 9 at night and you didn’t
get a chance to call that person back? It happens to our customers all the time
too. 

Keeping in contact and following up is the only way you actually get to close
the deal. 

You’d be amazed how many customers I would get simply because their previous
agent ghosted them.  

When you’re doing the consultation (or even before) it’s a great idea to find out
how they prefer to be contacted. Is it via email, text or phone calls? If your
customer prefers to hear from you via text then don’t keep emailing them. You
can drop them a quick text to let them know that you sent an updated
itinerary/quote via email and if they could check it out. Then continue to follow
up via their preferred method. If the closing isn’t instant - then it is done in the
follow up. 

If you’ve done all the work to prepare the quote, why would you skip the five
minutes to do a follow up?


