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WHY YOUR WORDS 
ARE SABOTAGING YOU
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Inquiries are down 
8%, but conversions 
are up 5%—why?"
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The most powerful differentiator isn’t pricing or 
features...
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WHAT DOES THIS MEAN FOR SENIOR LIVING?

• Discovery is more important than ever - for both sides.
• World-class discovery means investing time to truly get 

to know your prospects

“Thoughtful, two-way discovery will be a hallmark of successful senior living 
communities. The communities that prioritize learning about their 
prospects...will be best positioned to stand out and thrive.”

WelcomeHome 2024 Year In Review, Pg. 2
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“What if the only thing 
separating you from success 

is the quality of your 
conversations?”



WE’RE NOT GOING TO 
TEACH YOU TO CLOSE
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What if the only thing you had to 
do to differentiate yourself was to 

ensure that the person leaving your 
community or hanging up the 

phone said: 

“I really mattered to them”
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STOP SELLING AND START 
CONNECTING: 
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Sales in Senior Living isn’t 
about closing the deal, it is 

about opening a 
relationship.
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Meet Alfred Johnson
• 78-year-old African American man 
• From Chicago's South Side
• A Vietnam War veteran, former high 

school history teacher & baseball coach. 
• Needs to move into a senior living 

community due to his increasing needs for 
support in managing his Type 2 diabetes.

• His wife of 50 years, Evelyn, passed away 
two years ago

EXERCISE: List 3 things that are 
important to him
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THE L.I.S.T.E.N. 
FRAMEWORK
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Motivation 
determines 
what you 
do...
A collegiate coach best known 
for his tenure at Notre Dame, 
but has an impressive pattern 
of creating successful football 
programs that were once 
struggling. 
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HOW TO CONNECT FASTER & MORE 
EFFECTIVELY

• People buy with emotion first, logic 
second

• The best sales people connect on 
values first, details second. 

• Ask Better Questions
• You Need to L.I.S.T.E.N.
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THE COURAGE TO BE CURIOUS

earn Background

nvite Storytelling

eek Emotional Drivers

rack Value Patterns

xplore Alignment

avigate Next Steps
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THINK OF L.I.S.T.E.N. AS A SHIFT FROM...

TELLING TUNING IN

SELLING SERVING

SCHEDULING STRATEGIZING
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THE CONVERSATION 
THAT CONVERTS
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The quality of your lead 
base is tied directly to the 

quality of your 
relationships. 
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LEARN BACKGROUND

• Questions that explore feelings, beliefs, 
and values spark emotional responses 
AND emotional responses build trust. 

• The best listeners aren’t just listening...they are 
guiding the conversation with curiosity and 
emotional courage
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Gather contextual and foundational information to understand the individual or situation comprehensively



• What are you most excited or 
nervous about?

• What has been the most difficult 
part of this journey so far?

• If we could support you in making 
this easier, what would that look 
like?

• Of the communities you have 
toured, what stood out and what felt 
like it was missing?

• Does your loved one want 
to move?

• Do you have any questions 
for me?

• Would you like to leave a 
deposit today?

• Have you toured other 
places/communities?

YesNo

LEARN BACKGROUND: Ask Better Questions
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Imagine helping Alfred Johnson carry the weight of his decision to move 
into a senior living community. It's not just about the physical act, but 
the emotional relief and connection it creates.

Before: "Our community offers spacious rooms and 24/7 medical 
support."

After: "Mr. Johnson, I understand that finding a 
community that respects your rich history and allows 
you to continue pursuing your passions are important
to you. Let's explore how we can make that happen."

LEARN BACKGROUND: Ask Better Questions
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We have great 
food...3 meals a day

We have Transportation 
Services

We have staff on-
site 24 hours a day 

From Selling Features to Creating Meaning
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INVITE STORYTELLING
Encourage open sharing of personal experiences to build trust and gain deeper 

insights.

Good questions lead 
to storytelling...
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ALFRED’S TRUE STORY
Key aspects of Alfred's life story: 

1. Vietnam War veteran and combat medic
2.Former high school history teacher and baseball coach
3.Played minor league baseball
4.Married for 50 years to Evelyn (deceased)
5.Father to Marcus and Tanya
6.Avid golfer and organizer of charity tournaments 
7.Type 2 diabetes patient seeking additional support
8.Strong ties to Chicago's South Side community
9.Passionate about African American history and culture
10.Enjoys sharing stories from his varied life experiences
11.Values education and lifelong learning
12.Concerned about cultural sensitivity in senior living
13.Seeking opportunities for continued community involvement
14.Enjoys soul food and traditional African American cuisine
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EXERCISE:
UPDATE YOUR LIST OF 3 

THINGS THAT ARE 
IMPORTANT TO HIM



COURAGEOUS 
CURIOSITY
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SEEK EMOTIONAL DRIVERS
Identify underlying emotions and motivations that influence perspectives and 

decisions

In one study, sales managers and reps went through a training 
program to boost their emotional intelligence. As a result, total sales 
revenue went up by an average of 12%.

At L’Oreal, sales agents selected on the basis of certain emotional 
competencies significantly outsold salespeople selected using 
the company’s old selection procedure.

 On an annual basis, salespeople selected on the basis of emotional 
competence sold $91,370 more than other salespeople did, for a net 
revenue increase of $2,558,360. 

Salespeople selected on the basis of emotional competence also 
had 63% less turnover during the first year than those selected in the 
previous way

This is the business case for 
emotional intelligence
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TRACK VALUE PATTERNS
Observe recurring themes and values to understand priorities and align communication 

effectively

Why Values Matter:

By leading with values, you won’t 
just increase sales; you’ll create 
lasting impact.

What is the currency of sales?

TRUST.
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TRACK VALUE PATTERNS
Observe recurring themes and values to understand priorities and align communication 

effectively

Values to Help Reclaim 
Purpose
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ALFRED’S VALUES & GUIDING LIGHTS

Relationships

Volunteering

Teaching

1. Vietnam War veteran and combat medic
2.Played minor league baseball
3.Married for 50 years to Evelyn (deceased)
4.Father to Marcus and Tanya
5.Type 2 diabetes patient seeking additional support
6.Enjoys soul food and traditional African American cuisine
7.Former high school history teacher and baseball coach
8.Passionate about African American history and culture
9.Enjoys sharing stories from his varied life experiences
10.Values education and lifelong learning
11.Concerned about cultural sensitivity in senior living
12.Seeking opportunities for continued community involvement
13.Avid golfer and organizer of charity tournaments
14.Strong ties to Chicago's South Side community
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VALUE-BASED 
FOLLOW UP
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EXPLORE ALIGNMENT
Assess how individual goals and values align with broader objectives or shared 

missions

Match the Community Story with the 
Prospect’s Story.

NET PROMOTER SCORE: How they feel 
when they leave is how likely they are to 
move-in/refer to you 

Not the right fit, budget is not right, still 
serving them
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Personalized 
Communication Wins

Continued Value AddKeep the Emotional 
Connection Alive

Why Follow Up is Everything

NAVIGATE NEXT STEPS
Collaboratively determine actionable steps to move forward in a meaningful and productive way
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Aaron Fish
afish@trestlehc.com
682.593.2034 Erin Thompson

erinthompson@aspireformorewitherin.com
251.605.7408



Which one 
are your 

prospects 
experiencing?

“People want to feel helped, hugged, and heard. Be the person who gives them all 
three.”
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FROM DISCOVERY TO 
DECISIONS
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Learning Objectives
• Understand the Importance of Values and Purpose in the Sales Process:
• Learn Techniques for Uncovering Values:
• Ask Effective Questions:
• Apply Values-Based Selling Strategies:


	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16
	Slide 17
	Slide 18
	Slide 19
	Slide 20
	Slide 21
	Slide 22
	Slide 23
	Slide 24
	Slide 25
	Slide 26
	Slide 27
	Slide 28
	Slide 29
	Slide 30
	Slide 31
	Slide 32
	Slide 33
	Slide 34
	Slide 35

