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2. Pain Funnel and Pain Puzzle 
Eight Questions 

Level 1 Pain 1. Tell me more about that ... ? 
2. Can you be more specific? • 

3. 
Give me an.example. 
How long has it been a problem? .!a. 

Level 2 Pain 4. What have you tried t.o do about 
that? • (What have you done to fix it?) 

5. And did that work? .. 
What results did you get?) 

6. hat I" ,/ f/< 

Level 3 Pain 7. How o you feel about tha 

Level.4 Pain 8. Have yo given up tryi 9 to deal 
with the obI em? 

Does the prospect have e ough pa n to qualify for the next step? 

• 
.Is the problem one 
that you can fix? 

Problem 
Reasons 

Consequences 

Does the prospect 
recognize the problem? 

Do they acknowledge it 
is a problem? 

-Are they committed to fixing it? . lJ,.)W:J' c. t-'-'e... 
Are they willing to do sorr;zthing about it now? fl." ',-,_ ""-,,,,+ (oY\(e t ", 
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CREATING URGENCY -
UNCOVER THEIR PAIN AND FEARS USING OBS 

·1 am not sure if you have done this before but I would like you to lake a moment and THINK of DAY ONE 
of your new career. Describe to me what you envision? Take your time think abouili. 

Lei me make sure I understand, when you start your new caroer, you imagine your first day going the 
following way ... (RESTATE) . 

Wowl l am EXTREMELY Impressed. I can tell you have pictured this in your mind before I 

Since we ilrc looking towards the future, dest:ribe to me how you feel o n graduation day? Who will be ill 
the audience cheering you on as you reeeille your degree on stage? (BE SILENT .. 00 NOT SPEAK) 

Now I am assuming some of your friends and family who would be al graduation are also th inking about 
making a change as well? Wall the good news is if you are accepted to Kaplan, we can send them some 
information to dotermino if K3pl ,:m would be a good fit for them as wen, okay? 

So <Student Name>,lf you DON'T make a change or move into this new d irection, what do you think your 
Iture wlil iook like? (BE SILENT· DO NOT SPEAK.) Can you elaborate? -,.. 

·1 am happy to hearthal . As lon(l as you don't lose sight of the li fe YOU want to live, I promise you I will do 
everything in my power to help you take the first step and I will be one more person in the audienco 
clleering you on at graduaUon! Is that a DEAL??? 

KEEP DIGGING UNTIL YOU UNCOVER THEIR 
NOT ANSWER FOR THEM. 7! 

THE PROSPECT IS RIGHT 
NOW AND IF THEY DISCUSS THE LIFE THEY CAN'T GIVE THEIR FAMILY 

BECAUSE THEY DON'T HAVE A DEGREE, YOU WILL DRAMATICALLY INCREASE 
_ YOUR CliANCES OF GAINING A COMMITMENT FROM n lE STUDEN,TI . 

___ "",,":YOU CAN STIR UP THEIR EMOTIONS, YOU WILL CREATE RGENCYI 

1. 

2. 

3. 

4. 

5. 

Asks probing 
questions to 
explore student 
motivation 

Empowerlhe 
student to 
respondl Advisor 
Call Control 

Active Listening 
Advisor picks up 
on buying signals 
Buildl Maintain 
Rapport 
w/Prospect 
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Re iteralinQ the Objective of th C II e a 

As I slaled a momenl ago, our objective loday is 10 become beller acquainted. Firsl, I wanlto know more aboul 1---+ Rubric Attribute - Objective 

you - your hopes, dreams, goals and pemaps even fears. Does that sound fair? of the call 

TRANSITION: The best way for rile to assist you today is 10 find oul a bil more .. boul you and your goals, 
t th 'II d I . Ih . hi t og' erwe e ermine eng nex steps. 

UNCOVERING THE PAIN AND THE FEAR qr Affecled Rubric Attributes -

1. AskS probing 
-How long has Ihis been a 90alol yours? When did you first realize this is the direction you wanted 10 move In? questions to explore 

student motivation 
-What has slopped you in the past? What has changed from the pasl? Why will now be diflerent? 

2. Empower the student 

,Whose life would this impact, besides YOU7 1---+ to respondl Advisor 
Call Control 

,Who will be the most proud al your graduation? (POL opportunity) 3. Active Listening 

-What do Ihey think? What-did they say? 4. Advisor picks up on 

I -HOW will graduating and pursuing th is career change things for you and your family? 

buying signals 

5. [3uildl Maintain 
Rapport w/Prospect 

'Reali! Checkl- So wh y y haven't ou taken these ste 5 et? BE SILENT HERE y p y 

ITIS ALL ABOUT UNCOVERING THEIR PAIN AND FEARS. ONCE THEY ARE 
REMINDED OF HOW BAD THINGS ARE, THIS WILL CREATE A SENSE OF 

URGENCY TO MAKE THIS CHANGE. 
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Transition: 
Do you have any other questions about what we have discussed"so far? 

Commitment; 
So tet me ask you ONE last time, 

Why are you ready to make this chango? Can you please elaborate? 
Make sure the prospect does a thorough job explaining in delail why they are ready to make Ihls change. 

Okay, let me make sure I am on the same page. You are ready to make this change because .... 
RESTATE BACK WORD FOR WORD. THE BETTER YOU RESTATE, THE BRIGHTER THE DREAM, THE 
GREATER THE COMMITMENT. 

Excellentl Based on your level 01 commitment and the fact you are taking thc following steps-
Mention at least 3 things - Sacrificing time to read, support from family, want a better life for your 
babies, etc'n 

this time I would like to inform you (Student Name) that you have done a fantastic Job and YOU 
.VE EARNED THE RIGHT TO CONTINUE IN THE ENROLLMENT PROCESSI 

CIon 
Can you believe you are on the path to a beUer life as soon as this 
evening???? What questions do you have?? 

Attribute· 
Give appropriate 
recommendation! Get Buy· In 

Advisor makes a 
recommendation 10 the prospect 
based on their needS. Advisor 
asked positive questions to 
encourage prospect buy-in, white 
providing the prospect with the 
opportunity 10 ask any questions 

they may have. 
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