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This booklet is very different from any 
other you’ve ever read. In it, we are going 
to reveal some of the most manipulative 
sales techniques that can be used against 
you. We want you to be aware of what is  
going on when you are in the  
market to buy a new or  
used car or truck.

Our goal is to help you get  
the vehicle you want at a fair  
price. Please read this over,  
and bring it with you when  
you are considering buying a  
car or truck, or for any other  
purchase, for that matter! 
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A BUILT-IN CONFLICT  
OF INTEREST

Commissioned sales people have one goal in mind, 
and that is for you to pay as much as possible. 
Why? Because they have a vested interest given the 
more you pay, the more money they get personally. 
That motivation is in direct competition with your 
customer satisfaction. When Terry Ortynsky studied 
the structure of this “conflict-of-interest” he saw 
that if he was to accomplish the highest degree of 
customer satisfaction possible, he needed to end the 
system of commissioned sales in his dealerships. 

        I CAN GIVE 
  YOU A GREAT 
CAR AT THE VERY 
  BEST PRICE IN 
    THE MARKET!

        PLUS 
    35% MORE 
  FOR MY 
   COMMISSION!
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Many people in the industry warned him against 
that. But Terry went against the tide, and put  
all sales people on salary and took them off  
commission. This was a huge game changer! Now, 
the professional sales staff at Royal dealerships 
has only one mission, and that is to serve you, the 
customer. The sales associates at Royal do not have 
a conflict of interest between their personal gain 
if you pay too much or buy the wrong car or truck. 
They make the same amount of money if you buy 
from them or don’t! But they do have a job, and 
that is to help you get what you want. They will 
do everything they can to make sure that you end 
up with the perfect transportation at the right 
price. Also, the entire dealership is set up to make 
it as easy as possible for you to sail through the 
buying process, the paperwork, the financing, and 
all those little extras that make it a pleasure to 
buy from Royal.

SALES TECHNIQUES
In the next few pages we are going to outline some 
of the most basic sales techniques so you will have  
a deeper understanding of what is going on, and will 
be better prepared to make your buying decisions 
based on what you truly want.
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CONTROL
Most sales techniques have one thing in common:  
CONTROL. They teach the sales person to gain 
control of the sales situation so the customer is 
directed to say yes, even if that person doesn’t 
want to buy. Most sales techniques, from “high” 
pressure to “soft” sell, presume that you, the 
customer, are not to be trusted to make your own 
decisions. Most of us have had bad experiences 
with the high-pressure version of this. It leaves a 
bad taste, whether or not we buy the product that 
is being offered. Often, customers buy what they 
want in spite of the manipulative sales technique 
that is being used. Why? Because the customer 
wants the product or service and would have  
purchased it regardless of the sales technique used. 
Controlling sales techniques harm relationships  
between the customer and the company. These 
techniques actually work against customer  
satisfaction, even if the client does say yes to  
the sale. From the sales perspective, this is a  
short-term strategy – get the sale right now – 
rather than thinking  
about the life-time  
value of the  
customer.
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THE YES RESPONSE
In this technique, the idea is to get the customer 
into the habit of saying “yes.” So the sales person 
asks many questions that can only have a “yes”  
response. Silly as it sounds, too often, sales people 
attempt to use this technique as if the customer 
would say yes against his or her own good judgment. 
This is an easy technique to spot, and it might be 
fun to notice it the next time someone tries it on you.

...UM WHAT?

YEAH! 

YEAH! 

YEAH! 

    DO YOU LIKE 
WINNING JACKPOTS?

DO YOU LIKE GOING 
  ON VACATIONS?

   DO YOU LIKE GETTING 
WHAT YOU WANT?

    DO YOU WANT TO 
DRIVE AWAY IN YOUR 
 DREAM CAR RIGHT NOW?
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THE PRESSURE CLOSE
This technique tries to put pressure on you! The 
sales person gives you the feeling that the clock is 
running out on a good deal, and you need to make 
a decision now! “We can only hold this price right 
now, so you’d better say yes because the price will 
go up tomorrow.” Notice whenever the sales person 
is trying to force you to say “yes” because the 
situation will change and you will lose your best 
deal. Our advice is to walk away from such claims. 
Often, you will find that the sales person will call 
you back the next day, saying that they have  
managed to “keep the deal open” for another day. 

  HEY, YOU’RE IN LUCK.
THE DEAL IS STILL ON!

THAT’S A SPECIAL DEAL
   FOR TODAY ONLY.

TWO WEEKS LATER...

CLEARANCE!

$12,000

CLEARANCE!

$12,000
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LOSS
Another way to try to pressure you to buy now is 
to say that someone else is considering the same 
vehicle, so you’d better act now or you’ll lose the 
chance. Be aware of this claim. Often, there isn’t 
another person in the wings, except in the story 
that’s being told to force you into buying before 
you have a chance to think it through.

WHAT A GREAT DEAL, I’LL TAKE IT!
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BAIT AND SWITCH
Some companies advertise an unbelievable deal. If 
you call the company to ask if what was advertised 
is still available, you are told that it is, and that 
you should come right down. But, once you arrive, 
you are told that what was advertised was just 
sold, and there are no more left, however there are 
some deals that you might be interested in. Watch 
out for this “bait and switch” technique, because 
if the sales person is willing to lie to you, it is not 
a good basis of trust. One sales team was told that 
if a person calls wanting a pink car with blue and 
red polka dots, their answer was to say YES! When 
the person comes in, they were to say, “You just 
missed out. It was sold a few minutes before you 
came.” The point was to try to get the person into 
the store so the sales person could have a chance 
to manipulate the customer into a sale. 

DEALS ON WHEELS

ABOUT YOUR AD
  IN THE PAPER. SURE THING!

THAT HATCHBACK DEAL,
 YOU HAVE ANY LEFT?

  so SORRY! I JUST SOLD THE 
LAST ONE! ... BUT WE HAVE SOME 
      OTHER GREAT DEALS!

 COME DOWN 
AND HAVE 
    A LOOK!
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FEAR
In this technique, the sales person warns what would 
happen if the person buys from the competition. 
“That vehicle has a bad safety record, so you’d better 
be careful!” Whenever a sales person spends his or 
her time disparaging the competition, know the 
game that is being played.

THE COMPETITIONDEALS ON WHEELS
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THE FAKE SALES MANAGER
In this technique, the sales person pretends that 
they are trying to get you the best deal, but they 
need to get the approval of their “sales manager.” 
Too often, there is no sales manager, but simply 
another sales person. However, even when there is 
a real sales manager, the sales person acts as if he 
or she is the middleman, going back and forth with 
offers that are first rejected, and finally accepted. 
The hope is that the customer thinks he or she has 
gotten a good deal, but what really has happened is 
the customer has paid more than the fair price.  

TELL ME I CAN’T TAKE 
 THE OFFER I JUST MADE.

OKAY, 
  FRIEND.

YOU GOT IT, PAL.

    PRETEND YOU’RE A SALES MANAGER 
  AND SAY NO TO THE GREAT OFFER 
   I JUST OFFERED THAT CUSTOMER, 
    AND I’LL DO THE SAME FOR 
         YOU NEXT TIME.
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THE NUMBERS GAME
Have you ever witnessed the numbers game in 
action? The sales person writes an offer in large 
numbers. He or she knows that this is too high, 
and the customer will reject it. More numbers are 
written down the page – more offers that will 
be unacceptable. Each number is written smaller 
and smaller. When the end of the page is almost 
reached, the sales person writes a number that 
might be acceptable to the customer. There will 
be no more room to write other numbers. The idea 
behind this manipulative technique is that the 
customer will subconsciously assume there is no 
more room to negotiate. This is another way that 
sales people try to pressure the customer into a 
buying decision that may not be the best one. 

$39,689.00
$39,100.00
$38,650.00

$37,740.00
$36,800.00

$35,600.00
$35,200.00

DEALS ON WHEELS
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TRIAL CLOSES
There are many closing techniques aimed at getting 
you, the customer, to say yes, even to a deal that 
is not very good. “If you could have it in colour 
red, would you buy it?” “If we could get it at this 
price, would you buy it?” Often the trial close is 
connected with the Fake Sales Manager technique. 
“I’ll ask my sales manager if we can do this,” a few 
minutes pass, and then the salesperson comes back 
with the bad news, “Gosh, we just can’t do that... 
etc.” But the customer has said yes in principle, so 
now a number of trial closes follow. Watch out for 
the fake closes!

      WOULD 
   YOU WANT 
  US TO
INSTALL 
WIRE WHEELS
 ON YOUR 
  NEW CAR?

  WOULD YOU LIKE TO
PICK IT UP TOMORROW
 MORNING OR IN THE
   AFTERNOON?
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OVER-INFORMATION
In this technique, the sales person tries to  
overwhelm the customer with more information 
than can be understood or is needed to be understood. 
The idea is for the sales person to pretend to be a 
technical expert, and have you think that you can’t 
figure all this technical stuff out. The hope of this 
technique is that the customer will relinquish his or 
her decision making process, and rely on the sales 
person to tell them what to do.

       THE FUNCTION BASICALLY 
    CONNECTS THE CORNER POINTS       
  WITH CALCULATED CURVES BASED  
 ON THE ANGLES GIVEN TO THE 
ROUTINE IN THE AMOUNT OF STEPS   
 REQUESTED (TOO MUCH ACTUAL    
 INGAME USED HERE, BUT GOOD BUG   
  HUNTING) AND FILLS THE SPACE 
   IN BETWEEN WITH THE 
     APPROPRIATE POINTS TO 
          FORM A CURVED SHAPE.

REALLY?
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THE ORTYNSKY APPROACH
This is how we see the relationship between you, 
the customer, and us, the dealer. We have an offer, 
which are our various vehicles and services. You 
are in the market to buy a vehicle and will need 
a variety of services, such as finance, delivery, 
maintenance, and so on. It is pretty simple: what 
is the match between what you want, and what we 
have? If we have a very close match, we have a basis 
of doing business together. If we don’t have a very 
good match, we don’t.  

OUR JOB
Our job is to find out what you want. This might 
be as simple as asking you, and you telling us. But, 
often, it is not quite as simple as that. You might 
tell us you want a certain model. We want to know 
why you have come to that conclusion. Sometimes, 
people have decided what the best model might be 
for them, but, when we hear what they are really 
after, there might be an even better choice. We are 
glad to try to offer the customer what they want, 
and we want to make sure you have the very best 
chance in knowing what’s available.

Our job includes consulting with you, getting  
really clear on what you want, understanding our 
inventory and how well it matches what you want. 
It also includes understanding the ways you make 
decisions so we can help you get what you want. 
We know our inventory, and, based on the various 
things you want, we may be able to make some 
very good suggestions.
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We do not try to position ourselves over you. We  
don’t need CONTROL in the sales situation. We are  
professionals who take pride in our job. The Ortynsky 
sales team works with you as equals. We might lead 
some of the thought process so that we can better 
understand what you want. That is the consulting 
aspect of our work. But we never want you to make 
a choice based on wrong information, manipulative 
techniques, or anything that is not great customer 
relationships and service.  

WE WANT YOUR BUSINESS
We want to do business with you now and in the 
future. We know the value of you being an Ortynsky 
customer for years. Our business strategy is simple: 
we want to do such a great job for you, that you 
will love doing business with us. No tricks! No 
techniques to use against you! We make the best 
match we can between what you want and what 
we can provide! We make it easy to do business 
with us!

Thanks for reading this booklet, and we hope it 
helps you better understand your options when 
buying such an important thing as your next 
vehicle. We are here to help you in that important 
decision.
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Checklist for Buying a New Vehicle 
R Is this the vehicle you want? 
 R Have you checked the reviews on this type of vehicle? 
 R What is the fuel efficiency of the vehicle? 
R Do you know the dealer? What is his reputation? 
 R Have you done your dealer review? Salesperson review?  
 R Are you comfortable with the buying experience? 
R Is the cost within your budget?  
 R Is this a fair price? 
 R Have you checked financing options and interest rates? 
R Have you inspected the vehicle?  
 R What is the odometer reading? 
 R Have you test-driven this vehicle? Are you satisfied? 
 R Are you familiar with the features and technology? 
R What are the warranty options? Do you understand them? 
R What “after-sale-service” is available? 
 R Do you understand the paperwork you are signing? 
 R Is there a return-vehicle policy? 
 R What is the reputation of the “after-sale-service?”

Checklist for Buying a Used Vehicle  
R Is this the vehicle you want? 
 R Have you checked the reviews on this type of vehicle? 
R Do you know the dealer? What is his reputation? 
 R Have you done a dealer review? Salesperson review? 
 R Are you comfortable with the buying experience? 
R Is the cost within your budget?  
 R Is this a fair price? 
 R Does the vehicle qualify for financing? 
 R Have you checked financing options and interest rates? 
R What is the vehicle history? 
 R How many owners? 
 R What is the service history? 
 R Has it been reconditioned? 
 R Was it involved in any accidents? 
R Have you inspected the vehicle?  
 R What is the odometer reading? 
 R Have you test-driven the vehicle? Are you satisfied? 
R What are the warranty options? Do you understand them? 
 R Is there any warranty on this vehicle? 
 R If yes, what is the balance of the warranty? 
 R If no, is extended warranty available? 
 R Is in-house warranty available? 
R What “after-sale-service” is available? 
 R Do you understand the paperwork you are signing? 
 R Is there a return-vehicle policy? 
 R What is the reputation of the “after-sale-service?” 
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