
 

 

TO:  Sales Consultants & Sales Managers 
SUBJECT: SSI Quick Tip #1 – Fundamentals of the Needs Assessment  
DATE:  April 5, 2019 
 
Did you know that a needs assessment is important even if the customer states they know what they 
want? Studies show that customer satisfaction is doubled when customers note their sales consultant 
understood their needs.  
 

Even if the customer knows what they want, satisfaction is increased 
by as much as 25% if they were asked needs-based questions*. 

 
There are three types of questions that can help you learn more about your customer and their interests: 
 

1. Introductory questions: These are usually open-ended questions to begin exploring new topics  
2. Follow-up questions: These can be either open-ended or closed-ended questions to obtain 

additional information and/or clarification about a topic  
3. Summarizing/Confirming questions (paraphrases): These are used to check your 

understanding and demonstrate to the customer that you are listening 
 
So, be sure to ask some of the introductory and follow-up questions below to determine the customer’s 
vehicle needs, and then paraphrase the customer’s reply to confirm your understanding. This will ensure 
that your customers know you have their best interests in mind and want to provide a superior customer 
experience. Please see below for more detailed tips and verbiage that can help with the needs 
assessment in various common situations: 
 

Introductory Questions Follow-up Questions 
Where are you in your buying 
process? 

• How did you find out about Kia?  
• Share the Kia Story if the customer is unfamiliar with Kia.  
• What do you want to accomplish during your visit today? What’s your goal? 
• How much time do you have for your visit today?  

Which Kia trim level(s) are you 
most interested in? 

• How did you find out about the Kia [trim level]?  
• What interests you most about the Kia [trim level]?  
• What research have you already done? What else do you want to learn?  

Tell me about your current 
vehicle. 

• What do you like about your current vehicle? What is your favorite thing 
about it?  

• What do you want your new vehicle to provide that your current vehicle 
doesn’t?  

• What is prompting you to make a change now? 
How will you use your new 
vehicle?  

• Who will be the primary driver of the vehicle? Who else will drive it?  
• What type of driving will be done with the vehicle (e.g., city/highway, 

work/leisure)?  
• How long do you intend to keep your new vehicle?  

How do you want your new 
vehicle to be equipped? (As 
necessary, confirm choices 
that need to be made.) 

• Type of powertrain/Type of transmission/FWD vs. AWD  
• Driver assistive/Convenience technologies  
• Other available equipment 

What other vehicles are you 
considering?  

• What do you like about the vehicle?  
• What would you change about the vehicle if you could? 

What’s your most important 
consideration in selecting the 
vehicle you are going to buy?  

• What do you mean by [consideration]?  
• Find out why that consideration is of particular importance to the customer: 

“Tell me more about that.”  
• It sounds like there is a story behind that.”  
• (Make note of the specific “trigger” words the customer uses.) 

*Source: 2018 U.S. Sales Satisfaction Index (SSI) Study  
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