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Overview 
CPET is a great framework that combines responding to a customer’s question in a way that 
builds credibility and rapport while focusing your prospect on some aspect of your products 
and/or services that matter to them.  Ideally we are using customer-oriented thinking throughout 
the entire CPET process.  So before we look at some additional ideas on CPET, let’s review the 
basics.  The 4 steps of CPET are: 
 

 
 
 

Stacking Value 
It can be very helpful to address more than one thought in the course of a 
single CPET response.  That said, you need to be very careful that you don’t 
load up your CPET with too many competing ideas.  To that end, if you want 
to combine more than one headline, we strongly suggest you keep your CPET 
focused on 2 or if necessary, a max of 3 different value components…no more 
than three at the maximum.  To keep your discussion conversational, you 
sandwich your value in the “explain” portion of your CPET response.  See the 
diagram to the right to see how that would look. 
 
When combining multiple value points into a single CPET response, it is often 
a good idea to abbreviate the headlines so that the combined length isn’t 
overly cumbersome and slows down the conversion.  In the example 
document we’ll show you how this can sound in more detail.  So feel free to 
combine customer-oriented headlines together to make a super CPET! 
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Bringing in a Personal Story 
Another technique that top performers often use when relating value is leveraging an actual 
experience or something that an actual customer or prospect has said.  This takes your CPET 
response from a hypothetical or more generic response to a real-world context and often creates 
even higher levels of engagement and excitement.  The most successful sellers when using this 
technique start their CPET the exact same way (Cushion → Prompter →), but then when they begin 
their “Explain” step, they use a trigger that immediately brings the experience into the 
conversation.  Here are a few examples of what those triggers might sound like...let’s assume that 
the first two steps of the CPET response are as follows: 
 

C  “I really appreciate that question, I would be asking the same thing if I were in your shoes …” 

P  “A lot of the executives that I speak with often talk to me about this very same issue …” 

E  (Here are some sample triggers to bring in an actual story:) 

● “In fact, just last week I was speaking to a customer I’ve worked with for years and…” 

● “To give you a sense, about a month ago I met with one of our clients, John Doe and he 
mentioned to me…” 

● “It’s funny, about 3 weeks I was working with a client and this topic came up.  Her 
situation was…” 

 

 
 

What to do next… 
Now that you understand the concept, the next step is to look at some specific examples that 
top communicators in your company use in their interactions with customers. 
GO TO YOUR COMPANY’S EXAMPLES 
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