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Dealing With Prospects Who Are Late For The Appointment 

You have set a solid appointment, and immediately sent an email verifying the meeting 

information.  You then followed up by confirming the appointment via telephone the day 
before. Finally, you arrive at the 10:00am appointment a proper 15 minutes early. The 

receptionist informs you that she will notify the decision maker (DM) that you are there. 
 
However, 10:00am comes and goes and you find yourself still waiting in the reception area.  

By 10:15am you check with the receptionist who tells you that the DM knows you are waiting 
and must be running just a bit late 

 
10:20am… 10:25am… 10:30am and still nothing.  The DM finally appears over 40 minutes 
late.  What should you do? 

 
Acknowledgment Equals Respect 

 
For the prospect that comes out with sincere apologies like, “I am so sorry to keep you 
waiting.  We had an emergency…” you may just let it go as you both work together.  

However, what do you do with that prospect that shows obvious and total disrespect for your 
time?  What do you do with that prospect who just says, “Ok, I’ll see you now…” Or the one 

who greets you without the slightest regard for the fact you have been waiting over half an 
hour for them? 

 
A Delicate & Volatile Situation 
 

This is a very touchy predicament.  On one hand, you obviously do not want to anger the 
prospect or chance killing the sale.  On the other hand, you cannot overlook what, at best 

may be evidence of a slip-shod, inconsiderate businessperson; but at worst, can demonstrate 
an improper, inappropriate and possibly deliberate disregard for you and your value as a 
person and a professional. 

 
Do Nothing? 

 
Again, in cases where the prospect shows some acknowledgement of the mishap, forgetting 
it may be the thing to do as you both work out a solution together.  However, understand 

that if a prospect views you in such low esteem to not offer some explanation, then it is 
unlikely that anything good will result from this relationship.  If the prospect sees no value in 

you or your time, how can he or she possibly see any value in what you do or sell? 
 
If you allow a prospect to treat you like a low-level peddler, then that is exactly what you will 

be.  Should you close the sale, you can bet this prospect will haggle with you on price, 
demanding more for less, and will never be satisfied with your service. Chances are this 

would be a nightmare client who constantly demands your time, complains about everything, 
pays little or nothing and will jump to your competitor the moment a slightly better offer 
comes along. 

 
Be Professional 

 
You must take control of situations like this, letting the prospect know that you are a 
professional and that your time is valuable. It is imperative that the buyer view your time as 

important and expensive as it is. 
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Here’s What To Do 
 
What you need to do in these situations is to use the incident to raise the value of your 

time and achieve your objective to move the sale forward.  You want to use the situation as a 
positive.  Below and continuing in the next two posts, I will give you an effective method to 

take control of the above situation and use it to your advantage! 
 
Use the prospect’s lateness to your advantage.  Here are four ways to do this and you can 

use one or all of the ideas that fit your selling situation: 
 

1. Use the incident to enlighten the prospect of the issue without making it an attack 
2. Use the incident to ensure a proper meeting as planned 
3. Use the incident to set the next meeting 

4. Use the incident to raise the value of you, your time and your products or services 
 

Remember, you are facing a very delicate and volatile situation.  You don’t want to kill the 
sale yet you have to maintain your dignity and self-worth, in addition to your professional 
value. So let’s look at some of these ideas more closely to really understand how to handle a 

prospect who is very late for an appointment.  
 

Highlight The Issue & Ensure The Meeting Goes Ahead As Planned 
 

The first thing you need to do is immediately let the prospect know of the incident; yet 
remain on the same side.   Simultaneously, you want ensure you have the allotted time for 

the meeting. 
 

Here’s an example: 
 
“James, I can see you’re really busy.  Since we’re behind schedule, will we still be able to 

have the full 30 minutes today as we agreed?” 
 

Note two things in the example: 
 
First, instead of “Since YOU were late…” it should be “Since WE are behind schedule…” 

 
Remember to stay on the same side as the prospect. It is not so much that they were late, as 

it is that you BOTH now are behind schedule. 
 
Second, note that instead of, “Do I still have time for MY 30 minute presentation?” 

It is, “…will WE still have the full 30 minutes today as WE agreed? 
 

Also, you need to stand firm even with a negative answer.  If your normal sales interaction 
requires an hour, you should not truncate it and try to rush through in 25 minutes.  Do not 

skip sales stages.  Do not look for a lay down sale.  Do not beg. Be professional. 
 
If you impress and remain professional, even if you have a limited time, then you will 

normally find that they will be sincere in their apologies and will even offer to set up another 
meeting……sometimes even at your offices! 

 
 
 

 



 

                                                       Web: www.mtdsalestraining.com         Telephone:   0800 849 6732                                 4 

Use The Incident As A Reason To Set The Next Meeting 

 
Now that you have confirmed that the allotted time for the meeting is still valid, use the 
opportunity to build the value of your time, your schedule and set the next appointment (if 

applicable) as well.  Remember, the prospect knows that they are the cause of any problem 
that may arise from the late meeting.  Use this to your advantage.  Here’s an example: 

 
“James, again, I appreciate your time here today and you will appreciate what I have to show 
you too.  Please give me just a few seconds to double check my schedule on my next 

appointment.” (Pull out a note pad, mobile phone or schedule) 
 

“Yes. Even with travel time, it looks like I’ll make my next meeting in time.  By the way, 
seeing first-hand how tight your schedule is, while we are on the subject, why don’t we go 
ahead and take care of our follow-up meeting right now.  Let’s see…are you available next 

Friday, at this same time?” 
 

Take advantage of the situation and go for it. 
 

Use The Incident To Raise The Value Of The Whole Sales Interaction 
 
Once you have confirmed the allotted time for the meeting is still valid, inform the prospect 
as to why this is so important and build value at the same time.  Here’s an example: 
 

“That’s great that we still have a full 30 minutes.  You see, the information I have for you is 
important and will prove extremely valuable to you whether we do business or not.  As we do 

with everything and with all of our clients; we believe it is best to take our time, and do 
everything right the first time…don’t you agree?” 

 
Like with all of the “role plays” it’s not the words that are important it’s the message. You will 
want to adapt it to your own style – but you get the idea. 
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The Final Word 
 
In short, to handle the situation where the prospect is late and begins the relationship with a 
show of disrespect for you and your profession; don’t get upset, but don’t take it lying down 

either. 
 

First, let the prospect know that you are a professional and your time is valuable, but do not 
make it an attack or a scolding. Then, make sure you will have the time you need to do a 
proper job.  If necessary, use the moment to set up the next meeting. Continue to use the 

situation to raise the value and importance of what you do. 
 

Don’t forget that the people that you are likely to meet are very senior people. They have 
meetings that over-run and stuff happens that may mean that they are running late for a 
genuine reason. Just remember to re-evaluate the objectives of the meeting and to make 

sure that you can get done what you need to get done in the remaining time you have 
available. 

 
Until next time… 
 

Happy Selling! 
 

Sean  
 

Sean McPheat 
Managing Director  
MTD Sales Training 
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About Us 
 

 

 

 

 

 

 

 

MTD, the sales training specialists, has been working with a wide variety of clients (both large and 

small) in the UK and internationally since 2001. 

 

Since that time we have delivered training in over 23 different countries to over 2,000 different 

organisations. 

 

Our head offices are based in the Midlands where we have our very own training centre, including a 

multi-media suite that enables us to provide a full range of blended learning solutions including video, 

podcasts, e-learning and online support solutions.  

 

We specialise in providing:  

 

 In-house, tailor made sales training courses (1-5 days duration)  

 Open courses (Delivered throughout the UK at various locations)  

 Ongoing sales development programmes (From 5 days to 2 years)  

 Blended learning solutions (online and offline) 

 Sales coaching (With Sales Directors or Sales Executives)  

 
Our team of highly skilled and experienced trainers and consultants have all had distinguished careers 

in senior sales roles and bring with them a wealth of practical experience to each course. At MTD 

Training we will design and deliver a solution that suits your specific needs addressing the issues and 

requirements from your training brief that best fits your culture, learning style and ways of working.  

 

Our Key Unique Selling Point 
“Bespoke, practical and quality training delivered by a trainer experienced in your industry  

is a “given”. Where we really make a difference is how we help your sales peoples to embed  
and implement the learning after the course. We offer industry leading post course support  

to make this happen so you get a real, tangible return on your investment” 
 

 
 

Head Office:  

MTD Sales Training, 5 Orchard Court, Binley Business Park, Coventry, Warwickshire, CV3 2TQ 

 

Website: www.mtdsalestraining.com 

Email: enquiries@mtdsalestraining.com 

Telephone: 0800 849 6732                                                                                              
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MTD Have Worked With... 
 
Credibility and trust are two important factors when selecting an external training partner as you will 

want to know that you are in safe hands. From multi-nationals through to the small business, no 

matter what your industry, size or complexity is, we have delivered training to over 2000 different 

organisations that include: 

 


