Turning “No” into Opportunity in Discovery and Job Development
In Never Split the Difference by Chris Voss, he said “No” is the start of the negotiation, not the end of it. Voss argues that "No" provides a sense of safety and control, allowing the other party to feel secure enough to consider your proposal rather than feeling forced into a corner. 
“‘No’ is not failure. Used strategically it’s an answer that opens the path forward… ‘No’ peels away the plastic falsehood of ‘Yes’ and gets you to what’s really at stake.” Chris Voss
How Cancellation and Rejection Feel
When a meeting gets canceled, rescheduled, or declined, it often feels like:
· Frustration (“I just spent time setting that up…”) 
· Rejection (“They’re not interested”) 
· Defeat (“Back to square one”) 
· Pressure (“Now I have to fill that gap again”) 
Those feelings are normal. But how we respond in that moment is what separates passive scheduling from effective Discovery and Job Development.

The Missed Opportunity
When someone says:
“Can we reschedule?”
“Now isn’t a good time.”
“We’re not hiring.”
Most people respond with:
“Sure, no problem. When works better?”
And that’s it.
The time between now and the next meeting becomes dead time:
· No new information gained 
· No relationship built 
· No progress made 

Shift the Mindset: Ask Questions Before You Accept the Delay
Instead of immediately rescheduling or ending the conversation, pause and ask a question.
This turns:
· A cancellation into a conversation 
· A rejection into insight 
· A delay into progress 
Instead of:
“No problem, when can you reschedule?”
Try:
· “No problem at all. Before we pick another time, can I ask, what’s been going on this week?”
That small shift can turn a cancellation into a meaningful conversation.

Why Asking Questions Works
Asking thoughtful, open-ended questions:
· Keeps the conversation going without being pushy 
· Shows curiosity and professionalism 
· Helps you understand real needs and barriers 
· Builds rapport and trust 
· Can uncover opportunities that weren’t obvious 
· Positions you as a problem-solver
Most importantly:
You leave the interaction with something valuable, even if the meeting doesn’t happen.

Types of Open-Ended Questions to Use
Focus on questions that:
· Start with what, how, or when 
· Invite conversation, not yes/no answers 
· Show respect for their time and perspective 

Example Employer Questions to Use during Job Development (and Why They Work)
1. “What’s making this a tough time right now?”
· Opens the door to context 
· Helps you understand competing priorities 
2. “What would make a future meeting more useful for you?”
· Shifts focus to their needs 
· Helps you tailor your approach next time 
3. “What are you focusing on most in your business right now?”
· Builds relationship 
· Gives insight into current priorities 
4 . “What would need to change for this to be a better time to connect?”
· Clarifies barriers 
· Helps you follow up more strategically 
5. “Who else on your team might be good to connect with?”
· Expands your network 
· Keeps momentum moving 

Why This Is Better Than Just Rescheduling
If you only reschedule:
· You gain nothing new 
· You risk repeated cancellations 
· You stay reactive 
If you ask questions:
· You gather useful information immediately 
· You deepen the relationship 
· You increase the chances the next interaction is meaningful 
· You often uncover opportunities before the next meeting 

How Many Questions Is Too Many?
A good rule:
· Ask 1–3 thoughtful questions max 
Watch for cues:
· If they are engaged, you can ask another 
· If they are brief or distracted, wrap it up 
You want to feel:
· Curious, not intrusive 
· Helpful, not interrogative 

Simple Framework to Use in the Moment
1. Acknowledge
“No problem, I understand things come up.”
2. Ask 1–2 questions
“Before we reschedule, can I ask…”
3. Listen carefully
(This is where the value is.) 
4. Then reschedule (if appropriate)
“That’s helpful. Let’s find a time that works better.”

Key Takeaway
Every cancellation, rejection, or delay is still a contact point.
You can either:
· End it quickly and gain nothing, or 
· Stay curious for 30 more seconds and move the relationship forward 
That small shift is what turns average outreach into effective Discovery or Job Development.

Open-Ended Questions for When a Job Seeker Cancels or Reschedules
1. “What’s been going on that made today hard to keep?”
· Shows empathy without judgment 
· Opens space for real barriers (transportation, anxiety, life issues) 

2. “What would make meeting feel easier or more doable right now?”
· Focuses on solutions, not the problem 
· Helps you adjust your approach to their needs 

3. “What’s been getting in the way of us connecting?”
· Direct, but still respectful 
· Identifies patterns (schedule, avoidance, competing priorities) 

4. “What kind of support would be most helpful from me right now?”
· Centers the job seeker 
· Reinforces partnership 

5. “When things go as planned, what helps you make it to meetings?”
· Strength-based 
· Identifies what works so you can build on it 

6. “Is there a better way for us to connect right now such as phone, text, shorter check-ins?”
· Offers flexibility 
· Reduces barriers to engagement 

7. “What would feel like a next step for you?”
· Breaks down overwhelm 
· Keeps momentum going even without a full meeting 

Why These Work (in this context)
With job seekers, cancellations are often not about disinterest, they’re about:
· Anxiety 
· Past negative experiences 
· Life instability 
· Feeling overwhelmed 
These questions:
· Reduce pressure 
· Build trust 
· Help you understand the real barrier 
· Keep progress moving, even if the meeting doesn’t happen 

Tone Reminder 
When asking these:
· Keep your voice calm and supportive 
· Avoid sounding like you’re “checking up” on them 
· Be okay with silence and honest answers 

Role Play Activity: Turning Cancellations into Conversations
Purpose
Practice responding to cancellations in a way that:
· Builds trust 
· Identifies barriers 
· Keeps progress moving 

Set-Up (10–15 minutes total)
Group size: Pairs (or groups of 3 if you want an observer)
Roles:
· Employment Specialist 
· Job Seeker 
· (Optional) Observer 

Scenario Options (choose one or assign different ones)
Scenario 1: The Last-Minute Cancel
The job seeker texts 10 minutes before:
“Hey, I can’t make it today. Can we reschedule?”

Scenario 2: Repeated Rescheduling
This is the third time the job seeker has canceled in two weeks:
“Something came up again. Can we try for next week?”

Scenario 3: Vague Cancellation
“I’m just really busy right now. Let’s connect later.”

Scenario 4: Avoidance/Disengagement
The job seeker responds briefly and seems uninterested:
“Yeah, I guess we can reschedule. I don’t know when though.”

Instructions
Round 1 (3–4 minutes):
· The Employment Specialist responds in the typical way
(quick reschedule, no questions) 
Quick Debrief (1–2 minutes):
· What information did you gain? 
· What is still unknown? 

Round 2 (5–6 minutes):
· Replay the same scenario 
· This time, the Employment Specialist must: 
· Acknowledge the cancellation 
· Ask 1–3 open-ended questions 
· Listen and respond naturally 

Observer Role (if applicable)
The observer listens for:
· Did the specialist ask open-ended questions? 
· Did the tone feel supportive, not pushy? 
· Did they learn anything new? 
· Did the conversation move forward? 

Group Debrief (5 minutes)
Ask:
· What questions worked best? 
· What responses opened up the conversation? 
· What felt awkward or forced? 
· What surprised you about the interaction? 

You only need 30–60 more seconds of curiosity to:
· Turn a cancellation into insight 
· Turn avoidance into engagement 
· Turn “dead time” into progress 

Optional Challenge Round
Adjust tone for different job seeker personalities (anxious, disengaged, overwhelmed)

