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The sample learner answers provided in this assessment guide are intended to give guidance on how a learner might approach generating evidence for each assessment criterion. Answers do not necessarily include all of the evidence required to meet each assessment criterion. Assessor comments intend to highlight how sample answers might be improved to help learners meet the requirements of the grading criterion but are provided as a guide only. Sample answers and assessor guidance have not been verified by Edexcel and any information provided in this guide should not replace your own internal verification process.


Any work submitted as evidence for assessment for this unit must be the learner’s own. Submitting as evidence, in whole or in part, any material taken from this guide will be regarded as plagiarism. Hodder Education accepts no responsibility for learners plagiarising work from this guide that does or does not meet the assessment criteria.


The sample assignment briefs are provided as a guide to how you might assess the evidence required for all or part of the internal assessment of this Unit. They have not been verified or endorsed by Edexcel and should be internally verified through your own Lead Internal Verifier as with any other assignment briefs, and/or checked through the BTEC assignment checking service.


The authors and publishers would like to thank the following for the use of photographs in this volume:


Figure 1.1 © mangostock – Fotolia; Figure 1.2 © WavebreakmediaMicro – Fotolia; Figure 1.3 © Photodisc/Getty Images; Figure 1.5 © Monkey Business – Fotolia; Figure 1.6 © Rido – Fotolia; Figure 2.1 © Ingram Publishing Limited; Figure 2.2 © NatUlrich – Fotolia; Figure 2.3 © goodluz – Fotolia


Every effort has been made to trace and acknowledge ownership of copyright. The publishers will be glad to make suitable arrangements with any copyright holders whom it has not been possible to contact.


 


 


Orders: please contact Bookpoint Ltd, 130 Milton Park, Abingdon, Oxon OX14 4SB. Telephone: (44) 01235 827720. Fax: (44) 01235 400454. Lines are open from 9.00 to 5.00, Monday to Saturday, with a 24-hour message answering service. You can also order through our website www.hoddereducation.co.uk


If you have any comments to make about this, or any of our other titles, please send them to educationenquiries@hodder.co.uk


British Library Cataloguing in Publication Data


A catalogue record for this title is available from the British Library


ISBN: 978 1444 18686 4
eISBN: 978 1444 18688 8


This Edition Published 2013


Copyright © 2013 Ian Gunn


All rights reserved. No part of this publication may be reproduced or transmitted in any form or by any means, electronic or mechanical, including photocopy, recording, or any information storage and retrieval system, without permission in writing from the publisher or under licence from the Copyright Licensing Agency Limited. Further details of such licences (for reprographic reproduction) may be obtained from the Copyright Licensing Agency Limited, of Saffron House, 6–10 Kirby Street, London EC1N 8TS.


Cover photo from © Christovao31 – Fotolia


Typeset by Integra Software Services Pvt. Ltd., Pondicherry, India.


Printed in Great Britain for Hodder Education,
An Hachette UK Company,
338 Euston Road,
London NW1 3BH by







[image: ]




For attention of the learner


You are not allowed to copy any information from this book and use it as your own evidence. That would count as plagiarism, which is taken very seriously and may result in disqualification. If you are in any doubt at all please speak to your teacher.
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Introduction


Sales and Personal Selling is an internally assessed optional unit with two learning aims. It focuses on the role of sales staff in helping a business meet its objectives by meeting customer needs and expectations.


This book includes:





•  Guidance on each learning aim – all the topics in the learning aims should be studied, and the book includes useful suggestions for each. Examples are included, but these could be replaced by local examples from your area.



•  Evidence generated by a learner for each assessment criterion, with feedback from an assessor. The assessor has highlighted where the evidence is sufficient to satisfy the grading criterion, and provided developmental feedback when additional work is required.



•  Examples of assignment briefs, with clear guidance on the evidence you will need to generate and submit for each grading criterion, and the format in which the evidence should be submitted.





Answers to the knowledge recap questions provided in the learning aim summaries can be found at the back of the guide.




Command words


You will find the following command words in the assessment criteria for each unit. These descriptions may help you to understand what you have to submit for each criterion.






	Outline

	Write a clear description but not a detailed one.






	Explain

	Set out in detail the meaning of something, with reasons. More difficult than ‘describe’ or ‘list’, so it can help to give an example to show what you mean. Start by introducing the topic then give the ‘how’ or ‘why’.






	Compare 

	Identify the main factors that apply in two or more situations and explain the similarities and differences or advantages and disadvantages.






	Assess

	Give careful consideration to all the factors or events that apply and identify which are the most important or relevant.






	Describe

	Give a clear description that includes all the relevant features – think of it as ‘painting a picture with words’.






	Justify

	Give reasons or evidence to support your opinion or view to show how you arrived at these conclusions.









Learning aim A:


Explore the roles of sales staff


Assessment criteria
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	Describe, using examples, four functions of sales staff in a selected business.
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	Describe the sales skills used by sales staff in three different selling situations.






	[image: ]

	Explain the knowledge and skills needed to sell two selected products.
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	Explain the legislation which affects personal selling in a selected business.
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	Compare the functions of the sales staff and the different sales skills used in two selected businesses.






	[image: ]

	Assess the importance of complying with the legal requirements for customer care and selling products in a selected business.
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	Assess the effectiveness of sales skills and knowledge used by sales staff in two selected businesses.







Learning aim A provides the opportunity to get a better understanding of the role and impact sales staff have on the interaction between a business and its customers.


The functions of the role of sales staff


Selling


Selling the product or service is at the core of any business. Knowledge of what is being sold is paramount and keeping up to date with changes in what the manufacturer offers is necessary to develop customer confidence.


This area of product surround is only effective if other customer satisfiers such as after-sales, guarantees, availability and unbiased advice are in place. It is important to make the customer feel important throughout the process and beyond, not only to secure the sale but to build a basis for future sales.


Providing information


Providing the right information is a vital function in the sales environment and can often form the basis of a successful sale. It is not simply a case of telling a customer everything you know about a product or service. It is about listening carefully to what the customer wants and needs at that particular time, then providing them with that information. By placing the needs of the customer first and foremost trust is built up; potential customers will return to become customers. In turn the reputation of the business will improve and it will be closer to achieving its objectives.


Dealing with routine enquiries


The role of the salesperson also involves dealing with routine enquiries, often about procedures such as returning a faulty product or where to get spare parts. A positive attitude, together with knowledge of procedures, calms the customer and creates a feeling that he or she is dealing with a professional yet caring business. This helps to maintain the customer base.


Representing the organisation


While customers do eventually buy from people, initially the customer (or potential customer) is attracted to the organisation. The salesperson is part of that organisation and is often the first, maybe only, ‘face’ of the organisation.


The salesperson is employed by the organisation and must represent that organisation’s aims, objectives and ethos to the best of their ability. Part of the role of the salesperson is to contribute towards the business making a profit, by representing the organisation fairly and professionally.
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Knowledge recap





1. State the four main functions to be carried out by sales staff.
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The salesperson should at all times bear in mind that their job is to follow the guidelines and procedures of the organisation, for example code of dress, methods of approaching customers and handling telephone enquiries.


The skills that sales staff should have


Understanding potential customers


Sales staff need to be aware that there is a diverse range of customers that they may come into contact with, and factors such as age, gender and ethnicity may come into play when someone is wanting to make a purchase. Sales staff must avoid making assumptions that ‘one size fits all’ and, instead, ascertain the particular needs of the individual customer.


Sales preparation skills


Good preparation is essential. In the sales environment this means several things:





•  Sales personnel need to have impeccable product knowledge that is accurate. Inaccurate advice can have a negative effect on the reputation and profits of a business.



•  Knowledge of legal issues affecting the business is also essential and sales personnel need to be prepared to follow these and answer questions on them.



•  Personal presentation is also important as this gives a first impression to potential customers. This should always be appropriate to the particular sales environment.



•  Good communication skills such as keeping eye contact and listening without interrupting need to be practised and developed.
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Sales techniques


Sales techniques vary and salespeople need to be competent in the way they use them. These techniques can include cold calling (telephoning someone without being asked and trying to engage them in a conversation that will lead to a sale), face to face selling, drop-in visits and telemarketing.


These will have varying degrees of success often depending on the nature of the business. Some methods will suit some salespeople better than others but salespeople need to know how to use them all as changing situations can create a need to be adaptable.


Closing a sale


The single most important element of the sales process is the close. It is the final act of the sales process. Many salespeople fear this part and do not master it correctly. However, if the process up to this point has been carried out correctly then the close should follow naturally.


There are various techniques a salesperson needs to know and master. Examples of closing techniques include the:





•  summary close – the salesperson reiterates all of the benefits the purchase will bring the customer



•  alternative close – the salesperson asks the customer ‘this one or that one’, and assumes a choice will be made.





Timing is crucial as attempting to close a sale too quickly can alienate the customer while a delay by ignoring buying signals can let the potential customer slip away.
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Knowledge recap





1. Why is it important for salespeople to understand the needs of potential customers?



2. List three methods a salesperson could use to contact customers.



3. What is meant by closing a sale?








[image: ]





The knowledge that sales staff should have


Product knowledge


Full knowledge of the product or service is essential in order to do the job properly. This will involve information on sizes of things such as clothes, functions (for example, of electronic items), colours or capability. Extended knowledge would be knowing how and where different products within the same brand or even across brands are compatible.


The benefits of this knowledge are increased customer confidence in the salesperson and brand, more and easier sales for the salesperson, and greater profits for the business.


Sales motivation


Very few sales people work on just a salary. Businesses usually offer a range of incentives to motivate staff to sell more. Most of these are based on financial rewards. What is offered will depend on the nature of the business and the volume of sales. Incentives might include:





•  bonuses – employees may receive, for example, a percentage of extra profit or sales value above a certain agreed level. These are target based and the salesperson will know in advance what that target is and should plan on how to beat it as part of their preparation.



•  discounts – on company products. This helps to motivate staff and is useful if the product or service is one used very regularly by the staff as well as the customers. Salespeople in clothes shops often benefit in this way.



•  other benefits (such as free health cover, free sports club membership, or extra holiday) – these seem to be non-monetary but staff are often unwilling to give them up.



•  prospect of promotion – often used to motivate staff to achieve targets.



•  targets – either sales, volume or profit based. Usually salespeople will compete against the target itself and also against each other to see who does best. The salespeople get the rewards; the business gets extra sales and profit.





Legislation affecting personal selling and organisational policies


Sales personnel must know the legislation that affects them to avoid both themselves and the business getting into trouble. Anything said to, and agreed with, a customer must be legal as this is the basis of a verbal contract that cannot be retracted.


There are specific areas of legislation that affect personal selling such as The Sale of Goods Act, which defines what can and cannot be done regarding practices such as price matching (where a business will agree to match the price of the same product if the customer proves they could buy it more cheaply somewhere else); discounting (where customers can get a reduction in the price if they buy a large number of products or are repeat customers); guarantees (where customers can, for example, return the product within a certain time or get a full refund if it is faulty – usually up to one year); and after-sales service (where businesses have to make sure customers can bring the product back for repair or exchange if it is faulty).


All businesses have a duty to deal with customer care, problems and complaints. The salesperson needs to be aware of the legal requirements, company stated policies and, possibly, Codes of Practice within that industry. Neither businesses nor salespeople can claim ignorance of the law as a defence.
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Reflective practice


Whether a sale has been closed successfully or not, a good salesperson should always reflect on what happened in order to improve their performance. Questions the salesperson should consider include:
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