



	BTEC Business

Unit 7: Personal Selling


	Learning Outcomes

By the end of this unit a student will be able to:

· Understand the purpose of sales personnel
· Know how to prepare for personal selling
· Be able to demonstrate personal selling skills and processes
· Understand closing sales and how to identify customers’ objections 



	Scenario 1

You work for a large department store that has recently taken on a group of new recruits to train up for work in the sales team. You must assume that they know very little about the store or about personal selling. It is your job to prepare some information to brief them on the importance of their role to the company. You need to produce a PowerPoint presentation to brief the recruits.




	Task 1 (P1)
1.1 Explain what a department store is and identify its position and role in the retail sector. You must also include information about the range of products and services sold and who are the target customers for the company.
1.2 Prepare a PowerPoint presentation which:

· Briefs the new recruits about key aspects of the business

· Describes the key role that sales personnel play in determining the company’s success

· Describes the knowledge and skills that they need to develop.

(P1)

 


	Scenario 2

You are working as a salesperson in a second-hand car dealership. You will have to use your selling skills to make your customers satisfied and happy. As a salesperson you need to pay attention to your dress code, your personal appearance and your body language.

You will be selling the cars by meeting the customers face to face. You will need to prepare all the background material you might need before you meet your potential customers on the forecourt. A video recording will then be made of you using your personal selling skills to sell a vehicle to a potential customer.
 


	Task 2 (P3/M1)
1. Prepare questions to ask your customers about their needs and wants.
2. Find out as much information as you can about each car so that you will be able to tell them what they want to know e.g.:
· the basic cost of the car if bought today
· features & specifications of the cars you would want to highlight to potential customers
· availability of the product
· payment methods e.g. cash, credit, hire purchase etc.
· guarantees & warranties
· safety features of the vehicle
3. Be able to explain & demonstrate the vehicles and offer the potential customer a test drive.
(P3/M1)




	Task 3 (P4/P5/P6)

1. Describe your range of cars and use the selling skills you have learned to convince the potential customer to buy one of your cars. (P4) 
2. Answer questions about your cars and handle any objections/queries raised by potential customers. 
(P5)

3. Demonstrate the selling of a car and highlight the process of closing the sale.

(P5)




	Scenario 3

You have accepted a position as a waiter/waitress in a small local restaurant in the high street which also operates a home delivery service. You are one of only three people working ‘front of house’. You have to demonstrate your personal selling skills to make the customers feel happy and to leave having had a positive experience. In demonstrating your skills as a waiter/waitress you should consider your appearance, your language, and your dress code.

As well as serving the customers you may also have to deal with potential customers over the telephone. You will need to prepare all the information you might need in order to satisfy your customers both those visiting in person and those using the telephone service.



	Task 4 (P3)

1. Prepare questions to ask your customers about their needs and wants and take account of how their responses will help you in your business.
2. Find out as much information as you can about each dish on the menu so that you will be able to tell them what they want to know e.g.:
· the basic content of each dish
· features of the dishes you would want to highlight to potential customers e.g. daily specials, soup of the day
· availability of the dishes
· extras which are possible e.g. sauces, drinks, desserts, coffee etc.
· payment methods e.g. cash, cheque, credit card, debit card, vouchers
· delivery details for telephone customers
3. Be able to explain & demonstrate the dishes on offer e.g. sweet trolley.

    (P3)




	Task 5 (M3)

  Write a summary of what is similar and what is different about the 

  two given scenarios above i.e. the car salesperson and the

  waiter/waitress.

  (M3)




	Task 6 (P4/P5/P6)

1. Describe your menu and use the selling skills you have learned to convince the potential customer to buy a meal from your menu. (P4) 
2. Answer questions about your menu and handle any objections/queries raised by potential customers. 
(P5)

3. Demonstrate the selling of a meal to a telephone customer and highlight the process of closing the sale.

(P5)




	Scenario 4

You are the manager of a small designer clothing outlet operating out of premises in the town centre. The shop employs two other sales assistants. You have been asked by your employer to prepare a report outlining the key legislation which affects the business.



	Task 7 (P2)

1. Design a comprehensive leaflet which outlines the key aspects of the legislation affecting personal selling.

2. Include one paragraph detailing the main aspects of the Consumer Credit Act 1987.
3. Include one paragraph detailing the main aspects of the Consumer Protection Act 1987.
4. Include one paragraph detailing the main aspects of the Sales of Goods Act 1979 and 1995.
5. Include one paragraph detailing the main aspects of the Supply of Goods and Service Act 1982.
6. Include one paragraph detailing the main aspects of the Trade Description Act 1967.
(P2)




	Task 8 (M2)

  Write an account of how the legislation in Task 7 impacts the 

  personal selling of the employees in the two given scenarios above  

  (i.e. the car salesperson and the waiter/waitress).

  (M2) 




	Scenario 5

You are now working as a sales assistant in a small independent retail outlet selling designer clothing. A customer comes into the shop and wishes to return a white Versace t-shirt which (s)he purchased twenty-eight (28) days ago. You are required to deal with the customer.

 


	Task 9 (D1)
· Draw up a list of six different reasons the customer may have for returning the t-shirt.

· Give your response to each of the six reasons given by the customer taking into account all relevant legislation. 

· List all the possible alternatives you are prepared to offer the customer in respect of the return of the t-shirt.
(D1)



	Task 10 (D2)

Carry out an evaluation of your PowerPoint presentation to staff at the department store in terms of supporting the sales team in their personal selling. The evaluation should be in the form of a report of one (1) page of A4.

(D2)
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