SALES PROCESS
2.08:  Sources of product information

Directions:
For each scenario: list the number to the left the corresponding product information source.  (product itself-1,    Printed resources-2,     internet-3,     and     people-4)

	1
	Set up process for a computer
	
	Locating the closest McDonald’s
	
	How to wash a silk blouse
	
	How well toothpaste works

	Specific Source Used:

Instructional dvd included in product packaging.
	Specific Source Used:
	Specific Source Used:
	Specific Source Used:



	
	How to use a video camera to record your child’s first soccer game.
	
	How to set the clock in a car
	
	Researching locations to purchase a Vera Bradley Handbag
	
	Waitress opinion on the night’s best selection

	Specific Source Used:
	Specific Source Used:
	Specific Source Used:
	Specific Source Used:




2.09:  Step One  - APPROACH
Part I.  Read each customer statement and decide which type of approach is being used.  
Write the name of the approach (merchandise, greeting, or service) in the left hand space.

1. ______________________________  “Good morning, Mr. Ruffin.”

2. ______________________________  “May I help you find a certain color?”

3. _____________________________  “That game system comes with two controllers.”

4. _____________________________  “Did you enjoy your vacation, Ms. Russell?”

5. _____________________________  “Is there something I can show you?”

6. _____________________________  This printer uses 30% less ink than others in its class.”

7. _____________________________ “You will find those shoes support your arch very well.”

8. _____________________________ “L.L. Bean is offering free shipping this week if your purchase totals $50.00.”

9. _____________________________  “It certainly is a nice day outside, isn’t it?”

10. _____________________________ “Did you find what you are looking for?”

Part II.   Write a merchandise approach for each of the following items.

11. New I-Phone:

12. Sleeping Bag:
Write a combination greeting and merchandise approach for each of the following items.

13. Bookbag:
14. New Pair of Shoes

Select one product from #11-#14 above and write an example of a service approach.

Product chosen: 




STEP 2 - DETERMINING CUSTOMERS NEEDS AND WANTS
PART I.  Match the terms on the right with the correct definition on the left.
	_____ 1.  Looking for nonverbal cues from customers.
	A. Buying Motives

	_____ 2.  Customer reasons for buying goods and services.
	B. Undecided Customers

	_____ 3.  Customer reasons for buying based on feelings.
	C. Observing 

	_____ 4.  Customer reasons for buying based on logical thinking and decision-making. 
	D. Decided Customers

	_____ 5.  Customers who are killing time or simply browsing.
	E. Casual Lookers

	_____ 6.  Customers who need an item but want more information before purchasing.
	F. Rational Motives

	_____ 7.  Customers who know exactly what they want and make their purchase quickly.
	G. Emotional Motives


PART II.  Give two customer buying motives for each product listed below and indicate if it is a rational, patronage, or an emotional motive.
	PRODUCT
	BUYING MOTIVES
	MOTIVE TYPE

	A.  Watch
	1.  Ex. Rachel buys a Rolex watch for her boyfriend for his birthday.
2. 


	1.  Emotional
2. 

	B.  2014 Seattle Seahawks Super Bowl Champions Sweatshirt
	1.

2.  


	1.

2.  



	D.  Washer and Dryer
	1.  

2. 

 
	1.

2.  




PART III.  For each product listed, write 2 appropriate open-ended questions that would help a salesperson determine a customer’s needs.

CELL PHONE SERVICE PLAN: 

1. 



2. 
BOAT:

1. 



2. 
STEP 3 - MERCHANDISE PRESENTATION
PART I.  Study the features of the products given in the chart below.  Write a benefit of each feature.
	FEATURE
	BENEFITS

	6” Screen on GPS
	

	Rubber Grip on Pots and Pans
	

	8 Speeds on Blender
	

	Volume Control on Headphones
	

	Blue Ray DVD
	



STEP 4 - HANDLING CUSTOMER OBJECTIONS
PART I.  Which specialized method of handling customer objections would you use to handle the following objections and why?

1. “I just don’t believe that camera is easy to use.”

Method














Because















2. “I need a really warm coat when I go skiing.  This coat is so lightweight, I’m not sure it will keep me warm on the slopes.”

Method














Because














3. “This TV costs more than I really wanted to spend.  I had no idea LCD TVs were so expensive.”

Method














Because














PART II.  Write one possible customer objection for each of the five key buying decisions listed below.

4. Objection based on need:
5. Objection based on product:
6. Objection based on source:
7. Objection based on price:
8. Objection based on time:
PART III.  For each customer objection below, write a salesperson’s response using the given method.

9. Objection:  “This filter looks pretty thin.  I’ll bet it has to be replaced pretty often.”
Response:  (Use the denial method.)

10. Objection:  “I like these basketball shoes, but I’m not sure they’ll last me the entire season.”
Response:  (Use the third party method.)
STEP 5 - CLOSING THE SALE
PART I.  After reading the sales opening technique in the table below, fill in the right-hand column with your own example.

	Technique
	Given Example
	Your Example

	Direct Close
	“May I charge this to your account for you?”

	

	Standing Room Only Close
	“This has been our most popular item this season and we may run out soon.”
	

	Which Close
	“Both colors are flattering but the blue goes well with a lot of things.”
	

	Service Close
	“Would it be more convenient for you if we had your packages delivered?”
	


PART II.  Assume you work in a clothing store as a salesperson.  Write what you would say to close the sale in each of the following situations.

1. Your store is having a one-day sale to celebrate Founder’s Day.  All merchandise has been marked down 25% for one day only.  Your customer says, “I like this swimsuit and cover up, but I didn’t plan to buy anything today.  We are, however, going on vacation to the beach in a couple of weeks.  My husband really needs a new pair of swim trunks, as well, but I would like for him to see them before I make a decision.”  (Use the standing room only close in combination with an appropriate service close.)
2. Your customer says, “I like both of these swim suits, but I can’t decide which one looks better on me.”  (Use the which close.)

STEP 6 - SUGGESTION SELLING
PART I. Study the sales situations below and determine an item or items you would suggest to the customer.  Then explain what you would say to recommend the extra item(s).


1.
You work in a cell phone service store and have just sold a new cell phone and service plan to a family of four.
Suggested item or items (use cross selling):

What you would say: 

2.    You work in the Kitchen Electronics Department of the store and have just sold a customer a microwave.
Suggested item or items (use cross selling):


What you would say:  

3.
You work in a movie theatre and just sold a customer a medium drink and medium popcorn.
Suggested item or items (use upselling):

What you would say:  

4.
You work in the toddler section of a toy store and just sold two action figures to a parent. 
Suggested item or items (use special sales opportunities):

What you would say:

STEP 7 – BUILD RELATIONSHIPS
Part I.      Design a sales business card for yourself.  Assume you work in a sales position at a company of your choice.  You can sketch the design and content below. 
Part II.     Mr. David McCallum recently purchased a 2010 Ford Explorer from you.   What are two other things that you could do to form a bond or strengthen the relationship with Mr. McCallum? 
Name:_______________________________








