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Accreditation
: This Module is a Nationally Accredited Course
Title

Field Of Study
: WRRS1B – SELL PRODUCTS & SERVICES 
: SALES & CUSTOMER SERVICE


What is this course all about?  

This unit involves the skills, knowledge and attitudes required to sell products and services in a retail environment. It involves the use of sales techniques and encompasses the key selling skills from approaching the customer to closing the sale. It requires a basic level of product knowledge. Selling may involve face to face, over the telephone and/or over the internet.
When you have finished this course you should be able to demonstrate your ability to:

Apply product knowledge – WRRS1B/01
· Knowledge of the use and application of relevant products and services demonstrated according to store policy and legislative requirements.

· Product knowledge developed by accessing relevant sources in information.

Approach customer – WRRS1B/02
· Timing of customer approach determined and applied.

· Effective sales approach identified and applied.

· Positive impression conveyed to arouse customer interest.

· Knowledge of customer buying behaviour demonstrated.

Gather information – WRRS1B/03
· Questioning techniques applied to determine customer buying motives.

· Listening skills used to determine customer requirements.

· Non-verbal communication cues interpreted and clarified.

· Customers identified by name where possible;

· Customer directed to specific merchandise.

Sell benefits – WRRS1B/04
· Customer needs matched to appropriate products and services.

· Knowledge of products' features and benefits communicated clearly to customers.

· Product use and safety requirements described to customers;

· Customers referred to appropriate product specialist as required;

· Routine customer questions about merchandise are answered accurately and honestly or referred to more experienced senior sales staff;

Overcome objections – WRRS1B/05
· Customer objections identified and accepted.

· Objections categorised into price, time and merchandise characteristics.

· Solutions offered according to store policy;

· Problem solving applied to overcome customer objections;

Close sale – WRRS1B/06

· Customer buying signals monitored, identified and responded to appropriately.

· Customer encouraged to make purchase decisions.

· Appropriate method of closing sale selected and applied;

Maximise sales opportunities – WRRS1B/07

· Opportunities for making additional sales recognised and applied.

· Customer advised of complementary products or services according to customer's identified need.

· Personal sales outcomes reviewed to maximise future sales;

Some examples of individuals that will benefit from these courses are: -
· Managers /Supervisors / Team leaders 

· Sales Staff
· Customer Services Staff
· Operations Staff
You will have better skills & knowledge and familiarise yourself more in the following areas –

Competency in this unit requires evidence that, you the candidate: - 

· Applies product knowledge and uses appropriate sales approach to sell the benefits of products, overcome objections and close sales.

· Uses questioning, listening and observation skills to determine customer requirements;
· Consistently applies store policies and procedures in regard to selling products and services;

· Maximises sales opportunities according to store policies and proc;

· Consistently applies industry codes of practice, relevant legislation and statutory requirements in regard to selling products and services;

· Evaluates personal sales performance to maximise future sales;

Store policies and procedures, in regard to:
· selling products and services;

· allocated duties and responsibilities; 
· Store merchandise and service range;

· Specific product knowledge for area/section;

· Relevant legislation and statutory requirements;

· Relevant industry codes of practice;
Customer types and needs including :
· customer buying motives;

· customer behavior and cues;

· individual and cultural differences;

· demographics/lifestyle/income;

· types of customer needs, eg functional, psychological;
Skills in:-

· Selling techniques including:
· buying signals;

· opening techniques;

· strategies to focus customer on specific merchandise;

· add ons and complimentary sales.

· overcoming customer objections.

· closing techniques.

· Verbal and non verbal communication skills.

· Handling difficult customers.

· Negotiation skills.

· Sales performance appreciation.

· Questioning/listening/observation
You will have better knowledge and familiarise yourself more in relevant legislation, codes, regulations and standards which include:-
· Trade Practices Act.
· tobacco laws;

· liquor laws; 
· sale of second hand goods;

· occupational health and safety;

· industry codes of practice;

· Lottery Acts. 
What Recognition will you achieve?

Where demonstrated competencies have been achieved in accordance with the endorsed Australian Quality Training Framework (AQTF) standards, a Statement of Results can be issued for those competencies successfully completed in this course.  These can be combined with additional competencies achieved later, and together may build towards the issuing of qualification, at Certificate II plus. A certificate will be issued upon successful completion of this module.

How will you be assessed?

Demonstration of competencies for this qualification is achieved via formal assessment.  Participants complete a work related project/activities, which incorporates the range of competencies covered for each unit.
Will you be eligible for subject exceptions?

The units can be completed through attendance at MTG training courses.  You may have already attained some competencies covered in the units through previous training, work, or life experience.  If you feel you can already demonstrate a competency, then you should apply for Recognition of Current Competencies (RCC).  An RCC application form can be found in the MTG trainee welcome kit where you can fill out and fax back to us on 

(03) 9854-6124 or simply visit our website on www.matrixtraininggroup.com/downloads.php
In order to download this application.

What training materials and training aids will you have? 

1. Learner Guides: - Matrix Training Group will supply each trainee with a module for each unit which contains must know information, learning activities and projects, which will keep you enthusiastically involved in the course.  Upon completion of each module these activities will be handed in to the trainer, assessed then returned to trainees with relevant comments to keep you informed with your progress.  

2. Online Support: - Your Trainer is always available through E-mail & Website support.  Our website address is www.matrixtraininggroup.com
3. Telephone Support: - You may call your trainer during business hours for over the telephone support.
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