


Class Discussion: Are any of you athletes?
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Observing customers for buying cues

pays attention ermir



Verbal cues

ask questions

when it can be delivered



T chart Activity




Exercise 9: Ready or Not?




Body Language Cues

non-verbal

- Body language

60-80%

7-10%






8 Primary Elements of Body Language

1. Face ,///Uﬂ

2. Eyes

3. Posture



Gestures / use hand
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Movement rvousness, boredom, or agitation.

ements lik ing toward another person may send a
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///////////// > or assertiveness, while moving away from
on may sen age of avoidance, submission, or
{////gf////////// to a close



7. Touch
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8. Appearance

| and non-verbal
of the expressions
giving more information
message with our body language

want to seem engaged and sincere,
the person we are





https://www.youtube.com/watch?v=7cg192cQYUA
https://www.youtube.com/watch?v=Ks-_Mh1QhMc&index=1&list=PLheH9TdTMp9yDxZivmwDnkQ329DzijtDE
https://www.youtube.com/watch?v=Ks-_Mh1QhMc&index=1&list=PLheH9TdTMp9yDxZivmwDnkQ329DzijtDE

Examples:

* Ready:

* Not Ready:

* May Be Ready:



Use Caution

request for more informa /




process: .
at her service

buying signals askin

MakKi



Retail industry statistics show that it cost

more to attract a new customer than to keep an
existing one




Ensuring a Complete Purchase (p347)




Sales Process In Action
Step 1: Recognize Buying Cues

Step 2: Offer Assistance

th cleansing and moisturizing
with our frequent buyer club.”

Step 4: Close the Sale
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Be enthusiastic about your products and s
bored or disinterested. Your ent /////////////4///

customers are with you as a salesg
service needs. '



Overcoming Objections and Responding to
Questions




Help the customer get past their uneasy

feeling about purchasing:

return/exchar
products’ quality

FORCE A SALE

shopping around at oth ////// questions about

current/pending sales !/,éw,»/ /



and it doesn’t match?”

Associate: “Just keep your receipt and you
refund or exchange.”

Customer: “Okay, | guess I’ll take it. | won’t kno
.it!” 7



er who is having second thoughts is to
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-
Customer: “I’m just not convinced this new plastic version is going to
work for me. | really wanted the old metal kind.”

Associate: “l understand how you feel. The metal was ver /,
However, we learned that the manufacturer switched to plastic &

it is more durable and doesn’t rust or dent.

to go that route.” '
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/ want to reconsider a purchase,
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A few questions:

cond thoughts about making a
nd? Was her response
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Exercise 11: Responding to the Undecided
Customer




Responding to Undecided Customers

policies.

2NCa ‘the customer to
again e in special store

ints o r offerings that your store
close the sale.

specific programs your store offers



« Have you ever purchased something only to get hom
that you don’t have everything you need to make it ¥
that make you feel?

to make sure
additional before you




* Associate: These are great hiking boots and will last you
time. You should treat them with a good water-repetie
each hike. Do you have some at home? |

» Associate: Good luck with your paining project. JOU
everything you need to get started—roller, brush, pai

tape? 03

 Associate: I’m sure your son will love his new
truck. Do you have the right size batteries &



Discuss the Specifics of the Sale

warranty extended service protectic
delivery/and or installation
return exchange

confirming /
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Coordinating Other Services to Expedite
Delivery
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options - - or other re:
dates in

paperwork
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riately and handled
e item(s) will arrive safely
on purchase of flooring or

on services. Some retailers may
manager whether your store offers

stomers to purchase large items.
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special pricin

charge

business



weight,
» dimensions,

» distance it is to be shipped, and
« urgency of delivery.

faster
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Exercise 12: Calculating and Scheduling a
Delivery




Closing and Confirming the Sale




Asking for the Sale

gift-wrapped

right away

« Associate: That blazer looks great with the pants
cut the price tag off so you can wear it out the s

4
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body language - suggest that he is ready, you can

how he’d like to pay for it.



What questions could you ask to move a
customer toward closing the sale?







Another technique
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low special promotional price
- Example:

“This is the last pair of shoes in you size. You may want to ¢




Examples of when you can honestly use this

technique:

These are a limited edition and will be available onty //

 time.” /// r

“This week, all Blu-ray are "buy 3, get 1 free.” Do

anyone with a birthday coming up soon? //

“This book is #1 on the bestseller list, and it’s w

“Just so you know, the sales on all of our ,,,/ 1
tOday The P”CGS will g0 back to regul //////



endal based on what
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/////// concerned that the
many features, you
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objections /
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Exercise 13: Closing the Sale Based on
Customer Signals




Handling the Sales Transaction

cash register  till 5/// ,
o Ly of
point-of-sale / %///



the need to ring up sales quickly and a CL



Scan as You Go




Exercise 14: Think It Through




The Cash Register

(POS)

hand
time mistakes
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loyalty account

flat
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Tips for Ringing up a Sale Accurately

pecially if you are
icated system.

, be sure you enter them. This helps keep track of
h00d of | iing out of popular items.
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d like the receipt put in the bag or with their items.
in their wallets or purses.
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Cash Transactions
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ect comp nts. This will prevent
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http://havefunwithhistory.com/movies/counterfeitMoney.html

If you receive a counterfeit:




Calculate Change




Can you spot the counterfeit?




Debit and Credit Card Transactions

S are on

s as an extension of
N number into a key

credit card receipt.

hases, but you can always compare
e customer’s signature on the recipt.










In ClOSing....
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cessarily require that you
ed forms and expect you to
e you know the requirements of






Exercise 16: Transactions




