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What students need to learn? 

2.3.4 

The Sales 

Process 

Knowing the sales process 

The importance to business of providing good customer service 

Customer Service 

To be effective, customer service must be: 

 Rooted in a clear understanding of what customers really care about 

 Practical and cost effective enough to ensure it can be sustainable 

 Based on a genuine wish to help, rather than an attempt to seem helpful 

 Offered at the right time, in the right way at the right place 

The Sales Process 

Great customer service is a wonderful thing, however there is far more than that 

to the sales process.  To be successful businesses need to provide: 

 Strong product knowledge and therefore helpful advice 

 Speedy and efficient service 

 Customer engagement 

 Responses to customer feedback 

 Excellent post sales advice 

Product Knowledge 

Customers expect employees to have good knowledge of the products 

and services being offered.   

Some things need to be covered to ensure good product knowledge: 

Good training, loyal staff that have been with the business for years and 

staff who are committed to customers 

Speed and Efficient Service 

Good service is designed for the customer, not the business and en-

sures the customer fees cared for.  

Efficiency service gets  products to the customer exactly when you want 

them, in good condition and if there is a problem it will be sorted out as 

soon as possible and in the right spirit. 

Customer Engagement 

Customers need be interested in the company and that cannot happen 

if they are not contacted regularly.  Social media ensures that this is 

much easier now but emails are also very important for some business-

es.   Customer engagement can also come in lots of other ways, from 

word-of-mouth to information received via post.  

Response to Customer Feedback 

Due to social media and the internet, customer feedback is much more public.  This means that businesses need to be seen to respond so that customers aren’t 

put off by the complaints made by others.  TripAdvisor is a good example of this.  


