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Specification

	Subject content
	What students need to learn:

	2.3.4 The sales process

The sales process:

· Product knowledge, speed and efficiency of service, customer engagement, responses to customer feedback, post-sales service.

The importance to businesses of providing good customer service.
	Students need to learn that operational decisions are not just about how a business produces goods and services. It also needs to cover how the business delivers its products to its customers.

Students also need to learn that the sales process is a circular process because if a business manages sales well then it should receive repeat purchases and the process will start again. Although the sales process will be different for different types of products, a business must have effective processes, systems and procedures in place. These must all be supported through employing staff that can deliver good customer service.





Key terms in this topic:

· Customer engagement – how a business interacts with a customer during a sales transaction.
· Customer feedback - information provided by customers about their experience during the sales process and their level of satisfaction with a product or a service.
· Post-sales service – support given to customers given by a business to its customers after the customer has bought a product or service.
· Customer service - the provision of service to customers before, during, and after a purchase.


Key terms – examples
In the space below, write examples to illustrate the key terms 

	Key term
	Examples

	Customer engagement
	


	Customer feedback
	


	Post-sales service
	


	Customer service
	





Summary of the topic

The sales process starts with building customer interest. This can be done through 
knowledge of the product and the sales person’s ability to translate product 
knowledge into how the features of the product will benefit the consumer. The next stage involves the speed and efficiency of the service. If service is slow the customer will potentially abandon their purchase and switch to a competitor instead. 

This is followed by customer engagement, where the seller has to consider whether they have generated sufficient customer interest for the sale to go ahead and ends in post-sales or after-sales service where the business receives feedback from the customer and may have to correct any deflects or problems. This could be taught via a trip to a local retailer where students are asked to observe sales people in action and isolate the various stages within the process. 

Students need to understand the impact on a business if an element of the sales process is poor and be able to recognise the importance of good customer service and the impact this will have on the business, such as the impact on its brand, competitive advantage and the likelihood of repeat purchase.

Synoptic links to this topic

This topic links with the following areas of the specification:

· 1.2.1 Customer needs
· 1.5.1 Business stakeholders
· 2.2.1 Product

Customer needs must be at the forefront of any operational decisions associated with the sales process. If a business understands customer needs, then they can design a process aimed at meeting these needs and making customer service an important part of the process.

A business must also realise that customers are important stakeholders and that any decisions can have both a positive and negative effect on them. This will be affected by the quality and design of its products. A business can use the sales process to potentially mislead a customer into buying a product but ultimately this will have a negative effect on the business as it will not lead to repeat purchases. The sales process is best supported by a quality product and excellent customer service before, during and after a slae has been made.

Case study: Kentucky Fried Chicken (KFC)

Kentucky Fried Chicken (KFC) is a fast-food chain that sells fried chicken. Amongst its most popular products are Popcorn Chicken, Boneless Chicken boxes and Zinger Tower burgers. These are freshly cooked in batches in each of its 900 restaurants across the UK. 

In 2017, KFC changed the company it used to transport its supplies of chicken. It replaced Bidvest with DHL. Bidvest had three distribution centres across the UK, but DHL only had one. In February 2018, DHL started to have logistical problems causing many KFC restaurants to run out of chicken. This led to a temporary closure of many KFC branches due to poor supplier reliability. 

As a result of these closures, KFC started losing market share to rival fast food restaurants such as Burger King. KFC used social media and a viral advertising campaign to apologise to customers. It also considered lowering the prices of its most popular food items to win back lost customers and recapture market share.

(Source: adapted from https://www.standard.co.uk/news/uk/kfc-apologises- for-chicken-shortage-with-witty-fck-were-sorry-advert-a3774321. html and https://www.theguardian.com/business/2018/feb/19/kfc- uk-closed-chicken-shortage-fash-food-contract-delivery-dhl)









How this case study illustrates/exemplifies the specification content:

	The case study illustrates ‘the sales process’ in a number of ways:

· KFC is a fast-food restaurant where customers expect quick and efficient service when buying their food.
· KFC used social media and viral advertising to engage with customers.
· KFC has considered reducing prices in response to negative customer feedback.




Check your knowledge:

1. What are the five stages of the sales process?
2. Why is the sales process often described as a circular process?
3. What would happen to a business if it did not provide good customer service?


Check your knowledge: recall question (previous unit)

1.	What is the difference between quality control and quality assurance?
2.	How could manging the quality of a product lead to reduced costs in a business?
3.	Why would a business with lower costs have a competitive advantage?













Activity – now try this!

Describe each stage of the sales process for the following three products:

	Product
	Customer Interest
	Speed and efficiency of service
	Customer engagement
	Post-sales service
	Customer loyalty

	Smart Phone

Insert image of smart phone
	
	
	
	
	

	An airline ticket

Insert image of an aeroplane
	
	
	
	
	

	A pair of trainers

Insert image of a pair of trainers
	
	
	
	
	




What have you remembered so far?

	Question
	True
	False

	The sales process has four stages
	
	

	Post-sales service happens after a product has been purchased
	
	

	Good customer service can lead to repeat purchases
	
	







Exam Question

1. Which one of the following is a stage in the sales process?
(1)
Select one answer.

A 	Product knowledge
B 	Product quality
C 	Production
D 	Productivity

2. Explain one method a business could use to attract the interest of a customer. (3)

3. Discuss the benefit to a business of building customer loyalty. (6)

4. Outline one impact on KFC of training its staff to engage with customers. (2)

5. Analyse the impact on KFC of providing poor customer service. (6)













