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	Learner Name
	


Assessment Plan

By completing this series of worksheets you are working towards the following unit/qualification:

	Unit/Qualification Title
	


The assessment criteria that you must provide evidence against are listed later within this document and you will evidence your completion of the criteria by completing the following:

· The tasks within this series of worksheets
· Other forms of evidence planned between both yourself and your Assessor as detailed in the box below (only complete this box if required)
	


	You will work on these activities for the following period of time,

 eg. 1 session, 1 week, etc. in order to complete the required work
	


On completion of the planned tasks above you will be required to sign a statement at the end of this series of worksheets stating that the evidence provided is authentic, sufficient, valid and current in relation to the requirements of the assessment criteria.

By signing this assessment plan you agree to complete the activities as listed above within the timeframe identified and that you fully understand the requirements in order to evidence the assessment criteria listed later within this document.

Learner Signature and Date





Assessor Signature and Date
Introduction
Whether it’s a product or service you’re providing in a new business, there are a few things that need to be done in order to ensure that money is made. First, it’s important to know a little bit about your customer. By having a firm grasp of who they are, what they like and what they aren’t so keen on, you can not only tweak your product or service to appeal to them; you can also tailor the way you pitch it to them.

In this module we’ll investigate the buying needs and interests of your customers, and the steps you can take to promote your product or service to them. Why should you do this? Because if you know someone will buy from you, there’s a good chance you can make a profit out of their custom.

Who are your customers?
If you have already created a business plan, you will have considered who your customers might be and you may have even performed market research to find out the type of customer you can expect to attract.
From this knowledge you’ll be able to focus your attention on how you might interest these particular customers in what you want to sell. Knowing the gender, age and occupation of individuals, or the industry, size and functions of a business you want to sell to can be very useful indeed. Next, ask the following questions:

1. Why do they buy?
If you know why customers buy a product or service, it’s easier to match their needs to the benefits your business can offer.
2. When do they buy?
If you approach a customer just at the time they want to buy, you will massively increase your chances of success.

3. How do they buy?
Know whether they prefer to buy at a shop, online, door-to-door, by phone, by mail or through face-to-face appointments.

4. How much money do they have?
You’ll be more successful if you can match what you’re offering to what you know your customer can afford. Higher priced products are unlikely to be successful if most of your customers are on a limited budget – unless you can identify new customers with the spending power to match.

5. What makes them feel good about buying?
If you know what makes them tick, you can serve them in the way they prefer.

6. What do they expect of you?
If your customers expect reliable delivery and you don’t disappoint them, you stand to gain repeat business.

7.  What do they think about you?
If your customers enjoy dealing with you, they’re likely to buy more. You can only tackle problems that customers have if you know what they are.

8. What do they think about your competitors?
If you know how your customers view your competition, you stand a much better chance of staying ahead of your rivals.

Once you know where your customers’ priorities lay you can decide on how you want to shape your business, whether it be:

•   Quality

•   Cheaper prices

•   Fast delivery

•   Customer service 
•   A unique service or facility
•   Choice

How do you decide which aspects of your product or service to focus on?
As the owner of your business it is your job to work out which of these key points you can meet and how you will put the systems and infrastructure in place to do so. It is very unlikely that you’ll be able to excel at every selling discipline or sell high quality goods at bargain basement prices – you are unlikely to see profits if you do.

It is, of course, possible to find this out through trial and error, but by the time you’ve found the right path to follow, there’s a good chance you’ll be out of business because your company has been wasting time and money in the process.

There are a couple of options open to you when trying to find the best way to service your customers:

•   Do what all your competitors are doing but do it better

•   Find a gap in the market and identify yourself as doing something different to your customers.

It is a good idea to have this Unique Selling Proposition (USP) in place before you begin trading as it will form the cornerstone of your selling pitch.

To do this you will need to have analysed your competition. Again, this is something you should tackle as part of your business plan. By understanding your competition you can not only learn from their successes and mistakes, but carve out your own niche in the market as a result.

Remember, you may need to regularly revisit your selling strategy and update your market research to stay ahead of the competition and keep up with developments in your industry.
How do you present the benefits of your company to customers?
Once you’ve established what’s great about your product or service you’ll want to pass that information on to your customers in a way that will make it stand out from the crowd. Your sales technique should show your customer why your product or service is an attractive option for them. We’ve already mentioned the importance of a USP in selling, but you’ll need to be able to communicate that and any other benefits in a way that really engages with the customer. When writing, presenting or pitching bear the following questions they might have in mind:

•   Do I want the product?

•   Do I want this particular one?

•   Do I want it now?

•   Do I want to pay this price?

•   Do I want to get it from this person?

•   Do I want to get it from this business?

Answer these convincingly and you’ll be able to influence the customer’s decision to buy.

There are also a few other ingredients you’ll want to incorporate in your sales technique:

•   Passion – believe in your product or service and show that you do. This is more likely to convince customers.

•   Good first impressions – building the right rapport with a customer can make a sale more likely than reeling off a lot of benefits without making the customer feel wanted.

•   Make the customer desire the product before directly selling it to them.
•   Use objections that may be raised as an opportunity to sell more benefits

How do you handle queries and objections?
To handle objections successfully you’ll need to be courteous, polite, clear and persuasive. The best way to avoid being caught out by an unexpected objection and becoming flustered is to have prepared thoroughly in advance. Being able to back up any of your claims with an in-depth knowledge of your business plan and the systems that you have in place – or are planning to have in place – is key. Where necessary, prepare supporting information on stock status, delivery times, staffing, promotions, etc. Use any queries regarding price point, build quality or distribution issues to provide more details on the benefits a customer can receive. Let’s look at a quick example:

Customer – “Your suit costs £5 more than your competitor down the street and you have said it will take a week extra to have one delivered in my size.”

You – “Our suits cost a little more because they are handmade and individually tailored to provide you with the perfect fit, whereas some of our competitors buy generic sizes in bulk.”

If the customer appears to be keen on your product or service but feels that they might encounter problems in doing business with you, aim to be flexible. If you work to accommodate your customer and make them feel that you value them, it is more likely that they will show loyalty to you on a long term basis. You’ll need to make sure that you aren’t exceeding your limits – don’t give a discount that won’t make you a profit or promise to meet a deadline that you won’t be able to deliver on, for instance.
How do you reach terms of sale that keeps both you and your customer satisfied?
Although it’s not the most exciting part of closing a deal with a customer, agreeing terms of sale (or ‘terms and conditions’) will keep you and your customer on the same page. Once you’ve put in all the hard work to make a sale, you and your customer should have a clear agreement outlined. By protecting both businesses, limiting liabilities and ensuring security, a contract offers you that all-important peace of mind so that you can focus on running the rest of the business. Lots of businesses supply goods and services with informal, verbal agreements in place, but they do have a tendency to cause more disputes than setting things out clearly in writing. Terms and conditions should cover:

•   Costs

•   Delivery arrangements

•   Payment terms

•   Credit limits and credit periods

•   Any interest on late payments/compensation for debt recovery costs

•   A commitment to quality

•   Data protection

Setting out these rules at the start of a relationship can help things to run more smoothly between you and your customer. Ideally, you’ll want to provide your own contract so that you know precisely what is being agreed, but if you have to sign someone else’s terms of sale make sure that you’ve read everything thoroughly (including the fine print).

Once you’ve started to sell to a customer and have a clearly outlined and mutually beneficial relationship with them, you can hope to build on your success and continue to sell to them for years to come. Do this with several individuals or businesses and you have a solid customer base.
Activities
a) Use the box below to explain what your customers requirements, needs and interests are
	


b) Use the box below to explain the main elements of your product or service  and explain how the features and benefits will meet the needs you have identified within Activity A

	


c) Use the table below to describe a query or objection that influences the customer’s decision to buy a product or service like yours and how you plan to overcome this
	What is the query/objection?
	How will you overcome the query/objection?

	
	


d) Use the table below to describe the main terms of sale that you can implement in order to meet the requirements of both your customer and the business
	Description of the term of sale
	Benefit to the customer
	Benefit to the business

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


e) Activity Mapping for Sell Your Product or Service
The following table shows how the activities within these worksheets have been mapped against the criteria for the unit. Successful completion of the activities will provide the evidence in order to achieve the unit requirements. By initialling the activities you are stating that the learner has met the required standard for each of the assessment criteria listed. On completion of the unit this sheet must be signed as indicated below.
	Assessment Criteria
	Activity Number
	Assessor Initials
	IQA Initials

	1.1 Identify your customers requirements, needs and interests
	A
	
	

	1.2 Identify which aspects of your products or services can match customers identified needs
	B
	
	

	2.1 Present the features and benefits of your products or services to show how they can meet customer’s requirements
	B
	
	

	2.2 Identify the possible queries or objections that a customer might have
	C
	
	

	2.3 Identify ways of helping customers overcome their queries and objections
	C
	
	

	2.4 Identify terms of sale that might meet both the requirements of your customers and business
	D
	
	


Assessor Feedback to Learner

Use the box below to provide feedback to the learner on completion of this unit
	


Learner Statement
I confirm that all of the work produced in relation to the above unit has been produced by myself and meets the requirements of being authentic, sufficient, valid and current to the standards required.
Assessor Statement
I confirm that I have assessed all of the work produced and have ensured that the work is that of the learner. I have ensured that during the learning process the evidence is authentic, sufficient, valid and current to the standards required.
Learner Signature and Date
Assessor Signature and Date
IQA Signature and Date (if applicable)
Further Information
To locate your nearest centre visit the SFEDI Awards website and use our ‘Find a Centre’ section or contact a member of the SFEDI Awards Customer Service Team on customerservices@sfediawards.com.
w: www.sfediawards.com
e: customerservices@sfediawards.com
t: 0845 224 5928
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