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Unit 202: Help customers choose products in a retail environment
Handout 1: How to help customers choose products in a retail store
Promoting sales and goodwill

People often believe the main purpose of selling is to maximise sales by persuading customers to buy the most expensive products or the products that the store wants to clear. Long-term, this is not the most effective technique. Identifying the customer’s needs and helping them to choose the product that best satisfies those needs will build goodwill, which will encourage customer loyalty. This means the customer will return again and again, increasing the store’s overall sales. 
Product knowledge

In order to successfully help the customer to choose the most appropriate product, it is important that you have up-to-date and comprehensive knowledge of the products that you are responsible for selling. These products will change from time to time as they may be seasonal items, such as cocoa and iced tea or sandals and rubber boots, or new technology advances may be introduced, such as upgrades to mobile phones. 
To keep your product knowledge current, information can be found from:

· manufacturers’ literature

· packaging

· instructions

· colleagues

· suppliers

· the internet.

Features and benefits
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It is essential that you know the features and benefits of the products you are selling, and the differences between them. Features describe what a product is or has, benefits describe what it does for the customer. For instance:

· A vacuum cleaner’s features are that it is compact and lightweight; the benefits are that it can be stored in a small space and it is easy to use.
· The feature of a mattress is that it is made of ‘memory foam’; the benefit of this is that it is more comfortable.
· The feature of a bread maker is that you can make bread at home; the benefits of this are that you get fresh home-made bread and that you don’t have to leave home to get it.

You need to be able to explain the features and benefits in interesting ways. For example, you could sell the vacuum cleaner to a customer by suggesting that it is so light that their children could use it.
Explanations and responses

The customer will almost certainly respond to your explanations with further questions and comments. To make sure that you understand their response you will need to confirm your interpretation by using phrases such as:

· ‘so what you mean is…’
· ‘let me just check that I have got this right.’
Having confirmed the customer’s priorities, you will be able to adapt your explanations to help the customer find the exact product which will meet their needs. Encourage them to ask for more information and clarification by checking that they fully understand why you are recommending the particular product as the best for their purpose. 
Security and safety

In order to ensure security and safety and to avoid the loss of potential sales it is important to remain vigilant at all times, even when helping customers to choose products. You need to be aware of:

· people acting suspiciously who may be possible shoplifters

· any risks such as open drawers, damaged fixtures, trailing wires or unsupervised children

· any customers looking for assistance. 

If you are engaged with a customer, draw a colleague’s attention to the matter. Don’t ignore any of these situations as they could lead to a loss of stock, injury to a customer or loss of sales, all of which could lead to a reduction in profit.

