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Unit 202: Help customers choose products in a retail environment
Handout 2: How to check customer preferences and buying decisions
Buying signals

Having helped the customer choose the most appropriate product to meet their requirements, you need to recognise when they are demonstrating buying signals. These may include:

· reaching for their credit card
· asking about delivery

· asking about extended warranties

· asking about payment methods.
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Customers who have not required help in choosing their products may display other buying signals which you will need to be able to recognise:

· approaching the till

· making eye contact

· using hand gestures
· looking for a fitting room.
Objections
If the customer does not demonstrate buying signals, you need to find out what their objections are. Their objection may be:

· the price

· they don’t have transport

· they don’t have enough money with them.

If the customer is raising further questions at this point, it may be an attempt to cover an objection. Answer their questions confidently and effectively and you will uncover the real reason they are not ready to make the purchase. You will then be able to overcome their objection. 

· If they object to the price you may be able to offer a discount or suggest an alternative product.

· If they don’t have transport, offer to deliver or keep the product for collection later.

· If they don’t have enough money with them you may be able to take a deposit.
Closing the sale

You are then ready to close the sale. There are many different techniques used for closing the sale; three useful ones are:

· Assumptive close – Ask questions as if the customer has already decided to buy, for instance ‘when shall we deliver it?’

· 1-2-3 close – Customers want products that are free, perfect and available now.  Summarise the product in sets of three; for instance, tell them the product is cheaper, faster and more reliable.
· Economic close – Show how a larger quantity reduces the unit cost or how alternatives have hidden costs; for instance ‘it is cheaper out of town, but you would spend more money travelling there and back’.
Customer loyalty

Remember that it is more expensive to attract new customers than it is to keep existing customers, so encouraging customer confidence and loyalty is important. Organisations have various ways of doing this, such as offering loyalty cards or schemes that offer a discount on future purchases or a free item. Your contribution is to give excellent customer service that will encourage repeat business and to ensure that you have been honest and straightforward in helping the customer to choose the right product for them.

Legal rights and responsibilities 

Despite your best efforts there is always the possibility that the product itself will not be satisfactory and you need to know the legal rights and responsibilities of retailers and customers in this situation. The Sale and Supply of Goods and Services Act gives customers rights in terms of what they are entitled to expect. Products must be:
· durable

· safe

· of acceptable appearance

· fit for purpose

· as described

· free from defects not pointed out at the time of sale.

Where products do not meet these standards the customer has a right to a refund, a replacement or a repair as appropriate. These rights apply for up to six years from the date of purchase and depend on what is reasonable in the circumstances. They cannot be taken away by the use of disclaimers such as ‘no refunds on sales goods’ or ‘goods for refund must be returned in their original packaging within 28 days’. 
It is important to understand the difference between company policy on returns and legal rights and responsibilities. Many organisations will have a policy of accepting returns within a short period of time if the customer changes their mind; the customer’s legal rights apply to products not meeting the requirements of the legislation. A company policy may require the production of the customer’s receipt in order to deal with a request for a refund or replacement, but the legislation requires only proof of purchase, which may be a credit card statement or the appropriate packaging.
Customers also have rights under The Consumer Protection from Unfair Trading Regulations, which cover:

· safety

· pricing

· weights and measures

· description of products.

A product which does not comply with a description given of it, either written on packaging or verbally described to a customer, can be returned for a refund, so care must be taken that descriptions are accurate and can be backed up. Describing a carpet as ‘hard-wearing and perfect for use in an area of heavy traffic’ when it is actually suitable only for light use would be an example of an inaccurate description.
