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Unit overview
To sell products and services to meet customers’ needs and requirements, and organisational sales plans and objectives.
[bookmark: _Hlk163124330]Sufficiency of evidence
There must be sufficient evidence to ensure that the candidate can consistently achieve the required standard over a period of time in the workplace or approved realistic working environment.


Performance criteria (What you must do)
There must be evidence for all PCs (ie: 1-9).
The assessor must assess the majority of the PCs by directly observing the candidate’s work.
Identifying and offering products and services to meet customers’ needs in line with organisational policies and procedures.
Explaining features of products and services to support customers’ decisions on whether to purchase.
Sharing options and information with customers to help them to explore products and services further.
Identifying additional opportunities to maximise customer sales in line with organisational policies and procedures.
Providing customers with responses to queries in line with organisational policies and procedures.
Communicating important sales related information to customers, including any mandatory statements, in line with organisational policies and procedures.
Detailing payment options for final sale in line with regulatory requirements and organisational policies and procedures.
Closing sales effectively in line with organisational policies and procedures.
Recording, storing and processing customer and sales information in line with current regulatory and data protection requirements, and organisational policies and procedures.
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Performance criteria evidence
	Evidence reference
	Evidence description
	Date
	PC
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	PC 2
	PC 3
	PC 4
	PC
5
	PC 6
	PC 7
	PC 8
	PC
9
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Scope / range (What you must cover)
No scope / range is stipulated for this unit.

Knowledge and understanding (What you must know and understand)
For those knowledge statements that relate to how the candidate should do something, the assessor may be able to infer that the candidate has the necessary knowledge from observing their performance or checking products of their work. In all other cases, evidence of the candidate’s knowledge and understanding must be gathered by alternative methods of assessment (eg oral or written questioning).
	Knowledge statement
	Evidence reference
	Date

	1.	Relevant regulatory and data protection requirements, and organisational policies and procedures relating to selling products and services to customers.
	
	

	2.	Features and benefits of organisational products and services including how to promote these to meet different customers’ needs and requirements.
	
	

	3.	Organisational sales plans and objectives and your role and remit in relation to this.
	
	

	4.	Effective questioning and listening techniques and how to use them to identify customers’ needs and requirements.
	
	

	5.	Opportunities for selling additional products and services to maximise sales, and how to do this.
	
	

	6.	How to identify and adapt to customer’s needs and requirements.
	
	

	7.	Differences between communication methods (face to face, email, phone), when to use them and how to adapt your approach depending on method selected.
	
	

	8.	Communication techniques and how to use them to communicate with customers.
	
	

	9.	Methods and techniques for closing sales and how to apply them.
	
	

	10.	Relevant regulatory and legislative requirements, and organisational policies and procedures governing recording, storing and processing customer information and any associated mandatory statements.
	
	

	11.	Types of unexpected situations and problems that can occur when selling products and services, and correct methods for dealing with them.
	
	




Supplementary evidence
	Reference
	Evidence description
	Date

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	




Assessor feedback on completion of the unit:
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