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	You must be able to: 

	1. Understand the process of selling in a contact centre

	1.1 Explain the information needed to prepare for sales activities
	
	
	

	1.2 Describe the purpose of explaining to customers the features and benefits of products and/or services offered or supported
	
	
	

	1.3 Describe the impact of legislation on selling
	
	
	

	1.4 Explain how to offer options to customers by linking wishes and needs to products and/or services
	
	
	

	1.5 Explain techniques to adapt sales styles to mirror customers’ behaviour
	
	
	

	1.6 Explain techniques for overcoming customers’ objections and questions
	
	
	

	1.7 Explain techniques for closing the sale
	
	
	

	1.8 Explain techniques for up-selling and cross-selling
	
	
	

	1.9 Describe procedures for authorisation of payment and recording customers’ orders
	
	
	

	2. Understand the use of contact centre sales data

	2.1 Explain how sales data should be collated to enable data manipulation
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	2.2 Describe current market and customer trends
	
	
	

	2.3 Explain analysis techniques to compare performance against benchmarks
	
	
	

	2.4 Explain how the results will be used to inform sales plans
	
	
	

	3. Understand how to lead a sales team in a contact centre

	3.1 Explain how to identify sales activities that are capable of fulfilling a sales plan
	
	
	

	3.2 Explain how to set stretching but realistic and achievable targets
	
	
	

	3.3 Explain how to monitor team performance toward targets
	
	
	

	3.4 Explain how to identify opportunities for improving sales performance
	
	
	

	3.5 Explain how advice and support for colleagues increases their understanding of sales-related requirements
	
	
	

	3.6 Explain the importance of setting a good example and encouraging colleagues
	
	
	

	4. Understand customer complaints and non-compliance issues in a contact centre

	4.1 Describe the stages for dealing with customer complaints
	
	
	

	4.2 Explain what constitutes non-compliance with legal and regulatory requirements
	
	
	

	4.3 Explain the implications of non-compliance with legal and regulatory requirements
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	4.4 Explain the importance of complying with breaches of service offers and the impact of non-compliance
	
	
	

	4.5 Explain the impact of non-compliance with a service offer
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