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	You must be able to: 

	1. Know the process of selling in a contact centre

	1.1 Describe procedures for greeting and identifying customers, authorising payment and closing and recording customer contacts
	
	
	

	1.2 Describe the regulatory requirements for selling to customers
	
	
	

	1.3 Describe what is meant by a “service offer”
	
	
	

	1.4 Describe how the service offer is communicated to customers
	
	
	

	2. Understand the use of information for sales activities in a contact centre

	2.1 Describe the information needed about products and/or services needed to support sales activities
	
	
	

	2.2 Explain how to obtain sufficient information from customers to enable a sale
	
	
	

	2.3 Explain the link between product and/or service and customer information and sales opportunities
	
	
	

	2.4 Explain how to find new customers for products and/or services
	
	
	

	3. Understand how to make sales through a contact centre

	3.1 Describe the purpose of explaining to customers the features and benefits of products and/or services offered or supported
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	3.2 Explain why it is important to identify and confirm customers’ needs
	
	
	

	3.3 Explain how to make matches to products and/or services from information provided by customers
	
	
	

	3.4 Explain the importance of informing customers of what is happening and the reasons for any constraints or limitations
	
	
	

	3.5 Explain the techniques for establishing a rapport with customers
	
	
	

	3.6 Explain how to up-sell and cross-sell
	
	
	




Learner declaration of authenticity:


I declare that the work presented for this unit is entirely my own work.








Learner signature:							Date:





Assessor sign off of completed unit:


I confirm that the learner has met the requirements for all assessment criteria demonstrating knowledge and skills for this unit. 








Assessor name:








Signature:								Date:











