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Contact Centre Professionals SVQ — Level 3
Unit Title — DM70 04 Direct selling and customer acquisition in Contact Centres 3
	Skills and Techniques

	a
Identifying and gathering relevant sales information

	b
Using sales techniques to achieve sales and satisfy customer needs

Expansion — The use of appropriate techniques in satisfying customer needs:
(
adapting customer style and perspective (ie mirroring)
(
encouraging customer interest in related or similar higher value products
(
adjusting selling approach and style to overcome customer objections

	c
Using sales analysis and reporting techniques to improve sales performance

Expansion — The quantitative and qualitative analysis and recording of sales performance against targets:

(
identifying potential customer interest in new products or services
(
analysing discrepancies between sales targets and results
(
identifying ways of improving sales results
(
using reporting tools to produce structured reports
(
monitoring on-going performance against targets

	d
Applying sales planning techniques to identify potential sales opportunities

Expansion — The identification of potential sales opportunities and generation of a sales plan:

(
establishing criteria for predicting customer interest in products and services
(
creating sales execution plans for identified contacts to meet sales targets
(
identifying sales opportunities from sales information reports
(
determining selection criteria for outbound contacts and preparing contact lists based on these criteria

	e
Providing guidance and encouragement to immediate colleagues on selling


	Knowledge and Understanding (K & U)

	1
Relevant legislation and regulations relating to the use of customer information.

	2
Information gathering and use.

Expansion — How to gather and use customer and sales performance information:
(
sources and content of marketing data (eg demographics, sales trends)
(
the uses of customer, market and sales performance information
(
how to carry out basic analysis of customer, market and sales performance information

	3
Relevant sales goals and objectives.

	4
Relevant products or services and sales techniques.

Expansion (products or services) — Features, benefits or uses of products or services:

(
advanced features, benefits and options of products and services
(
how to identify alternative products or services to meet customers needs
· how the products or services interact with others commonly available
(
where to obtain information on infrequently used product or service features or options

(
the impact of introducing new products and services


Expansion (sales techniques) — The different methods of selling directly to customers:
(
negotiable and non-negotiable issues for the customer
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	Perform and report on sales activities
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No.
	Evidence Description


	Skills and Techniques
	K & U

	
	
	a
	b
	c
	d
	e
	1
	2
	3
	4

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	Statement of Competence 

I confirm that all evidence (including knowledge and understanding), for the entire Unit has been met:
Candidate Signature:
__________________________ 
Date:
____________ 
Internal Verifier Signature: 
_____________________

Assessor Signature:
__________________________ 
Date:
____________ 
Date Sampled (by IV):  
_____________________
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