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Contact Centre Operations SVQ — Level 2
Unit Title — DM6V 04 Direct selling and customer acquisition in Contact Centres 2
	Skills and Techniques

	a
Gathering and using specified sales information

	b
Using sales techniques to achieve sales and satisfy customer needs

Expansion — The use of appropriate techniques in satisfying customer needs:
(
identifying potential customer interest in related or similar higher value products prior to contact
(
performing cross and up selling
(
anticipating and responding persuasively to customer objections

(
generating new and ongoing sales leads

(
adjusting selling approach and style to customer

(
soliciting informal feedback from customer to improve service

(
where appropriate following up with customer to ensure that the product or service met their needs

	c
Using specified sales analysis and reporting techniques

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

(
identifying customer interest (actual or potential) in products or services
(
identifying discrepancies between personal sales targets and results
(
using reporting tools to produce specified reports


	Knowledge and Understanding (K & U)

	1
Relevant parts of 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:
(
specified information gathering tools and techniques
(
the customer information to be gathered
(
the purpose of gathering, and sources of, sales performance information

	3
Relevant sales goals and objectives.

	4
Specified products or services and sales techniques.

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

(
benefits of the products and services

(
frequently used product or service options
(
standard features and common uses of the products or services

Expansion (sales techniques) — The different methods of selling directly to customers:
(
types of, and responses to, customer objections
(
cross and up selling opportunities
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	Perform sales activities for specified products or services
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	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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