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Chapter 15 Notes

Closing the Sale and Following Up
Section 15.1
Closing the Sale:  The customer agrees to buy.  Example:  “I’ll take it.”

Buying Signals:  Things a customer does or says to show he’s ready to buy

Including:
facial expressions (Ex:  hold product and smile)



     
actions (Ex:  took jacket off hanger and put over arm)

    

    
comments (Ex:  “that’s exactly what I was looking for.”) 
Trial Close:  first effort of salesperson to close the sale
8 General Rules for Closing the Sale
1. If you think customer is ready to buy, stop talking about the product.
2. If customer is having trouble deciding to buy, stop showing additional mdse.

3. Help customer decide by summarizing major features/benefits of product

4. Don’t rush customer into making a decision.

5. Use words indicating ownership such as “you” “your”

6. Use major objections that have been resolved to close the sale

7. Use effective product presentations to close the sale

8. Look for minor agreements on selling points from the customer 

i.e.:  “Those shoes are comfortable, aren’t they?”

FOUR SPECIALIZED METHODS FOR CLOSING THE SALE
1. “Which Close”:  Encourages a customer to make a decision between 2 items.   
     “Which do you prefer?”

2. Standing Room Only Close:  used when product is in short supply or when price will go up
     Don’t use too often; perceived as high pressure

3. Direct Close:  Salesperson asks for a sale
     “That should wrap it up”

4. Service Close:  explain services that overcome obstacles and problems  
(gift wrapping, warranties, a return policy, layaway, free alterations, etc.)

Section 15.2
SUGGESTION SELLING:  Selling additional goods or services to the customer (Ex:  film for camera)

Benefits of Suggestion Selling:



To the salesperson:  customer will want to do business with you again if you help them



To the customer:  he/she is more pleased with the original purchase



To the company:  the additional money is beneficial to them

5 Rules for Suggestion Selling
1. Do Suggestion Selling after the customer has made a commitment to buy but before the payment is made or the order is written.
2. Make suggestions from customer’s point of view and give at least 1 reason for your suggestion
“If you want to use camera right away, you’ll need film for it”

3. Make your suggestion definite. Don’t ask “Anything else?”  It’s too hard for customer to answer

4. Show the item you’re are suggesting (Ex:  show matching purse with shoes they’re buying)

5. Make the suggestion positive
”Look how perfect that scarf matches the coat!”  
NOT:  “You don’t want to see matching scarves, do you?”

3 SPECIALIZED SUGGESTION SELLING METHODS
1. Offering Related Mdse.  Easiest method

2. Recommending larger Quantities:  Ex:  “1 pair of socks costs $2; But 3-pack costs $5.”

3. Call attention to special sales:  Ex:  BOGO at Payless
AFTER SALE ACTIVITIES:  Customer loyalty is important in competitive market.  It’s important to keep customers happy after sale
Order Processing:


Be courteous and efficient.  Work quickly with paperwork. Bag mdse. with care.

Departure:

Before customer leaves, reassure them they made a good choice


Thank customer even if they don’t buy and welcome them back to the store

Follow Up:  


Check on customer satisfaction 

Ex:  delivery date, thank you notes, take notes right after sale and keep file on customer for future reference

Evaluation:


Sending questionnaires, etc.


If company doesn’t do it, you should self-evaluate right after the sale. 

Customer Relationship Management(CRM):  identifying and understanding customers to form a strong, long-lasting relationship.  Ways to do this:

· Company purchases software to keep track of customer info

· Company subscribes to a web-based company to keep track of it

· Stay in contact with customers and maintain relationships

· Ex:  Harley Davidson dealer started a group for its members

· Develop customer loyalty.  Ex:  E-mails of upcoming sales, coupons,

· Rewards programs.  Ex frequent flier miles
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