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Introduction
This programme module may be delivered as a standalone module leading to certification in a QQI minor award. It may also be delivered as part of an overall validated programme leading to a Level 5 QQI Certificate. 
The teacher/tutor should familiarise themselves with the information contained in Laois and Offaly ETB’s programme descriptor for the relevant validated programme prior to delivering this programme module.
The programme module is structured as follows:
	1. Title of Programme Module


	2. QQI Component Title and Code


	3. Duration in hours


	4. Credit Value of QQI Component


	5. Status


	6. Special Requirements


	7. None

	8. Aim of the Programme Module


	9. Learning Outcomes

	10.  Indicative Content


	11. Assessment
a. Assessment Technique(s)
b. Mapping of Learning Outcomes to Assessment Technique(s)
c. Guidelines for Assessment Activities


	12.   Grading

	13. Learner Marking Sheet(s), including Assessment Criteria



Integrated Delivery and Assessment
The teacher/tutor is encouraged to integrate the delivery of content where an overlap between content of this programme module and one or more other programme modules is identified. This programme module will facilitate the learner to develop the academic and vocational language, literacy and numeracy skills relevant to the themes and content of the module. 

Likewise the teacher/tutor is encouraged to integrate assessment where there is an opportunity to facilitate a learner to produce one piece of assessment evidence which demonstrates the learning outcomes from more than one programme module. The integration of the delivery and assessment of level 5 Communications and level 5 Mathematics modules with that of other level 5 modules is specifically encouraged, as appropriate. 

Indicative Content
The indicative content in Section 10 does not cover all teaching possibilities. The teacher/tutor is encouraged to be creative in devising and implementing other approaches, as appropriate. The use of examples is there to provide suggestions. The teacher/tutor is free to use other examples, as appropriate. The indicative content ensures all learning outcomes are addressed but it may not follow the same sequence as that in which the learning outcomes are listed in Section 9. It is the teacher’s/tutor’s responsibility to ensure that all learning outcomes are included in the delivery of this programme module.
Title of Programme Module
        Principles and Practice of Selling
Component Name and Code 
        Principles and Practice of Selling 5N2062
Duration in Hours
       150 hours (typical learning effort, to include both directed and non-directed learning)
Credit Value
15 Credits
Status
This programme module may be compulsory or optional within the context of the validated programme. Please refer to the relevant programme descriptor, Section 9 Programme Structure
Special Requirements
       None
Aim of the Programme Module
The aim of this award is to equip the learner with the knowledge, skill and competence in the       principles and practices underpinning the psychology of selling to enable the learner to apply best practice in the sales process.
Objectives of the Programme Module
· To enable the learner to understand the psychology and philosophy of selling
· To enable the learner to recognise the importance of planning and preparation for the sales process 
· To enable the learner to develop an insight into and understanding of the sales process
· To enable the learner to operate ethically in the best interests of the customer and their business
· To assist the learner to develop the academic and vocational language, literacy and numeracy skills related to Principles and Practice of Selling through the medium of the indicative content 
· To enable the learner to take responsibility for his/her own learning.

Learning Outcomes of Level 5 Principles and Practice of Selling 5N2062

Learners will be able to:

1. Examine the psychology and basic philosophy of selling
2. Explore the concept of personality to include an evaluation of the learner’s own personality and that of potential customers
3. Identify the stages in the consumer decision making process for both consumers and organisational purchases and the factors that affect these decisions
4. Summarise the five psychological stages in the selling process
5. Explore questioning techniques that may be used in the selling process
6. Evaluate the importance of planning and preparation in selling
7. Identify the legal responsibilities of the sales person based on an analysis of current legislation
8. Employ methods to create rapport and trust with the customer
9. Identify the post sales activities essential to building long-term customer relationships
10. Employ a range of techniques to handle objections which may occur during a sale
11. Employ a range of techniques in closing a sale
12. Examine the ethics of selling
Indicative Content 
This section provides suggestions for programme content but is not intended to be prescriptive. The programme module can be delivered through classroom based learning activities, group discussions, one-to-one tutorials, field trips, case studies, role play and other suitable activities, as appropriate.

1. Examine the psychology and basic philosophy of selling

Facilitate the learner to explore the following:

· Why people buy what they buy
· Needs versus wants
· The Sales department in relation to the Marketing department
· The importance of selling to the survival of organisations
· The evolution and development of the Selling Concept  

2. Explore the concept of personality to include an evaluation of the learner’s own personality and  that  of potential customers.

Facilitate the learner to explore the following: 

· The 4 different personality types to be found in customers:

· Socialisers,
· Analytics,
· Relaters 
· Directors
· Identify and examine the traits of each personality type
· Appropriate strategies and tactics to be employed in selling to each personality type.

3. Identify the stages on the consumer decision making process for both consumers and organisational purchases

Facilitate the learner to explore the following:

· The stages involved in individual consumer buying/purchasing decisions
· The stages involved in the buying/purchasing process for organisations
· The characteristics affecting consumer buying behaviour e.g.: culture, social, personal, psychological
· The factors affecting organisational buying/purchasing behaviour
· The Decision Making Unit (DMU)

4. The five psychological stages in the selling process

Facilitate the learner to explore the following:

· The five psychological stages in the selling process :

· Preparation
· Approach and Establish need
· Summarise and confirm
· Match needs
· Closing and Maintaining

5. Explore questioning techniques that may be used in the selling process

Facilitate the learner to explore the following:

· The importance of empathy and listening in questioning customers and establishing a relationship.
· Questions that encourage the prospect to start talking, e.g. tell me about, explain to me, describe…
· Open or non-direct questions to encourage more detail and direction, e.g. what is it you want from the product; how will the services help you; who will use the service.
· Specific open questions to narrow down the information, e.g. what size; how will you use it; when is the best time.
· Closed or Direct questions to confirm needs, e.g. Do you need the extra storage; do you prefer fixed interest.
· Design pre-planned questions to lead customers to purchase a product or service

6. Evaluate the importance of planning and preparation in selling

Facilitate the learner to explore the following:

· Planning, research, approach.
· The importance to the sales person of knowing their product – features, advantages and benefits (FAB).
· Research in to all aspects of the product’s distribution 
· The product’s unique selling proposition (USP) and unique selling benefit (USB)
· The competition
· The customer, the decision-makers and influencers, and their needs motives and relationships.
· The presentation including all materials, samples, hand-outs, brochures etc.
· Checklist of possible questions
· Any opportunities which may present for cross-selling or up-selling
· Execute a comparative analysis on competing products

7. Identify the legal responsibilities of the sales person based on an analysis of current legislation

Facilitate the learner to explore the following:

· Relevant legislation governing the retail trade, including:

· The Sales of Goods and Services Act 1980
· The Consumer Protection Act 2007

8. Employ methods to create rapport and trust with the customer

Facilitate the learner to explore the following:

· The importance of empathy and listening in building a rapport with the customer
· Empathic questioning
· Consultative selling
· The importance of trust to a lasting business relationship

9. Identify the post sales activities essential to building long-term customer relationships

Facilitate the learner to explore the following:

· After-sales service
· Confirmation of the order
· Processing the order
· Paperwork, copies sent to customer
· Sales report containing all details of the sale for future reference
· Follow-up contact with customer – make sure the customer is happy with the sales process and with the product or service purchased
· Problem resolution where necessary

10. Employ a range of techniques to handle objections, which may occur during a sale

Facilitate the learner to explore the following:

· What are objections
· Plan for objections
· When do objections occur – anytime during the sales process.
· Handle objections as they arise
· Practical objections – price, product not needed, prospect has enough of the product in stock, delivery schedules
· Psychological objections – resistance to spending money, predetermined beliefs, negative image of salespeople, dislikes making a buying decision
· Techniques for handling objections –anticipate and forestall, rephrase it as a question, postpone answering, tactful denial, let a third party address it, ask more questions.

11. Employ a range of techniques in closing a sale

Facilitate the learner to explore the following:

· Buying signals
· When is a good time to close a sale
· Summarise benefits as related to the prospect’s needs
· Trial close
· Develop different closing techniques to suit different prospects

12. Understand Ethics in Selling

Facilitate the learner to explore the following:

· What are ethics
· The stakeholders in an organisation’s
                performance:
· customers 
· community 
· creditors
· government 
· owners
· managers
· employees 
· suppliers

· Ethics in business and sales
· Influences on ethical behaviour
· Ethical guidelines
Assessment
11a.	Assessment Techniques
Skills Demonstration 	50%
Examination – Theory	50%

11b.	Mapping of Learning Outcomes to Assessment Techniques
In order to ensure that the learner is facilitated to demonstrate the achievement of all learning outcomes from the component specification; each learning outcome is mapped to an assessment technique(s). This mapping should not restrict an assessor from taking an integrated approach to assessment.

	Learning Outcome
	Assessment Technique

	1. Examine the psychology and basic philosophy of selling

	Examination


	2. Explore the concept of personality to include and evaluation of the learner’s own personality of that of potential customers
	Examination


	3. Identify the stages in the consumer decision making process for both consumers and organisational purchases and the factors that affect these decisions
	Examination


	4. Summarise the five psychological stages in the selling process
	Examination


	5. Explore questioning techniques that may be used in the selling process
	Skills Demonstration


	6. Evaluate the importance of planning and preparation in selling
	Examination


	7. Identify the legal responsibilities of the sales person based on an analysis of current legislation
	Examination


	8. Employ methods to create rapport and trust with the customer
	Skills Demonstration

	9. Identify the post sales activities essential to building long-term customer relationships
	Examination/ Skills Demonstration


	10. Employ a range of techniques to handle objections which may occur during a sale
	Skills Demonstration

	11. Employ a range of techniques in closing a sale
	Skills Demonstration

	12. Examine the ethics of selling
	Examination




11c.  Guidelines for Assessment Activities
The assessor is required to devise assessment briefs and marking schemes for the skills demonstration and an examination paper, marking scheme and set of outline solutions for the examination. In devising the assessment briefs and examination paper, care should be taken to ensure that the learner is given the opportunity to show evidence of achievement for ALL learning outcomes.  

Assessment briefs may be designed to allow the learner to make use of a wide range of media in presenting assessment evidence, as appropriate.  Quality assurance procedures must be in place to ensure the reliability of learner evidence.

	Skills Demonstration
	50%


	The learner will  complete  skills demonstrations throughout the duration of the programme


	This assessment technique will show evidence of Learning Outcomes 5,8,9,10 and 11

In one or more skills demonstrations, learners will be assessed on a broad range of practical skills and knowledge as outlined in the learning outcomes

Learners will be assessed carrying out a number of skills as outlined in the learning outcomes e.g.:

Demonstration 1 (10%): 
Presentation/Product Demonstration:  a selling scenario wherein the learner demonstrates the features, advantages and benefits of a product of their choice.                    

Demonstration 2 (10%): 
Role-play/Cross-selling or Up-selling:  a selling scenario in which the learner attempts to add value to a sale when selling to a customer                                                            

Demonstration 3 (30%):  
The learner demonstrates knowledge of the sales process by preparing for a sales interview.  This work should include details of the prospect’s business, pre-approach, approach, the sales interview, objections, and closing                                                                      

Evidence for this assessment technique may take the form of written, oral, graphic, audio, visual or digital evidence, or any combination of these, as appropriate. Any audio, video or digital evidence must be provided in a suitable format.

All instructions for the learner must be clearly outlined in an assessment brief




	Examination 
	50%


	The examination will be of 2 hours duration and will take place at the conclusion of the course


	This assessment technique will show evidence of Learning Outcomes 1,2,3,4,6,7,9, and 12

The internal assessor will devise a theory based examination that assess the candidates ability to recall and apply theory and understanding in response to a range of structured questions
The format will be as follows: 

10 short answer questions (2 marks each) -  Total 20 marks

2 structured questions (15 marks each) – Total 30 marks

Evidence for this assessment technique may take the form of written, oral, graphic, audio, visual or digital evidence, or any combination of these Any audio, video or digital evidence must be provided in a suitable format.

All instructions for the learner must be clearly outlined in an examination brief



[bookmark: _GoBack]Grading
Distinction: 	80% - 100% 
Merit:		65% - 79%
Pass: 		50% - 64%
Unsuccessful:	0% - 49%

At levels 4, 5 and 6 major and minor awards will be graded. The grade achieved for the major award will be determined by the grades achieved in the minor awards.
	Principles and Practice of Selling
5N2062
	Learner Marking Sheet
Skills Demonstration 
50%




Learner’s Name: ________________________________		
	Assessment Criteria

	MaximumMark
	LearnerMark

	Demonstration 1

Evidence of preparation and rehearsal

Confident communication 

	

5

5
	

	Subtotal 
	10
	

	Demonstration 2

Evidence of preparation and rehearsal

Confident communication 

	

5

5
	

	Subtotal
	10
	

	Demonstration 3

Relevant information appropriately presented

Comprehensive account of the sales process

Understanding of the process clearly demonstrated


	

10

10

10



	

	Subtotal
	30
	

	Total
	50
	



NO ROUNDING OF MARKS
The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet


External Authenticator's Signature: ............................................................   Date: ...............................
	Principles and Practice of Selling
5N2062

	Learner Marking Sheet
Examination 
50%



Learner’s Name: ________________________________		
	Assessment Criteria

	MaximumMark
	LearnerMark

	Section A: 10 Short answer questions  (2 marks each)

	Question No.
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
                             
	


2
2
2
2
2
2
2
2
2
2


	

		Subtotal
	20
	

	Section B: 2 Structured questions (15 marks each)
	Question No.
	1
	2                           
                                                                            
	

15
15

	

		Subtotal

	30
	

	Total Mark

	50
	



NO ROUNDING OF MARKS
The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet

External Authenticator's Signature: ............................................................   Date: ...............................
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