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	Learning Outcome
	Assessment Criteria
	Guidelines and range
The candidate provides evidence that they understand:

	1.Understand sources and types of information that support sales


	1.1 Describe the information about customers’ behaviour that is relevant to sales



	Customer buyer behaviour is complex as there are a number of factors that influence the buying decisions of customers.

A basic model of consumer buying behaviour is as follows:
· Problem or Need Recognition
· Information search
· Evaluation of different purchase options
· Purchase decision
· Post Purchase Behaviour

Business customer buying behaviour is typically more complex:
· Problem or Need recognition
· Developing product specification
· Information search, products and suppliers
· Evaluation of products and suppliers
· Place order (personal contact)
· Evaluation of product and supplier performance
· Follow-on purchase

An understanding about customer behaviour at each of these stages is central to effective selling.
 

	
	
	In this criterion the learner is required to describe the principal features of the information about customers’ behaviour that is relevant to sales (It may be useful to describe how each stage of a model of buying behaviour is relevant to sales).

	
	1.2 Explain the nature of competitors’ sales activities



	‘Sales activities’ is taken to mean the activities undertaken by individual salespeople carrying out their role.

These activities will vary from organisation to organisation, depending upon how the sales team is organised and managed, but example activities include:
· Generating Sales Leads
· Qualifying Leads
· Preparing for the Sales Meeting
· Making Initial Contact
· The Sales Meeting
· Handling Buyer Resistance
· Closing the Sale
· Account Maintenance

	
























	
	In this criterion the learner is required to explain the nature of the sales activities of two or more competitors, (one way to do this is to explain how their sales activities are organised and managed).

	
	1.3 Explain the relevance of information from the external business environment to sales
	A PESTLE analysis is a framework or tool used to analyse and monitor factors in the external business environment that have an impact on an organisation, including marketing and sales.

PESTLE stands for:
· Political
· Economic
· Social
· Technological
· Legal
· Environmental


	
	
	In this criterion the learner is required to explain the relevance of information from the external business environment to sales, (although it is not necessary to carry out a full PESTLE analysis, it may be useful to explain, with examples, how each element of the PESTLE is relevant to sales. 

	
	1.4 Describe sources of business information relevant to sales 

	‘Business information’ is anything that helps an organisation to better understand its internal and external environment, and business information relevant to sales can be obtained from a wide variety of sources, including:
· Surveys and research
· Articles
· Books
· Internet
· Trade publications
· Government statistics
· Internal sources and records, including Customer Relationship Management (CRM) software and customer care systems
· etc.

To be useful and fit-for-purpose, business information (like all information) should be:
· Relevant
· Current
· Accurate
· User-friendly
· Cost-effective
· Reliable


	
	
	In this criterion the learner is required to describe the key features of five or more sources of business information relevant to sales, (it may be helpful to describe the key features of each source in terms of the characteristics of ‘good’ business information).

	2. Understand internal information that supports sales











	2.1 Describe the customer base of the organisation
	An organisation’s ‘customer base’ comprises customers who have purchased, or are repeatedly purchasing, the goods or services of the organisation.

Although organisations may tend to focus on existing customers and their most valuable customers as their target market, since it is generally thought that winning new customers is more expensive than selling to existing customers, over-reliance on an established customer base might limit innovation and growth.  


	
	
	In this criterion the learner is required to describe the key features of the customer base of the organisation.

	
	2.2 Explain organisational information storage procedures

	Sales and marketing information should meet the characteristics of ‘good’ information as described in AC 1.4 (above), and must also be stored in accordance with relevant legal requirements (such as data protection) and organisational procedures.  


	
	
	In this criterion the learner is required to explain how organisational information storage procedures are used.

	
	2.3 Explain organisational procedures for communicating sales-based information to the sales team
	Sales-based information will generally take the form of a ‘sales plan’ that needs to be communicated effectively to the sales team in order to ensure, for example, that they fully understand the sales plan targets and what is expected of them, and, secondly, they also fully understand how they will be measured, monitored, and rewarded for their efforts.

How this information is communicated will vary from organisation to organisation, although there will generally be organisational procedures (either formal or informal) on how this should be done. 


	
	
	In this criterion the learner is required to explain how organisational procedures for communicating sales-based information to the sales team work.

	3. Be able to carry out a business audit of the internal and external sales environment











	3.1 Obtain information about customers and competitors from a variety of sources to enable a business audit to be conducted

	A business audit of the internal and external sales environment is a systematic examination and verification of sales information.

This assessment criterion addresses the first stage of a business audit of the internal and external sales environment, i.e. a preliminary collection of information from a variety of sources to enable the business audit to be conducted.

(Possible sources for information will have been addressed in response to AC 1.3 and AC 1.4).
 

	
	
	In this criterion the learner is required to provide evidence that he or she has obtained information about customers and competitors from a variety of sources to enable a business audit to be conducted. (A ‘variety’ of sources is taken to mean a selection of different sources that together provide information of sufficient quality and detail to allow a meaningful audit to be undertaken). 

	
	3.2 Organise sales information to support effective sales planning

	Having obtained relevant information, the next step is to organise the information in such a way as to support effective sales planning.

For example, it might be useful to sort the products or services by volume and/or their contribution to profit, by market, region or customer, and to estimate as close as possible the chances of predicted sales actually occurring.

That is, the sales information should be organised in such a way as to enable an effective sales plan to be produced that establishes sales objectives based on estimates of the sales that have a high possibility of being made.


	
	
	In this criterion the learner is required to provide evidence that he or she has organised sales information to support effective sales planning.

	
	3.3 Prioritise the internal strengths and weaknesses, and external opportunities and threats the organisation faces in relation to sales objectives
	Organising sales information effectively in response to AC 3.2 will enable sales objectives to be identified, and the final stage of this business audit of the internal and external sales environment is to undertake a ranked and prioritised SWOT analysis of the sales objectives. 


	
	
	In this criterion the learner is required to provide evidence that he or she has prioritised the internal strengths and weaknesses, and external opportunities and threats the organisation faces in relation to sales objectives. (A basic SWOT is not sufficient; the learner must provide a prioritised SWOT).

	4. Be able to use sales information to support the sales planning function














	4.1 Monitor trends and developments that impact on business and sales activities against agreed criteria

	The importance of the external environment and business information has been established in AC 1.3 and AC 1.4, and it should be clear that trends and developments should be monitored for their potential influence or impact upon business and sales activities. (Sales activities have been addressed in AC 1.2).

Criteria for monitoring trends and developments will generally be established by the organisation, in line with its business goals and objectives.


	
	
	In this criterion the learner is required to provide evidence that he or she has monitored trends and developments that impact on business and sales activities against agreed criteria.

	
	4.2 Identify market developments and their implications for organisational sales plans

	The importance of the external environment and business information has been established in AC 1.3 and AC 1.4, and this criterion requires information on market developments specifically to be identified.

Having identified market developments, the next step is to understand the implications of those developments for organisational sales plans. 


	
	
	In this criterion the learner is required to provide evidence that he or she has identified two or more market developments and their implications for organisational sales plans.

	
	4.3 Ensure that sales information is communicated to those who need it in accordance with organisational procedures
	Organisational procedures for communicating sales-based information to the sales team have been explained in response to AC 2.3.


	
	
	In this criterion the learner is required to provide evidence that he or she has ensured that sales information is communicated to those who need it in accordance with organisational procedures.
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