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Specification topic: The sales process 

Case Study: Enterprising Furniture Ltd 

Brian Matthews established Enterprising Furniture Ltd six years ago. Based in Nottingham, it 
started with the idea that there was a gap in the market for affordable furniture. The company 
buys good condition furniture at cheap prices from houses and flats in the local area. The 
furniture is then cleaned and polished and sold through a small industrial unit.  It is located in an 
area where some competition exists, such as charity shops that also sell and deliver furniture. 

The business has been very successful in Nottingham and, in the last two years, has expanded to 
three other areas in the Midlands, namely Leicester, Derby and Loughborough. 

The staff at Enterprising Furniture Ltd are recruited locally to the business. Those working in the 
shop take part in formal training provided by a local college. All employees must complete the 
four modules included in the training course, which consists of product knowledge, the 
importance of speed and efficiency of service, customer engagement and how to respond to 
customer feedback.  

The post-sales service module is not undertaken by Enterprising Furniture employees and it is 
seen as unimportant given the nature of the products sold by the business and the additional 
cost of the module. The sales skills that employees learn have enabled many of the workers to 
go into better-paid, full time jobs, often in the retail sector.  

Figure 1 shows furniture sales made by Enterprising Furniture Ltd in its first six months of 
trading.  

Figure 1: 

 

In the last two months, there have been several complaints from customers who have purchased 
furniture items from the Leicester branch. These complaints range from lack of care of delivery 
drivers, damaged furniture and a general lack of interest by employees in customer concerns, 
once they have bought and paid for an item. This has resulted in furniture returns and costly 
refunds.  

Brian is currently very worried about the fall in monthly sales and the lack of profit that the 
business is generating. He realises that the overall survival of the company is under threat.  He is 
now considering whether all employees need to undertake post-sales service training in an 
attempt to save the business and improve customer service levels. 
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Exam-style questions: 

1. Using the information in Figure 1, calculate the average number of items of furniture sold per 
month in the first 6 months of trading. You are advised to show your workings (2) 

2. Outline one benefit to Enterprising Furniture Ltd of providing good customer service (2) 

3. Evaluate whether Enterprising Furniture Ltd is likely to benefit from all employees undertaking 
post-sales service training. You should use the information provided as well as your knowledge 
of business (12) 
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Possible answers: 

1. Using the information in Figure 1, calculate the average number of items of furniture sold per 

month in the first 6 months of trading  

25 + 30 + 35 + 45 + 30 + 15 (1) = 30 items of furniture per month (1) 

                       6 

 

2. Outline one benefit to Enterprising Furniture Ltd of providing good customer service 

• Repeat purchase is more likely if customers receive good customer service, leading to 
increased furniture sales and profits enabling survival and reinvestment in the business 

• It could provide a source of competitive advantage for Enterprising Furniture Ltd, which 
could increase sales and profit. This is because it makes the business and its products 
better than competitors, such as other charity shops, which may not have as high levels 
of customer service 

 

3. Evaluate whether Enterprising Furniture Ltd is likely to benefit from all employees undertaking 
post-sales service training 

• If all elements of the sales process are good it is more likely sales will be made in the 
future 

• Additional training will increase costs which is a threat to survival of the business 

 

• This is because, even though four stages of the sales process are good and sales are 
made, post-sales service is poor and needs to be improved if Enterprising Furniture Ltd 
is to reduce customer complaints and returns, improve its reputation and increase sales 

• This is because all employees will have to undertake additional, expensive post-sales 
service training  

 

• This means refunds will not be needed, which will reduce costs and increase profits. In 
addition, sales are likely to recover, which means profits are more likely to be made by 
the business. Profit can then be reinvested, enabling the business to survive  

• Increased costs means the business is likely to make a loss and not survive threatening 
jobs  

 

• Enterprising Furniture Ltd is likely to benefit from all employees undertaking post-sales 
training because all elements of the sales process must be good if the company is to 
reduce complaints and returns, satisfy customers and increase sales.  Repeat purchases 
are also more likely, as customers will be prepared to buy additional items or 
recommend the business to others.  This means the business will have a better chance 
of survival 

• Although Enterprising Furniture Ltd is likely to experience a short-term increase in 
costs, it is likely to benefit from all employees undertaking post-sales training in the 
longer term. This is because if all elements of the sales process are good it could lead to 
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a recovery in sales and profit enabling training costs to be covered, in addition to 
assuring business survival. The decision does however, ultimately depend upon how 
much the training will cost and staff retention levels, as if many staff become better 
qualified and then leave the business, this will be an ongoing cost that Brian will need 
to keep on paying, reducing his profit levels 
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