
Specification Topic: The sales process  

 

© Tutor2u Limited 2017  www.tutor2u.net 

 

Q1 Fill in the gaps 

 process; purchase; product; speedy; engagement; post-sales; care; stages; satisfaction; 
spend; competitive; stronger 

 

Q2 Match it! Match each element of the sales process to the most relevant statement 

 2.1 = d; 2.2 = e;  2.3 = a; 2.4 = b; 2.5 = c 

 

Q3 Which ONE of the following is the most likely example of post sales service? 

 3.8 Customer help line 

 

Q4 Give me three! Give three ways in which each of the following businesses could provide 
good customer service  

  Method 1 Method 2 Method 3 

4.1 Currys 
PC World 

 

 

Free next day delivery Install appliance on 
delivery and recycling of 
old appliance 

Set up service for PCs 

4.2 ASDA 

 

 

Click and collect 
groceries 

Take customers to 
products in store, rather 
than just directing them 

Upload receipt into 
online basket as a 
record for the next 
shop 

4.3 House of 
Fraser 

(Department 
store) 

Loyalty card - collect 
points and receive 
money off vouchers 

Personal shopping 
session with in-store 
personal stylist 

Shop online and track 
delivery of order 
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Q5 Benefit or danger? Identify if each of the following is a benefit of good customer service or 
a danger of poor customer service  

  Benefit Danger 

 5.1 Customers tell others about poor customer service received  X 

 5.2 Customers return to the business time after time X  

 5.3 Sales revenue is lost  X 

 5.4 Repeat purchase is more likely X  

 5.5 A competitive advantage can be created X  

 5.6 Customers spend more per visit X  

 5.7 Customer complaints increase  X 

 5.8 Brand image is damaged  X 

 5.9 Profitability increases X  

 5.10 Customer dissatisfaction increases  X 
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Q1 Fill in the gaps 

 The sales _________________ is all about making sure that a customer, who has expressed 
an interest in a product or service, actually goes on to make a ___________________. It 
includes providing accurate __________________ knowledge and a ________________ and 
efficient service. It is then important to create customer ____________________, respond 
to customer feedback and offer a ___________-_____________, or after-sales, service.  

Customer service is about how a business takes _____________ of its customers.  It is 
important to treat customers well at all ________________ of the sales process. 

There are many benefits to a business of providing high standards of customer service. 
These include customer ___________________, high levels of repeat purchases and 
increased customer _____________.  In addition, it can help create a __________________ 
advantage that makes the business, its products and/or services _______________ than 
those of the competition.  

 Choose from: care; engagement; satisfaction; post-sales; stronger; spend; purchase;  
competitive; product; stages; process; speedy 

 

Q2 Match it! Match each element of the sales process to the most relevant statement 

 2.1 Product knowledge  
 a. When the customer is made to feel part of the 

business, its products and/or services 

 2.2 Speedy and efficient service  
b. Praise, criticisms or general comments given to a 
business about its products or services 

 2.3 Customer engagement  
c. Service which is received after the purchase of a 
product or service is completed 

 2.4 Customer feedback  
d. How well employees know the product or service 
that they are selling 

 2.5 Post-sales service  
e. When the customer gets a product/service 
exactly when it is required and in the right condition  
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Q3 Which ONE of the following is the most likely example of post-sales (or after-sales) 
service? 

 3.1 Greeters in store 

 3.2 Price matching on branded goods 

 3.3 Free credit vouchers to use in store 

 3.4 Queue busters 

 3.5 Tasting tables in store 

 3.6 Reserve items facility 

 3.7 Loyalty card with personalised weekly offers 

 3.8 Customer help line 

 

Q4 Give me three! Give three ways in which each of the following businesses could provide 
good customer service  

  Method 1 Method 2 Method 3 

4.1 Currys 
PC World 

 

 

 

 

 

  

4.2 ASDA 

 

 

 

 

 

 

  

4.3 House of 
Fraser 

(Department 
store) 
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Q5 Benefit or danger? Identify if each of the following is a benefit of good customer service or 
a danger of poor customer service  

  Benefit Danger 

 5.1 Customers tell others about poor customer service received   

 5.2 Customers return to the business time after time   

 5.3 Sales revenue is lost   

 5.4 Repeat purchase is more likely   

 5.5 A competitive advantage can be created   

 5.6 Customers spend more per visit   

 5.7 Customer complaints increase   

 5.8 Brand image is damaged   

 5.9 Profitability increases   

 5.10 Customer dissatisfaction increases   
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