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UV20360
Understanding the retail selling 
process

The purpose of this unit is to provide you with the 
knowledge and understanding of the retail selling process. 
It focuses on the techniques used for identifying and 
meeting the needs of customers, in retail businesses.
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On completion of this unit you will:

Learning outcomes Evidence requirements

Understanding the retail selling 
process

1. Understand the five steps of the selling 
model

2. Understand how questions are used to 
identify customer needs

3. Understand the benefits and uses of product 
knowledge

4. Understand how sales are closed

1. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the ‘Knowledge’ section of this 
unit. This evidence may include projects, 
assignments, case studies, reflective 
accounts, oral/written questioning and/or 
other forms of evidence.

2. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes. All 
outcomes must be achieved. 

3. External paper                                          
There is no external paper requirement for 
this unit.
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Achieving knowledge outcomes

Developing knowledge

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below: 

• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies

Where possible your assessor will integrate 
knowledge outcomes into practical observations 
through oral questioning.
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Knowledge

Outcome 1 

Understand the five steps of the selling model

You can: Portfolio reference 

a. Outline the five steps of the selling model

b. Explain why an effective rapport needs to be created with 
customers

c. Explain the importance of effective questioning to the sales 
process

d. Explain how linking benefits to product features helps to promote 
sales

e. Explain why products must be matched to customer needs

f. Explain the importance of closing the sale
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Outcome 2 

Understand how questions are used to identify customer 
needs

You can: Portfolio reference

a. Define ‘open’ and ‘closed’ questions and state the purpose of each 
in the selling process

b. Define what is meant by ‘probing’ questions and state the purpose 
of these in the selling process

c. Identify questions which can be used to establish sales 
opportunities
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Outcome 3 

Understand the benefits and uses of product knowledge

You can: Portfolio reference

a. Explain how comprehensive and up-to-date product knowledge 
can be used to promote sales

b. Describe how the features and benefits of products can be 
identified and matched to customers’ needs

c. Describe a range of methods for keeping product knowledge 
up-to-date
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Outcome 4 

Understand how sales are closed

You can: Portfolio reference

a. State what is meant by a ‘buying signal’ and describe the main 
buying signals the salesperson needs to look for

b. Describe the main ways of closing sales
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Outcome 1: Understand the five steps of the selling model

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.
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Five steps of the selling model: 

Step 1 – Meeting and greeting/identifying 
needs.

Step 2 – Qualifying the customer’s needs/
presenting solutions.

Step 3 – Check progress/presentation or 
demonstration.

Step 4 – Overcoming objections. 

Step 5 – Closing the sale.

Importance of effective rapport: Build trust 
and confidence, value of first impressions, 
relax both the customer and sales person, 
reduce customer anxieties, nervousness 
and confusion, customer feels comfortable 
in asking questions, increased opportunity 
and likelihood of sale, easier to close a 
sale, customer loyalty and repeat business.  

Importance of effective questioning: 
Establish customer needs, match customer 
requirements with products/services, 
establishing customer budget, eliminate 
unsuitable products/services, determine 
product features, size and colour, to 
increase customer satisfaction.

Importance of linking benefits to product 
features: Meet individual customer 
needs, meet customer expectations, build 
customer confidence in the salespersons’ 
ability, communicates the positives of a 
product.

Importance of matching products to 
customer needs: Build customer trust and 
confidence, promote customer satisfaction 
and loyalty, reduce customer returns, 
overcome customer objections, increased 
opportunity to close sale, repeat business 
and loyalty if products are effectively 
matched. 

Importance of closing the sale: Increased 
sales, turnover and profit, increased market 
share, meeting of sales targets, increased 
customer base, improved stock rotation, 
improved staff confidence.



Outcome 2: Understand how questions are used to identify customer needs
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Open questions: Extended answer 
questions, used to build rapport through 
discussion, wealth of information provided, 
customer details several features/benefits 
that can be matched to products.  

Closed questions: Typically ‘yes’, ‘no’ 
or single word answers, used to gain 
information on suitable product features, 
identify specific customer wants and needs 
and product specifics.

Probing questions: Used to establish 
specific requirements (product features 
and price range), clarifies customer likes, 
dislikes and needs, allows salesperson 
to recommend products, typically follows 
open questioning.

Questions to establish sales opportunities: 
When do you require the product? What 
else can you tell me about the product you 
desire? What is your price range? Will you 
be purchasing the product today?

Outcome 3: Understand the benefits and uses of product knowledge

Comprehensive and up-to-date product 
knowledge: Demonstrates confidence, 
competence and accuracy, ability to 
answer questions and build customer trust, 
provides a competitive edge over rival 
retailers, assists in overcoming objections, 
meets customer expectations, customer 
satisfaction, increased opportunities for 
closing sales.

Matching features and benefits of products 
to customers’ needs: Use of open, 
closed and probing questions, product 
demonstration, benefits and features 
aligned with customer needs, product 
demonstrations and customer trials to 
clarify appropriateness of product.

Methods for maintaining product 
knowledge and currency: Internal/
external training events and courses, 
trade magazines, product manuals and 
specifications, marketing literature, 
dismantling and rebuilding products, 
testing and practical use of products, 
consumer tests, reports and reviews.



Outcome 4: Understand how sales are closed
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Buying signals: Customer body language, 
customer returning to product, customer 
looking for assistance, customer nodding, 
trialling product, customer reading product 
information and leaflets, asking specific 
product questions, seeking approval from 
others, product handling.

Closing sales: Questioning the customer, 
overcoming resistance, offer accessories, 
discounted add-ons and incentives, 
reassurance in product and after sales 
service, returns policy. 
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Notes 
Use this area for making notes and drawing diagrams


