APPROACH EXERCISES

WHOSE LINE IS IT ANYWAY? 

Trainer asks the delegates to stand in a line and explains that some sentences will be read out describing customers who have just entered the showroom. They must come up with appropriate acknowledgement and responses. 

The first delegate who thinks they have a response steps quickly forward and gives their acknowledgement and opening statement. 

Note the scenarios become progressively harder and the Trainer must interact during a couple of the scenarios to ensure difficult as well as easy customers responses have been covered. Give a reward for example sweets when a correct reply has been given, if you think the reply was not very good ask the person to try again and then open up the floor once more or discuss suggested answers.  Suggested answers have been included although use your discretion. The clue is in the scenario.

APPROACH 1

Scenario 

Young guy comes into the showroom. He is alone. He is about 24 and casually dressed.

Suggested answer

Acknowledge=Hi and smile.

Approach/get talking=Do you know what you are looking for? If yes, 

If you share that with me I will be able to show you a range of machines, which fit the bill.

If no, well if I ask you a few questions together we will be able to come up with a range of machines perfect for you. 

OR Well if I ask you a few questions and get some information from you I can help you with that. 

APPROACH 2

Scenario

A family enters the showroom. Mum, dad, daughter aged 11 and son aged 13.

Suggested Answer

Acknowledge=Hello

Approach /get talking =(Talk to the kids) Which school do you go to? Do you use a computer at school?

APPROACH 3

Scenario

Elderly couple

Suggested Answer

Acknowledge=Good Morning/Afternoon (You would use this as opposed to hello as elderly people may expect you to treat them in a more formal way)

Approach/Opening statement = What can I help you with today?

APPROACH 4

Scenario

Man in his mid 30s in an expensive looking suit and raincoat.

It is raining heavily outside  

Suggested Answer

Acknowledge= Nod or Smile or Good Morning

Approach/Opening Statement = Awful day out there isn’t it?

APPROACH 5

Scenario

Man in his 50s wearing a professional business suit.

Suggested Answer

Acknowledge=Good Morning/afternoon

Approach= What can I show you today? ***************

Note this is where the trainer intervenes as the customer and says: Nothing thank you I am just looking.

There are two possible replies…

Delegate could reply. 

Do you know what you are looking for? If yes, 

If you share that with me I will be able to show you a range of machines, which fit the bill.

If no, well we do have over 20 machines in the range. If I ask you a few questions together we will be able to come up with a range of machines perfect for you. 

OR Well if I ask you a few questions and get some information from you I can help you with that. 

OR: We only have 8 models on display but over 20 in the range if you let me know what you are looking for I can point out one matching your requirements.

APPROACH 6

Young lady comes in. She is casually dressed.

It is really blazing hot outside.

Suggested Answer

Acknowledge = Smile or/and say hello

Approach = What can I how you today?

The trainer once again acts as the customer and says I would like a brochure please. 

Delegate to reply yes of course, however we do have over 20 machines in the range if you let me know what you want to use it for I can point out the one you should be looking at…and hopefully steers customer to machine for a demonstration.

If customer adamant and says No I have not got time for a demonstration discuss CPS and taking customers name and address. Can say for example, the brochure and offers in the brochure change regularly, so if I keep in contact with you I can update you with the best deals for you in the future and send you out a new catalogue.    

OR I am sorry you don’t have any time now how about coming in on ------at -----and I can set up a demonstration to show you the machine to match your needs.
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