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	                  Selling Services Policy                       
Owner/ Department: IBU-UAE, SMSA Service Center (SSC)



	Brief
	SMSA Express sells services to its customers through its employees, who should be aware of the simple principles of selling SMSA Express products.

	Purpose
	Every employee of SMSA Express who talks to customers is a salesperson especially the SSC Executive.

A SSC Executive sells products to walk-in customers in a daily bases, therefore, selling techniques is essential in their job. 

	Responsibilities
	SSC Executive: is responsible to follow the steps mentioned in these procedures.

SSC Supervisors: ensure REs are following this procedure and its guidelines.

SSC Manager: ensure all REs and ARSs are fully trained in selling principles.

	Guidelines
	The SSC Executive is asked to show:

1. Good customer service, by:

· Satisfy the customer.

· Act enthusiastic.

· Provide correct information to customer.

· Display strong interpersonal skills.

· Demonstrate a professional demeanor and appearance.

· Use proper positive etiquettes/manners.

· Take extra steps.

· Being knowledgeable about SMSA Express services.

2. Professionalism, by being:

· Pride in his profession.

· Believe in SMSA Express.

· Positive outlook.

· Caring about the customer.

· Suggesting solutions.

· Going beyond expectations.

· Supporting management.

· Wanting to do the best job possible.

· Teamwork player.

Procedure

At the time a customer step to the SSC, be the following:
1. Friend: smile!

2. Responsive to customer needs: show a sincere interest in the customer’s needs.

3. Creative: think of creative solutions to customer’s needs.

4. Interest: show a genuine interest in helping the customer.

5. Convincing: use terms the customer can understand. Do not use SMSA Express internal acronyms.

6. Empathetic: let a customer know you understand his needs.

7. Credible: have total knowledge and understanding of our features of services and their benefits to the customer.

8. Willing to confront difficult issues: know how to handle difficult issues. Try to convince the customer to ship with SMSA Express.

9. Appreciative: Say thank you! Let the customer know that you appreciate using SMSA Express services and you are looking forward to serve him again in the future.
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