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	                  Selling Services Policy                       
Owner/Department: IBU-KWT, SMSA Service Center



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

	Purpose
	Every employee at SMSA is a salesperson, with Service Center Executives specifically responsible for selling products to walk-in customers on a daily basis. Therefore, sales techniques are essential to their role.

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

Customer Service & Service Center Supervisors: ensure REs are following this procedure and its guidelines.

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

	Guidelines
	1. Customer Service:
The Service Center Executive is expected to provide excellent customer service by:
· Ensuring customer satisfaction.
· Acting with enthusiasm.
· Providing accurate information to customers.
· Demonstrating strong interpersonal skills.
· Maintaining a professional demeanor and appearance.
· Using positive etiquette and manners.
· Going the extra mile when necessary.
· Being knowledgeable about SMSA's services.

2. Professionalism:
The Service Center Executive should exhibit professionalism by:
· Taking pride in their role.
· Believing in SMSA's values.
· Maintaining a positive outlook.
· Caring for the customer and their needs.
· Offering appropriate solutions.
· Exceeding customer expectations.
· Supporting management and company goals.
· Striving to deliver the best possible service.
· Being a team player.

Procedure for Interacting with Customers: 
When a customer steps into the Service Center, the Service Center Executive should follow these steps:
1. Be Friendly: Greet the customer with a smile and a warm welcome.
2. Be Responsive: Show genuine interest in the customer's needs.
3. Be Creative: Think of innovative solutions to address the customer’s needs.
4. Show Interest: Demonstrate a sincere desire to help the customer.
5. Be Convincing: Use clear and understandable language, avoiding internal SMSA acronyms.
6. Be Empathetic: Acknowledge and understand the customer’s concerns.
7. Be Credible: Possess in-depth knowledge of SMSA services and clearly communicate their benefits to the customer.
8. Be Willing to Confront Difficult Issues: Handle difficult situations with confidence and try to persuade the customer to choose SMSA for their shipping needs.
9. Be Appreciative: Thank the customer sincerely for using SMSA services and express your eagerness to assist them again in the future.
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