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	Brief
	SMSA sells services to its customers through its employees, who should be aware of the simple principles of selling SMSA products and how to treat customers in an efficient, effective and professional manner.

	Purpose
	Every employee of SMSA who talks to customers is a “salesperson” - especially the Service Centre Executive. A Service Centre Executive sells products to walk-in customers on a daily basis; therefore, selling techniques are an essential part of their job.

	Responsibility
	Service Centre Executive: responsible to follow the guidelines of this policy. 
Service Centre Supervisors: ensure Service Centre Executives are following this policy. 
Ensure all Service Centre Executives fully trained in selling principles and understand the importance of following this policy.

	Guidelines
	The Service Centre Executive must ensure the following: 
A. Good customer service by: 
1. Satisfying the customer – by listening to his requirements carefully
2. Acting enthusiastic and knowledgeable
3. Providing the correct information to the customer 
4. Displaying strong interpersonal skills
5. Demonstrating a professional demeanor and appearance 
6. Using proper positive etiquette/manners
7. Taking extra steps to ensure the customer understands 
8. Being knowledgeable about SMSA Product and Services

B.   Professionalism by: 
1. Showing pride in his profession
2. Believing in SMSA 
3. Having a positive outlook
4. Caring about the customer
5. Suggesting solutions to the customer 
6. Going beyond expectations
7. Supporting management
8. Wanting to do the best job possible 
9. Being a Team player

C.   Being ready for the Customer:
When a customer steps to the Service Centre Service Center be the following: 



1. A Friend – smile and greet the customer! 
2. Responsive to customer needs - show a sincere interest in the customer’s needs. 
3. Creative - think of creative solutions to customer’s requirements.
4. Interested - show a genuine interest in helping the customer.
5. Convincing - use terms the customer can understand. (Do not use SMSA internal acronyms – SIPS / SOPS / POD ETA etc.). 
6. Empathetic - let a customer know you understand his needs.
7. Credible - have total knowledge and understanding of our services, features and their benefits to the customer. 
8. Willing to confront difficult issues - know how to handle difficult issues and offer solutions to resolving problems. Try to convince the customer to ship with SMSA. 

Appreciative -Say thank you! Let customers know that we appreciate those using SMSA services, and that we are looking forward to serving them again in the future.
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