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Application

This unit describes the skills and knowledge required to provide advice and information within an organisation about the development and distribution of its products and services.

It applies to individuals who apply a broad range of administrative competencies in varied work contexts, using some discretion and judgement and who may provide technical advice and support to a team.

No licensing, legislative, regulatory or certification requirements apply to this unit at the time of publication.

Unit Sector

Industry Capability – Product Skills and Advice


[bookmark: _Toc329018037]

[bookmark: _Toc415154319][bookmark: _Toc418763705][bookmark: _Toc329018038]Performance Criteria
	Element
Elements describe the essential outcomes.
	Performance Criteria
Performance criteria describe the performance needed to demonstrate achievement of the element.


	1. Develop and maintain knowledge of products and services
	1.1 Actively and regularly research knowledge and understanding of industry products and services using authoritative sources
1.2 Use available product and service documentation to identify and understand characteristics of products and services, and to make comparisons with other products and services
1.3 Accurately document and maintain information on products and services in a format consistent with organisational requirements
1.4 Apply acquired knowledge to improve quality within personal work areas


	2. Recommend products and services
	2.1 Ensure that recommendations on products and services are in line with organisational requirements
2.2 Provide recommendations that emphasise product and service issues relevant to client needs
2.3 Ensure that evidence in support of recommendations is verifiable and presented in a suitable format
2.4 Structure recommendations to identify clear benefits to clients and the organisation


	3. Advise on promotional activities
	3.1 Provide advice that is clear, is supported by verifiable evidence and is compatible with organisational requirements
3.2 Ensure that promotional documentation and materials are appropriate to presentation of the organisation's products and services
3.3 Ensure that costs of promotional activities conform to budget resources
3.4 Estimate impact of promotional activities from verifiable customer feedback sources
3.5 Evaluate the benefits of promotional activities and incorporate in plans for future promotional activities






[bookmark: _Toc329018039][bookmark: _Toc418763706][bookmark: _Toc415143424][bookmark: _Toc415154320]Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
[bookmark: _Toc329018040]
	Skill
	Performance
Criteria

	Description

	Reading


	1.1, 1.2, 3.4
	· Interprets, understands and compares textual information about products and services from a range of sources


	Writing
	1.2, 1.3, 2.2, 2.3, 2.4, 3.1, 3.2, 3.5
	· Uses clear and specific language to develop documents for different audiences in accordance with organisational requirements


	Oral Communication
	3.1
	· Provides recommendations using language appropriate to the purpose and audience


	Numeracy
	3.3, 3.4
	· Extracts and evaluates meaning from data to calculate actual costs against budget and impact of promotional activities


	Navigate the world of work
	1.3, 1.4, 2.1, 3.1
	· Understands and follows organisational policies and procedures relevant to own role


	Get the work done
	1.1-1.3, 2.1-2.4, 3.1, 3.2, 3.5
	· Understands and follows organisational policies and procedures relevant to own role
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Performance Evidence

Evidence of the ability to:

· Use appropriate sources to document accurate information about the organisation’s products and services
· Prepare and provide advice about products and services according to organisational requirements
· Evaluate promotional activities including consideration of:
o	whether promotional materials meet organisational requirements
o	actual costs against budget
o	customer feedback

Knowledge Evidence

To complete the unit requirements safely and effectively, the individual must:

· List authoritative sources of information about the organisation’s products and services
· Outline the organisation’s products and services
· Outline the policies and procedures that apply when providing advice or recommendations about products and services
· List and describe organisational promotional activities
· Explain methods used to gather verifiable customer feedback about products and services
· Explain how and why customer feedback is analysed

Assessment Conditions

Assessment must be conducted in a safe environment where evidence gathered demonstrates consistent performance of typical activities experienced in the industry capability – product skills and advice field of work and include access to:

· Relevant organisational policies and procedures
· Relevant workplace documentation and resources
· Case studies and, where possible, real situations
· Interaction with others

Assessors must satisfy NVR/AQTF assessor requirements.

Links

Companion volumes available from the IBSA website: http://www.ibsa.org.au/companion_volumes

[bookmark: _Toc415154322][bookmark: _Toc418763708]Housekeeping Items
Your trainer will inform you of the following:
Where the toilets and fire exits are located, what the emergency procedures are and where the breakout and refreshment areas are.
Any rules, for example asking that all mobile phones are set to silent and of any security issues they need to be aware of. 
What times the breaks will be held and what the smoking policy is.
That this is an interactive course and you should ask questions.
That to get the most out of this workshop, we must all work together, listen to each other, explore new ideas, and make mistakes. After all, that’s how we learn.
Ground rules for participation:
Smile
Support and encourage other participants
When someone is contributing everyone else is quiet
Be patient with others who may not be grasping the ideas
Be on time
Focus discussion on the topic
Speak to the trainer if you have any concerns
[bookmark: _Toc326743762][bookmark: _Toc328654778][bookmark: _Toc330386597][bookmark: _Toc415154323][bookmark: _Toc418763709]Objectives
Discover how to develop and maintain knowledge of products and services
Know how to recommend products and services
Learn how to advise on promotional activities
Gain skills and knowledge required for this unit 
 


[bookmark: _Toc418763710]1. Develop and maintain knowledge of products and services
1.1. 	Actively and regularly research knowledge and understanding of industry products and services using authoritative sources
1.2. 	Use available product and service documentation to identify and understand characteristics of products and services, and to make comparisons with other products and services
1.3.	Accurately document and maintain information on products and services in a format consistent with organisational requirements 
1.4.	Apply acquired knowledge to improve quality within personal work areas
[image: ]

[bookmark: _Toc418763711]1.1 – Actively and regularly research knowledge and understanding of industry products and services using authoritative sources
For enhancing your organisation’s business, it is important to take the time to research knowledge of your industry products and services. This will give you up-to-date information on your industry sector and will help you to keep your organisation ahead on business needs and trends. Make sure you use sources that are trustworthy, reliable and are recognised within your organisation’s industry.
[bookmark: _Toc418763712]Research methods
Qualitative method – This kind of research is unstructured and allows you to gather information and opinions from a specific audience, such as with customers or a business contact. It will only be useful if the right questions are asked, and if the discussions are directed appropriately. Information will then need to be sifted through and collated into relevant parts. Information is not necessarily conclusive but will help you to gain an indication of interest, a majority opinion within the group or a direction that can be developed.
Quantitative method – This kind of research is structured so that targeted information can be gathered for analysis. Examples of this type of research can be seen in the form of a survey, questionnaire, or a telephone interview. The difference with this method is that there are clearly defined questions that require a definitive answer. Conclusions are formed from the supplied information in a straightforward process. Results are defined and can be used to support a course of action.
	Qualitative
	Quantitative

	· Unstructured/semi-structured format, such as focus groups, market research, interviews, reviews of subjective documents
· Information is gathered to form ideas and develop initiatives
· In-depth information that needs to be understood
· Non-statistical information gathered
· Less planning involved, but more direction and guidance required during research
· Research outcome is applicable to the group/individual.
	· Structured format, such as surveys, questionnaires, structured interviews, reviews of recorded facts and data
· Information is gathered to test and analyse proven facts
· Concise information which covers more detailed facts and is from a wider audience
· Statistics gathered for analysis
· More planning required to formulate research, and less needed for conducting research
· Research gives a more generalised conclusion.



Organise and use the most appropriate methods for your research into the products and services that are available within your industry. Identify the information that you need to know. Be clear upon the objectives of your research and which source is the best to use.


[image: C:\Users\Sophie2\Desktop\ArtWork\picker_stacking_boxes_800_wht.png]Industry products and services may include:
Competitor products and services
Complementary products and services
Emerging products and services
Historical products and services
Organisation's products
Specified range of products and services within an organisation's offerings.
[bookmark: _Toc418763713]Your organisation’s products and services
You may also need to perform a thorough analysis of your organisational requirements and your organisation’s products and services. Identify any service features and benefits; if there are products or services that are grouped together within a range, you should look at the successful elements and if customers show an interest in the whole range or just a few of them. 
You should look at:
What products and services your organisation currently offers?
How is your organisation’s business progressing?
Are the products and services competitive within your business industry and are these successful with your customers/clients?
Do these provide quality at a reasonable cost?
It is worth communicating with your customers to find out what they think about your products and services, and your organisation. Without your customers, your business would not be successful or be in a position to grow. Their feedback is a valuable tool in your research of the business market.
You may need to make an analysis of your current business output in relation to profits made. This will help you to determine if any products and services need adjusting and will give you an opportunity to look at other industry products and services that may be relevant for your organisation. 
[bookmark: _Toc418763714]Use authorative sources
If you have industry contacts, internal or external to your organisation, it is helpful to communicate regularly with them to discuss business developments/trends and to build-up relationships with the contacts that you value. You can exchange information which may help you to develop a further understanding of your business and what is out there. Be discerning of any information given to you and ensure that the source is reliable and authorative. If needed, check points of interest and see if you can find evidence from another source, such as a trade publication or authorative body/association.


If you do not have a network of contacts, take the time to develop business relationships within your organisation and externally. They can be invaluable resource for information and shared knowledge.
Authoritative sources may include:
Authorised suppliers
This includes your current suppliers that you may/may not already have a business relationship with. It is also an opportunity to develop further relationships with other authorised suppliers within your industry. It is always useful to have connections with other authorised suppliers.
Industry associations
This includes other personnel within your organisation and also external contacts within the same industry as your organisation.
Industry conferences
Conferences are an excellent way to develop new business contacts and to see what is current in your industry. It also enables you to look at your competitors and at what they are doing. You will be able to see if any new products or trends are developing within the industry.
Recognised industry media sources
These are an essential source of business news, industry developments and innovations. Make sure you keep a track of the media sources relevant to your organisation and industry and make time to keep yourself informed. 
[image: C:\Users\Sophie2\Desktop\ArtWork\Fotolia_6135224_XS.jpg]Note: it is worth mentioning that information overload can cause issues of its own. Having to sift through too much information can delay progress and may cause a lack of focus. There may also be time constraints and cost implications that need to considered and clarity of purpose needs to be formed rather than continual processes of research. 
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[bookmark: _Toc418763716]1.2 – Use available product and service documentation to identify and understand characteristics of products and services, and to make comparisons with other products and services
[bookmark: _Toc418763717]Product and service documentation
The information below shows where you may find sources of product and service documentation. Make use of as many tools at your disposal to gain a full understanding of what your organisation can offer to your customers and what your industry offers as a whole. What can your customers gain from buying your products and services? Are there any unique qualities that they offer over other competitor’s products and services?
Colleagues' knowledge
Your colleagues are a great source of information on your organisation’s products and services as they work with these on a regular basis. They may also be a source of knowledge on products and services within the industry sector and on your competitors. Talk with your colleagues as often as possible, ask them about their understanding of your organisations products and services; it may be different to your own and provide a valuable insight to your own awareness. 
Consumer reports
These are reports on products and services that are available to the consumer/customer. They provide detailed information to the consumer to help them evaluate which is the best product or service for them. They include buying trends and which are proving to be the most successful products and services being sold at that time. From this report, you will be able to see an overview of products and services in your industry and which are the most successful and why. This will give you an indication on whether your organisation’s products and services are right for the market, or if they need reviewing.
Industry reports
These are research documents compiled by other organisations, such as research companies or government agencies. Their purpose is to be informative and to assist organisations within that industry. An industry report is factual and informative; it provides valuable information on products and services, business news and trends. It is a chance to look at the industry and to see what is selling well and how other businesses in the industry are performing. 
An industry report may contain:
Industry definition
Market leaders within that particular industry
[image: C:\Users\Sophie2\Desktop\ArtWork\Fotolia_25699527_S.jpg]Market share
Historical and current trends
Strengths, weaknesses, opportunities, threats – S.W.O.T. analysis
Industry outlook and employment statistics. 
Marketing data 
This is the analysis of product and/or service and pricing, and allows you to look at the latest trends and compare them to historical trends. You may have access to this information from your marketing department within your organisation. If you do not have a marketing department that regularly analyses the market as a whole, you may be able to locate industry-related marketing data from a specialist organisation. 
Operational guidelines
These are the guidelines for processes and procedures that are followed by personnel to fulfil work requirements. You should look at the effectiveness of operations from orders to delivery. Do procedures work well and do they follow your organisation’s needs and codes of conduct?
Sales figures 
Sales figures will show profits and losses made on products and services sold. Check your organisation’s sales figures to see which products and services are successful and which are not. This will show areas that need reviewing and if any products or services should be changed. It is important to identify those that do not work well to prevent any continual loss of sales.
[bookmark: _Toc418763718]Product/service characteristics
	Characteristics
	Features

	Pricing structure
	Brand

	Models available
	Colour

	Manufacturing processes
	Size

	Instructions on use
	Style

	Servicing, warranty and repair needs
	Shelf-life

	Distribution and delivery
	Warnings/safety requirements

	Product/service history
	Product details/manufacturer



Characteristics of a product or service will be important to the customer, such as performance and safety, satisfaction of use and results gained, and aesthetics. The key features of a product or service will be the features that stand out, and above, other products and services. Critical features are the points that customers need to know to make decisions on suitability, such as size/dimensions, material it is made from and life expectancy.
It is also good to consider the risks of products and services. Look at the overall value, manufacturing and organisational costs against potential profits and gains.
[bookmark: _Toc418763719]Comparisons
Once you have looked at the available product and service documentation, it is vital that you compare your organisation’s business to your competitors. This will allow you to look at how others are doing and if they have other specific products and services that you don’t. Recognise the successes within your industry and compare these to your own organisation’s business operations.
[image: C:\Users\Sophie2\Desktop\ArtWork\spy_briefcase_swap_800_wht.png]You may not necessarily want to provide the same products and services as your successful counterparts, but this information can help you to recommend other products and services that have yet to be considered. By looking at current trends you may be able to predict the best course of action for your own organisation to develop and grow towards. 
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[bookmark: _Toc418763721]1.3 – Accurately document and maintain information on products and services in a format consistent with organisational requirements
[bookmark: _Toc418763722]Document information
Once you have gained your information on products and services, you should compile documentation for records and reference. If current documentation already exists, check through this to make sure that it is correct. If any parts are outdated, or incorrect, produce new definitive documentation to replace what is there. 
Document information may include:
[image: C:\Users\Sophie2\Desktop\ArtWork\financial_graph_decrease_800_wht.png]Competitive features of products or services
Cost and production data
Distribution processes
Innovations
Problems with products or services
Product trends
Sales records (monthly forecasts, targets achieved)
Sales trends.
Be accurate in the details that you convey and order your information logically and systematically. If documentation already exists, look at the format it is presented in and use this as your guide to your own documenting. If there is no existing work, check to see if there are business document templates available for you to use in the workplace. If there are no reference points, check with the appropriate person(s) on format and required information for your documentation, if needed.
Make sure your focus is clear and a consistent level of detail is applied to all products and services in your documentation. Include all relevant information from current effectiveness of products and services to issues such as supply and manufacturing, and marketing strategies.
In addition, use graphs and tables to illustrate facts and data; the easier it is to follow, the better the understanding will be of others who made need to read it. Any points of importance should be made obvious to all. You should also take the time to proofread and check your document for accuracy of facts, spelling and use of grammar.


[bookmark: _Toc418763723][image: C:\Users\Sophie2\Desktop\ArtWork\Fotolia_26681287_S.jpg]Organisational requirements 
To comply with your organisational requirements on your documentation, you will need to take note of different factors that may affect this.
The following highlights some points for consideration:
Access and equity principles and practice
Confidentiality and security requirements
Defined resource parameters
Ethical standards
Filing and documentation storage processes
Goals, objectives, plans, systems and processes
Legal and organisational policies, guidelines and requirements
WHS policies, procedures and programs
Payment and delivery options
Pricing and discount policies
Quality and continuous improvement processes and standards
Quality assurance and/or procedures manuals
Replacement and refund policy and procedures
Who is responsible for products or services. 
[bookmark: _Toc411801787][bookmark: _Toc418763724]Specific requirements in further detail
Access and equity principles and practice
Access and equity means the fair treatment of all individuals, regardless of age, gender, ethnicity, disabilities, sexuality, educational abilities and past history. All individuals should be given equal opportunity at work without discrimination. The Equal Opportunity Act 1984 was created to enforce fair treatment of all.
Ethical standards
This describes the act of honest and trustworthy practices within the workplace and how working relationships should be valued and treated with respect. It also can cover company standards on expected behaviour within the workplace and the implementation of organisational guidelines. 


Anti-discrimination legislation and ethical principles
In Australia, the following anti-discrimination laws apply:
Age Discrimination Act 2004
Australian Human Rights Commission Act 1986
Disability Discrimination Act 1992
Racial Discrimination Act 1975 
Sex Discrimination Act 1984.
You must follow these laws when doing marketing research and when implementing your campaigns. You cannot discriminate against individuals based on characteristics like age, gender, disability and race and you must afford everyone equal opportunities.
Full details about these Acts can be found at www.humanrights.gov.au (access date: 04.03.2015)
Confidentiality and security
You may at time need to observe confidentiality within the workplace on your organisation’s business and with other colleagues. Never divulge information without first checking that it is ok to discuss this with others. Security within the workplace primarily deals with safe practices within the workplace. 
Legal and organisational policies, guidelines and requirements
There may be legal requirements that need to be fulfilled within your organisation’s business. If recommending new products and services, look at any legal implications associated with these. Your organisation’s policies, guidelines and requirements also need to be followed and maintained.
Work health and safety (WHS)
Workplace Health and Safety (WHS) legislation replaced Occupational Health and Safety (OHS) legislation in 2011.
[image: C:\Users\Sophie2\Desktop\ArtWork\MRedCross.jpg]WHS legislation stipulates that employers must provide their staff with:
“Safe premises
Safe machinery and materials
Safe systems of work
Information, instruction, training and supervision
A suitable working environment and facilities.” 
Employees are also obliged to ensure that they work safely and do not endanger the safety of their colleagues, clients and others. 
How WHS affects your work in health will vary according to your job role and your industry. In order to work safely and legally in your role you should have been trained to do so by your organisation, as this is a legal requirement. Where you identify possible or actual WHS breaches in your planned responses, they will need to be reviewed and amended to be compliant immediately before they are used again.
Further details about WHS can be found at http://www.business.gov.au/business-topics/employing-people/workplace-health-and-safety/Pages/default.aspx accessed 04.03.2015
[bookmark: _Toc418763725][image: ]Activity 1C


[bookmark: _Toc418763726]1.4 – Apply acquired knowledge to improve quality within personal work areas
Once you have gained an understanding of your organisation’s products and services, you will be in a position to use your knowledge effectively to improve day-to-day business and customer service strategies. 
[bookmark: _Toc418763727]Acquired knowledge
Your knowledge will have provided you with a deeper awareness of your organisation’s operations which can be used to improve performance of personnel within their own work areas. By sharing your knowledge you will increase product and service knowledge to other personnel who need to know this. 
By empowering others, your organisation’s staff will be in a position to better suggest, promote and sell products and services. An understanding of this will automatically improve quality of work to all and well-being of individuals. This will also help the customer in their quest for clear information and may help to minimise customer complaints on your products and services.
It may be that previous knowledge on products and services has not been disseminated clearly to personnel within your organisation, or that elements have become outdated. Keep personnel informed on any subsequent changes and make information accessible to all for reference.
Knowledge you could share includes:
Product and service descriptions
Product and service features
Benefits of products and services
Pricing scales
Discounts (if applicable)
Supplier and manufacturer information, such as time-frames for delivery
[image: C:\Users\Sophie2\Desktop\ArtWork\stick_figure_talk_on_soap_box_800_wht_9143.png]Availability of products and services
Changes to products and services
Organisational requirements for products and services.

[bookmark: _Toc418763728][image: ]Activity 1D


[bookmark: _Toc418763729]2. Recommend products and services
2.1.	Ensure that recommendations on products and services are in line with organisational requirements
2.2.	Provide recommendations that emphasise product and service issues relevant to client needs
2.3.	Ensure that evidence in support of recommendations is verifiable and presented in a suitable format
2.4.	Structure recommendations to identify clear benefits to clients and the organisation
[image: ]

[bookmark: _Toc418763730]2.1 – Ensure that recommendations on products and services are in-line with organisational requirements
Make sure your recommendations follow your organisational requirements for business. Any recommendations made will need to be appropriate, achievable and beneficial to your organisation.
[bookmark: _Toc418763731]Check your organisational requirements
[image: C:\Users\Sophie2\Desktop\ArtWork\stick_figure_drawing_checklist_800_wht.png]Identify the expectations of your organisation, read your organisation’s policies and guidelines to understand operational requirements. If your organisation has a mission statement, read this and ensure that you have understood this and have made the correct interpretation. If in doubt, check this with other personnel and managers/senior personnel to see if they have other any information or a different understanding on this.
Look at how past business has been performed and check this against your recommendations. Is the current customer service strategy working and is this in-line with the direction of your organisation’s progress?
If not already done so when conducting your research on products and services, make sure you fully understand your organisation’s products and services. This will put you in a position of confidence when making your recommendations which will be made to improve and increase business turnover.
Compare your recommendations against the goals and objectives of your organisation. This will need to show a correlation to where your organisation wants to be. Make sure you are informed of any ongoing strategy developments or change of business so you can make fully formed opinions and decisions on your recommendations.
If your suggestions are different to organisational policies or guidelines, include your reasons as to why you are making this particular recommendation. You will need to show that you are aware of potential changes that may need to be made and you should support your recommendation with the appropriate information. 


[bookmark: _Toc418763732]Product and service information
Your documentation of products and services should serve as a resource for your conclusions when making your recommendations. 
To ensure you are familiar with the products and services, be aware of the following information:
Purpose of the product/service
How it works
Pros and cons of the product/service
Product/service benefits and any unique selling points
Development and/or manufacturing of the product/service
Quality and safety checking procedures
How delivery is made
Maintenance and servicing
After sales service
Expected lifespan of the product/service
Complimentary products/services
How the products/services compare to current products/services your organisation offers
How the products/services compare to competitors’ products/services.
[image: C:\Users\Sophie2\Desktop\ArtWork\Fotolia_28492530_S.jpg] 
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[bookmark: _Toc418763734]2.2 – Provide recommendations that emphasise product and service issues relevant to client needs
Your recommendations on products and service should cover all relevant issues that may affect both your organisation and customers/clients. Keep an open perspective on the parts that may or may not work well at all times. Be transparent in any concerns that you may come across so that procedures and processes can include contingencies. Your terms and conditions will also need to account for any service issues that could affect your customers.
[bookmark: _Toc418763735]Product and service issues
Customer delivery
Customer delivery should meet the expectations of the customer and your organisation. Any recommendations that you make should factor in delivery of products and services and meet your organisational requirements. 
Faults
Look to see if there are any faults or potential problems with the processes within your organisation and with suppliers. Check if products or services have common faults that may occur, and the agreements and returns policy that you may have with the manufacturers or suppliers. Ensure that your terms and conditions explain how faults are dealt with and the process to follow.
Market share data
Make sure you identify which organisations have the majority of the market share, and how this is shared across your industry. Be as informed as possible and regularly review market share data.
Organisational product knowledge
It will be essential that your product knowledge is as accurate and full as possible. To be confident of your recommendations you should have a thorough grasp on what products and services are there to make the best suggestions. Make a point of keeping up-to-date with your industry products and services.
Production down-time
[image: C:\Users\Sophie2\Desktop\ArtWork\Fotolia_4812280_XS.jpg]It is important to know if your organisation has down-time. This could be for maintenance of machinery, Holiday shut-downs (such as at Christmas) or instances where staff are unavailable such as departmental meetings. At such times, your operations will be reduced or will stop. Make sure you have you factored instances of this in and, if needed, make alternative arrangements to cover work commitments. 
Sales figures
Any recommendations that you make will need to show an increase to your organisation’s sales figures over time. To achieve this as quickly as possible, you may need to look at how marketing of your products and services is performed. Without promotion of your organisation’s products and services, it will be difficult to increase customer awareness and to encourage interest in your business. 
[bookmark: _Toc418763736]New products and services
With any new product or service, it is vital that all possible client issues are researched to cover all outcomes. If the product or service has been launched and sales prove to be below the expected amount, it could be that the needs of the customer/client have not been considered well enough.
If the product benefits for the customer/client have not been understood a solution will need to be found. The needs of the client should be evaluated and met accordingly.
Solutions may include:
Market research of product or service with some of your customers/clients
Ask your customers/clients what they think of the new product or service when you next speak with them or with pre-arranged interviews
Construct a product or service solutions guide in a format that is appropriate to the audience 
[image: C:\Users\Sophie2\Desktop\ArtWork\group_session_800_wht.png]Fully brief your sales team/people on selling the benefits of the products and services.
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[bookmark: _Toc418763738]2.3 – Ensure that evidence in support of recommendations is verifiable and presented in a suitable format
Provide evidence to back-up your research and compile a report of your recommendations. This will add value and reasons to your proposals. Make sure all evidence is referenced to the sources that you have used. It is important to make your information verifiable as questions may be asked of you that you will need to answer. 
[image: C:\Users\Sophie2\Desktop\ArtWork\Fotolia_12822716_S.jpg]You may have evidence of:
Product/service benefits
Customer feedback
Manufacturers and suppliers
Consumer interest
Consumer sales
Market trends.
[bookmark: _Toc418763739]Your formatted document
Present your findings clearly, in a professionally formatted document, that follows your organisation’s requirements. Separate elements of information into clear sections with headings that indicate the content. Produce a cover page and a contents page for easy use, and a summary overview at the start of your document to explain the purpose of your report. Make all text consistent in font and size, and in use of bold, italics and colour. 
Your organisation may have style guidelines to explain the preferred formatting for their business documentation, and they may have business document templates for you to use. Check your organisation’s style guidelines, if they have one, makes sure you use any company logo(s) and correct text alignment, etc. It is important to correctly brand your documentation so that managers/senior personnel will see a perfectly presented document that correctly represents the organisation.
Your report doesn’t need to be overly long to show its value, it just needs to include the information that is relevant. Always finish with a proof check to make sure spelling and grammar are correct and all information is accurate and clear on the page.

[bookmark: _Toc418763740][image: ]Activity 2C


[bookmark: _Toc418763741]2.4 – Structure recommendations to identify clear benefits to clients and the organisation
[bookmark: _Toc418763742]Structure your recommendations
Present your recommendations clearly so that the benefits are easy to interpret and understand as this may affect the decision to say yes or no to your suggestions. 
The benefits to your customers/clients should show supporting reasons so that this can be relayed concisely and quickly. By instantly having this information to hand you will assure the customer/client that you have fully researched the market for the best products and services. Your customers/clients may already know about other products and services and may be knowledgeable with your competitors’ products and services. A professional approach will show attention to detail and that standards have been checked. The customer/client will instantly want to know the advantages of any new product and service and you should be able to assist them in providing the facts.
Make any technical improvements obvious and provide supporting evidence of this. By having technical information to hand, you will be able to cover aspects such as usability issues and additional requirements that may be needed.
Your organisation will also need to see clear benefits to making any changes to their services and products that may be sold. Improvements need to be obvious as the cost implications to making changes will need to be budgeted for and reclaimed over time in organisational profits.
[bookmark: _Toc418763743]Identify the benefits
Functional benefits are instantly seen or assessed when using the product or service. 
[image: C:\Users\Sophie2\Desktop\ArtWork\presenting_product_800_wht.png]They will be the obvious selling points such as: 
Improved technology
Use of higher grade or more durable materials
Better design
Faster output/results.
There are also other benefits that customers/clients may have through using certain products and services. These are less tangible than the functional benefits but they will have a positive effect on the individuals after using the product/service.
Other benefits may include:
Enjoyment through improved effectiveness of product/service
Increased status due to the new product/service
Risk reduction of product/service can decrease worry or anxiety. 
[bookmark: _Toc418763744][image: ]Activity 2D


[bookmark: _Toc418763745]3. Advise on promotional activities
3.1. 	Provide advice that is clear, is supported by verifiable evidence and is compatible with organisational requirements
3.2. 	Ensure that promotional documentation and materials are appropriate to presentation of the organisation's products and services
3.3.	Ensure that costs of promotional activities conform to budget resources
3.4.	Estimate impact of promotional activities from verifiable customer feedback sources
3.5.	Evaluate the benefits of promotional activities and incorporate in plans for future promotional activities
[image: ]

[bookmark: _Toc418763746]3.1 – Provide advice that is clear, is supported by verifiable evidence and is compatible with organisational requirements
[bookmark: _Toc418763747]3.2 – Ensure that promotional documentation and materials are appropriate to presentation of the organisation's products and services
[bookmark: _Toc418763748][image: C:\Users\Sophie2\Desktop\ArtWork\judge_with_robe_800_wht.png]Make your advice appropriate
Your advice on any product and service recommendations must provide clarity on the needs of your organisation. Take into account any customer service issues or requirements and possible improvements to your customer service strategy. 
It is about overall improvement to the effectiveness of your organisation, and any products and services that they sell. There is no point in advising on a completely new area or direction for the organisation without ensuring that your recommendations are in-line with your organisational requirements. For example, it is doubtful that your organisation would change from providing pharmaceutical products to animal feed products.
Your information should be supported by as much evidence and reference as you are able to provide. Take the time to do both market and customer research. Make your advice as well-rounded as possible to show that you have looked at all eventualities.
[bookmark: _Toc418763749]Promotional requirements
Any organisation will need to have marketing and promotional strategies to make the most of their selling potential. It also helps to raise awareness of themselves with customers and within their chosen industry. Make sure the relevant personnel and sales team(s) are fully trained and ready to meet the needs of your clients/customers.
Your products and services will benefit from the correct approach to marketing and promotion. The audience needs to be selected and targeted appropriately to maximise the impact of your promotion. Look at the different ways you can promote your products and services and find out as much information as you can to make the most informed decisions for your marketing strategies.
Promoting opportunities can include:
Marketing literature, such as:
products/services brochure
organisational brochure
product/service leaflet
event leaflet/invitation
conference advert
Producing a conference pack to give out at conferences, example items may include:
branded plastic/paper bag
pens
note pad
marketing literature
novelty branded toy
Promotional video or television advert 
Sponsorship 
Local or national radio advertising
Press advertisements
[image: C:\Users\Sophie2\Desktop\ArtWork\Fotolia_9903885_S.jpg]Press releases
Billboard/display posters
Organisation’s website
Canvassing
Direct mail drops
Exhibitions and in-store promotions
Community projects
Industry alliances and networking opportunities
Word of mouth, recommendations and referrals.
[bookmark: _Toc418763750]Appropriate strategy
Look at all of the products and services that your organisation provides and at whether you will be promoting all or some of these. Choose the appropriate strategy for your promotions and produce a document with details of your proposals and reasons. Keep this clear and tailor your promotions correctly to the target audience.
Provide key points of information in your promotions so that you advertise the best features and benefits. Makes sure your promotions convey the truth and are not misleading to consumers. You may find that a disclaimer on your promotional materials is required. Be careful to cover all aspects and be as open as possible, you do not want to scare consumers away, but if needed, you could add a short text of your choosing as a helpful addition.


Example disclaimers:
The information prepared does not take into account any specific needs or financial obligations of the individual
Before proceeding with this product you may want to request a full product guide to assist you in making the correct choice
[image: C:\Users\Sophie2\Desktop\ArtWork\Fotolia_10056459_XS.jpg]You should consider if this is appropriate to your needs, further information can be provided upon request.
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[bookmark: _Toc418763752]3.3 – Ensure that costs of promotional activities conform to budget resources
Costs and budgets for promotional activities will vary. Make sure you have requested what you need to cover your proposed activities and that the available budgets are there before you start. Write a report on the promotional activity that you are planning. State the objectives, the target audience and the proposed outcomes and merits of success. Request the resources that you will need and any budgetary costs that you have the information for.
Resources may include:
Budgetary
Personnel
[image: C:\Users\Sophie2\Desktop\ArtWork\budget_cost.png]Human resources
Time
External resources, such as:
suppliers
printing
advertising agency.
Once your request for resources and budget has been made, you will then be in a position to know what is achievable. Plan your steps accordingly for your promotions. Make sure all requirements and processes are documented and a time-line for the events is made. It is important to stay focussed on what you want to achieve, regardless of the resources and budgets which are agreed. Use a checklist of action points so you can keep a clear order of events. Make sure that you manage the activities and that all personnel work as needed. If you need to bring in others to assist you, you should plan activities to meet these requirements.
Example information needed for your plan
	Financial resources
	Personnel resources
	Supplier and external resources

	Allocation of budget to required activities
	Allocation of roles and responsibilities
	Additional requirements for your promotion

	Take into account:
· The financial status of your organisation
· How the organisation is currently structured and operating
· Standard of employees expertise
· Customer satisfaction level
	Who will be affected by the plan?
	They will need to have:
Commitment to quality
Cost-effective communication
Timely service
Flexible approach
Market knowledge


[bookmark: _Toc418763753]Budgetary considerations
There may be additional costs involved in your promotional activities that you have not been able to confirm at the start, or that you may not be able to determine until further along in the process. Keep a check on all potential costs and especially the areas where costs can increase.
Items that may be needed for inclusion into your budget include:
Labour costs
External organisations involved
[image: C:\Users\Sophie2\Desktop\ArtWork\Fotolia_10137448_S.jpg]Production costs
Overhead costs
Advertising needs
Marketing materials
Product trial/free samples
Sponsorship
Trade show/conference participation.
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[bookmark: _Toc418763755]3.4 – Estimate impact of promotional activities from verifiable customer feedback sources
It is important to know how your organisation’s promotional activities are affecting business. Which activities work better than others, and are your marketing practices fair and follow the correct codes of practice. There are various ways to promote your business; some of these are shown below.
Advertisements
These can be produced in various ways and all with the aim of building your organisation’s presence and reputation. In printed format, these can be circulated in various publications such as, trade magazines, local and national newspapers and conference brochures. You can also advertise products and services on your organisation’s website, and with your local radio station, if suitable for your business industry. If you have the budget and the resources, you could create a television advert with impact, or why not try a billboard advertisement in a location that your target audience will see. The ways to advertise are endless and depend upon the vision and needs of your organisation.
Client functions
These events provide important networking opportunities and allow you to reinforce good business relationships and to make possible new business contacts. It is important to look after your clients and make them feel important. It offers a chance to discuss the needs of your client and in a more relaxed environment will offer an honest and frank interaction. Client functions include parties, trips to the theatre, dinner or lunch meetings and sponsorship events such as a day out to watch horse racing. 
Employee functions
Employee functions are just as valid as client functions. Not only does it provide a chance for your employees to network and socialise with colleagues, which helps to build up good working relationships, it also promotes well-being and a happy work environment. It can also be a great way to thank your employees for all their hard work by providing a special event or party for them. It can also provide an opportunity to invite the clients that deal directly with your employees, further building upon work relationships.
Media announcements
[image: C:\Users\Sophie2\Desktop\ArtWork\jump_team_celebrate_party.png]These can be a great way to build upon your organisation’s reputation. You could announce product and service information and also become involved in topical issues within your industry. By commenting on issues and trends you can show your experience and knowledge within your business sector and build up customer/client confidence and a solid reputation.


Product launches
These allow you to promote particular products that will have specific selling points and features. It is an opportunity to advertise your organisation at different event locations and can assist in maintaining your customer contacts by inviting them along. It will make them feel valued and will remind them of your organisation. 
Web pages
Your organisation’s website should be maintained regularly and used to both advertise your organisation, and the products and services offered. It is also allows you to highlight key personnel and contact information plus a chance to provide regular information updates. You could establish an industry news section or product developments. As long as your organisation’s website is kept up-to-date it is a great tool for promoting your business. You should also ensure that your website meets the correct standards for usability.
[bookmark: _Toc418763756]Customer feedback
Your customers’ thoughts and experiences will give you valid feedback and help indicate if you are going in the right direction. Increase your customer contact and ask them how they find your product and services and the experience of buying from you. This will give them a chance to voice any dissatisfaction or to express opinions that you may not have known.
You could construct an online questionnaire, send a customer survey, or contact customers by telephone and email as part of your after-sales service. It may be that there is little negative feedback but unless you ask, you will not know. 
[image: C:\Users\Sophie2\Desktop\ArtWork\Animations\figure_talk_giant_phone_anim_500_wht.gif]Verifiable customer feedback sources may include:
Audit documentation and reports
Complaints
Customer satisfaction questionnaires
Lapsed clients
Quality assurance data
Returned goods
Service calls.
Your organisation should have systems in place for their customer services and for handling any complaints. These should be followed as stated in your organisational policies. If there are any problems with the processes in place, bring this to your organisation’s attention so that this can be looked into and rectified.
Identify the key performance indicators (KPIs) from your customer feedback so that these can be analysed. There may be points to note such as average order-fulfilment time, employee complaints, product/service complaints, similar feedback given on your promotion and the number of new contacts established from the promotion.
[image: C:\Users\Sophie2\Desktop\ArtWork\woman_customer_phone_headset.png]Your customer feedback should be easily accessible so that the facts are available to others that may need them. It may also help you or others to look at buying patterns and at the products or services that show most interest – areas that may be developed in the future.
Let your customers know how their particular contributions have been considered, and the progress and eventual outcomes of any issues or complaints they may have had. Show your customers/clients that their feedback is taken seriously and that your organisation is acting to make further improvements.
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[bookmark: _Toc418763758]3.5 – Evaluate the benefits of promotional activities and incorporate in plans for future promotional activities
[bookmark: _Toc418763759]Evaluation
The next step is to evaluate your customer feedback and the promotional activities that have been carried out. Look at what has worked well and at the parts you may not have needed to include or did not prove to show any worthwhile results. 
It is only by trying out activities that you will be able to build up a picture of which promotional activities will work best for your organisation. This will help you to look at the successful parts that can be used again in future promotional activities. Your experience will build upon any future promotions.
Your evaluations should include:
Overall costs
Costs incurred against benefits made (return on investment (ROI))
Work needed to run the promotional activity
Time involved in the promotional activity
Interest shown by customers/clients and feedback given.
[bookmark: _Toc418763760]Future activities
Your promotional activities should help to increase your sales and your organisation’s profile. It is worth noting from your promotional activities the average value of each transaction or the average amount of leads to a potential sale which can help you plan future return expectations on the same type of promotion. Note the hit rate/interest shown on specific products or services so you can determine which are more likely to succeed on further promotions. 
[image: C:\Users\Sophie2\Desktop\ArtWork\stick_figure_stack_gold_800_wht.png]Look at the turnover analysis to evaluate prospective clients/customers, and the conversion rate from interested party to buying and becoming a client/customer. It is also good to keep a record of how often your clients/customers buy from you and what is bought. The percentage of enquiries received since the promotional activities were undertaken will indicate how successful this exercise was.
This will all help to build up client/customer profiles that can help you to further target your promotions. From the information you have gathered and analysed, you can refine your promotional activities to specific customer types.

[bookmark: _Toc418763761]Activity 3D
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Nearly there...
[bookmark: _Toc326743832][bookmark: _Toc330309176][bookmark: _Toc338606027][bookmark: _Toc338792185][bookmark: _Toc348021071][bookmark: _Toc418763763]Major Activity – An opportunity to revise the unit

At the end of your Learner Workbook, you will find an activity titled ‘Major Activity’. This is an opportunity to revise the entire unit and allows your trainer to check your knowledge and understanding of what you have covered. It should take between 1-2 hours to complete and your trainer will let you know whether they wish for you to complete it in your own time or during the sessions. Once this is completed, you will have finished this unit and be ready to move onto the next, well done!


Congratulations!
You have now finished the unit 'Recommend products and services.'
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