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	Part I: Vital Information 
	

	Author


	Marvo B. Prosper-Azille

	Instructional Topic


	Selling and Service

	Instructional Module/Training Plan Title


	The Principles of Selling and Service

	Learning Setting


	The course will be taught at the training classrooms of Baderman Island Resort’s Boardman Corporate University (Business setting).

	Audience


	A corporate training class comprising of 30 adults (men and

women). The age range is from 18 to 60 years old. The
trainees are fulltime employees of Baderman Island Resort

with work experience ranging from 0 to 20 years. Among

the group, there are high school diploma holders, first

degree, and graduate degreed workers. They come from

diverse economic and ethnic backgrounds. Majority of the

learners are a mix of auditory and visual.

	Delivery Modality (online, hybrid, face-to-face, and so forth)


	The course is an instructor led course and will be delivered in a face to face modality in a training classroom.

	Total Time Allotment 


	The course will be implemented on a weekly basis. Classes will held the first week of the month. Each class will be of one

day duration (9:00 a.m. to 4:30 p.m.). 

	Instructional Module/Training Plan Goal


	The learners will demonstrate and apply knowledge of the principles of selling and service. To include the following topics:
Persuasive communication
Personal selling skills
The relationship between personal selling skills and customer service
The psychology of selling 
Retail challenges
Effective sales techniques for retail.


	Two Performance-Based Objectives


	1. After viewing scenarios of effective and non-

effective sales techniques, the learner will be able

to identify effective sales techniques with at least 85% accuracy.
2. After listening to a presentation on persuasive

communication, the learners will be able to 

participate in simulations and role play activities

depicting five positive persuasive communication

strategies for sales and services.



	Summative Assessment Description


	1. Assessment via Exam: 

The trainees will have a final exam comprising of objective

type questions namely:

multiple choice, true/false, and matching.
Short answer: Fill in the blank and One or two sentence response type questions

Extended written response
The questions for the exam will be context

dependent. 
2. Direct Observation of Skills:

This will include the instructor directly observing the

learners in the role play and simulation activities as

they utilize the skills of persuasive communication

taught in the class. 


Instructional Module/Training Plan 
	Part II: Development 
	

	Attention Getter


	Treasure Hunt – Students will be given a grid filled with statements about the topic for the day’s lesson.  The objective is for each student to search for other students in the class who have had some experiences or knowledge about the topic.  When they have found someone who fits that description written in the rectangle, the student writes in that student’s name.

For example

Statement

Student with experience

Effective selling involves knowledge of the product

Remaining cool under pressure and keeping emotions in check

Using questions to gain an advantage

Extending courtesy to the customer



	Detailed Input of Content 


	The course will use Gagne’s Nine Steps for an effective learning experience.
1. Gain learner’s attention: This will be the attention getter described above. 
2. Tell the learners the objectives: The instructor will state the objectives of the course/lesson. This will cue the trainees into the goals of the instruction, what they will be able perform, and how they will be able to use that new skills in the workplace.
3. Recall prior learning: The instructor will refer back to the attention getter; the data collected from that activity will be used to conduct a mini class discussion. The “experts” who were identified will share their experiences on the topic with the class
4. Present stimulus material (instructional information): The instructor will have a lecture combined with PowerPoint presentation to deliver the content of the lesson.
5. Guide learners through info: Provide coaching on how to learn the skill. The trainees will be involved in role playing and simulation activities of effective sales techniques and persuasive communication strategies.
6. Have learner’s practice: At this point, the trainees will work in groups and then have a group presentation on the effective sales techniques or persuasive communication strategies.
7. Provide informative feedback: Having observed the trainees in steps 5 and 6, the instructor will use the data collected from the observations and tell them what aspects of the skills they are performing well. They will also receive specific guidance as to where they are falling short.
8. Assess learner: This will be direct observation of the trainees using the skills for effective sales techniques and persuasive communication strategies. They will be taken to the shops at Baderman island resort to practice the skills learned in the training sessions.
9. Provide tools for retention: The trainees will be given a review of the day’s lesson. They would also get some aspect of number 9 when they participated in real life application of the skills at the resort shops. This will aid transfer of the skills.
A typical day for the training will look like this:
9:00-9:15 a.m. : Lesson Introduction
9:15-9:45 a.m. :Lecture
9:45-10:00 a.m. : Break 
10:00 a.m.-12:00 p.m. : Simulations/Role plays 

12:00 p.m.-1:00 p.m. : Lunch
1:00 p.m.-3:00 p.m. : Group discussions/presentations
3:00 p.m.- 4:00 p.m. : Quizzes/Checks on learning
4:00 p.m.- 4:30 p.m. : Evaluation of day’s learning

Detailed Input of Content:
Persuasive communication techniques include the following.
I. Focusing on the other person's needs when speaking or writing. 
          A. Build your communication around the other person's needs, rather than those of the business.

II. Using persuasive words or phrases when speaking. 
         A. For example, 'the benefits to you are...', 'what you'll gain will be...', 'our services can save you time by...'. 

III. Watch out for and eliminate barriers to effective communication. 
        A. In face to face communication, always monitor facial expressions or body language for signs of confusion or misunderstanding.

IV. Talk to a plan that demonstrates to the potential costumer exactly how you are going to help them.
       A. The other major factor that impacts on your ability to communicate persuasively is your knowledge of policies, procedures, and good or services you are selling. Understanding these prevents you from making promises about services you can't deliver (Support Resources n.d). 
Basic (but effective) sales tips and techniques (Obringer n.d.)

I. knowledge and understanding of your prospects will determine how effective your sales technique will be.
     A. Listen to the emotional side of your customer: 
     B. Focus on your customer’s needs: 

     C. Use language that focuses on your customer: 

     D. Help your customer see the bottom line: 

      E. Find out your customer’s priorities:  


	Part III: Implementation
	


A. Whole group discussions with question and answer places the liability of learning on the student thus increasing trainee involvement. 


B.  Allows attention to be focused on specific details rather than general theories and offers prospects for targeted questions and answers.


A. games serve as a fun learning environment that serves as a motivator and opportunity for application of principles. 

	B. Actively involves learners and provides a challenge that can lead to confidence in knowing and expressing the material.(Wehrli & Nyquist, 2003).
	

	Formative Assessment


	Formative assessments enable the instructor to determine what is working and what needs modifications. This course will utilize:
1. Quizzes, and Tests: Are the easiest forms of information to collect or analyze about the student’s learning. They will be asked questions that will call for explanation of their thinking. E.g. Why is turning your back on the customer bad? Or questions that necessitate them to apply their thinking to a new situation that was not discussed in the class.
2. Observations: Trainees will be observed while engaged in an activity. For example, the role-plays and scenarios or actual selling in the shop. The trainees will be addressing a specific skill. The instructor observes and records who demonstrates mastery and who needs more support. This will be recorded on informal notes to be transferred to the student’s evaluation pages to motivate further training.  
3. Survey the Students: The purpose of the survey is not to assess their learning, but more so to get an insight into the usefulness of the course. Some items in the survey could be how they felt in the class; the instructor’s knowledge of the course, interaction with the students; the work done; the materials used and activities. They will rate their response on a scale of 1 to 5 with 5 being the highest and 1 lowest.



	Closure


	According to Wlodkowski and Ginsberg (2010), closure refers to how we end a learning activity and help learner’s feel a sense of completion. This training module will employ the following strategies to bring closure to lessons:
1. The basic concepts or skills for that lesson will be reviewed. The instructor will pose to the students an open-ended question and they will have one to three minutes to think about their answers. For example: What is the most important thing we discussed today?
2. Allow for clarification at the end of the learning activity. The instructor will ask students to pose any questions about the lesson that they did not understand.
3. Request feedback, opinions, or evaluation: A good activity for this would be Roses and thorns: Everyone in the class shares a high point and low point from the training with the rest of the class. 
(Facilitation Tips, Games, and Energizers)

	Materials and Resources


	The instructional plan proposes to provide instructional resources that will enrich learning and support the instructional process.

1. Computer for PowerPoint presentation and Internet: The computer will be an integral tool in the delivery of the course. It will be used by the instructor for the PowerPoint presentations and it will be utilized by the employers to get on the Internet to research information on the topics for the course. The computers will also be used for the simulations depicting real life activities in the stores and games.

2. Videos: The videos will be used to demonstrate some concepts like effective sales techniques and examples of persuasive communication.
3. The shops on Baderman Island Resort: The course will involve taking the employees to the shops to practice the principles of selling and service.

4. Games: The course will use games like Jeopardy or Win Lose or Draw to do checks on learning to determine if the employees are grasping the concepts. Questions will be posed to individuals on the team who will be rewarded for correct responses.

5. Scenarios/Role-play activities: The group will be given scenarios where they participate in role-play activities depicting everyday situations in a shop. I would give two groups the same activity and then have the rest of the class observe and have the class compare this will also facilitate whole group discussions.
6. Topics for discussion: Give starters like; If I a difficult customer comes in I would……. The class would give suggestions as to how they would deal with the situation.  

Supplemental Materials:

Rubrics for presentations and observations

Survey questionnaire 

Observation Sheets

Multiple Choice Questions

Classroom space

Text books
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