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Unit aim and purpose
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Lead direct sales activities in a contact centre team

This unit concerns being able to carry out sales activities in a contact centre, analyse contact
centre sales data, lead a team involved in direct sales activities and understand sales activities in a

contact centre team.

Learning Outcomes

Assessment Criteria

The Learner will:

1 Be able to carry out sales activities in a
contact centre

The Learner can:
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Prepare for a direct sales activity in
accordance with organisational procedures
Establish customer wishes and needs
Offer options to customers by linking their
wishes and needs to products and/or
services

Adapt their sales styles and techniques to
mirror customer wishes and behaviour
Close the sale by agreement with the
customer during the customer contact
Record the confirmed order in accordance
with organisational procedures

Ensure compliance with relevant regulation
and legislation that has an impact on direct
sales through a contact centre

Complete the authorisation or payment in
accordance with organisational procedures

2 Be able to analyse contact centre sales
data
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Collate sales data from direct sales
activities in a format that enables data
manipulation

Analyse sales performance against market
and customer trends

Summarise the results of the sales analysis
to enable the formulation of a sales plan

3 Be able to lead a team involved in direct
sales activities in a contact centre
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3.3

3.4

Identify sales activities which are capable of
fulfilling the sales plan

Agree realistic and achievable team sales
targets including cross-selling and up-
selling

Monitor the team’s sales performance
against agreed targets

Identify opportunities for improving sales
performance through a review of contact
centre team sales performance and
approach
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Learning Outcomes

Assessment Criteria

3.5 Provide encouragement and guidance to
team colleagues during sales activities

4 Understand sales activities in a contact
centre team

4.1 Explain the features and benefits of the
products and/or services offered or
supported by the contact centre

4.2 Explain the organisational and regulatory
requirements of direct sales activities

4.3 Explain the techniques for overcoming
objections and questions from customers
during sales activities

4.4 Explain the importance of adapting their
style and approach to mirror customers’
style and perspective

4.5 Explain the importance of setting a good
example in a contact centre team

4.6 Explain how to set sales targets including
cross-selling and up-selling

Assessment

This unit is internally assessed by centre staff and externally verified by OCR Assessors.

Guidance on assessment

Skills CFA Assessment Strategy Competence units (S/NVQ).

Additional information

For further information regarding administration for this qualification, please refer to the OCR
document ‘Admin Guide: Vocational Qualifications’ (A850) on the OCR website www.ocr.org.uk .
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