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	   Where	  Do	  We	  Start?	  
	   RICK	  GIOIA	  •	  DUFRESNE	  RETAIL	  SOLUTIONS	  GROUP	  

Where	  do	  we	  Start?	  
You	  will	  never,	  ever	  lose	  a	  sale	  because	  you	  knew	  too	  much	  about	  your	  

product	  or	  your	  guest	  —	  never!	  	  But	  you	  will	  lose	  a	  lot	  of	  sales	  because	  you	  

did	  not	  know	  enough	  about	  your	  product	  and	  your	  guest.	  	  There	  is	  a	  system	  to	  

selling…	  

	  

You	  will	  find	  the	  tools	  you	  need	  in	  the	  following	  sections:	  

Section	  2	   Measuring	  

Section	  3	   What	  is	  a	  Guest	  

Section	  4	   What	  Is	  Selling	  

Section	  5	   The	  Six	  Groups	  of	  Knowledge	  

Section	  6	   Nine	  Essential	  Steps	  in	  Selling	  

Section	  7	   Habits	  

Section	  8	   Peak	  Traffic	  Times	  

Section	  9	   Slow	  Traffic	  Days	  

Section	  10	   Phone	  Ups	  

Section	  11	   Fabric	  Warranties	  

Section	  12	   Housekeeping	  

Section	  13	   Selling	  Payment	  Plans	  

Section	  14	   Seeing	  Results	  

Section	  15	   Job	  Summary:	  	  Sales	  Professional	  

Section	  16	   Worksheets	  &	  Check	  Lists

3



	   Measuring	  
	   RICK	  GIOIA	  •	  DUFRESNE	  RETAIL	  SOLUTIONS	  GROUP	  

Measuring	  
To	  find	  out	  where	  we	  are,	  we	  must	  be	  able	  to	  measure!	  

What	  Do	  We	  Measure?	  

Number	  of	  Traffic	  Ups	   •	  Measured	  electronically	  from	  door	  counter	  

•	  Not	  perfect	  (we	  know,	  nothing	  is)	  

•	  Consistently	  imperfect	  

Number	  of	  Recorded	  Ups	   •	  Measured	  manually	  from	  "Up	  Sheet"	  

•	  Not	  perfect	  (we	  know,	  nothing	  is)	  

•	  Self-‐regulating	  

Number	  of	  Sales	  and	  Amounts	   •	  Counting	  and	  tallying	  invoices	  at	  end	  of	  day	  

What	  We	  Get	  From	  Measuring:	  

	  

Why	  Do	  We	  Measure	  

•	   Financial	  investment	  is	  minimal	  (relative	  to	  the	  potential)	  

•	   Investment	  of	  time	  is	  minimal	  (easy	  to	  hand	  off)	  

•	   Provides	  a	  structure	  or	  framework	  for	  you	  to	  monitor	  (traffic;	  sales	  

efficiency)	  

•	   Ours	  is	  a	  pretty	  simple	  business	  (create	  traffic;	  convert	  to	  sales)	  

•	   Do	  you	  know	  how	  both	  are	  doing?	  

•	   If	  you	  can't	  measure	  it,	  you	  can't	  improve	  it!	  

•	   Our	  sales	  are	  equal	  to:	  

Traffic	  	  x	  	  Capture	  	  x	  	  Close	  	  x	  	  Average	  Sale	  
A	  10%	  improvement	  in	  any	  one	  of	  these	  will	  result	  in	  a	  10%	  increase	  

improvement	  in	  your	  sales!	  	  What	  does	  this	  do	  to	  your	  bottom	  line?	  
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	   RICK	  GIOIA	  •	  DUFRESNE	  RETAIL	  SOLUTIONS	  GROUP	  

your	  guests	  to	  answer.	  	  Your	  number	  one	  objective	  is	  to	  ask	  questions	  that	  

will	  give	  you	  the	  answers	  to	  begin	  to	  qualify	  what	  your	  guest	  needs:	  

“Welcome	  to	  (store	  name),	  my	  name	  is	  (name),	  may	  I	  ask	  yours?”	  

“Do	  you	  mind	  if	  I	  ask	  what	  brings	  you	  into	  our	  store	  today?”	  	  

The	  guest	  may	  tell	  you	  what	  they	  are	  looking	  for.	  	  However	  sometimes	  they	  

may	  tell	  you	  they	  are	  “just	  looking	  or	  browsing”.	  	  Respond	  by	  asking	  more	  

questions.	  

Would	  you	  allow	  me	  to	  save	  some	  of	  your	  valuable	  time	  today?”	  	  

May	  I	  ask	  if	  this	  is	  the	  first	  time	  visiting	  our	  store?	  

Have	  you	  heard	  or	  read	  about	  our	  big	  sale?	  

Can	  I	  offer	  you	  one	  of	  our	  flyers?	  

Definition	  of	  browsing:	  	  to	  wonder	  aimlessly!	  	  This	  is	  very	  true.	  	  Your	  guest	  

will	  aimlessly	  wonder	  until	  you	  are	  able	  to	  help	  them	  fill	  there	  need.	  

Remember	  to	  practice	  your	  effective	  greetings	  and	  to	  discard	  your	  non-‐

effective	  greetings.	  	  Once	  you	  have	  developed	  a	  skill	  to	  have	  several	  

effective	  greetings	  the	  more	  and	  more	  you	  use	  them	  you	  will	  have	  

developed	  a	  good	  productive	  habit.	  

Million	  Dollar	  Tip	  —	  Place	  a	  small	  mirror	  on	  your	  desk	  or	  your	  work	  station	  

to	  help	  you	  practice	  that	  million	  dollar	  smile.	  	  Each	  time	  you	  are	  on	  the	  

phone,	  keep	  the	  mirror	  in	  front	  of	  you	  and	  smile	  while	  you	  are	  talking.	  	  

This	  will	  help	  you	  practice	  your	  smile	  and	  transfer	  your	  positive	  attitude	  

through	  the	  phone	  as	  well.	  	  The	  more	  you	  practice	  the	  better	  your	  smile	  

will	  be.	  	  Write	  down	  on	  paper	  several	  greetings	  and	  record	  them	  every	  

time	  you	  use	  them.	  	  If	  they	  are	  working,	  practice	  to	  make	  them	  better.	  	  If	  

they	  are	  not	  working	  change	  them	  or	  discard	  them.	  	  Remember	  the	  

number	  one	  objective	  is	  to	  ask	  questions	  that	  will	  give	  you	  answers	  so	  that	  

it	  will	  allow	  you	  to	  begin	  qualifying.	  	  Only	  then	  do	  you	  have	  an	  effective	  

greeting.	  

2.	  QUALIFYING	  

Qualifying	  questions	  will	  raise	  you	  to	  the	  top.	  	  Once	  you’ve	  mastered	  these	  

key	  questions	  you’ll	  see	  your	  confidence	  rise	  to	  a	  new	  level	  and	  your	  sales	  

will	  increase!	  	  Guests	  will	  come	  to	  appreciate	  your	  input	  and	  feel	  confident	  

in	  your	  suggestions.	  	  Everything	  about	  your	  sale	  will	  come	  together	  more	  
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thoroughly	  the	  benefits	  of	  this	  feature	  to	  the	  guest.	  	  These	  multiple	  benefits	  

will	  exceed	  the	  price	  and	  emphasize	  the	  value	  in	  the	  product.	  When	  done	  

correctly	  the	  guest	  will	  not	  want	  to	  lose	  any	  of	  the	  benefits	  and	  will	  see	  the	  

value	  in	  their	  purchase.	  

Remember,	  practice	  your	  presentation!	  	  By	  doing	  so	  you	  become	  more	  

believable	  and	  more	  confident.	  	  The	  more	  confident	  you	  become,	  the	  more	  

confidence	  your	  guest	  will	  have	  in	  you	  and	  your	  product.	  

5.	  SALE	  

At	  the	  conclusion	  of	  your	  presentation,	  ask	  for	  the	  sale…	  How	  would	  you	  

like	  to	  pay	  for	  your	  purchase?	  	  Do	  you	  require	  delivery?	  	  Is	  there	  anything	  

else	  I	  can	  do	  for	  you	  today?	  	  Write	  the	  order,	  detailing	  it	  as	  you	  go.	  

If	  the	  guest	  is	  still	  unsure	  and	  they	  are	  not	  ready	  to	  make	  the	  purchase,	  

then	  you	  need	  to	  re-‐qualify	  the	  guest.	  	  Perhaps	  you	  missed	  an	  important	  

consideration	  that	  you	  then	  failed	  to	  address	  when	  trying	  to	  satisfy	  the	  

guest.	  

6.	  REINFORCE	  

An	  experienced	  salesperson	  will	  reinforce	  the	  sale	  to	  create	  a	  more	  

satisfied	  guest.	  	  Show	  the	  guest	  the	  product	  they	  just	  purchased	  and	  recap	  

all	  its	  features	  and	  benefits.	  	  Be	  sure	  to	  mention	  what	  a	  great	  choice	  it	  was	  

and	  that	  they	  will	  be	  pleased	  with	  the	  product	  they	  have	  chosen;	  mention	  

that	  it	  is	  the	  product	  you	  would	  have	  chosen.	  

7.	  NEXT	  PURCHASE	  

Even	  though	  your	  guest	  has	  purchased	  what	  they	  came	  in	  for,	  don't	  forget	  

to	  make	  a	  "next	  purchase".	  	  Next	  purchase	  questions	  can	  lead	  to	  additional	  

sale	  or	  sales.	  	  	  

"Do	  you	  mind	  telling	  me	  what	  you	  think	  you	  will	  be	  buying	  next	  or	  your	  
home?	  	  Then	  I	  can	  keep	  an	  eye	  out	  for	  you	  and	  if	  something	  comes	  in	  that	  I	  
think	  would	  interest	  you	  I	  will	  give	  you	  a	  call.	  	  You	  might	  want	  to	  stop	  in	  and	  
take	  a	  look".	  

Or	  consider	  this	  "next	  purchase"	  experience	  by	  a	  top	  salesperson:	  

"Do	  you	  mind	  me	  asking,	  it	  could	  be	  today	  or	  tomorrow,	  or	  maybe	  even	  the	  
near	  future,	  but	  if	  you	  were	  looking	  to	  replace	  or	  add	  anything	  to	  your	  home,	  
what	  would	  that	  be?"	  	  She	  told	  me	  she	  was	  looking	  for	  "a	  curio".	  	  I	  asked	  if	  it	  
was	  replacing	  another	  one?	  	  She	  replied	  that	  it	  was	  to	  be	  a	  second	  curio	  to	  
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match	  the	  one	  she	  already	  has.	  	  Once	  we	  qualified	  the	  colours,	  size	  and	  uses	  

for	  the	  curio,	  I	  was	  able	  to	  lead	  her	  to	  just	  the	  right	  one.	  	  After	  this	  sale	  I	  

asked	  the	  same	  woman	  the	  question	  again,	  "If	  you	  don’t	  mind	  me	  asking,	  it	  
could	  be	  today	  or	  maybe	  tomorrow,	  or	  maybe	  even	  	  further	  down	  the	  road,	  
what	  item	  might	  you	  be	  looking	  for	  next	  for	  your	  lovely	  home?"	  	  She	  replied	  
"a	  reclining	  chair".	  	  After	  qualifying	  her,	  I	  was	  able	  to	  show	  her	  just	  the	  

right	  chair	  and	  the	  sale	  was	  made	  to	  her	  satisfaction.	  	  I	  asked	  yet	  again	  the	  

“what	  might	  be	  next	  question”,	  and	  to	  my	  pleasure	  she	  replied	  “a	  reading	  

lamp”.	  	  Same	  process	  as	  above	  and	  the	  guest	  also	  bought	  the	  reading	  lamp.	  	  

Before	  the	  guest	  left	  the	  store	  I	  was	  also	  able	  to	  find	  out	  that	  she	  would	  be	  

looking	  for	  a	  new	  sofa	  in	  the	  next	  6–12	  months.	  

These	  qualifying	  questions	  may	  not	  always	  lead	  to	  a	  multi	  item,	  however	  

once	  you	  start	  asking	  and	  qualifying	  you	  will	  see	  your	  sales	  increase	  and	  

your	  guest	  satisfaction	  will	  skyrocket.	  	  

8.	  SAYING	  GOOD	  BYE	  

Saying	  good	  bye	  is	  the	  eighth	  essential	  step	  in	  selling.	  	  Let	  your	  guest	  know	  

you	  are	  thankful	  for	  letting	  you	  help	  them.	  	  Reassure	  them	  that	  you	  will	  

follow	  up	  in	  a	  few	  days	  to	  make	  sure	  everything	  is	  okay.	  	  Hand	  them	  2	  or	  3	  

of	  your	  business	  cards.	  	  Make	  eye	  contact	  and	  remember	  to	  smile!	  	  

Consider	  the	  following	  scenario	  from	  John	  F.	  Lawhon:	  

"Mrs.	  Smith,	  I	  want	  to	  you	  to	  have	  my	  card.	  	  If	  you	  have	  any	  reason	  to	  call	  our	  
company	  I	  want	  you	  to	  call	  me	  first	  so	  that	  I	  can	  see	  your	  needs	  are	  taken	  
care	  of	  promptly".	  	  As	  you	  say	  this,	  give	  the	  satisfied	  guest	  2	  or	  3	  of	  your	  
cards.	  	  The	  guest	  will	  invariably	  realize	  this	  and	  start	  to	  hand	  one	  back,	  

saying,	  "You	  gave	  me	  two	  cards".	  	  Your	  response,	  "I	  know	  that	  Mrs.	  Smith,	  
but	  it	  was	  such	  a	  pleasure	  to	  help	  you	  today	  —	  I	  bet	  that	  your	  friends	  are	  just	  
like	  you.	  	  Should	  any	  of	  them	  have	  any	  need	  for	  anything	  that	  I	  sell,	  please	  
give	  them	  my	  card.	  	  I	  would	  be	  glad	  to	  help	  them	  in	  any	  way	  I	  can."	  

9.	  FOLLOW	  UP	  

Continue	  the	  relationship	  with	  your	  guest	  by	  sending	  a	  thank	  you	  note	  

(handwritten	  preferably).	  	  An	  appropriate	  series	  of	  phone	  calls	  are	  an	  

important	  part	  of	  the	  sales	  process…	  

•	   a	  phone	  call	  prior	  to	  delivery;	  

•	   a	  phone	  call	  after	  delivery;	  and	  

•	   a	  phone	  call	  3	  months	  after	  sale.	  

A	  great	  follow-‐up	  gives	  an	  effective	  salesperson	  a	  huge	  advantage	  over	  
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their	  less	  rigorous	  competitor.	  If	  you	  can	  make	  your	  guest	  feel	  like	  you’ve	  

thought	  about	  them	  and	  would	  like	  to	  help	  them,	  the	  more	  likely	  they	  are	  

to	  classify	  you	  as	  “someone	  to	  trust”.	  

Following	  up	  positions	  you	  above	  your	  competitor	  so	  you	  can	  generate	  

more	  business	  from	  your	  existing	  guests.	  	  It	  shows	  that	  your	  company	  is	  

helpful	  and	  organized	  and	  really	  cares	  about	  satisfying	  guests.	  	  

Follow-‐up	  isn't	  just	  about	  selling.	  It's	  about	  building	  relationships.	  
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Selling	  Payment	  Plans	  
	  
Why	  Sell	  Payment	  Plans?	  
	  
1.	   Increase	  your	  close	  ratio!	  

•	   Payment	  plans	  helps	  make	  lookers	  buyers.	  

•	   When	  guests	  come	  "to	  just	  look"	  and	  then	  they	  see	  something	  they	  like,	  

by	  providing	  them	  time	  to	  pay,	  we	  give	  them	  the	  option	  to	  buy	  earlier	  

than	  originally	  planned.	  

	  

2.	   Increase	  your	  average	  sale!	  

•	   Guests	  buy	  more	  when	  given	  time	  to	  pay.	  

	   RSG's	  overall	  average	  sale	  is	  approximately	  $1,000.	  

	   RSG/Citi's	  average	  transaction	  is	  over	  $1,750.	  

Last	  year,	  overall	  average	  sales	  have	  dropped	  by	  Citi/RSG's	  average	  sale	  
has	  remained	  the	  same.	  

	  
3.	   Increase	  loyalty	  to	  your	  store!	  

•	   Guests	  have	  a	  pre-‐approved	  line	  of	  credit	  good	  to	  shop	  at	  your	  store.	  

•	   Over	  40%	  of	  RSG's	  credit	  business	  with	  Citi	  is	  due	  to	  guests	  coming	  back	  

to	  purchase	  again	  on	  their	  Citi	  cards.	  

	  

4.	   Creative	  a	  guest	  list	  to	  market	  to!	  

•	   Response	  ratios	  are	  better	  when	  guests	  already	  have	  available	  payment	  

plans	  at	  your	  store.	  

	  

How	  to	  Sell	  Payment	  Plans	  

The	  following	  chart	  outlines	  some	  of	  the	  key	  methods	  to	  selling	  payment	  

plans.	  	  Make	  sure	  you	  know	  all	  your	  company	  credit	  options	  —	  and	  be	  sure	  

know	  those	  of	  your	  competitors	  too.	  
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People People
Involved Involved

7:00am 3:00pm

7:30am 3:30pm

8:00am 4:00pm

8:30am 4:30pm

9:00am 5:00pm

9:30am 5:30pm

10:00am 6:00pm

10:30am 6:30pm

11:00am 7:00pm

11:30am 7:30pm

12:00pm 8:00pm

12:30pm 8:30pm

1:00pm 9:00pm

1:30pm 9:30pm

2:00pm 10:00pm

2:30pm

PERSONAL TIME ANALYSIS LOG

Activity ActivityTime Time
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