Course:
01.466

Floral Design and Management

Unit 19:
Managing the Retail Floral Operation
Lesson 3:

Selling in the Flower Shop

QCC:
450, 455, 458, 459, 465
Objectives: 

1.
Identify characteristics of a professional salesperson.

2.  List the steps a professional salesperson goes through in helping a customer make a purchase.

3.  Demonstrate effective selling skills.

4. Demonstrate telephone sales techniques.

5. Identify procedures for handling wire orders.
Teaching Time:

4 hours
References:

Anderson, Gary. Floral Design & Marketing. Ohio Agricultural Education Curriculum 
Materials Service, Columbus, OH.  Current Edition. 

Materials and Equipment:

2 Play Telephones

Floral Order Forms

Powerpoint: Under Marketing on Disc 4


Sales 1-8 Found in Marketing Powerpoint
Teaching Procedure

Introduction and Mental Set
Have students think about times they have been shopping for clothes or gone to a fast food restaurant.  How have the people who worked there treated them?  Choose two students or ask for two volunteers to do a role playing demonstration.

Person 1: customer

Person 2: bad salesperson

Role Play: Demonstrate the worst example of salesmanship possible.  This is a salesman you would never want to have.

Brainstorm: After role playing have the class list on the board all the things the salesperson did wrong.  When the list seems complete, have the students list the opposites of the undesirable characteristics.

For example: Your lists on the board may look like this:

Wrong:






Correct:

rude






friendly, pleasing personality, courteous

sloppy, grungy





pleasing appearance, neat, clean

apathetic





likes & believes in product, enthusiastic

not helpful





informed, knowledgeable

insecure, shy





confident

argumentative





diplomatic, tactful

fake






sincere

talking on phone to friends


pay attention to customer

chewing gum, smoking, eating


take care of personal matters in private

women putting on make-up

Discussion
1.
Take the list of characteristics of a professional salesperson mentioned in the mental set on the board and discuss each with the class.  Have the students write an explanation of each in their notes.
2.
List the steps a professional salesperson goes through in helping a person make a purchase.  Discuss these with the class.  These steps are presented in your book in Unit 21.

3.
Set-up one corner of the classroom like a sales area and have students role play the parts of a customer and a salesperson as you did in the introduction to the lesson.  Stress the use of the eight steps used by a professional salesperson.  Have some students act the role of angry customers and make it a fun activity.  Have the class evaluate each pair.
4.
Discuss the importance of selling by telephone in the florist business.  Present the important points in selling over the telephone.  Have students list these in their notebooks.

A.
Role-play a telephone salesperson using play telephones.  Have students placed back to back so they cannot see each other.  

B.
Have the other students evaluate each pair using the points listed in their notes.  

C.
These steps are also in the text in Unit 21.
5.
Explain the role of a wire service to a retail florist.  Discuss the benefits of a wire service.  If possible, borrow an old selection guide from a florist and share it with the students explaining how it is used.  Discuss the problem with pricing when wiring flowers from one town to another.  

A.
Let students know that the florist only gets 73% out of the price that is actually quoted to them.  Tell the students that this is the divisions of the wire cost: 

6. 20% goes to local florist for taking order

7. 73% goes to receiving florist for making arrangement 

8. 7% for a wire service fee for advertising and clearinghouse charges

B.
Also there is usually a communication gap that can tend to be a problem.
6.
Have student practice completing an order form for specific orders that you give them.  Get some old order forms from your local florist.
Summary

Review the important points of:

Why is good sales training important in the flower shop?

What are the characteristics of a professional sales person?

What are the steps a salesperson uses to help a customer make a purchase?

What are the important points in selling over the telephone?

What are the benefits of a wire service?

Evaluation 
Prepare a checklist of the steps to effective selling skills and have

students evaluate the role playing activity.
Write a short essay on the importance of being a good salesperson.

19.3.1

Evaluation

1 - 3.
List 3 characteristics of a competent salesperson.

4.
When is it appropriate to greet the customer and ask, May I help you?

5.
Which of the following initial approaches by the salesperson is most effective?

a.  service

b.  greeting

c.  merchandise

6.
Should you show a customer:

a.  one piece of merchandise
b.  a variety of merchandise with 

at a time





different prices

7.
When closing the sale, you should encourage the customer to add a card or balloons, etc.  This is called: __________________.

8.
What is the very last step of any sale?

9.
A clearinghouse for flower orders that ensures that flowers can be delivered anywhere is called a ___________________.

10.
Which of these is true?  (Write A or B).

A.
A florist may use any wire service at anytime.  Wire services do not collect members.

B.
A florist may use any wire service at anytime.  Wire services do not collect members.

11.
The receiving florist keeps what percentage of the cost of the arrangement.

12.
When taking an order that will be filled using the wire service, have the customer look through and choose an arrangement out of a ____________.

Answer Key:

1-3.
various answers (friendly, knowledge, neat, clean, pleasant, etc.)

4.
when the customer is obviously in a hurry

5.
merchandise (it allows the salesperson the opportunity to talk about the products)

6.
b.  a variety of merchandise with different prices

7.
suggestion selling

8.
thanking the customer and reassuring the customer

9.
wire service

10.
A

11.
73%

12.
selection guide

19.3.2

Scenarios: for role playing:

1.
You want to buy a floral arrangement for a friend in the hospital.  You are worried because you cannot afford to buy an arrangement as expensive as some others your friend has received, but you want it to stand out and be special.

2.
You need to buy a boutonniere/corsage for your date for a dance.  You are not worried about the expense as long as it looks perfect.  Your main concern is quality.

3.
You are hosting a dinner party for your parents anniversary and need a centerpiece for the table.  You are willing to spend up to $30.00 for the arrangement.

4.
You have to attend the funeral of an acquaintance.  You want to take something to the home of the family after the funeral.  You do not know if a potted plant or arrangement would be best.  Your main concern is bringing something appropriate.

5.
You need to send some flowers to your sister-in-law who just had a new baby.  She lives several states over. Can a florist in your town help you?

19.3.3

Evaluation Form for Salesman # ------

Which approach did the salesman use?

service
greeting

merchandise

Was this the best approach for the situation?  yes 
no

Did the salesman ask questions to determine the customer needs?  yes
no

Did the salesman show a variety of choice and emphasize the benefits of each?  



yes  

no

Did the salesperson encourage the customer to hold or smell specific flowers?


yes

no

Did the salesperson use descriptive language avoiding words such as nice and cute? 



 yes

 no

Did the salesperson handle questions effectively and demonstrate empathy with the customer?

yes 

no

Did the salesperson avoid asking a yes or no question when closing the sale?




yes 

no

Did the salesperson suggest that the customer buy an additional item such as a card or balloons?
yes

no

If this was a telephone sale, did the salesperson determine the method of payment?



yes 

no

If this was a telephone sale, did the salesperson repeat a brief description of the order?



yes 

no

Did the salesperson thank the customer?
yes 
no

Did the customer appear confident in his/her final selection?  yes
no
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