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Trainer/assessor guide

SIRWSLS004

Optimise customer and territory
coverage

Welcome to this unit of study ® . -

This unit describes the performance outcomes, skills and
knowledge required to efficiently plan for and service

business customers within a defined territory, and seek
F opportunities to improve territory coverage and service
efficiency.

|

It applies to individuals working in frontline sales roles who
work according to defined sales and service standards and
objectives.

It may be undertaken as:

» part of a formal qualification nationally recognised
through the Australian Qualifications Framework (AQF)

» astand alone unit

» part of a formal skill set

© smallprint owns all copyright on its products as detailed in the Copyright Act 1968.
It does not issue licenses for reproduction of this material.



Contents

AbOUL this trainer/ass@SSOr SUIE ........occevieeiriieeirrieeireeetrreeteeest e te et ssees e e seses e seessessaesssessassesssesseessessensnessansnes 4
LEAINING FESOUICE.......eiieiiiieieiteete et et e et st e e st st e s et s et e st e s e st e e e e s sat s b e s ea e e e at e e st e e ate s s e s ent e s s e e st esssasntesanesstasnnesssasensess 5
ToPIC 1: EStabliSh COVErage PIan .ottt ettt ettt sttt s be st b et e bt e b et enesbenbeneen 5
Source information for development Of COVErage Plan ....c.cocceeereneneneneeeseseree ettt sreseens 5

Create and doCUMENT COVEIAZE PlAN ...ovviriiriiiiriineeeie ettt sttt sttt s s b et e sbesaeenbesbesbeensesesbesne 9
Integrate strategies that ensure individual CUSTOMEr COVEIagE ....cvuivirinienieirierienieteesenseseeseessessessesessenses 12

Collect and report customer information and feedback ..........ccoeveirninenieineeee e 15

Check YOUT UNAEISTANGING ....coveviirieieiertinieietetertee ettt ettt st b e bbb bt e st e bbb et ebe s b e b et esesbesbenseneenis 19

Topic 2: Report 0N CUSTOMET INTEIACTIONS .....cocuirierierieeteeieeteeste et et et esbeesbeesueesaeesbeesatesasesabesatesnsesasesasesnsesseensenns 21
Make customer contact according to territory COVErage Plan ....coccveeeereerieenesereneeereseeseesee e seese s 21

Analyse and action customer feedback from @ territory ... 25

Prepare documentation following each customer iNTEraction .........ccceceveruerieverenierenneneeeeseseee e 28

Collate, prepare and submit documentation from iINtEractionS........cccecvvevieieienierierieeeesereeee e 31

Check YOUT UNAErSTANGING ....cocvvivieieiririerietsesteete sttt st ettt st b e e st sbe st e s esesbe st enbessesesbasensesessessensanseses 35

TOPIC 3: IMPIOVE COVEIAZER ..cuviutiuietirieeieste ettt et e st eat ettt s bt et et e s bt e bt et e s besat e st et e e bt e st e b esb e s st e st esseebeemtenbesbeemeeneeabesbeeneenten 37
Determine needs, expectations and assess satisfaction 1eVels ... 37

Initiate actions to improve business customer satisfaction [EVEIS ........ccvevveeeeriniecinenineeeeesee e 42
Opportunities to optimise coverage and promotional aCtiVity .......ccecvirerieiniinenienieseseeesese e 49

Check YOUT UNAErSTANGING ....coovirieiiiririeieteesiete ettt sttt ettt st ettt sttt e st e be st et e st ebe st e bensenesbesbensensenes 51
RETEIEINCES. ..ttt ettt r et 53
ASSESSMENT WOIKDOOK ..ottt ettt a e st st st st st e st s b e st saesatsnesabesntsnsanns 55
UNE INFOIMIGTION ettt ettt b et b e b bbbt a b b et b be e ebesesbeneees 57
What is competency-Dased aSSESSIMENT? .....ciiiiiriieietreeee ettt s b ettt e e s besbenae e ene 58
How will My cOmMpPetenCy D aSSESSEA? ..ottt sttt sttt b e s 59
ASSESSIMENT AZIEEIMENT ..cutiiiieitettesterte et ste st e s teste s te st e eube e beebe e be et e e be e beesseesbeesbe e saesssesabesaeesaeesssesasesnsesnsesnsenns 60
FOUNAAtioN SKillS CRECKIIST....coveiirieeeereee et sb e 61
SKillS FECOGNITION......eieeiiiieeieiteeeert ettt et et e st st e s see s et e s saesent e s aes st esssasnsasssasssasssesensasssesntasssessnsesssessasesssesanes 62
TopiC 1: EStabliSh COVEIage PIan ...ttt ettt sb e st e e st st e s e e s besbensenene 63
TOPIC 2: RePOrt ON CUSTOMEY INTEIACHIONS . .eeuiitiriieieierieeite ettt sttt b st sb e bt e b bt et e e e sbesbee e ennes 64
TOPIC 3: IMPIOVE COVEIAEER ..cuveniiiitiriieierte ettt st ettt sre et s bt bt e s bt sae et et e bt s bt e b e s b e s bt e st e sb e e bt satenbesbeemteaebesreentennes 65
KNOWIEAZE QUESTIONS ...ttt ettt st ee e sre st esse st e st s e e st snes st s se st sssesssassssnsesstsssesstessesssessesssesseesesnnensens 66
TopIC 1: EStabliSh COVErage PIan ..ottt sttt sttt e st ne e b b nee e 67
Topic 2: Report 0N CUSTOMET INTEIACTIONS .....cocuieierieeieeie ettt et et et et e st e e st e saeesaeesbeesatesasesatesatesnsesasesasessesseensenns 72
TOPIC 3: IMPIOVE COVEIAZER ..cuveuteuieteeieeieste et et etesteeutetesbesht et e tesbeeut et esbesaeeabesseebe e st e s esbe s st eabe s eebeentenbesbeentenbenbesbeeneenten 78
Topic 4: SPeCific KNOWIEAZE EVIARNCE ....c..ciiiriiieieecestee sttt sttt sttt s be b a e b b na e ene 83
PerformManCe taskS......ciiiiiiiiiinii e s s b e bt 86
Third party evidence COlleCtion @grEEIMENT .....cccciiiiiririeieereeeeee ettt sttt be sttt st st s b b e ene 87
TopIC 1: EStabliSh COVErage PIan ..ottt sttt sttt sttt s be e be b s e 88
Topic 2: Report 0N CUSTOMET INTEIACTIONS .....coctirierierieeie ettt et et et et e st esbeesaeesaeesbeesatesasesabesatesasesasesasessesnseensenns 90
TOPIC 32 IMPIOVE COVEIAZER ..cnveiieutetieieetesteettet e e st et etesbesht et e besbeeut et esbesatease st e ebe e st e s esbesaeeabe b e ebeeatenbesbeeneenbebesbeensentes 92

SIRWSLS004: Optimise customer and territory coverage (Trainer/assessor guide)
© smallprint V5 Jul 2019



COMPIELION FECONM......eiiiiiieeereeeeert ettt st e st st e s et st e s sae st e e sae s e st e e s e s st e b asntesssassnsesssesstasssessssesnsesssssennens 93
Unit mapping and assesSmMeNnt ChECKIIST ........covv ittt s 94

Trainer/ aSSESSOI USEI INSTIUCLIONS........uuueeeiiiieeeeeeeeeeeesseeersreseeereeeeeeeessssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssnnns 96

SIRWSLS004: Optimise customer and territory coverage (Trainer/assessor guide)
© smallprint V5 Jul 2019 e



About this trainer/assessor guide

Learning resource

The learning resource is divided into the following topics:
»»  Establish coverage plan
» Report on customer interactions

»  Improve coverage

Each topic provides information to help you gain the skills and knowledge required to perform the work tasks to which they
refer. Read the information and practise the skills described. You should also take the opportunity to undertake additional
independent research. Your trainer/assessor may also provide supplementary information including interpretation of the

contents of this resource.

At the end of each topic is:
»  asetof true or false questions

»»  aset of multiple choice questions

These questions provide an opportunity to check your understanding and progress. They are self-marking and do not form

part of the assessment for the unit.

Assessment workbook

To have this unit recognised as a formal qualification you need to have your skills and knowledge assessed. The assessment
workbook provides:

»»  information on competency-based assessment

»  instructions on how you will be assessed

»»  assessment tools to assess your competence

»  instructions on how to complete the assessment tasks within each assessment tool

To be assessed as competent you need to provide evidence that you have the skills and knowledge to undertake the
requirements of this unit. This assessment of competency is made by a qualified trainer/assessor from a registered training
organisation. You must complete all the assessments as directed by your trainer/assessor to the required standard. It is not
necessary to work through the guide in the order in which it is written. However this is at the discretion of your trainer/

assessor.

Disclaimer

Information contained in this resource is drawn from sources believed to be reliable. The firm, its employees, agents and
contractors do not warrant the correctness of the sources used and accept no responsibility to any person for any errors or

omissions or for any loss or damage howsoever caused from the use of this resource.
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