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OVERAL
RESULT

Result = 89,3%

Improvement of 0,9 pp.
VS. previous observation

3areasinplus,1inline
and 5 with worse
performance

Active contact and
additional sales below
target (=90%)!
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LOCATIONS
RESULT

3 stores achieved
maximum points = 100%

It is a positive trend vs.
previous observations.

One location crossed the
red line achieving only
58,4%.

There is a visible
correlation between the
observation result, NPS
and internal KPIs.
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NET
PROMOTER
SCORE

NPS = 62

Improvement of 5 points
VS. previous observation

Willingness to
recommend the brand

higher in case of female
auditors (67 / 61)

Biggest NPS gap can be
observed in the area of

active contact PRODUCT PRODUCT ACTIVE WORDS OF VISUAL LANGUAGE OF

KNOWLEDGE = DEMONSTRATION CONTACT ENCOURAGEMENT  MERCHANDISING BENEFITS
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C X PS for visits during which the sales assistant
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ACTIVE CONTACT

Focus on referral question,
only 5% of your sales force
use it while approaching
customer!

Reference to customer’s
behavior or an interest in a
particular product

= I see you are looking at this type
of bag”.

= ,Did you notice that the bag you
are holding has adjustable
Strap?”

NEEDS ANALYSIS

Despite the visible
improvement in the area of
needs analysis, in 96% of
visist sales assistants ask
only one open question

Open-ended questions allow to:
= get to know the customer’s needs
better

= establish closer relationship with
the customer

=  build trust between the sales
assistant and the customer

ADDITIONAL SALES

Focus on promotional
items, only 1 Sales
Assistant showed
discounted product as on
top selling option. Train your
staff on 4 add-on sales
techniques:

SET SELLING UP SELLING
(pairing (more expensive
item) item)

CROSS SELLING ON TOP SELLING
(complimentary (impulse / promo
item) item)




