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ABSTRACT

The aim of this independent study is to study the selling process of the direct sales agent
rof th;e rétail business center at KASIKORNBANK. Public Company Limited in Amphoe Mueang,
Changwat Chiang Mai. This study was conducted by distributing questionnaires to 50 direct sales
people of the retail business center at KASIKORNBANK as a sample group.

The results of the study found that sales people’s rating of the importance of the 7 selling
process levels were rated at different levels. The most important process for them was to seek
customer. Then, the process of defining customer’s qualifications, preparing for meeting
customers, sales presenting, getting rid of argument, closing-sales session and after-sales contact
were rated low in importance respectively.

In the process of seeking customer, sales people mostly focused on target groups set up
by the bank especially the group of friends or intimate persons.

Most of sales people prepared themselves before meeting customers by preparing product

information compared with the information of competitive companies’ product. Then, they would



prepare answers for questions asked by customers and also set the objective in meeting the target
group.

* The sales people noted the importance of first impression and reliability regarding their
target group. Most of them decided to have face-to-face introduction in order to find out for the
needs of their target group.

In terms of sales presentation and demonstration, they mostly focused on advantages that
customers could receive from products by using the strategy that encouraged customer to have
positive response towards products.

It was shown that the argument that often took place was the service argument and most
sales people would go step by step to solve the problem. It was revealed that the most effective
way in getting rid of an argument was to change the customer’s point of interest by using many
techniques such as presenting selected product and comparing the truth of product qualification.

The proper time for conducting closing-sales session occurred when the target group
showed their interest in product. The effective technique for closing-sales session were direct-
closing, brief-closing, meeting with customer’s satisfaction closing, proposing benefit in buying
product in-time closing, confirming advantage closing, suggesting closing, comparing between
old and new product closing, confirming customer’s need closing, and assuming customer’s need
closing. After-sales contacting and maintaining relationship with customers were classified as the
most important process for sales people to do.

The problems they often faced that were rated at a moderate level are presented as
follows: late meeting with customer, limited time in talking with customer, Customer’s a bias
caused by information provided by a competitive company, unable to manage with prompt
argument, having less products. Moreover, they could not solve problems in practice because they
were not employees of the bank. Other problems were also presented as follows: unable to follow
up sales result and maintain relationship with custorner, lack of preparation before meeting
customer, having less knowledge in product information, having unsuccessful closing-sales
session in the first time, unable to demonstrate sample product, and not enough equipment and
tools in sales promotion. The problem of national bank regulations about customer’s

qualifications was rated at a high level that sales people are mostly faced with.



