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Introduction to Module 7
Selling and the Customer

The title of the module is Selling and the Customer.  It deals with two topics, and these are:  
Topic 1; Different Types of Buyers and Topic 2; Persuading the Customer.   

Topic 1 explores the idea of selling.  If you sell a product or service, the idea is to make a profit. 
It is therefore necessary to be clear about the qualities of a good sales person.  On that basis, 
you need to be familiar with the different types of customers and how to handle them.

Topic 2 develops the idea raised in Topic 1 by explaining why buyers choose to buy something.  
It deals with the element of persuasion by the sales person.  There are various forms of persuading 
customers that we will look at.  Issues such as curiosity, the desire to imitate others and the desire 
to posses, constitute some of the motives for buying.
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Topic 1
Different Types of Buyers

Introduction
This topic is meant to equip you with skills to assess individual customers and serve them  
accordingly and to distinguish different types of buyers.

Learning Objectives
After working through this topic, you should be able to:
•	 explain	the	qualities	of	a	good	salesperson
•	 describe	instinct	and	habitual	behaviors
•	 discuss	characteristics	of	different	buyers.

Contents List      
1.1 Introduction to selling 2
1.2 Qualities of a good salesperson 4
1.3 Buyers instincts and habits 6
1.4 Different Types of Buyers and their Habits 7
 1.4.1 The nervous buyer
 1.4.2 The sociable buyer
 1.4.3 The cautious buyer
 1.4.4 The cold buyer
 1.4.5 The argumentative buyer
1.5 What we have learnt 11
1.6 Glossary 12
1.7 Self-assessment exercise 12
1.8 Suggested answers to activities 13
1.9 Answers to the self assessment exercise 15
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1.1 Introduction to Selling
Selling	involves	exchange	of a product or services for money.  Entrepreneurs sell different 
ranges	of	products	or	services	to	customers.		Examples	of	products	are	television,	radio,	milk,	
bread,	and	shirt.		Examples	of	services	are,	repairing	a	shoe,	offering	legal	services	and 
servicing a car.  An entrepreneur starts a business in order a sell a product or service.  

Before proceeding to the details of this topic, attempt the following activity.

Activity 1A
1. Do you own a business, if so; have you sold something to a customer?
 (Yes / No) ________________.
2.  Was the customer happy of about the product you sold to him/her?
 (Yes / No) ________________ .
3. If he/she was happy, what do you think were the reasons?
(a) ___________________________________________________
(b) ___________________________________________________
(c) ___________________________________________________
4. If he/she was not happy, what do you think were the reasons?
(a) ___________________________________________________
(b) ___________________________________________________
(c) ___________________________________________________
5. Have you ever received a complaint from a customer?
 If so, write down two things that you did after the complaint.
(a) __________________________________________________
(b) __________________________________________________

Discuss your answers with colleagues before turning to the end of the topic for  
suggested solutions.

Selling	is	the	process	of	exchanging	a	product	for	something	e.g.	money.		For	the	selling	 
process	to	take	place,	one	must	have	something	e.g.	a	goat	that	he/she	is	willing	to	exchange	
for money with someone.  That someone must be having enough money required by the seller 
of the goat and also be willing to have a goat.  The two can then meet, the buyer giving the 
seller some money and the seller giving away the goat.  After this, we say selling has taken 
place.  The picture below shows a process of selling.
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The	term	selling	can	also	be	used	in	the	exchange	of	services.		In	this	case	if	John	wants	to	
have his hair cut, he would go to the barber who will sell the service to him i.e. cut his hair 
and	get	the	equivalent	money	in	return.		In	this	case,	we	say	selling	has	taken	place.

Selling	and	buying	are	two	sides	of	the	same	coin.		For	selling	to	take	place,	there	has	to	be	
someone who is buying.  This person (the buyer) is the customer.  Selling could not have been 
a problem, if we were living in a community of people i.e. customers who needed the same 
products,	had	the	same	level	of	wealth,	and	buy	from	one	seller.			In	this	situation	the	seller	
could just produce a uniform product and sell it to the customers.  People’s choices for prod-
ucts are different, that is, one product cannot be liked by all people.  This calls for the seller to 
have some skills to help him/her to gain favour with the customers.

Now	to	reflect	on	the	above	concept,	try	Activity	1B.
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Activity 1B
1. For selling to take place there has to be a       
  __________________ and a ____________________.
2.	 What	makes	selling	difficult?
______________________________________________________________
______________________________________________________________
3. People’s ____________________________ for products are different.
4. List four services that can be exchanged for money.
(a) ____________________________________________________________
(b) ____________________________________________________________
(c) ____________________________________________________________
(d) ____________________________________________________________
5. Write down reasons why sellers charge different prices to customers.
(a) ____________________________________________________________
(b) ____________________________________________________________

Discuss answers with your partner, and then go to the end of the topic for suggested 
answers.

1.2 Qualities of a Good Sales Person
The salesperson (the person who sells) should have all or some of the following qualities to 
be able to convince a customer to buy from him/her.

(a) Good communication skills
The salesperson must be able to talk nicely to customers.  The customers must always be 
made to feel important.  The salesperson should use the customer’s language (wherever  
possible) and have the idea that “the customer is always right”. That is, the salesperson should 
be tactful so as not to offend the customer even if the customer is wrong.

(b) Personal appearance
A salesperson, who is shabbily dressed, has uncombed hair etc., will not successfully sell 
anything.		The	buyer	will	have	the	wrong	impression	about	the	salesperson.		For	that	reason,	
the	salesperson	should	dress	in	a	way	that	meets	the	expectations	of	customers.		The	 
salesperson	must	first	of	all	impress	the	buyers	by	being	properly	dressed.		Think	of	a	person	
selling foodstuffs wearing dirty overalls and gumboots! 
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(c) Product knowledge 
It	will	be	very	difficult	for	someone	to	try	and	sell	a	computer	when	that	person	has	never	
used	a	computer.		The	buyer	would	want	to	find	out	from	the	seller	how	the	components	of	a	
computer work.  Our aspiring salesperson will be stuck.  Put simply, a person who wants to 
sell a washing machine should know the best machine, in terms of capacity, speed and life 
span

(d) Feeling for the customer
Selling should not be done for the purpose of getting money from a customer only.  A  
salesperson must deal with customers sociably so that the customers will come again, and 
also	tell	others	about	the	good	experiences	in	his/her	shop.		The	sales	person	should	put	 
himself in the shoes of the buyer.  By doing so, he/she will treat the customer in the same way 
he would want to be treated.  This ensures that the way he/she deals with the customers will 
leave	them	happy	and	willing	to	do	business	with	him/her	next	time.
Before	proceeding	to	the	next	item,	try	Activity	1C.		

Activity 1C
1. Do you have the qualities of a salesperson?
 (Yes / No) _________________.
2. List the qualities that you do not posses.
 (a) _______________________________________________
 (b) _______________________________________________
 (c) _______________________________________________

3. Write two things you can do when you cannot speak the same    
 language as the customer.
 (a) _________________________________________________
 (b) _________________________________________________

4. State two reasons why the salesperson needs to have knowledge of the 
 product he/she is selling.
 (a) _________________________________________________
 (b) _________________________________________________

Discuss the answers with your partner, then go to the end of the topic for suggested 
answers
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1.3 Buyers’ Instincts and Habits
Read the following situation and attempt the activity that follows: 

Mrs. Moabi enters a supermarket, picks up a pack of pet food from a freezer, mistaking it for 
beef to be consumed by human beings.  But due to the unfamiliarity of the packaging, she did 
not buy the pet food.

Activity 1D
1. What made Mrs. Moabi not to buy the pet food?
_______________________________________________________________
_______________________________________________________________
2. Have you developed a habit of buying from one supplier?
  (Yes/ No)______________.
3. State two reasons to your answer to (2) above.
(a) ____________________________________________________________
(b) ____________________________________________________________
4. Do you like customers to develop a habit of buying from you?
 (Yes/No)  _______________.
5. List three things you can do to your business to enable customers to   
 develop a habit of buying from you.
(a) ____________________________________________________________
(b) ____________________________________________________________
(c) ____________________________________________________________

Read the following paragraphs, revisit activity 1D and then go to the end of the topic 
for suggested answers.

An ‘instinct’ is an involuntary reaction to some stimulus, whereas habits are actions that are 
done	on	a	routine	basis.		If	you	go	back	to	Mrs.	Moabi’s	story	you	will	realize	that	she	has	
been	helped	by	instinct	to	avoid	buying	pet	food,	instead	of	normal	beef.	It	is	this	natural	 
suspicion that led Mrs. Moabi to think that something is a miss about the package of the beef.  
On	the	other	hand,	habits	are	buying	behaviours	we	learn.		If	a	customer	buys	Colgate	every	
time	he	wants	toothpaste,	we	say	that	a	customer	has	a	habit	of	buying	Colgate.		Habits	 
develop	from	an	experience	that	a	customer	gets	the	first	time	he/she	uses	a	product.		If	the	
first	use	was	satisfactory,	the	next	time	the	customer	runs	out	of		toothpaste,	“Colgate”	rings	
in	his/her	mind.	It	is	easier	for	the	salesperson	to	manipulate	habits	than	instincts.		It	is	 
important that the salesperson drives a customer into the habitual buying of his/her product.  
This is in favour of the salesperson because a customer who has developed a habit of buying 
from the salesperson’s business, has developed some loyalty. The habitual buyer is likely to 
bring his/her friends to the business.
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Something can, however, be done by the business person on the instincts. Since instincts are 
natural, it is important that the shop be kept clean, well decorated and  air freshened as the 
nature of the business permits so as to tell the natural reaction (instinct) of a customer, that the 
business offers the best service and drive the customer into patronising it habitually.

To	reflect	on	what	we	have	just	discussed,	attempt	this	activity	.

Activity 1 E
1. Have you observed whether customers are always coming in any of the  
 business that you are a regular customer to? 
 (Yes/No) ______________.

2. State two likely reasons to your answer to (1) above
 (a) ______________________________________________________
 (b) ______________________________________________________

3. Habits develop from instincts; list three positive habits a business    
 person should develop.
 (a) ______________________________________________________
 (b) ______________________________________________________
 (c) ______________________________________________________

Compare your answers with those at the end of the topic.

1.4 Different types of buyer & their habits
There are different types of buyers, namely; the nervous buyer, sociable buyer, cautious 
buyer, argumentative buyer and the cold buyer.  Let us look at these types of buyers closely.

1.4.1 The Nervous Buyer
The fear of spending money usually causes some customers to hate buying.  This hatred 
drives them into some sort of fright, which will render them easily irritable.  Nervousness also 
emanates from the fear of being cheated.  A good business person should always be friendly 
to the customer and should strive to convince the customer that the buy is the best one.   
Nervous	buyers	need	to	be	helped	to	make	decisions.			If	dealt	with	properly,	nervous	buyers	
can be turned into loyal buyers because they will always think of the friendly business person 
every time they think of buying something.
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Activity 1F
Circle the letter representing the most suitable answer.
Example:
1. The salesperson should be:
A. a short man
B. very sociable
C. staying in town only
D.  ladies  only
2.  Nervous buyers are ____________.
 A. people who quickly make a decision to buy.
 B. people who imitate others
 C. afraid of spending money
 D. spend thrifts
3. Nervous buyers are also afraid of:
 A. being cheated
 B. buying expensive things
 C. public criticism
 D. entering shops
4. A good business person must be __________________to nervous  
 buyers.
 A. strict
 B. lenient
 C. friendly
 D. rude
5. Nervous buyers can be turned into _________________ if dealt with  
 properly.
 A. instincts
 B. general customers
 C. loyal customers
 D. friends
6. A good salesperson should __________.
 A. strive to convince the customer that the buy is the best one
 B. hates nervous buyers
 C. not talks to nervous buyers
 D. always strive to do away with stupid buyers
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Discuss the answers with your partner then compare with the suggested  
answers at the end of the topic.

1.4.2   The Sociable Buyer
Some buyers are easy to deal with.  They discuss their needs with the seller in a friendly way.  
This	type	of	buyer,	on	the	average,	is	not	worried	about	spending	money.		He/she	is	interested	
in	getting	the	product,	hence	the	desire	to	share	her/his	needs	with	the	business	person.		Here,	
there	is	a	chance	for	a	salesperson	that	has	the	welfare	of	his/her	customers	at	heart.		He/she	
will deal with the sociable buyer honestly, on an environment which cultivates a good future 
business relationship. 
 
1.4.3 The Cautious Buyer
These buyers are almost the same as nervous ones.  They are sensitive to prices so much that 
before making a purchase, they make every possible effort to search, evaluate and compare 
alternative businesses offering the same product.  The salesperson needs to be careful here.  
He/she	ought	to	make	sure	that	the	products	meet	the	needs	of	the	customer	and	that	they	are	
best	priced	and	are	durable.		A	cautious	buyer	should	be	satisfied	the	first	time	he/she	comes	
to	buy.		Failure	to	do	so	will	mean	losing	that	customer.

To	reflect	on	the	foregoing	attempt	Activity	1G.

Activity 1G
1. List two characteristics of a sociable buyer.
 (a) ______________________________________________________
 (b)  ______________________________________________________

2. List two characteristics of a cautious buyer.
 (a) ______________________________________________________
 (b)  ______________________________________________________

3. Write down the differences between a sociable buyer and a cautious    
 buyer.  

 Cautious Buyer     Sociable Buyer
 1.  ______________________    ________________________
  ______________________   ________________________ 
 2.  ______________________    ________________________
  ______________________   ________________________ 
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Fill in the blank space.

4. Cautious buyers are  ____________________________________
 A. people who do not care about wasting their monies.
 B. people who buy after a thorough comparison of prices.
 C. people who are more interested in quality than price.
 D. customers who always want cheaper things.

5. Sociable buyers __________________________________________
 A. discuss their needs with sellers in a friendly way.
	 B.	 are	difficult	to	convince
 C. are price sensitive
 D. just buy without discussing with the seller.

Discuss the answers with your partner before going to the end of the topic for  
suggested answers.

1.4.4 The Cold Buyer
Some people may not buy if not persuaded to do so.  This group of buyers requires you to 
exercise	good	salesmanship.		They	need	something	but	are	just	not	in	a	hurry	to	make	a	 
purchase decision.  Unless some arousal is triggered, they may delay buying.  The  
salesperson here has a duty of stimulating the deferred buying decisions so that it could be 
done now.

1.4.5 The Argumentative Buyer
People	with	some	knowledge	about	a	product	are	difficult	to	deal	with.		This	is	caused	by	the	
fact that they have some information about what they want to buy.  The salesperson should 
be polite and tactful in trying to argue with this type of a buyer because he or she (the buyer) 
may be offended by the argument and decides to switch to another seller.  The salesperson 
should make sure that the argumentative buyer wins the argument every time as long as it 
means he/she ends up buying from him/her (the salesperson).

Before we summarise this topic, do the following activity.
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Activity 1H
1. Write down the steps you will take to persuade a cold buyer to buy  
 school uniforms for his children from your shop.
 (i) _______________________________________________
 (ii) _______________________________________________
 (iii) _______________________________________________
 (iv) _______________________________________________

2. How would you convince the argumentative buyer that your goods are  
 the best ones?
 (i) _______________________________________________
 (ii) _______________________________________________
 (iii) _______________________________________________

Discuss the answers with your partner before going to end of the topic for suggested  
answers.

1.5 What We Have Learnt
We have learnt that: 
•	 selling	is	the	process	of	exchanging	a	product	or	service	for	money
•	 selling	and	buying	are	two	sides	of	the	same	coin
•	 people’s	choices	for	products	are	different	and	different	people	have	 
 different amounts of money to buy even similar goods hence the seller has to charge  
 different prices.
We have learnt that the sales person needs to have the following qualities:
	 •	 good	communication	skills
	 •	 good	personal	appearance
	 •	 product	knowledge
	 •	 feeling	for	the	customer
Furthermore,	the	topic	has	shown	us	that:
	 •	 habits	develop	from	an	experience	and	become	routine	

an instinct is an involuntary reaction to some stimuli•	
	 •	 a	salesperson	can	use	a	buyer’s	instinct	to	develop	a	buyer’s	habit	of	 
  buying from him/her
	 •	 nervous	buyers	are	afraid	of	being	cheated
	 •	 sociable	buyers	discuss	their	needs	with	sellers	in	a	friendly	way.
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	 •	 cautious	buyers	compare	and	evaluate	products	and	prices	before	buying.
	 •	 cold	buyers	defer	their	purchases
	 •	 argumentative	buyers	have	some	knowledge	on	the	product	they	are	 
  buying.

1.6 Glossary
Instinct	 :	 Is	a	natural	suspicion	over	something.
Habit		 :	 Action	done	on	routine	basis.
Products	 :	 Goods	and	services.
Defer  : Postpone something e.g. postponing a decision.
Sociable : Being friendly to other people.
Nervous : Suspicious and undecided.
Cautious	 :	 Careful	e.g.	in	deciding	to	buy	something.
Salesperson: A person who sells products.
Patronising : Visiting e.g. customers visiting your business.

1.7 Self-assessment Exercise 
1.	 Against	each	type	of	buyer,	write	two	characteristics	in	the	spaces	provided.
 Type of Buyer       Characteristics
	 (a)	 Cold	Buyer		 		 	 (i)	 ________________________
	 	 	 	 	 	 	 (ii)	 ________________________
	 (b)	 Cautious	Buyer	 			 	 (i)	 ________________________
	 	 	 	 	 	 	 (ii)	 ________________________
	 (c)	 Nervous	Buyer	 			 	 (i)	 ________________________ 
	 	 	 	 	 	 	 (ii)	 ________________________	
	 (d)	 Argumentative	Buyer	 	 (i)	 ________________________
	 	 	 	 	 	 	 (ii)	 ________________________		
	 (e)	 Sociable	Buyer	 	 	 (i)	 ________________________		
	 	 	 	 	 	 	 (ii)	 ________________________
2. List four qualities of a salesperson.
	 (a)	 ________________________________________________________
	 (b)	 ________________________________________________________
	 (c)	 ________________________________________________________
	 (d)	 ________________________________________________________
3.	 Define	a	habit.
	 _______________________________________________________________
	 _______________________________________________________________
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1.8 Suggested answers to activities
Activity 1A
1. Either ‘Yes or No’ are correct.
2. Either ‘Yes or No’ are correct.
3. (a) Friendly discussions.
 (b) Explanation on how to use the things sold
 (c) Good business environment. 

4. (a) He/she felt offended due to arguments.
 (b) He/she was not talked to politely.
 (c) No explanation on how to use the goods that he/she bought. 

5. (a) Promise to correct the mistake.
 (b) Correct the error at no cost to the buyer.
  (c) Apologised for the inconvenience caused.

Activity 1B
1. Buyer and seller
2. People’s choices are different and there are so many sellers selling similar  
 products.
3. Choices
4. (a) Hairdressing
 (b) Sewing
 (c) Cooking food
 (d) Cleaning
5. (a) Different people have different levels of wealth.
 (b) People like different things.

Activity 1C
1. Varies with different individuals.
2. Again varies with different people.
3. (a) Politely tell the customer you cannot speak his/her language.
 (b) Tell the customer you are eager to learn his/her language.
 (c) Find someone to interpret for you.
4. (a) To assist the customers.
 (b) To be able to handle the argumentative buyer.
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Activity 1D
1. She had a natural suspicion that it was not beef.
2. Either  “Yes/No”
3. The answers depends on your answer to 2 above.
4. Yes
5. (a) Keep the premises very clean.
 (b) Be polite to customers.
	 (c)	 Put	flowers	and	decorations	in	the	premises.

Activity 1E
1. Either Yes or No.
2. Depends on your answer to (1) above.
3. (a) Politeness to customers.
 (b) Cleaning the business premises.
 (c) Using the language of his/her customers.

Activity  1F
1. B
2. C
3. A
4. C
5. C
6.  A

Activity  1G
1. (a) Free to discuss needs with sellers
 (b) Not worried about spending money.
2. (a) Afraid of spending money.
 (b) Afraid of being cheated.
3. 
  Cautious Buyer        Sociable Buyer
  1. Compares and evaluates alternatives   1.  Free and  
  friendly,        discusses his/ 
          her needs  
          with sellers.
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2. Price sensitive        2.   Not afraid of pending  
         money.
4. B Cautious buyers are people who buy after thorough comparison of  
  prices.
5. A Sociable buyers discuss their needs with sellers in a friendly way.

Activity 1H
1 (i) Start being friendly with ordinary stories.
 (ii) Give a cautionary statement about children not having school  
  uniforms.
	 (iii)	 Explain	children’s	benefit	of	having	school	uniforms.
 (iv) Persuade the customer to make an immediate purchase.

2. (i) Agree with the buyer that his/her base for argument is valid.
 (ii) Ask him/her to try your product and later give comments.
 (iii) Thank the buyer for the decision to buy from you.

1.9 Answers to the Self-assessment Exercise
1.	 (a)	 (i)	 Has	a	tendency	of	postponing	buying	decisions.
  (ii) Only buy when stimulated to do so.
 (b) (i) Always compare and evaluate alternative business people.
  (ii) Are price sensitive.
	 (c)	 (i)	 Fear	of	spending	money.
	 	 (ii)	 Fear	of	being	cheated.	
	 (d)	 (i)	 Has	some	knowledge	of	the	product	he/she	intends	to	buy.
  (ii) Does not easily accept the seller’s opinions.
 (e) (i) Discuss their needs in a friendly manner.
  (ii) Not worried about spending money
2.	 (a)	 Good	communication	skills
	 (b)	 Good	personal	appearance.
	 (c)	 Feeling	for	the	customer.
 (d) Product knowledge.
3. A habit is an action done on a routine basis.
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TTt
Topic 2

Persuading the Customer

Introduction
This topic is designed to equip you with relevant skills to persuade a customer to buy from 
you.		It	also	makes	you	aware	of	the	different	reasons	why	different	customers	buy.		In	Topic	
1	we	looked	at	different	types	of	customers,	and	we	shall	use	that	as	the	basis	for	discussion	
in	this	topic.	Here	are	two	questions	to	prepare	you	for	what	follows.	What	do	you	do	to	 
encourage customers to buy your product? What additional skills do you think you need to be 
a successful salesperson?

Learning Objectives
By the end of this topic, you should be able to:
•	 explain	different	reasons	for	buying
•	 identify	ways	of	persuading	the	customer.

Contents List
2.1  Persuading the customer 17
2.2  Forms of customer persuasion 17
2.3  Why people buy goods and services 20
2.4  The desire to possess 22
2.5  Intention to imitate others 23
2.6  Curiosity and personal pride 24
2.7  What we have learnt 25
2.8  Glossary 25
2.9  Self-assessment exercise 26
2.10 Suggested answers to activities 27
2.11 Answers to self-assessment exercise 29
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2.1 Persuading the Customer
Buyers fall into different categories, as a result, they need different levels of persuasion.   
Persuading the customer is basically, the process of politely convincing a client to buy from 
your	business.		If	we	do	not	persuade	customers,	they	will	go	and	buy	from	similar	 
businesses.  

Activity 2A
1. I run a business or intend to run a business because 
 _______________________________________________________
2. I intend to always get money from my business because_____________  
 buy from me.
3. I always want to keep my __________________ because my business  
 may close if I lose them.
4. If I shout at my customers, they will get to other _________________.
5. A business without ______________________ is not a business at all.

Discuss the answers with your friend before checking suggested answers at end of 
the topic.

2.2 Forms of Customer Persuasion
(a) Good public relations
The way a business interacts with its customers determines whether the customer will  
patronize the business again.  Public relations involves handling customer complaints and 
how	the	business	person	helps	the	customer	to	make	buying	decisions.		It	is	the	salesperson’s	
duty to provide solutions to customer needs.  The salesperson should decide and see whether 
his or her products will satisfy customers’ needs.

(b) Advertising
This	is	a	paid	form	of	influencing	the	customer	to	buy	from	you.		It	can	be	done	through	
radios, newspapers, posters etc.  We say it is a paid form because money has to be paid for an 
advertisement	to	go	through.		Advertising	includes	sales	promotion,	for	example	two	 
products for the price of one, free samples, discounts, etc.  To be able to successfully  
persuade a customer, there must be friendly relationships between the customer and the  
salesperson.  No matter how rude the customer may be, the salesperson must tactfully deal 
with such situations so that the customer does not feel offended.  Advertisements must be  
designed in such  a way that they capture the attention of the customer, develop interest in the 
customer,	create	desire	to	buy	and	finally	prompt	the	buying	action.		See	the	advertisement	
below.  
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The advertisement above shows how Mrs. Moabi persuades customers to buy from her  
during the mid-month through special offers.
To	reflect	on	the	foregoing	attempt	activity	2B

Activity 2B
1. (a) List two sales promotion activities mentioned above.
 (i) _________________________________________________
 (ii) _________________________________________________
  (b) Public relations refers to how the business interacts with the  
  public.  List two public relations activities.
 (i) _________________________________________________
 (ii) _________________________________________________
2. Some customers are rude to the sellers.  If you are approached by  
 such customers, will you let them go because they do not understand?
 (Yes/No) _____________. 

3. If “NO” list two things you can do to the customer.
 (a) _________________________________________________
 (b) _________________________________________________
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4. Some customers do not pay in time if given credit. These customers 
  have a problem in paying , but still remain your customers.  Write down two  
 things you can do to make them pay without disturbing the relationship.
 (a) _________________________________________________
 b) _________________________________________________

5. Do you think giving free samples to customers is expensive and will make  
 you lose money? 
 (Yes/No) ______________.

6.	 Briefly	explain	your	answer	to	(5)	above.
 ______________________________________________________
 ______________________________________________________
7. Have you ever politely persuaded a customer to buy from you? 
 (Yes/No) ______________.

8. If so, did you have a positive response outcome, please state?”  Is the  
 customer still visiting your business? 
 (Yes/No) ______________.

9. If “Yes”, write down three possible reasons for that.
 (a) _______________________________________________
 (b) _______________________________________________
 (c) _______________________________________________

10. To discuss social and economic problems with your customer is good  
 public relations that will help you win them.  List two reasons for this
 (a) _______________________________________________
 (b) _______________________________________________

Check suggested solutions at the end of the topic.
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Some  public relations activities are listed below and you should practice them every time.
•	 greeting		a	customer	in	his/her	own	language
•	 cracking	jokes	with	customers
•	 inviting	your	customers	to	some	functions	e.g.	birthday	parties,	weddings,etc.
•	 visiting	your	customers	for	purposes	of	social	discussions
•	 joining	your	customers’	recreational	clubs
•	 donating	to	your	customers	club
•	 helping	the	poor	in	your	community
•	 sponsoring	some	activities	in	your	community. 

2.3 Why People Buy Goods and Services
Before we start, try to work on the following activity

Activity 2C
1. We all have to make a choice when buying a product or service, give  
 reasons for buying a product or service?  What motivates you to make a  
 choice when buying a product?
_______________________________________________________________
_______________________________________________________________ 
_______________________________________________________________

2. Have you ever been stimulated to buy?(Yes/No) ______

3. Have you ever been persuaded by a family member, friend and a sales  
 person to make a purchase decision? Does this happen very often? 
_______________________________________________________________
_______________________________________________________________
_______________________________________________________________

Check suggested answers at the end of the topic.

People	buy	goods	and	services	because	there	is	a	need.	For	example,	if	a	person	is	feeling	
cold it is important that the person does something to feel warm.  The desire to feel warm is a 
need.  So we can say there is a need for warmth.  A need is a natural feeling.  Some needs are 
natural i.e. they are part of the biological make up of human beings.  Other needs became  
developed as a person associates with his/her surroundings.  These are referred to as wants.  
For	example,	the	desire	to	keep	up	with	fashion	is	not	biological	need	but	results	from	the	
desire to be socially accepted (wanted).  Natural needs are inborn and a person does not have 
to	be	taught	to	realise	them,	for	example,	feeling	hungry.		Food	is	a	natural	thing	that	even	a	
newly born baby feels the need for.
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Needs cannot be created nor can they be destroyed, what a business person does is to make 
the customer aware that there is some need.  Nobody can create inside a person the need to 
eat, but what can only be done is to convince a person that it is lunch time.  What the business 
person can do is to make the customer feel the need more than before.
Needs are at the centre of any desire to buy.  They are the reasons why people buy goods and 
services.		For	example,	the	need	for	a	hair	cut	will	force	the	person	to	look	for	a	barber.		The	
barber does not create the need for a hair cut.  The needs can be aroused by means of  
advertising.  
Needs will make the work of a salesperson easier because the customer already wants the 
thing.		What	makes	it	difficult	is	that	there	are	a	lot	of	suppliers	for	the	same	things	to	satisfy	
the customers’ needs.

Now try activity 2D.

Activity 2D 
1. Write down the two basic human needs.
 (a) ________________________________________________
 (b) ________________________________________________

2. Why do people buy goods and services?
 ____________________________________________________

3.	 What	does	the	business	person	do,	to	make	the	customer	fulfill	the 
 need?
 ____________________________________________________
 ____________________________________________________
 ____________________________________________________
4. List two types of needs mentioned in the discussion above.
 (a) ________________________________________________
 (b) ________________________________________________

5. List two examples of developed needs (wants).
 (a) ___________________________________________________
 (b) ___________________________________________________

Now, discuss your answers with your partner and turn to the end of the topic for  
suggested solutions.
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2.4 The Desire to Possess
Have	you	ever	come	across	the	word	AIDA	in	business?	This	is	what	the	letters	mean:
 A -  Attention (you should attract attention when selling)
	 I		-		 Interest	 (you	should	stimulate	customer	interest)
 D -  Desire (create the desire to buy in the customer)
 A -  Action (what you say leads to customer action)
The salesperson needs to understand that some people buy for the simple reason of  
possessing goods.  These people usually have more money at their disposal.  The goods they 
buy occupy the highest level of needs like the need to show self importance like sports cars. 
Another	example	could	be	a	fancy	sculpture	which	is	bought	solely	for	display	in	sitting	
rooms, or in gardens for the purpose of beauty.  This type of customer belongs to the sociable 
buyer	category.		He/she	takes	shopping	as	a	hobby	and	can	buy	anything	that	wins	his/her	 
affection.		In	this	person’s	lounge	we	find	pieces	of	woodwork,	chinaware	and	glassware	 
delicately placed in a display cabinet. 

Because there are many other businesses trying to sell their goods to this buyer whose sole 
desire is to possess, a salesperson has to skillfully deal with his/her customer, else he/she goes 
to other sellers.

Do activity 2E below.

Activity 2E
1. List three items that can be bought for the purpose of possessing them.
 (a) _________________________________________________
 (b) _________________________________________________
 (c) _________________________________________________

2. People who buy for the purpose of possessing goods fall under the 
 ____________________ buyers.
3. Because people who buy for the purpose of possessing things have a lot of 
 money, should you persuade them?
 (Yes/No) _________________.
4. If “yes” write one reason why you should persuade someone if that person  
 is already prepared to spend the money.
 _____________________________________________________
5. Suppose you are selling or intend to sell goods for possession, state the  
 group of people whom you are selling to or intend to sell to.
 _____________________________________________________
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Discuss your answers with your colleagues before turning to the end of the topic for 
suggested solutions.
 

2.5 Intention to Imitate Others
Before	reading	on,	attempt	activity	2F.

Activity 2F
1. Why did you start your business or intended to start your own business?
 Were you motivated by someone?
 ___________________________________________________________

2. Were you persuaded by someone to buy the fashionable clothes that you  
 are wearing?
 ___________________________________________________________

3. Why do you send your children to school?
 ___________________________________________________________

4. Write down three of your ambitions in life.
 (a) ______________________________________________________
 
 (b) ______________________________________________________

 (c) ______________________________________________________

5. How did these ambitions come to your mind?
 ___________________________________________________________
 
 ___________________________________________________________

Discuss the answers with your colleagues and proceed to read the passage before 
checking answers at the end of the topic.

Whatever: your ambitions are, fashion you are wearing, your reason for sending children to 
school, and what encouraged you to start a business, it is basically because you have seen 
someone doing any of the above, and you want to imitate him/her.
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There are people in the society who buy certain goods merely because others have bought 
them. They buy for the sole reason of group conformity.  They do not want to be labeled “old 
fashioned”	for	example,	by	not	wearing	the	latest	shirt	on	the	market.		These	people	are	 
fashion	conscious.		They	want	to	buy	what	others	are	buying.	For	the	business	person	to	 
attract	these	people,	he/she	must	first		of	all	win	those	people	who	appear	to	be	opinion	 
leaders. As soon as opinion leaders start on a product, those who intended to imitate will  
follow suit.

2.6 Curiosity and Personal Pride
Some people buy goods and services simply because they want to discover something out 
of	them.		These	people	are	also	worried	about	spending	money.		Care	must	be	taken	not	to	
sell imitations to these people because they are very careful in scrutunising things since they 
are curious to know.  Once these people discover that what you sell is not genuine, they will 
never ever do any business with you.

Some people buy goods and services so that their friends can envy them for the purchase. 
People who buy latest brands, do so for their peers to know that they have the best choices.  
This group is important because it attracts to the business, those buyers who buy to imitate 
others.	For	example,	if	John	buys	the	latest	jersey	on	the	market,	his	friend	Peter,	will	also	
buy	a	similar	jersey	so	as	to	be	like	John.		Peter’s	friends	and	relatives	will	do	the	same.	As	
this increases, the sale of the latest jerseys will also increase.

Now,	attempt	activity	2G
Activity 2G
1. List the differences between people who buy for personal pride and those  
 who buy out of curiosity.
  Personal Pride    Curiosity
  1.  _____________________              ________________________  
     
      _____________________            ________________________
  
 2.  _____________________            ________________________  
      
            ______________________          ________________________

2. Write down three goods and services that can be bought for personal 
 pride.
 (a) ______________________________________________________
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 (b) ______________________________________________________
 
 (c) ______________________________________________________

3. State two goods or services that can be bought by curious customers.
 (a) ______________________________________________________

 (b) ______________________________________________________

Discuss the answers with your friends before turning to the end of the topic for  
suggested solutions. 

2.7 What We Have Learnt
In	this	topic	we	have	learnt	that	people	buy	goods	and	services	basically	because	they	want	
to satisfy their needs. Needs fall into two categories i.e. natural needs and developed needs 
(wants).		A	salesperson	should	always	inform	the	customers	that	he	has	something	to	fulfill	
their needs.
Customers	need	to	be	persuaded	to	buy	whether	or	not	they	have	decided	to	do	so.		Forms	of	
customer persuasion include among others, good public relations and advertising.
People	buy	for	some	reasons	other	than	fulfilling	their	needs.		Below	are	some	of	the	reasons: 
•	 the	desire	to	possess
•	 curiosity
•	 personal	pride
•	 the	intention	to	imitate	others.
People who buy for different reasons need to be persuaded in different always.

2.8 Glossary
Persuade:	 	 Politely	influencing	someone	to	buy	what	you	sell.
Rude :  Uncooperative when dealing with a customer.
Desire:  Willingness to own goods which are on sale.
Possess:  Own something.
Imitate:  Buying something because someone has bought it.
Category:	 	 A	group	or	classification	of	something.	
Opinion Leaders: People whose ideas are easily accepted and followed  
    buy the public.
Curiosity:   The desire to learn and know about something
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2.9 Self-assessment exercise 
1.	 Write	down	names	of	two people in your community who are opinion leaders.
	 (a)	 _________________________________________________________________
	 (b)	 _________________________________________________________________
2.	 Briefly	explain	why	these	people	are	opinion	leaders.
	 ______________________________________________________________________
	 ______________________________________________________________________
	 ______________________________________________________________________
	 ______________________________________________________________________

3. Write down two types of needs mentioned in the topic.
	 (a)	 _________________________________________________________________
	 (b)	 _________________________________________________________________
4. List five public relations activities.
	 (a)	 _________________________________________________________________
	 (b)	 _________________________________________________________________
	 (c)	 _________________________________________________________________
	 (d)	 _________________________________________________________________
	 (e)	 _________________________________________________________________
5. State two forms of customer persuasion.
	 (a)	 _________________________________________________________________
	 (b)	 _________________________________________________________________

6.	 The	word	“curiosity”	means	______________________________________________
	 _____________________________________________________________________

7. Apart from satisfying basic needs, state other four reasons why people buy  
 goods and services
	 (a)	 _________________________________________________________________
	 (b)	 _________________________________________________________________
	 (c)	 _________________________________________________________________
	 (d)	 _________________________________________________________________

8. State one reason why people imitate others.
	 ______________________________________________________________________
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2.10 Suggested answers to activities
Activity 2A
1. I want to:
	 •	 have	money		
	 •	 to	supply	goods	and	services	
	 •	 to	be	popular.
2. Customers
3. Customers
4. Business people
5. Customers

Activity 2B
1(a)   (i) Discounts
        (ii) Posters
1(b)   (i) Greeting people
       (ii) Helping the needy
2. No
3. (a) Talk to them nicely and be friendly to them.
   (b) Invite them for social discussions.
4. (a) Persuade them to pay.
   (b) Offer them discounts on early payments.
5. No
6. They are expensive at the beginning, but will bring more money through  
 increased customers who will always visit your shop.
7. Either “Yes or No” is correct.
8. Either “Yes or No” is correct.
9.  (a) You may have talked to them nicely.
     (b) They may have developed friendship with you.
     (c) They may have developed a habit of buying from you.
10. (a) It develops friendship. 
     (b) It makes a customer to be loyal to you as a helpful person.
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Activity 2C
1.	 •	 I	buy	food	because	I	will	be	hungry
	 •	 I	buy	clothes	because	I	need	to	wear	them.
	 •	 I	buy	some	necklace	because	I	want	to	match	my	friends 
2. Yes

3. Yes. On some purchases 

Activity 2D

1. (a) Food

   (b) Shelter

   (c)  Clothes

2.	 To	fulfill	the	needs.

3.	 Make	the	customer	know	he/she	has	something	to	fulfill	his	or	her 
 needs. 
4.  (a) Natural needs

    (b) Developed needs (wants)

5.  (a) Need to buy a wedding gown. 

    (b) Need to buy a car. 

Activity 2E 
 
1. (a) Sculpture

   (b) Flowers

   (c) Decorations

2. Sociable buyers

3. Yes 
4. Because she/he can go and buy from other business people

5. Tourists or rich peopleAnswers to this activity vary but your tutor or  
 coleagues will help you with more appropriate answers. 
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Activity 2F 

Answers to this activity vary but your tutor or colleagues will help  
you with more appropriate answers.

Activity 2G
   Personal Pride     Curiosity
    1. Aim for expensive things.             1. Simply want to know.
 2. Buy for the purpose of showing off.   2. Always want newly  
  invented things.
2. (a) Cars
  (b) Jewellery
    (c) Sculpture
3. (a) Newly invented cars
   (b) Latest cell phones
   (c) Generally newly introduced goods and services

2.11 Answers to the self-assessment exercise
1.	 Any	names	will	do. 

2. They might have come up with ideas that the majority of people accepted or there are  
 always decision makers in the community.
3. (a) Natural needs e.g. the need to eat food when one is hungry.
 (b) Developed needs e.g. (wants) e.g. the desire to keep up with fashion. 
4. (a) Donations to the needy.
	 (b)		 Inviting	customers	to	functions.	e.g.	Wedding.
 (c) Visiting customers’ places of work, homes e.t.c.
Simply, smiling.
Discussing social issues with customers. 

5.	 (a)	 Good	public	relations
 (b) Advertising 

6.		 Curiosity	means	the	desire	to	learn	and	know	about	something 
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7. (a) curiosity
 (b)  personal pride
 (c) to have possession of something
 (d) to imitate others 

8. To conform to group standards or put simply to match with friends.

 


