tants are pecoming tne nori, an
investigation into the approach of
Auckland retailers finds.

Among the findings were com-
plaints of a total lack of help, insis-
tence on entering dressing rooms
while customers were still getting
dressed and deliberate lies being told
about stock.

It is the second survey to reveal the
standard of New Zealand shop assis-
tants is poor.

Retail Sales Resources an Auck-
land-based sales training firm, has dis-
covered “potentially offensive
incidents” as their “clone” shoppers
visited Auckland stores.

Their survey comes hard on the
heels of Diverse Training and Market-
ing’s “mystery shoppers’ §$20,000
spending spree around Wellington last
August, when after visiting 100 stores
the shoppers were “sold” just $2000 of
goods.

While DTM said almost 90% of

: sales went begging during their inves-

would reverse in most cases”.

RSR’s Alexander Chan said Auck-
land shop assistants did not know
enough about their product.

“Eighty-two per cent of all retailers
try to sell down to a cheap item when
we (the clone shoppers) showed inter-
est in more expensive alternatives.

“Other potentially offensive in-
stances ranged from total lack of
help, ignoring customers or insistence
on entering fitting rooms while (clone
shoppers) were still getting dressed.
Some retailers were actually rude.”

The survey went on to describe
salespeople’s ignorance of client
needs, wants and requirements. “They
need to be more consultative. When
the desired product is clearly defined
but out of stock (shop assistants) make
no attempt to obtain it, letting their
customers walk out of the store.”

The survey also discovered deliber-
ate lies being told to customers about

stock, and unintentional lies being told
4 beeause of sales assistants’ lack of



