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Questioning Techniques

In order to successfully help a customer within a retail environment, it is important to ask questions in the right way to find out as much information as possible to identify their needs. There are 3 types of question that will enable you to do this:
· Open questions
· Closed questions
· Probing questions
Each type of questions serves a purpose when helping a customer.
Closed Questions
Closed questions are those that require a short, direct answer such as ‘yes’ or ‘no’. There are times when this will be useful, for example if you are trying to eliminate items or styles when helping a customer, however this type of question can allow the customer to be dismissive, for example the question ‘Can I help you?’ will result in a yes/no response.
Open Questions
An open question is one that cannot be answered with a one-word answer and is more likely to result in more of a conversation with a customer so you can clearly identify their needs and match a product or service to meet those needs. Questions including ‘What is it you are looking for?’, ‘How will you use this?’ etc. are classed as open questions. Multiple open questions can allow you to fully identify the customer’s particular need from an item and allow you to meet their needs more successfully.
Probing Questions
A probing question is one that links to others and enables you to identify more precisely what a customer would like. This links to an open question and allows you to drill down into the customer requirements to allow you to give more specific information and advice.
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