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National FFA Nursery and Landscape CDE
Verbal Customer Assistance, 2024

Special Note: In this event, we are judging communications and sales skills. While we want the students to select the correct product and provide accurate information, the important things are verbal communications and sales skills. The scoring rubric criteria includes first impression, rapport, active listening skills, determining customer wants and needs and matching them with the correct product, closing the sale, and overall sales and communication skills.

Scenario Overview:
Contestants will act as salespeople in a retail lawn and garden center. They have been given a brochure on poison ivy before the CDE to study, although they do not know what specific assistance will be requested.

1.  Preparation:
· Each station will have a supply of chemical products and a copy of the brochure on poison ivy.
· Contestants will have one minute to study the materials on the sales table.

2.  Customer Interaction:
· After one minute, a judge (the customer) will approach the contestant (acting as a salesperson).
· The salesperson should greet the customer professionally, as they would in a business setting.

3.  Customer Request:
· The judge will show the salesperson a photo of poison ivy and ask for identification and control alternatives.

4.  Salesperson's Response:
· The contestant should begin with an opening such as, “Yes, we can help with this problem,” perhaps followed by a series of information-gathering questions as needed, such as:
· Where is this plant growing?
· How many plants or how large is the affected area?
· Do you want to apply a control yourself?

5.  Knowledge and Information:
· The salesperson should provide accurate information about control methods, identification, and safety precautions related to poison ivy.

6.  Judge's Follow-up Questions: The judge may wish to ask questions such as these to facilitate a normal sales event. The Judge may ask additional questions relevant to the conversation, such as but not limited to the following.
· How does poison ivy affect people?
· How can a person be affected by poison ivy simply by touching a tool or pet that has been around the plant?
· What are the alternatives to using chemicals to control poison ivy?
· Can I pull the plants out and burn them?
· Why did you not recommend the other products on display?

7.  Chemical Control Recommendation:
· At some point, the judge should state that they believe it is best to use a chemical control and want to spray it themselves. The salesperson should recommend the appropriate chemical product on display and provide basic guidance. The correct product is triclopyr (pronounced tri–clo–peer).

8.  Conclusion:	
· The exercise may end when the judge has gathered sufficient evidence of the salesperson’s ability and knowledge to complete the scorecard or when the timekeeper calls time. 
· Time limit is 10 minutes. If the time limit approaches, the judge may help conclude the conversation.
2024 National FFA Nursery & Landscape Career Development Event, Verbal Customer Assistance, Judges Guide	Page 1 of 1
