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DE LA MENTION « SECTION EUROPÉENNE » 
 

Baccalauréat professionnel 
Métiers du Commerce et de la Vente - option A 

 

Session 2023 
 
Épreuve orale 

Durée de l’épreuve A et B : 20 minutes 

Préparation : 20 minutes 

A. Première partie : durée 10 mn, préparation : 20 mn 

 

SUJET N° 1 
Document candidat 

 
ORDER FOLLOW-UP IN A SHOP AND WIN LOYALTY 

 
Travail à faire par le candidat 

 
 

Role play : 
 
You are working as a shop assistant, at “Marks and Spencer’s”, in Dublin. This store is 

specialised in selling clothing, beauty, home products and food products. You are in 

charge of the clothes department. You are expected to welcome, advise customers, 

arrange window displays and shelves, so as to get customers’ loyalty. 

Today you are welcoming Mrs Smith and her husband. She wants to change her last order 

because she did 2 mistakes (size and colour). She would also like some advice about the 

loyalty card program.  

 
You are expected to : 
 

- Welcome the customers. 

- Change the customer order on the PC. 

- Explain the loyalty card program and complete the loyalty card application form. 

- Take leave. 

- Adopt a professional attitude. 

 
Enclosure(s) : 
 
Document 1 : Marks and Spencer loyalty program 
Appendix 1 : Track the customer order on the PC  
Appendix 2 : Marks and Spencer loyalty card application form 
Appendix 3 : Worksheet for the dialogue 
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DOCUMENT 1 : Marks and Spencer loyalty program 
 
 
 
 

Source : www.marksandspencer.com 
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APPENDIX 1 : Track the customer order on the PC 
 
 
 
 
 
 
 
 
 

Source : www.marksandspencer.com 
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APPENDIX 2 : Marks and Spencer loyalty card application form 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

556-3021 
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APPENDIX 3 : Worksheet for the dialogue 
 

TOPIC YOUR PITCH 

Welcoming the customers 
and identifying their needs 

 

 

Changing the order on your 
PC and requesting 

information 
 

 

Presenting the loyalty card 
program and benefits for the 

customers 
 

 

Offering to complete the 
loyalty card application form 

 

 

Taking leave 
 

 

 


