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OVERVIEW 
 

The University Grants Commission (UGC) launched a scheme for skills development based higher education is a part of college/university 

education, leading to Bachelor of Vocation (B.Voc.) Degree with multiple entry and exit points. The B.Voc. Programme is focused on 

universities providing undergraduate studies which would also incorporate specific job roles along with broad based general education. This 

would enable the graduates completing B. Voc. to make a meaningful participation in accelerating India‘s economy by gaining appropriate 

employment, becoming entrepreneurs and creating appropriate knowledge. 

It is designed with the objective to ensure that the students have adequate knowledge and skills so that they are work ready at each exit 

point of the program. It also integrates NSQF within the undergraduate level of higher education in order to enhance employability of the 

graduates and meet industry requirements. 

 

 
PROGRAMME STRUCTURE 

 
The B.Voc. Program in Retail Operations shall be for a duration of three years consisting of six semesters and is a judicious mix of skills relating to 

professional education and general education on credit based system. 

The successful students will be awarded Certificate/Diploma/Advanced Diploma/Degree in both Skills and General education components of 

the Curriculum. All the candidates continuing to diploma courses or further will be treated at par from the second semester onwards. 

Students may exit after six months with certificate (NSQF Level 4) or may continue for diploma or advance diploma level courses. 



 
 
 

PROGRAMME DURATION 
 

The duration of the B. Voc. programme shall be for a period of three years consisting of six semesters. The curriculum in each semester has 
been classified into General Education Component and Skill Component. 
The General Education component shall include Theory subjects and the Skill Component shall include a mix of Theory, Practical and 
Internship. 

 
The duration of the programme is enlisted below against each of the four Retail Job roles in alignment to the NSQF 

 

NSQF Level Semester Job Role Training Hours 

4 I Sales Associate 585 
5 II Team Leader 585 

6 III & IV Departmental Manager 1170 

7 V & VI Store Manager 1245 
 

GUIDELINES FOR CREDIT CALCULATION 
Guidelines used for credit calculation are in alignment with the UGC Guidelines. The below norms are used for computation of credit hours: 

 Under Skills Component: 

o Theory: 1 Credit = 15 hours of Teaching 

o Practical/Internship: 1 Credit = 30 hours of training 

 Under General Component: 

o Theory:  1 Credit = 15 hours of Teaching 

 
The below norms are used for computation of credits under Skills Component 

o 50% weightage has been assigned to Theory 

o 10% weightage has been assigned to Practical 

o 40% weightage has been assigned to Internship 



B.VOC CURRICULUM – NSQF L4, L5, L6, L7 
 

The topics which are marked in (*) will be under Internal Assessment purview (Formative Assessment) 
 

The topics with National Occupation Standards (NOS) codes will be under External Assessment purview 
(Summative Assessment). Refer to RASCI Qualification Packs (QP) for details on topics. 

 
The General Components (GC) are suggestive and subject to change as per UGC Guidelines. The University will be 
responsible for development of developing the syllabus, imparting training and conducting assessments for the students. 

SEMESTER I 

PAPER UNIT GC/SC CATEGORY NO. OF 
CREDITS 

NO. OF 
HOURS 

GENERAL 
PAPER I 

Section A 
Business Communication (Verbal / 
Nonverbal) 
- Writing Skills including Resume Writing, 
Project Report writing 
- Reading Skills 

Oral Communication (Internal & 
External) 
Section B Professional 
Skills 
-Personal Hygiene & Grooming, Job 
Interview readiness 
-Planning & Organizing (in capacity of the Role) 
- Problem Solving 

 
 
 
 
 
 
 
 
 
 
 

GC 

 
 
 
 
 
 
 
 
 

Theory 

6 90 

GENERAL 
PAPER II 

Section A 
Fundamentals in Accounting (Calculation 
of Discounts/Offers/margins/Financial 
Schemes/Basic Accounting etc.)  
Section B 
Fundamentals in Technology (Computer Skills) 
-Basics of MS Office 

6 90 

General Component Total 12 180 



SKILL 
PAPER I 

Introduction to Retail and Retail Store 
Operations 
*Define Retailing 
*Evolution of Retail in India 
*Indian Retail Industry 

*Organized and Unorganized Retail Sector 
*Types of Retail Formats 
*Pre-Store Opening 
*Store Opening and Closing 
*Loss Prevention & Shrinkage 

*Store Merchandise Handling 
*Basics of Visual Merchandising 
Processing of credit applications for 
purchases (RAS/N0114) 

 
 
 
 
 
 
 
 
 
 

 
SC 

 
 
 
 
 
 
 
 
 
 
 

Theory 

1 15 

Health, Safety & Security 
Store Safety & Security (RAS/N0120) 
Health and Safety (RAS/N0122) 

1 15 

Team and Organizational Dynamics 
*Job responsibilities of a Sales Associate 
* Skills of a competent Sales Associate 
Working effectively in a Team (RAS/N0137) 
Working effectively in an Organization 
(RAS/N0138) 

1 15 

SKILL 
PAPER II 

Consumer Buying Behaviour and Retail 
Sales 

*Basics of Consumer Shopping Behaviour 
*Knowledge of Products & Services 
*Retail Selling techniques 
Importance of Product Demonstration 
(RAS/N0125) 
Help customers choose right products and 
provide (RAS/N0126) 
Specialist Support in facilitating Purchases 
(RAS/N0127) 
Techniques to maximize sale of goods and 
services (RAS/N0128) 

 
 
 
 
 

 
SC 

 
 
 
 
 

 
Theory 

3 45 

Understanding Consumer Buying Behaviour and 
Retail Sales 

SC 
Practical - Retail 
Lab 

1 30 

 



SKILL 
PAPER III 

Customer Service and Customer 
Relationship Management 
Positive Image Building (RAS/N0130) 
Monitoring and Solving Customer Service 
Issues (RAS/N0135) 
Continuous Service Improvement 
(RAS/N0136) 
Customer Relationship Management 
(RAS/N0134) 
Personalized and Post-Sales Service Support 
(RAS/N0129) 
To resolve customer concerns (RAS/N0132) 
Organizing Service Delivery (RAS/N0133) 

 
 
 
 
 

 
SC 

 
 
 
 
 

 
Theory 

3 45 

Customer Service and Customer Relationship 
Management 

SC Practical - 
Retail Lab 

1 30 

 Internship Project SC Internship 7 210 

 Skill Component Total   18 405 

 SEMESTER I TOTAL   30 585 

SEMESTER II 

PAPER SUBJECT GC/SC CATEGORY NO. OF NO. OF 
CREDITS HOURS 

GENERAL 
PAPER I 

Section A 
Business Communication (Verbal / 
Nonverbal) 
-Writing Skills including Resume Writing, 
Project Report writing 

-Reading Skills including Report Reading 
- Oral Communication (Internal & External) 
Section B 
Professional Skills 
-Decision Making 
-Interpersonal Skills 
-Personality Development including Job 
Readiness 

 
 
 
 
 

 
GC 

 
 
 
 
 
 
 
 

Theory 

6 90 



GENERAL 
PAPER II 

Section A 
Fundamentals in Accounting 
(Basic Accounting, Cost Accounting) 
Section B 
Fundamentals in Technology (Computer 
Skills) 

(MS Office, Orientation to POS software(s)) 

  6 90 

General Component Total 12 180 

SKILL 
PAPER I 

Store Display and Visual Merchandising 
*Store Hygiene and Cleanliness 
Organize the display of products at the store 
(RAS/N0146) 
Plan visual merchandising (RAS/N0139) 

 
 

 
SC 

 
 

Theory 

3 45 

Store Display and Visual Merchandising Practical - 
Retail Lab 

1 30 

SKILL 
PAPER II 

Sales Management 
*Product and Service Knowledge 
*Retail markets - Competition and Best 
Practices 
Availability of goods for sale to customers 
(RAS/N0148) 
Process Sale of Products (RAS/N0147) 
Goal Setting / Target Allocation & 
Monitoring (RAS/N0131) 
Customer Experience Management 
Establish and satisfy customer needs 
(RAS/N0140) 
Monitor and solve customer service 
problems (RAS/N0150) 
Effective Stakeholder communication 
(RAS/N0145) 

*Effective After Sales Service 
*Customer feedback Management 

 
 
 
 
 
 
 
 
 

SC 

 
 
 
 
 
 
 
 

Theory 

4 60 

Customer Experience Management Practical - 
Retail Lab 

1 30 



SKILL 

PAPER III 
Organization & Team Dynamics 
*Company Vision, Mission, Values 
*Job Role of Team Leader and skill sets of a 
competent Team Leader 
*Understanding Company Policies and 
Procedures 
Work effectively in your Team (RAS/N0137) 
Work effectively in your organization 
(RAS/N0138) 
Health  and safety (RAS/N0122) 

SC  2 30 

 Internship Project SC Internship 7 210 
 Skill Component Total   18 405 

 SEMESTER 2 TOTAL   30 585 

 1st YEAR TOTAL   60 1170 

SEMESTER III 
PAPER UNIT GC/SC CATEGORY NO. OF 

CREDITS 
NO. OF 
HOURS 

GENERAL 
PAPER I 

Section A 
Planning and Organizing (in capacity of the 
Role) 
Section B 
Problem Solving & Decision Making 

GC  
 

 
Theory 

6 90 

GENERAL 
PAPER II 

Financial Management and Retail Accounting GC 6 90 

General Component Total 12 180 

SKILL 
PAPER I 

Retail Store Operations and 
Profitability Management 
*Inventory Management 

* Merchandise Management 
* Develop Sales Strategy and 
Campaigns 
Plan visual merchandise (RAS/N0139) 
Monitor and manage store performance 
(RAS/N0141) 
Manage a budget (RAS/N0151) 

 
 
 
 

 
SC 

Theory 5 75 

Retail Store Operations and 
Profitability Management 

Practical - 
Retail Lab 

2 60 



SKILL 
PAPER II 

Customer Experience Management 
Establish and satisfy customer 
needs (RAS/N0140) 
Communicate effectively with stake‐ 
holders (RAS/N0145) 
Develop individual retail service 
opportunities (RAS/N0144) 
*Customer Experience Innovation 

SC  5 75 

 Internship Project SC Internship 4 120 

 Skill Component Total   16 330 

SEMESTER IV 

PAPER UNIT GC/SC CATEGORY NO. OF 
CREDITS 

NO. OF 
HOURS 

GENERAL 
PAPER I 

Section A 
Personal Effectiveness / 
Personality Development 
Section B 
Analytical Skills & Negotiation Skills 

 

GC 

 
 

 
Theory 

6 90 

GENERAL 
PAPER II 

Project Management GC 6 90 

General Component Total 12 180 

SKILL 
PAPER I 

Understanding Leadership 
Provide leadership for your team 
(RAS/N0142) 
Build and manage store team (RAS/N0143) 

 
 
 

SC 

 

Theory 

4 60 

Application of Leadership Principles 
(Situational Leadership Styles) 

Practical - 
Retail Lab 

2 60 

SKILL 
PAPER II 

Team and Organizational Dynamics 
Allocate and check work in your 
team (RAS/N0131) 
To work effectively in your team 
(RAS/N0137) 
To work effectively in your organisation 
(RAS/N0138) 

 
 
 

SC 

 
 
 

Theory 

4 60 

 Internship Project SC Internship 10 300 

 Skill Component Total   20 480 

 2nd YEAR TOTAL   60 1170 



SEMESTER V 

PAPER UNIT GC/SC CATEGORY NO. OF 
CREDITS 

NO. OF 
HOURS 

GENERAL 
PAPER I 

Section A 
Leadership and Effective Communication 
Section B 
Human Resource Management 

 
 

GC 

 
 

Theory 

6 90 

GENERAL 
PAPER II 

Business Strategy and Financial Management 6 90 

General Component Total 12 180 

SKILL 
PAPER I 

Retail Store Operations and Sales 
*Retail Store Management and its Value Chain 
Optimize inventory to ensure maximum 
availability of stocks and minimized losses 
(RAS/N0152) 
Execute visual merchandising standards 
displays as per standards and  guidelines 
(RAS/N0155) 
Implement promotions and special 
events at the store (RAS/N0157) 
Conduct price benchmarking 
and market study of 
competition (RAS/N0159) 

 
 
 
 
 

SC 

Theory 4 60 

Retail Store Operations and Sales Practical - 
Retail Lab 

2 60 

SKILL 
PAPER II 

Process Compliance, Safety and Security 
Adhere to standard operating procedures, 
processes and policies at the store while 
ensuring timely and accurate reporting 
(RAS/N0153) 
Ensure overall safety, security and hygiene 
of the store (RAS/N0156) 

SC  4 60 

 Internship Project SC Internship 4 120 

 Skill Component Total   14 300 

  



SEMESTER VI 

PAPER UNIT GC/SC CATEGORY NO. OF 
CREDITS 

NO. OF 
HOURS 

GENERAL 
PAPER I 

Marketing Management GC Theory 6 90 

GENERAL 
PAPER II 

Section A 
Business Ethics and Corporate Responsibility 
Section B 
Project Management 

GC 6 90 

General Component Total 12 180 

SKILL 
PAPER I 

People, Process and Profitability Management 
*Develop Retail Store Strategy to 
increase Market share and Profitability 
*Technology in Retail 
*Customer Relationship Management 
Lead and manage the team for developing 
store capability (RAS/N0158) 
Manage sales and service delivery to increase 
store profitability (RAS/N0154) 

 
 
 

SC 

 
 
 

Theory 

5 75 

Profitability Management Practical - 2 60 

 Internship Project SC Internship 15 450 

 Skill Component Total   22 585 

3rd YEAR TOTAL   60 1245 



 
 
 

DETAILED SYLLABUS 
 

SEMESTER I 
 

GENERAL PAPER I (The Syllabus will be provided by the University)* 100 
Marks 

Section Component Unit Subunits Duration 
(Hours) 

Credit 

A Theory Business 
Communication 
(Verbal / 
Nonverbal) 

1. Writing Skills including Resume Writing, Project Report writing 
 

2. Reading Skills - Oral Communication (Internal & External) 

45 3 

B Theory Professional 
Skills 

1. Personal Hygiene & Grooming, Job Interview readiness 
 

2. Planning & Organizing (in capacity of the Role) 
 

3. Problem Solving 

45 3 

 

GENERAL PAPER II (The Syllabus will be provided by the University)* 100 
Marks 

Section Component Unit Subunits Duration 
(Hours) 

Credits 

A Theory Fundamentals in Accounting Calculation of Discounts/Offers/margins/Financial 
Schemes/Basic Accounting 

45 3 

B Theory Fundamentals in Technology 
(Computer Skills) 

Basics of MS Office 45 3 

Total 180 12 

* The University will be responsible for developing the syllabus, imparting training and conducting assessments for the students. 
 

SKILL PAPER I 100 
Marks 

NOS Code Component UNIT SUBUNIT Key Learning Outcomes Duration 
(Hours) 

Credit 



NA 
*Will be 
covered 
under 
formative 
assessment 

Theory Introduction 
to Retail and 
Retail Store 
operations 

Overview of Retail Industry 1. Define Retailing 
2. Understand the Evolution of Retail 
3. Understand the overview of Retail Industry in India 
4. Explain Organized and Unorganized Retail Sector 

7.5  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

1 

Types of Retail Formats 1. Define Types of Retail Formats 

Store Processes 1. Explain Pre-Store Opening, Store Opening and Closing 
2. Understand Loss Prevention & Shrinkage 
3. Understand Store Merchandise Handling 
4. Explain Basics of Visual Merchandising 

RAS/NO114 Theory Process 
credit 
applications 
for 
purchases 

Overview and Need for 
Credit Facility 

1. Discuss the meaning of credit sale 
2. Identify the need of credit facility 
3. List the advantages of offering credit facility 
4. Explain the disadvantages of credit facility 

1.0 

Characteristics and 
Conditions of Credit Facility 

1. Identify various features of credit facility 
2. Appreciate the role of credit facility in meeting customer 
needs 
3. List various conditions applicable for credit facility 

1.5 

Legal and Company Criteria 
for Providing Credit Facilities 

1. Understand the need of legal obligations for providing 
credit facilities 
2. Explain the company or store criteria for selling goods on 
credit 
3. Explain the way payments are for goods sold on credit 

1.5 

Legal and Company 
Processes for Credit Checks 
and Authorisation 

1. Explain the factors to be considered while evaluating a 
credit-seeking customer 
2. Describe credit checks and authorisation process 
3. List documents required for credit facility application 
4. Understand points that need to be considered while 
filling up a credit facility application form 

2 

Prompt Solution to Problems 
in Processing Credit 
Application Forms 

1. Identify completely filled credit application forms 
2. Learn whom to approach in case of difficulties in 
processing the forms 
3. Describe the process of carrying out credit checks and 
authorisation 

1.5 

NA 
*Will be 
covered 
under 
formative 
assessment 

Theory Team and 
Organisation 
al Dynamics 

Job responsibilities of a 
Sales Associate 

1. Define who is a Sales Associate 
2. Explain the responsibilities carried out by a Sales 

Associate 

0.5  
 

2 

Skills of a competent Sales 
Associate 

1. Describe the skills required by a Sales Associate 
2. Explain the benefits of a competent Sales Associate to 

business 

0.5 



RAS/N0137 Theory Work 
effectively in 
your team 

Supporting the Team in 
Working Effectively: 
Communication Etiquette 

1. Discuss the strategies to achieve effective teamwork 
2. Express the importance of maintaining communication 
etiquette with colleagues 
3. List the guidelines of maintaining etiquette with 
male/female colleagues 
4. Outline the ways of maintaining etiquette with 
male/female colleagues 
5. Explain the ways of building healthy relationship with 
colleagues 
6. Recognise the importance of showing respect to 
colleagues and managers 
7. List ways of working with colleagues to achieve targets 
8. Understand the benefits of effective listening to 
colleagues 

2  

Employees’ Responsibilities 
towards the Team 

1. Discuss the techniques of working with a team 
2. List situations in which sharing of information can 
happen 
3. Describe the media through which work-related 
information is shared with colleagues 
4. Recognise the importance of exchanging opinion and 
views with colleagues 

1.5 

Developing Effective Work 
Habits 

1. Discuss the need of developing team communication 
2. Describe the strategies for developing effective team 
communication 
3. List the reasons of conflicts between colleagues 
4. Justify the need of discussing and resolving issues at 
work place 

1.5 

RAS/N0138 Theory Work 
effectively in 
your 
organisation 

Working in an Organisation 
Across Teams 

1. Justify the importance of working within scope of job 
responsibilities 
2. Illustrate the essentials of effective work instructions 
3. List the points which help completing work according to 
requirements 
4. Decide when to involve other colleagues to complete 
the work 

2 

   Demonstrating Problem- 
Solving Skills 

1. Express the need of self-realisation and helping others 
by sales associates 
2. Describe the phases of ‘solution-finding’ to customer 
problems 
3. Discuss how helping other colleagues in solving problem 
can benefit the organisation 
4. List the factors to be considered for self-development 

2 



Evaluating the Progress of 
Organisational Coordination 
and Health and Safety 
Arrangements 

1. Explain the factors to be considered when making 
commitments 
2. List the advantages of scheduling tasks 
3. Discuss the key motivating factors for employees and 
colleagues 
4. Describe the need for health and safety procedures to 
be followed during the learning phase 

2 

RAS/N0120 
 

Theory Help keep 
the store 
secure 

Security Risks and their 
Types 

1. Understand the meaning of security risks 
2. Get rid of shoplifting problems 
3. Explain employee theft and methods for preventing the 
same 

1.5 

Role, Authority and 
Responsibility of Employees 
in Handling 
Security Risks 

1. Describe the role of employees in handling security risks 
2. Use the authority of employees in handling security risks 
3. Interpret responsibilities of employees in handling 
security risks 
4. Explain various ways of handling irritated and abusive 
customers 

1.5 

Policy and Procedures of an 
Organisation for Handling 
Security Risks 

1. Describe the policies for handling security risks 
2. Explain the procedures for handling security risks 
3. List the points to be included in policies for handling 
security risks 
4. Describe steps to minimise criminal activity in stores 

1.5 

Security Risk Reporting 1. Understand the need of reporting Security Risks 
2. Understand the importance of investigating incidences 
3. Identify officials to whom security risk issues are to be 
reported 
4. Understand how to handle security risk problems 

1.5 

Following Company Security 
Policy and Procedures 

1. Describe the process and technique for personal safety 
from security risks 
2. Describe the company policies and procedures for 
maintaining security during work 
3. Understand the company policies and procedures for 
maintaining security during breaks and after finishing work 
4. Understand the policies to ensure security risk 
prevention 

1.5 

RAS/N0122 Theory Help 
maintain 

healthy and 
safety 

Health, Safety, and Security 
Plans and Procedures 

1. Explain the role of health and safety at workplace 
2. List the occupational safety and health challenges 
3. Discuss the key obligations and regulations for 
employers 
4. Identify threat to workers and workplace 

1 



Reporting Health and Safety 
Concerns 

1. Discuss the importance of reporting health and safety 
issues 
2. Describe the actual meaning of hazards 
3. Explain how to handle hazardous substances 
4. Report the health and safety concerns to the authorised 
person 

1 

Company Policies towards 
Health and Safety 

1. Discuss what health and safety threats are present at 
workplace 
2. List various parameters to check safety, security and 
health breaches 
3. Describe the policies to dispose hazardous substances 
4. Recognise the importance of following company safety 
policies 

1.5 

First Aid and Emergency 
Medical Plan 

1. Explain first aid and medical emergency plan 
2. Understand what medicines could be used in 
emergencies 
3. List the do’s and don’ts of first aid 
4. Illustrate how to give first aid to victims 

1.5 

Following Emergency and 
Evacuation Plan 

1. Understand the elements of emergency plan 
2. Identify various symbols used in an evacuation plan 
3. Describe how to do emergency exit 
4. Conduct self-analysis in critical situations 

1.5 

Making Work Environment 
Safe 

1. Discuss how to make the work environment safer 
2. Appreciate the need of ‘measures’ to enhance employee 
health 
3. Explain various benefits of upgrading safety tools 
4. Describe how to perform mock evacuation drills 

1 

SKILL PAPER II 100 
Marks 

NOS Code Component UNIT SUBUNIT Key Learning Outcomes Duration 
(Hours) 

Credit 

NA 
*Will be 
covered 
under 
formative 
assessment 

Theory Consumer 
Buying 
behaviour 
and Retail 
Sales 

Basics of Consumer Shopping 
Behaviour 

1. Understand the Basics of Consumer Shopping Behaviour  

 
3 

 
 
 
 
 
 
 
 

3 

Product Descriptions & 
Retail Selling techniques 

1. Describe Products & Services 
2. Explain Retail Selling techniques 

RAS/N0125 Theory Demonstrate 
products to 
customers 

Role of Demonstration in 
Promoting and Selling 
Products 

1. Describe the meaning of product demonstration 
2. Understand the importance of product demonstration 
3. List various aspects involved in demonstration and 
where product demonstration can be performed 

2 



Preparation of 
Demonstration Area 

1. List various pre-demonstration activities 
2. Discuss how a demonstration area is set up 
3. Discuss various points which are to be taken care of for 
planning a demonstration 
4. Recognise what not to do during a product 
demonstration 

2 

Explaining the Features and 
Benefits of Products during a 
Product Demonstration 

1. Describe what kind of prior knowledge is required for a 
product demonstration 
2. List the factors that a product specialist should keep in 
mind for demonstrating a product 

3 

Logical Sequencing Steps 
involved in Product 
Demonstration 

1. Identify the steps involved in product demonstration 
2. List various logical sequencing of a one-to-one product 
demonstration 
3. Discuss the importance of offering information about 
product warranty and replacement 
4. Illustrate how to close a product demonstration 

2 

RAS/N0126 Theory Help 
customers 
choose right 
products 

Explaining Product Features 
and Benefits to Customers to 
Promote Sales and Goodwill 

1. Identify the need of customers 
2. List product features and benefits 
3. Discuss sales and goodwill promotion 
4. Make him/herself familiar with the way of explaining 

product features and benefits to customers 

2 

Helping Customers Choose 
Products and Handling 
Customer Queries 

1. Describe how to help customers select products 
2. Discuss the way of handling a customer’s objections 

and questions 
3. List explanations for a customer’s objections 
4. Encourage customers to ask questions 

2 

Identifying Opportunities for 
Up-selling and Cross-selling 

1. Describe the opportunities for up-selling 
2. Explain about opportunities of cross-selling 
3. List various ways of pitching for up-selling and cross- 

selling 
4. Identify customers’ requirements for additional and 

associated products 

2 

Collecting and Interpreting 
Customer Responses and 
Acknowledging Customer 
Buying Decision 

1. Identify customer data to be collected 
2. Explain the methods to collect a customer’s data 
3. Discuss ways of interpreting a customer’s response 
4. Outline how to acknowledge a customer’s buying 

decision 

1 

Techniques of Closing Sales 
and Bill Payment 

1. Describe the process of closing sales 
2. Explain how to direct customers towards bill payment 
3.List various ways in which a sales associate could help 

customers to make buying decisions 

2 



Legal Rights Related to 
Returning of Unsatisfactory 
Goods 

1. Describe how to handle customers unsatisfied with a 
purchased product 
2. Explain the way of disclosing legal policies at the time of 
selling products 
3. List various ways of maintaining the security and safety 
of products throughout sales process 
4. Describe the technique of handling products after 
demonstration 

2 

RAS/N0127 Theory Provide 
specialist 
support to 
customers 
facilitating 
purchases 

Informing Customers about 
Specialist Products: Features 
and Benefits 

1. Describe the meaning of specialist products 
2. Discuss the features and benefits of specialist products 
3. List advantages of specialist products over other 

products 

2 

Displaying Products of 
Customer’s Interest 

1. Discuss the need of determining product features and 
benefits according to a customer’s interest 

2. Describe ways of making a demonstration interesting 
for customers 

3. List various ways of attracting different types of 
customers 

4. Make him/herself aware of the need of helping 
customers during the purchase of a product 

2 

Providing Product 
Information and Response to 
Customer Queries 

1. Identify the importance of providing product 
information to customers 

2. Discuss how to respond to customers’ questions 
3. Describe why a sales associate needs to be well 

informed about the product 
4. Make him/herself familiar with employees’ behaviour 

while responding to customer queries 

2 

  



   Demonstration of Specialist 
Products 

1. Describe the importance of products’ latest 
information 

2. Discuss demonstration of specialist products 
3. Describe promotion of specialist products 
4. Make him/herself familiar with the need of controlling 

the duration of demonstration 

2  

Performing Safe and 
Valuable Product 
Demonstration 

1. Discuss the company policy for customer service and 
demonstration of specialist products 

2. Explain how to set up demonstrations without 
disturbing other people 

3. Describe setting up safe and effective demonstrations 
4. Describe what a sales associate must consider for a safe 

and effective demonstration 

2 

Safety and Security of Store 
during Demonstration 

1. Describe ways of ensuring the security and safety of the 
store while giving a demonstration 

2. Understand the importance of availability of trained 
staff in case of an emergency during demonstration 

3. Describe the checking of equipment and materials 
available for the demonstration 

4. Explain precautionary safety signs during product 
demonstration 

1 

RAS/N0128 Theory Maximise 
sales of 
goods & 
services 

Analysing Features and 
Benefits of Products 

1. Discuss the need for increasing sales and promotions 
2. Appreciate seasonal trends and their impact on sales 
3. Explain the difference between product features and 

benefits 
4. List different ways of promoting products 

3 

Identifying and Reporting 
Promotional Opportunities 

1. Explain the estimation of promotional opportunities to 
increase sales 

2. Discuss the potential of promotional opportunities to 
increase sales 

3. List various techniques to encourage buying of 
promoted product in future 

3 

Promoting of Products 1. Explain how to promote product features and benefits 
2. Discuss how to communicate promotions to customers 
3. List various techniques for encouraging customers to 

purchase promoted products 

3 

Recording and Evaluating 
Promotion Results 

1. Describe the effectiveness of promotions 
2. Explain how to evaluate promotion results 
3. List the various considerations in evaluating a 

promotion 
4. Explain the benefits of promotions 

2 



 Practical Understandi 
ng Customer 

Buying 
Behaviour 
and Retail 

Sales 

NA 1. Demonstrate products to customers 
2. Help customers choose right products 
3. Provide specialist support to customers to facilitate 

purchases 
4. Help in maximising product sales and participate in 

product promotion 

30 1 

SKILL PAPER III 100 
Marks 

NOS Code Component UNIT SUBUNIT Key Learning Outcomes Duration 
(Hours) 

Credit 

RAS/N0130 Theory Create a 
positive 
image of self 
& 
organisation 
in the 
customers 
mind 

Establishing Organizational 
Image 

1. Explain the meaning of an organisation 
2. Identify organisational behaviour policies for customer, 

colleagues, and seniors 
3. Explain work flow in the organisation 
4. Describe the reporting structure in the organisation 

1  
 
 
 
 
 
 
 
 

3 

Developing Basic Etiquettes 1. Explain basic etiquettes 
2. List grooming standards for male/female employees 
3. Discuss general guidelines for communicating with 

customers 
4. Explain the importance of using simple phrases and 

language while communicating with customers 

1 

Appropriate Customer 
Handling 

1. Discuss the ways of dealing with customers 
2. Understand the importance of greeting customers 
3. List various points to be kept in mind while greeting 

customers 
4. Describe the importance of listening to customers 

1 

Explaining and Interpreting 
Complex Information to 
Customers 

1. Explain the process of dealing with complex 
information provided to customers 

2. Discuss reasons of adopting behaviour as per customer 
behaviour 

3. Explain the need and significance of updating 
customers 

4. Describe the ways of providing the best solution to 
customers 

1 

Building Relationships with 
Internal and External 
Customers 

1. Describe relationships with internal and external 
customers 

2. Illustrate the importance of timely delivery of services 
to customers 

3. List steps of assisting customers in difficult times 
4. Discuss how to follow-up customers for services and 

feedback 

1 



Creating and Analysing 
Database 

1. Explain the need for developing documentation skills 
2. Discuss the importance of reading and writing skills for 

sales associates 
3. Describe how to maintain client information database 
4. Explain the method of writing and submitting reports 

1 

RAS/N0135 Theory Monitor and 
solve service 
concerns 

Understanding Customer 
Service Problems: 
Organisational Procedure 
and System 

1. Describe organisational procedures and systems for 
dealing with customer service problems 

2. List reasons why some dissatisfied customers do not 
complain to the retailers 

3. Describe the importance of authority in solving 
customer service problems 

4. Discuss how to solve customer service problems 

1.5 

Solving Customer Service 
Problems 

1. Explain how to negotiate with and reassure customers 
while their problems are being solved 

2. Describe ways of executing agreed solutions 
3. Discuss the need of solving problems in advance with 

service systems and procedures 
4. Make him/herself familiar with the need of negotiating 

and reassuring customers at the time of problem 
resolution 

1.5 

Informing and Analysing 
Actions Taken 

1. Discuss how to inform customers about the status of 
the actions taken 

2. Understand whether customers are comfortable with 

1.5 

 the actions taken 
3. List the importance of informing managers and 

colleagues about the steps taken 
4. Learn the impact of a situation when a customer is not 

comfortable with a solution 

  

Resolving Repeated 
Customer Service Problems 

1. Describe the organisational procedures to identify 
repeated customer service problems 

2. List various options for dealing with a repeated 
problem 

3. Identify activities to find out the merits and demerits of 
each option 

4. Discuss the activities required to select the best option 
for solving repeated customer service problems 

1.5 

  



   Monitoring Changes and 
Analysing the Impact of 
Successfully Resolved 
Customer Service Problems 

1. Identify the activities for monitoring changes done in 
the organisational policies and systems 

2. Describe the action to be taken if changes in the 
organisational policy have not been implemented 

3. Discuss the impact of successful resolution of customer 
service problems on customer loyalty 

4. Identify situations in which customers may become 
loyal to the retailer 

1  

RAS/N0136 Theory Promote 
continuous 

improvemen 
t in service 

Collecting, Analysing and 
Presenting Customer 
Feedback 

1. Explain the importance of gathering customer feedback 
2. Discuss the need of analysing and interpreting 

customer feedback 
3. List various ways to identify opportunities and propose 

changes 

1.5 

Improving Customer Service 1. Explain the need of customer service improvement 
2. Discuss the influence of service delivery on customer 

experience 
3. Identify the need of recording and analysing opinion of 

customers 
4. Interpret the benefit that organisations have due to 

continuous service improvement 

1.5 

Implementing Changes in 
Customer Service Standards 

1. Discuss the need of obtaining the approval for changes 
in customer service standards from the concerned 
authority 

2. Describe ways of organising implementation of 
authorised changes 

3. List the concerned people to be informed about the 
changes 

4. Describe the advantages and disadvantages of change 

1.5 

Reviewing Implemented 
Changes in Customer Service 
Standards 

1. Discuss the use of the analysis and interpretation of 
implemented changes in customer service standards to 
identify further opportunities for improvement 

1.5  



    2. Describe ways of presenting improvement 
opportunities to concerned authority for 
implementation 

3. List the service improvement strategies affecting the 
balance between overall customer satisfaction, costs of 
providing service, and regulatory needs 

  

RAS/N0134 Theory Improve 
customer 
relationship 

Improving Relationship and 
Communication with 
Customers 

1. Discuss the need of improving customer relations 
2. List various ways of improving the organisation’s image 

in front of customers 
3. Identify the best communication method to be used 
4. Explore the need of informing customers when their 

expectations are not met 

2 

Maintaining Balance 
between Customer and 
Organisational Needs 

1. Explain the importance of meeting customer 
expectations within the organisation 

2. Discuss the ways to meet the customer expectations 
3. Describe the importance of improving relationship with 

customers 
4. List the tactics retailer can put to improve customer 

relationship 

3 

Meeting and Exceeding 
Customer Expectations 

1. Identify opportunities to exceed customers’ 
expectations 

2. Discuss alternative solutions 
3. Describe how to negotiate solutions 
4. Elaborate how to take actions upon agreed solutions 

2 

RAS/N0129 Theory Provide 
personalised 
sales & post- 
sales service 
support 

Preparing for Customer Visits 1. Explain the meaning of personalised selling 
2. Describe the need of knowing about new brands or 

services provided by companies 
3. Discuss the preparation required for client visits 
4. Explain the importance of checking the work area for 

client consultation 

1 

Providing Personalised 
Service to Customers 

1. Discuss the need of contacting clients as per their 
convenience 

2. Illustrate the need of establishing good relationships 
with clients 

3. Explain the importance of asking questions to clients 
4. Make him/herself familiar with the tactics to determine 

a client budget 

1 



Meeting Company’s 
Customer Service Standards 

1. Discuss the company’s customer service standards and 
personalised service 

2. Describe the need of establishing company’s desired 
image in clients’ mind 

3. List various opportunities of selling additional products 
4. Discuss why sales associates are required to abide by 

company service standards 

1 

Company Procedure for 
Maintaining Client Records 

1. Discuss data protection laws 
2. Explain company procedures for updating client records 
3. List various steps of recording and storing client 

information 
4. Make him/herself familiar with company policy for 

client confidentiality 

1 

Developing Relationships 
with Customers 

1. Discuss the importance of keeping promises to 
customers 

2. Explain how to sell products and maintain good 
relationships with clients 

3. List various ways of making additional product 
recommendations to clients 

4. Make him/herself familiar with the need of matching 
product’s features and benefits to clients requirements 

2 

RAS/N0132 Theory Resolve 
customer 
concerns 

Identifying Customer Service 
Problems 

1. Explain various problems faced by customers in retail 
stores 

2. Discuss the importance of listening to customers 
carefully 

3. List various options to resolve customer problems 
4. Describe the need of confirming the options with 

others to resolve customer problems 

1.5 

Determining Solutions 
Solution for Customer 
Service Issues 

1. Explain how to identify alternatives to solve customer 
problems that a sales associate cannot help with 

2. Describe the importance of discussing available options 
with customers 

3. List various strategies that could be used by sales 
associates for solving such problems 

4. Discuss whom to contact for customer problems when 
the sales associate is unable to solve the problem 

1.5 



Communicating Solution 
Options to Customers 

1. Discuss the need to check organisational benefit of 
solution opted 

2. Explain the action to be taken to implement the option 
agreed upon by the customer 

3. Describe the need for informing the customer about 
what is happening to resolve the problem 

4. List various sources through which customers could be 
informed about the resolution of the problem 

1 

Taking Actions to Resolve 
Customer Service Problems 

1. Discuss how to work with others for resolving customer 
problems 

2. Illustrate how to keep a record of promises made 
3. Elaborate on the importance of contacting customers 

to ensure proper problem resolution 
4. Describe why a sales associate should provide clear 

reasons when customer problem cannot be solved 

1.5 

Dealing with Repeated 
Problems and No-Solution 
Situations 

1. Describe how to identify repeated problems 
2. Discuss the importance of alerting appropriate 

authority for repeated problems 
3. Illustrate the need for sharing customer feedback with 

others 
4. Elaborate on the requirement of identifying problems 

with systems and procedures before they occur 

1.5  

RAS/N0133 Theory To organise 
the delivery 
of reliable 
service 

Planning Customer Service 
Delivery 

1. Explain the meaning of customer service delivery 
2. Discuss various prerequisites of planning, preparing and 

organising service delivery 
3. List various factors on which efficiency of the services 

rendered by a retailer depends 
4. Discuss the need of a retailer to be transparent with its 

policies and portfolio 

2 

Organising Reliable 
Customer Service 

1. Discuss the need for responding to customer feedback 
2. Elaborate on the feedback mechanism 
3. Describe the importance of identifying useful customer 

feedback 
4. Illustrate the importance of positive customer feedback 

1 

Following Organisational 
Procedures for Customer 
Service Delivery 

1. List various organisational procedures for delivering 
customer service 

2. Describe how to locate information to solve customer 
query 

3. Identify critical sections in feedback form 

1 



Maintaining and Controlling 
Customer Service Delivery 

1. Describe the need for maintaining service delivery 
during busy and lull periods 

2. Differentiate the behaviour of retail sales associate 
between busy and lull periods 

3. Elaborate how to reorganise work to handle 
unexpected workload 

4. List various actions to be taken to improve the 
reliability of customer service 

1 

Using Recording Systems to 
Maintain Reliable Customer 
Service 

1. Discuss the different methods used for collecting 
customer information 

2. Explain policies related to recording and storing 
customer service information 

3. Describe the procedure to select and retrieve relevant 
customer service information 

4. Elaborate on the need of supplying accurate customer 
service information 

1 

Practical Customer 
Service and 
Customer 

Relationship 
Managemen 

t 

NA 1. Establish effective rapport with customers 
2. Respond appropriately to customers 
3. Communicate information to customers 
4. Solve immediate customer service problems 
5. Identify repeated customer service problems and 

options for solving them 
6. Identify appropriate actions that can be taken to 

avoid the repetition of customer service problems 
7. Plan improvements in customer service based on 

customer feedback 
8. Provide personalized sales and post sales service 

support 
9. Review effectiveness of customer service delivery 

and suggest process improvements 

30 1 

INTERNSHIP 210 7 

Total 405 18 



SEMESTER II 
 

GENERAL PAPER I (The Syllabus will be provided by the University)* 100 
Marks 

Section Component Unit Subunits Duration 
(Hours) 

Credit 

A Theory Business Communication (Verbal / 
Nonverbal) 

1. Writing Skills including Resume Writing, Project Report 

writing 

2. Reading Skills including Report Reading 
 

3. Oral Communication (Internal & External) 

45 3 

B Theory Professional Skills 1. Decision Making 
 

2. Interpersonal Skills 
 

3. Personality Development including Job Readiness 

45 3 

 

GENERAL PAPER II (The Syllabus will be provided by the University)* 100 
Marks 

Section Component Unit Subunits Duration 
(Hours) 

Credits 

A Theory Fundamentals in Accounting Basic Accounting, Cost Accounting 45 3 

B Theory Fundamentals in Technology 
(Computer Skills) 

MS Office, Orientation to POS software(s) 45 3 

Total 180 12 

* The University will be responsible for developing the syllabus, imparting training and conducting assessments for the students. 
 

SKILL PAPER I 100 
Marks 

NOS Code Component UNIT SUBUNIT Key Learning Outcomes Duration 
(Hours) 

Credit 

NA 
*Will be 
covered 
under 

formative 
assessment 

Theory Store 
Display and 
Visual 
Merchandis 
ing 

Store Hygiene and 
Cleanliness 

1. Understand the need and importance of Store Hygiene and 
Cleanliness 

2. Explain the various elements of Store Hygiene and 
Cleanliness 

5  
 
 
 
 

3 



RAS/N0146 Theory Organize 
the display 
of products 
at the store 

Prepare Products for 
Display 

1. Examine role and importance of merchandise display in 
attracting customers 

2. Explain assembling of products before display 
3. Know about safe transfer of merchandise to display area 
4. Learn to review product condition 
5. Explain cleanliness of display area, accessories and 

equipment 
6. Elaborate estimation of quantity for products to be displayed 

7  

Label Product Displays 1. Identify the importance of proper product labelling 
2. Understanding the idea behind maintaining accuracy in 

positioning product labels 
3. Learn about legal and standard operational requirements for 

product labels 
4. Explain how to confirm labelling requirements with the 

concerned person 

6 

Arrange and Maintain 
Products for Display 

1. Ensure health, safety and hygiene requirements of display 
2. Arrange and replace products to maintain display 

presentation 
3. Define reposition products to maintain display presentation 
4. Know about regular monitoring of displays 

7 

RAS/N0139 Theory Plan visual 
merchandis 

e 

Interpret Visual Design 
Briefs for Retail Displays 

1. Explain the meaning of visual merchandising 
2. Describe the elements of a visual design brief 
3. Identify the display requirements before framing visual 

design brief 
4. Analyse effective ways to improve visual effects 
5. Learn about the company policies on Visual Design 

3 

Role of Visual Merchandiser 
in Improving Store Visual 

Appeal 

1. Describe the role of a visual merchandiser in improving the 
visual appeal of the Store 

2. List factors that can help retailers to identify the right 
candidate 

3. Give an example of something a visual merchandiser can 
create in a store’s window 

4. Examine the job description of a visual merchandiser 

3 

Elements of Display and 
Potential Places for Product 
Display 

1. Analyse concepts related to elements of display 
2. Learn about potential places for product display 
3. Illustrate how you manage colour and space to display 

products 

4 



Role of Props, Equipment 
and Materials in Display 

1. Analyse the role of props in display 
2. Examine the prototypes in display 
3. Understand which tools are used for displaying jewellery and 

apparels at the retail stores 

4 

Updating Stock Records for 
Merchandise Display 

1. Discuss the process of updating stock records 
2. Collect the information for store inventory 
3. Know how to choose the right suppliers 
4. Illustrate tracking delivery of merchandise, props, and 

equipment 

4 

 Practical Store 
Display and 

Visual 
Merchandis 

ing 

NA 1. Prepare to display products 
2. Label displays of products 
3. Arrange and maintain products for display 
4. Interpret design briefs for retail displays 
5. Identify merchandise and props to be featured in retail 

displays 

30 1 

SKILL PAPER II 100 
Marks 

NOS Code Component UNIT SUBUNIT Key Learning Outcomes Duration 
(Hours) 

Credit 

NA 
*Will be 
covered 
under 

formative 
assessment 

Theory Sales 
Manage 
ment 

Product and Service 
Knowledge 

1. Equip with Product and Service Knowledge 3  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Retail markets - Competition 
and Best Practices 

1. Understand Retail markets - Competition and Best Practices 3 

RAS/N0148 Theory Maintain 
the 

availabilit 
y of 

goods for 
sale to 

customer 
s 

Display Requirements and 
Types of Merchandise 

1. Learn how to determine display requirements using store 
procedures 

2. Describe different types in which merchandise can be 
displayed 

3. Illustrate the creation of focal points of display 
4. Explain how to create awareness of trends in staff members 

3 

Informing Staff about 
Dressing Techniques and 
Role of Lighting 

1. Explain different dressing techniques to staff 
2. Identify procedures for dressing mannequins, busts, and 

other props 
3. Discuss the need of grouping products to attract customers 
4. Determine if grouped products meet standards of display 

3 



Evaluating Visual Effects of 
Displays and Suggesting 
Changes 

1. Describe visual effects of displays and suggesting changes 
2. Identify positive or negative effect of visual displays on 

consumer 
3. Know about importance of making adjustments to displays 

to enhance visual effects 
4. Give an example for creating displays as per set 

organisational policies on visual effects 

3  
 
 
 
 
 
 
 
 
 
 

 
4 

Monitoring and Informing 
Price Changes in Products 

1. Discuss the need of informing price changes in products 
2. Understand the process of checking product pricing and 

reporting discrepancies 
3. Outline legal requirements for product pricing 
4. Know about key factors must be considered while pricing 

products 

3 

   Identifying and Removing 
Unwanted Materials 

1. Examine how to identify and remove unwanted materials 
2. Illustrate efficient waste management for retailers 
3. Know how to minimise product waste 
4. List the unwanted materials found in retail store 

2  

RAS/NO147 Theory Processin 
g the sale 

of    
products 

Providing Product Insights to 
Customers 

1. Explain the certain aspects of the products to the customer 
2. Describe the various aspects of product insights to the 

customer 
3. Understand how a retailer describes the product features in 

detail to the customers 
4. Explain the importance of voice of customer (VOC) in a retail 

business 

3.5 

Point of Sale (POS) 
Procedures 

1. Explain the meaning of Point of Sale 
2. Describe components of POS system 
3. Know how to handle cash 
4. Illustrate cash register security 

3.5 

Modes of Payment Available 
to Customers 

1. Know the meaning of retail payment systems 
2. Elaborate on the current trends in the payment systems 
3. Learn how to make payments through cheques and debit 

card 
4. Illustrate the concept of E-commerce payments 

3.5 

Arranging Products for Sale 1. Illustrate the ways of arranging the products for sale 
2. Learn about moving the merchandise safely to the billing 

counter 
3. Know about reporting discrepancies or failure to the 

concerned authority 

3.5 



RAS/N0131 Theory Allocate 
and 

check 
work in 

your 
team 

Brief Team Members about 
Work Requirements and 
Standards 

1. Explain what are performance standards 
2. Learn about types of performance standards 
3. Give examples of performance standards 
4. Discuss the purpose of team standards 
5. Identify appropriate standards of performance for your team 

3 

Allocate Work Based on Skill 
and Knowledge 

1. Identify how you can get the best match between tasks and 
team members 

2. Discuss on what basis tasks should be allocated 
3. Describe how to involve teams in decisions about allocating 

tasks makes teams more effective and better motivated 

3 

Plan Work to Make Optimum 
Use of Resources 

1. Discuss how you can make optimum use of business 
resources 

2. Identify factors considered while preparing a work plan 
3. Know about steps to optimise business resource 
4. Illustrate methods that are used for planning work in a team 

2 

Seeking Clarifications with 
Senior Authority 

1. Explain how to seek clarifications with senior authority 
2. Discuss the work required of the team with senior authority 
3. Describe how to report completion of work or delays to 

manager 
4. Demonstrate what type questions that may be asked while 

seeking clarification from senior authority 

3 

Performance Appraisal of 
Team Members 

1. Describe team member performance evaluation techniques 
2. Identify sharing feedback for improving employee 

performance 
3. Outline manage conflict between team members 
4. Know how to handle country or culture differences 

3 

RAS/N0140 Theory Establish 
and 

satisfy 
customer 

needs 

Providing Information to 
Customers 

1. Identify the information needed by a team leader in a retail 
store 

2. Know the basic information needed by customers 
3. Describe the technical description of products 
4. Illustrate how to handle the warranty and replacement 

questions 

1 

Role of Product 
Demonstration in Driving 
Sales 

1. Learn about the functions of product demonstration in 
driving sales 

2. Discuss the key considerations to be made before starting 
product demonstration 

3. Identify ensuring safety and security of store while giving 
the demonstration 

4. Illustrate the safety precautions for product demonstration 

1 



Assisting Customers to 
Choose Products 

1. Describe the ways to assist customers to choose products 
2. Identify the preferences of customer 
3. Learn about strategies you can adopt to sell to consumers 
4. Make the customers aware about new features of product 

1 

Gather and Analyse 
Customer Responses 

1. Learn how to analyse customer responses 
2. Discuss the need of motivating customers for questioning 
3. Examine how to deal with customer queries and objections 
4. Know about product knowledge of an employee while 

dealing with customers 

0.5 

Sales Closure and Billing 
against Customer Purchases 

1. Discuss the key aspects that should be considered while 
closure of sales 

2. Learn about billing against customer purchases 

3. Know about sales closing techniques 

1 

Developing and Continuing 
Good Rapport with Clients 

1. Learn the technique of developing good rapport with clients 
2. Discuss the basic ways to build rapport with customers 
3. Learn about helpful rapport building behaviours 

0.5 

RAS/N0150 Theory Monitor 
and solve 
customer 
service 
problems 

Organisational Procedures 
and Systems for Handling 
Techniques 

1. Give an overview of effective handling of complaints 
2. Explain organisational procedures and systems for handling 

customer service issues 
3. Illustrate several reasons that prevent customers from 

making formal complaints to retailers 

4. Learn how to implement the agreed upon solution 

1 

Solving Customer Service 
Issues by Coordinating with 

1. Explain how to coordinate with others to solve customer 
complaints 

1 



   Others 2. Learn how to take ownership of the dispute 
3. Identify the authority to resolve customer service doubts 
4. Summarize the role of supervisor and senior manager in 

solving customer service issues 

  

Reassuring and Negotiating 
with Customers 

1. Identify how to reassure and negotiate with customers 
2. Explain some means that can be used to assure and 

negotiate with customers 
3. Explain how to keep customers informed about service 

status 
4. Verify whether customers are comfortable with actions 

being taken 

0.5 

Identifying Repeated 
Customer Service Problems 

1. Explain how to identify repeated customer service bugs 
2. Identify key ways to handle repeated customer issues 
3. Illustrate tracking changes in organisational policies and 

adjusting them if required 
4. Learn the responsibilities of team leader while changing 

policies 

1 

Impact of Successful 
Problem Resolution on 
Customer Loyalty 

1. Define the meaning of customer loyalty 
2. Identify the drivers of customer loyalty 
3. Outline the influence of successful problem resolution on 

customer loyalty 

0.5 

RAS/N0145 Theory Communi 
cate 
effectivel 
y with 
stake‐ 
holders 

Role and Significance of 
Communication in an 
Organisation 

1. Define meaning of communication 
2. Know about communication in an organisation 
3. Identify different objectives and functions of 

communication 
4. Learn about the various benefits of communication for 

employees in an organisation 

0.5 

Following Organisational 
Standards during 
Communication 

1. Explain organisational standards of communication 
2. Analyse written communication 
3. List important aspects that must be considered for written 

communication 
4. Know about the importance of maintaining confidentiality in 

communication 

0.5 

Check Proper Functioning of 
Communication Equipment 

1. Make sure that the communication equipment is working 
properly 

2. Learn about teleconferencing and video conferencing (VC) 
3. Illustrate business letter and memo 
4. Explain board meetings and social media platforms 

0.5 



Importance of Body 
Language and Feedback in 
Communication 

1. Identify body language in communication 
2. List the key aspects that must be considered while 

communicating non-verbally 
3. Explain the use of body language as a communication tool 

4. Explain the importance of feedback in communication 

0.5 

   Role of Communication in 
Resolving Conflicts and 
Seeking Help 

1. Explain role of communication in resolving conflicts and 
seeking help 

2. Recognize how communication helps in resolving conflicts at 
workplace 

3. Illustrate the rules for the good speaker 
4. List the rules for a listener 

1  

Communicating with 
Customers in Respectful 
Manner 

1. Know how to communicate with customers in a respectful 
manner 

2. Outline how to communicate assertively and respectfully 
3. Explain form of communication usually takes place 
4. Illustrate how to show basic respect during communication 

1 

NA 
*Will be 
covered 
under 

formative 
assessment 

Theory Customer 
Experienc 
e 
Manage 
ment 

Effective After Sales Service 
& Customer feedback 
management 

1. Understand benefits of effective  After Sales Service 
2. Understand elements of Customer  feedback Management 

2 

 Practical Customer 
Experienc 

e      
Managem 

ent 

NA 1. Help customers identify the products for purchase 
2. Provide information on variants of products and help 

customers make buying decisions 
3. Enable customers to make appropriate product choices 
4. Ensure that customers fulfil their purchase process 

smoothly from start to billing 
5. Apply the elements of effective Communication while 

interacting with Customers and other stakeholders 

30 1 

  



SKILL PAPER III 100 
Marks 

NOS Code Component UNIT SUBUNIT Key Learning Outcomes Duration 
(Hours) 

Credit 

NA 
*Will be 
covered 
under 

formative 
assessment 

Theory Organizati 
on & 
Team 

Dynamics 

Organisational overview 1. Company Vision, Mission, Values 
2. Understanding Company Policies and Procedures 

1  
 
 
 
 
 
 
 
 
 
 
 
 

 
2 

Role and skills of a team 
leader 

1. Job Role of Team Leader and skill sets of a competent Team 
Leader 

1 

RAS/N0137 Theory Work 
Effectivel 

y in a 
Retail 
Team 

Effective Communication and 
Teamwork 

1. Give an overview of effective communication and its benefits 
2. Explain the characteristics and effects of effective 

communication 
3. Identify effective communication and effective teamwork 
4. Learn the role of effective listening in communication 
5. Demonstrate communication etiquette with male and 

female 

2 

Developing Healthy 
Relationship with Colleagues 

1. Understand how to develop healthy relationship with 
colleagues 

2. Explain common measures that can be adopted to develop 
healthy relationship with all co-workers 

3. Make a list of characteristics of good, healthy working 
relationships 

4. Discuss ways to build healthy relationships with colleagues 

1.5 

Plan and Organise Work 
Routine 

1. Understand how to plan and organise work activities 
2. Illustrate key step to organise work routine 
3. Examine prioritise tasks for timely delivery 
4. Learn how meetings serve as a planning and organization tool 

1.5 

Collaborating with 
Colleagues to Achieve 
Targets 

1. Explain how to work with colleagues to achieve targets 
2. Recognise how to make commitments and share information 
with colleagues 
3. Learn about seek clarification and advice from managers or 
colleagues 
4. Elaborate how to help colleagues in facing challenges and 
resolve conflicts with colleagues 

2 

Following Personal Hygiene 
and Report Misbehaviour to 
Manager 

1. Discuss common dress code criteria for employees 
2. Identify useful tips for maintaining personal hygiene 
3. Know about displaying non-discriminatory attitude toward 
colleagues and customers 
4. Explain how to report misbehaviour to manager 

1.5 



Maintain Balance between 
Work and Personal Priorities 

1. Give an overview of work-life balance 
2. Illustrate the steps to a work-life balance 
3. Examine balance between work and personal priorities 
4. Provide useful tips that can allow employees to maintain a 
healthy balance between home and workplace 

1.5 

RAS/N0138 Theory Work 
effectivel 
y in your 
organisati 
on 

Achieving Organisational 
Goals through Teamwork 

1. Explain how to achieve organisational goals through 
teamwork 
2. Examine how to improve teamwork in the organisation 
3. Know about how to share work fairly with colleagues 
4. Explain how productivity in the workplace is related to equal 
division of work 

2 

Follow Organisational 
Guidelines and Work Related 

Instructions 

1. Give an overview of organisational behaviour policies for 
customer, colleagues and seniors 
2. Explain key behavioural guidelines to be followed while 
interacting with colleagues 
3. Make a list of some guidelines that should be followed while 
interacting with senior members in the organisation 
4. Learn how to follow work related instructions 

2 

Understanding and Working 
within Job Responsibility 

1. Describe benefits of working within job role and 
responsibilities 
2. Discuss how to finish work according to requirements 
3. Explain common reasons for not fulfilling requirements 
4. Know about how to develop effective work habits 

1 

Setting Realistic Targets and 
Flexible Work Plans 

1. Give an overview of realistic targets 
2. List the major challenges to set realistic targets 
3. Illustrate how to be flexible and adapt to work plans 
4. Learn how to help subordinates to achieve targets 

2 

Being Open to Feedback 1. Explain importance of feedback in the workplace 
2. Discuss constructive feedback 
3. List the key factors that should be kept in mind while seeking 
assistance from a senior 
4. Learn how feedback helps people find answers of vital 
questions 

2 

RAS/N0122 Theory Help 
maintain 
healthy 

and 

Health, Safety, and Security 
Plans and Procedures 

1. Analyse health, safety, and security plans and procedures 
2. Give an overview of key regulations and obligations for 
employers 
3. Know about threat to workers and workplace 

2 



safety Lifting and Handling Goods 
Safely 

1. Give an overview on lifting and handling goods safely 
2. Outline the guidelines that must be followed while lifting 
heavy loads 
3. Explain common company guidelines for lifting and handling 
equipment 
4. Learn about which aspects should be considered while 
planning safe movement of goods 

2 

Understanding Hazards 1. Identify hazards and different sources of workplace hazards 
2. Explain the disadvantages of ignoring health and safety 
guidelines 
3. Explain how to handle breaches in health and safety 

1.5 

Reporting Safety Concerns 
and Emergency Medical Plan 

1. Identify health and safety concerns 
2. Explain first aid and emergency medical plan 
3. Make a list of common emergency medicines 
4. Learn about safety gears 

1.5 

Evacuation Plan and 
Measures to Enhance 

Employee Health 

1. Explain what ‘emergency evacuation’ means 
2. Learn the concept of an evacuation plan and symbols used in 
an evacuation plan 
3. Illustrate mock evacuation drills to help others during 
evacuation 
4. Identify measures to enhance employee health 

2 

INTERNSHIP 210 7 

Total 405 18 



SEMESTER III 
 

GENERAL PAPER I (The Syllabus will be provided by the University)* 100 
Marks 

Section Component Unit Subunits Duratio 
n 
(Hours) 

Credit 

A Theory Planning and Organizing (in capacity of the 
Role) 

1. Nature and Purpose of Planning 
2. Elements of Planning Process 

3. Principles of Planning 
4. Advantages and Limitations of Planning 
5. Nature and Purpose of Organizing 
6. Impact of Organizing in the area of work 

45 3 

B Theory Problem Solving & Decision Making 1. Understand Decision Making Process 
2. Identify individual, group and organizational decision- 

making processes 
3. Explain factors that impact decision making 
4. Understand how to Implement Decisions 
5. Explain Problem Solving Steps and use of and Problem 

Solving Tools 
6. Distinguish Root Causes From Symptoms to Identify the 

Right Solution for the Right Problem 
7. Improve Problem Solving and Decision Making by Identifying 

Individual Problem Solving Styles 

45 3 

GENERAL PAPER II (The Syllabus will be provided by the University)* 100 
Marks 

Section Component Unit Subunits Duratio 
n 
(Hours) 

Credit 
s 

A Theory Financial Management and Retail Accounting 1. Meaning, types, objectives, advantages and limitations of 
Accounting 

2. Principles of Financial Accounting 
3. Methods of Retail Accounting 
4. Journalizing transactions 
5. Accounts Reconciliation 
6. Rectification of Errors 
7. Preparation of Financial Accounts, Profit & Loss Accounts 
8. Role of Computers in Accounting. 

90 6 

Total 180 12 

* The University will be responsible for developing the syllabus, imparting training and conducting assessments for the students. 



SKILL PAPER I 100 
Marks 

NOS Code Component UNIT SUBUNIT Key Learning Outcomes Duratio 
n    

(Hours) 

Credit 

NA 
*Will be 
covered 
under 

formative 
assessment 

Theory Sales, 
Inventory 
and 
Merchandise 
Management 

Inventory and merchandise 
management 

1. Understand Inventory Management 
2. Understand Merchandise Management 

10  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
5 

Sales Strategy 1.  Develop Sales Strategy and Campaigns 

RAS/N0139 Theory Plan visual 
merchandise 

Effective Visual Display 1. Explain different aspects of a visual display 
2. Use different types of display techniques 
3. Understand different requirements of display 
4. Understand how to make display meaningful 
5. Use variation in display 

5 

Elements of Display 1. Explain the elements of display 
2. Understand factors that affect visual display 
3. Identify colour, size and other attributes of the product 

that match the display 
4. Arrange different types of display 

5 

Potential Places for Display 1. Understand potential places for product display 
2. Arrange products in window display 
3. Manage shelf according to the product 

4. Explain the importance of product display 
5. Understand and explain elements of planogram 

5 

Handling of Merchandise in 
Marketing and Promotional 

Campaigns 

1. Use of different props in a retail store 
2. Arrange fixtures in a proper manner 
3. Arrange and display products in fixtures 
4. Use different promotional tools for marketing 
5. Dress mannequins in a proper way 

5 

Monitor Merchandise 
Delivery and Stock Records 

1. Explain the meaning of inventory 
2. Understand how to manage inventory in the store 
3. Define different types of inventory management techniques 
4. Use of computer software in inventory management 
5. Understand benefits of good inventory management system 

5 

RAS/N0141 Theory Monitor and 
manage 

store 
performance 

Planning Department 
Objectives 

1. Explain the importance of objectives in a retail department 
2. Set department business objectives which are 
Simple, Measurable, Attainable, Realistic, Timebound 
(SMART) 
3. Analyse and plan how to achieve department 
business objectives with involvement of Team 
members 

3 



   Monitoring Department 
Performance 

1. Explain the advantages of monitoring Department 
Performance 
2. Demonstrate monitoring skills required by Departmental 
Manager 
3. Monitor operations against defined targets of the 
department 
4. Report factors influencing effectiveness of department 
performance outside scope of responsibility 

3  

Effective Communication 1. Understand the need for effective communication within the 
department and Store 
2. Demonstrate skills required for effective communication 
3. Explain Strategies to ensure effective communication with 
Internal & external stakeholders 

3 

Encouraging Teamwork 1. Explain the importance of teamwork 
2. Understand how to be an effective team player 
3. Explain impact of personal work objectives on achievement 
of team objectives 
4. Importance of empowering team to take lead in their area of 
work 
5. Benefits and ways of encouraging creativity and innovation 
with a team 
6. Ways to effectively handle conflicts amongst team members 

3 

RAS/N0151 Theory Manage a 
budget 

Preparation of Budget 1. Understand the significance and benefits of Budgeting in 
operating business 
2. Understand how to create a Budget 
3. Understand Organizational guidelines and procedures for 
preparation of Budgets 
4. Explain Factors, processes and trends that affect setting of 
Budgets 
5. Explain limits of authority during the budget process 

7 

Understanding Annual 
Business Planning Cycle 

1. Illustrate the business planning cycle 
2. Explain components of an Annual Budget Plan 
3. Define various steps involved in business planning 

7 

Proposing a Realistic 
Budget 

1. Understand different components of a budget 
2. Define budget financial statements 
3. Illustrate the importance of budgeting 

7 



Reviewing Your Budget 
Regularly 

1. Illustrate how to use your budget for performance 
measurement 
2. Understand Organizational guidelines and procedures for 
revising Budgets 
3. Gather information from implementation of the budget to 
assist in the preparation of future budgets. 

6 

 Practical Retail Store 
Operations 

NA 1. Evaluate whether the place you plan to put the display is 
likely to fulfil the design brief. 

60 2 

  Management  2. Create new and effective ways of improving the visual effect 
of displays 
3. Check that the quality of the products and customer service 
are maintained 
4. Make recommendations to improve retail operations 
5. Identify procedures to create a Budget 

  

SKILL PAPER II 100 
Marks 

NOS Code Component UNIT SUBUNIT Key Learning Outcomes Duratio 
n    

(Hours) 

Credit 

RAS/N0140 Theory Establish and 
satisfy 

customer 
needs 

Identifying Customers’ 
Needs 

1. Explain customers’ need 
2. Discuss the process of customers’ need identification 
3. Deal with the customers according to their requirements 
4. Understand what customers want to compare with other 
retail stores 

6  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Customer’s Buying Decision 1. Understand the customers’ buying behaviour 
2. Effect customers’ buying decision 
3. Manage store to attract customers 
4. Find out signals of repeat purchase 

6 

Providing Information and 
Advice to Customers 

1. Explain information that a customer wants 
2. Demonstrate how to welcome customer in a retail store 
3. Define how to please a customer 
4. Learn how to advise customer regarding products 

6 

Maintenance of Store and 
Personal Hygiene 

1. Understand significance of proper maintenance of store 
2. Understand methods of using cleaning equipment 
3. Recognise the importance of clean store 
4. Perpetuate personal hygiene at work 

6 

Customer Response 1. Handle customers’ objections 
2. Demonstrate response-handling techniques 
3. Take action to resolve customer’s dissatisfaction 
4. Develop good listening habits 

6 

  



RAS/N0145 Theory Communicat 
e effectively 
with 
stakeholders 

Maintaining and 
Developing Relationships 
with Stakeholders 

1. Describe stakeholders 
2. Discuss how to maintain relationship with stakeholders 
3. Focus on emotional intelligence 
4. Explain the do’s and don’ts of relationship with stakeholders 

4  

Communication Guidelines 1. Elaborate on how to create culture for healthy 
communication 
2. Describe how to evaluate your own ability 
3. Discuss the importance of appreciation 
4. Create formal feedback mechanism 

4 

Organisation Policies for 
Communication 

1. Define communication. 
2. Explain different channels of communication. 
3. Describe different policies of organisation to be followed for 
communication. 
4. Explain joint working 

4 

RAS/N0144 Theory Develop 
individual 

retail service 
opportunitie 

s 

Identification of New 
Clients 

1. Discuss ways of identifying new relevant clients 
2. Illustrate how to build strong relationships with new Clients 

4 

Targeting Potential Clients 
and Keeping Records 

1. Define the importance of customer profiling 
2. Discuss techniques of approaching Potential Clients 
3. Understand Identification of Target markets and Customer 
segments 
4. Discuss importance and ways of recording and storing client 
data 
5. Strategies for networking with Potential clients 

6 

Following Company Policies 
to Develop Business 
Relations 

1. Understand company policies and procedures for building 
the client base 
2. Illustrate parameters to measure customer service levels 
3. Discuss Regular monitoring and measurement id 
performance against defined plans with respect to client 
development 

5 

Customer Loyalty and 
Customer Service 

1. Describe customer loyalty and its benefits to the organisation 
2. Discuss benefits and method for creating Loyalty schemes 
3. Understanding the need and importance of effective 
customer service 
4. Explain techniques to approach existing customers 

6 

Maintaining Client 
Confidentially 

1. Understand why client confidentiality is important to 
business relationship 
2. Discuss relevant aspects of the data protection laws and 
company policy to do client confidentiality 

5 



Review of Individual and 
team Performance 

1. Review current performance with agreed plans and correct in 
case of deviations 
2. Report performance progress of self and team to manager 
with clear, accurate and timely data reports 

5 

NA 
*Will be 
covered 
under 

formative 
assessment 

Theory Customer 
Experience 
Management 

Innovation in Customer 
Experience Management 

1. Customer Experience Innovation 2 

INTERNSHIP 120 4 

Total 330 16 



SEMESTER IV 
 

GENERAL PAPER I (The Syllabus will be provided by the University)* 100 
Marks 

Section Component Unit Subunits Duratio 
n 
(Hours) 

Credit 

A Theory Personal Effectiveness / 
Personality Development 

1. Psychology and Success 
2. Self-Awareness 
3. Goals and Obstacles 
4. Self Esteem 
5. Positive Thinking 
6. Self-Motivation 
7. Managing your resources 

45 3 

B Theory Analytical Skills & Negotiation Skills 1. Introduction to Negotiation 
2. Nature of Negotiation 
3. Skills required for effective Negotiation 
4. Role of negotiation in Sales 
5. Powerful negotiation tactics 
6. Meaning and Importance of Analytical Thinking 
7. Various Approaches to build Analytical thinking 

45 3 

 

GENERAL PAPER II (The Syllabus will be provided by the University)* 100 
Marks 

Section Component Unit Subunits Duratio 
n 
(Hours) 

Credit 
s 

A Theory Project Management 1. Need and importance of Project management 
2. Basics of Project management 
3. Elements of Project management 
4. Project management tactics 

90 6 

Total 180 12 

* The University will be responsible for developing the syllabus, imparting training and conducting assessments for the students. 



 

SKILL PAPER I 100 
Marks 

NOS Code Component UNIT SUBUNIT Key Learning Outcomes Duratio 
n    

(Hours) 

Credit 

RAS/N0142 Theory Provide 
leadership 

for 
your team 

Setting of Team Objectives 1. Explain ways to positively communicate the purpose and 
objectives of the store to all store team members 
2. Explain Involvement of key store team members in planning 
how the team will achieve store business objectives 
3. Understand the importance of empowering team members 
to take the lead 
4. Explain the relationship between personal work objectives 
and store business objectives 

7.5  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Effective Team 
Communication 

1. Explain the importance of effective team communication 
2. Identify effective communication strategies to improve team 
building 
3. List the ways to overcome communication gaps 
4. Explain Role of Feedback in Team Communication 

7.5 

Motivating and Monitoring 
Team 

1. List the ways to motivate and encourage the team members 
2. List ways to encourage and recognize creativity and 
innovation within the team 
3. Explain ways to provide team members with support and 
advice when needed 
4. Monitor activities and progress of the without consistently 

7.5 

Role of Leadership in Team 
Management 

1. Illustrate importance of leadership in driving performance 
2. Discuss and demonstrate different styles of leadership 
3. Explain pros and cons of different leadership styles 

7.5 

RAS/N0143 Theory Build and 
manage 
store team 

Selecting Team and Setting 
Standards for Team 

1. Describe selection processes used for recruitment of team 
members 
2. Understand the concept of team dynamics 
3. Explain ways to identify expertise, knowledge, skills and 
attitudes of team members 
4. Identify ways to set behavioural standards for team members 
5. Explain methods for professional development of team 
members 

10 

  



   Encouraging Open 
Communication and 
Resolving Issues 

1. Explain the importance of open communication 
2. Understand relationship building through communication 
3. Understand ways to manage and resolve conflict 

10  

Regular Performance 
Review and Feedback 

1. Explain the importance of feedback 
2. Understand how to review performance of team members 

3. Understand techniques of feedbacking 
4. Know how to create value from feedback 

10 

Practical Application 
of     

Leadership 
Principles 

NA 1. Set performance objectives for the team members 
2. Use effective communication strategies to improve team 
building 
3. Demonstrate different ways to motivate and encourage the 
team members during challenging times 
4. Exhibit hiring processes for recruitment of team members 
5. Set behavioural standards for team members 
6. Review performance of team members 
7. Demonstrate techniques of providing Feedback to team 
members 

60 2 

SKILL PAPER II 100 
Marks 

NOS Code Component UNIT SUBUNIT Key Learning Outcomes Duratio 
n    

(Hours) 

Credit 

RAS/N0131 Theory Allocate and 
check work 
in your team 

Allocating Work within the 
Team 

1. Explain the meaning of allocation of work 
2. Describe various parameters for effective work allocation 
3. Explain setting of performance standards for work allocation 
4. Illustrate how to encourage team to build a two-way 
communication 
5. Discuss ways to plan how the team will effectively carry out 
allocated tasks 

5  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Regular Monitoring of 
Work and Encouraging 
Improvements in the 
Quality of Work 

1. Describe ways to check the progress and quality of the work 
of team members against the standard or level of expected 
performance 
2. Explain techniques for providing prompt and constructive 
feedback to the team. 
3. Describe ways to encourage team to towards timely 
completion of work 
4. Illustrate ways to handle team conflict and support team 
during unforeseen events 
5. Describe the essence of team recognition 

5 



Monitoring Team 
Performance 

1. Define Performance Management and elements of 
Performance Management 
2. Explain the need and importance of Performance Monitoring 
3. Describe different steps to monitor performance of the team 
4. Explain the different variants of performance appraisal 
5. Illustrate the importance of feedback in Performance 
management 

5  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
4 

RAS/N0137 Theory Work 
Effectively in 

a Retail 
Team 

Plan and Organise Work 
Routine 

1. Understand how to plan and organise work activities 
2. Illustrate key step to organise work routine 
3. Examine ways to prioritise tasks for timely delivery 
4. Learn how meetings serve as a planning and organization tool 

2.5 

Effective Communication 
and Teamwork 

1. Give an overview of effective communication and its benefits 
2. Explain the characteristics and effects of effective 
communication 
3. Identify effective communication and effective teamwork 
4. Learn the role of effective listening in communication 
5. Demonstrate communication etiquette with male and female 

2.5 

Following Personal 
Hygiene and Report 
Misbehaviour to 
Manager 

1. Discuss common dress code criteria for employees 
2. Identify useful tips for maintaining personal hygiene 
3. Know about displaying non-discriminatory attitude toward 
colleagues and customers 
4. Explain how to report misbehaviour to manager 

2.5 

Collaborating with 
Colleagues to Achieve 
Targets 

1. Explain how to work with colleagues to achieve targets 
2. Recognise how to make commitments and share information 
with colleagues 
3. Learn about seek clarification and advice from managers or 
colleagues 
4. Elaborate how to help colleagues in facing challenges and 
resolve conflicts with colleagues 

2.5 

Maintain Balance between 
Work and Personal 

Priorities 

1. Give an overview of work-life balance 
2. Illustrate the steps to a work-life balance 
3. Examine balance between work and personal priorities 
4. Provide useful tips that can allow employees to maintain a 
healthy balance between home and workplace 

2.5 



Developing Healthy 
Relationship with 
Colleagues 

1. Understand how to develop healthy relationship with 
colleagues 
2. Explain common measures that can be adopted to develop 
healthy relationship with all co-workers 
3. Make a list of characteristics of good, healthy working 
relationships 
4. Discuss ways to build healthy relationships with colleagues 

2.5 

RAS/N0138 Theory Work 
effectively in 
your 
organisation 

Achieving Organisational 
Goals through Teamwork 

1. Explain how to achieve organisational goals through 
teamwork 
2. Examine how to improve teamwork in the organisation 
3. Know about how to share work fairly with colleagues 
4. Explain how productivity in the workplace is related to equal 
division of work 

3 

Follow Organisational 
Guidelines and Work 
Related Instructions 

1. Give an overview of organisational behaviour policies for 
customer, colleagues and seniors 
2. Explain key behavioural guidelines to be followed while 
interacting with colleagues 
3. Make a list of some guidelines that should be followed while 
interacting with senior members in the organisation 
4. Learn how to follow work related instructions 

3 

Understanding and 
Working within Job 

Responsibility 

1. Describe working within job role and responsibilities 
2. Discuss how to finish work according to requirements 
3. Explain common reasons for not fulfilling requirements 
4. Know about how to develop effective work habits 

3 

Setting Realistic Targets 
and Flexible Work Plans 

1. Give an overview of realistic targets 
2. List the major challenges to set realistic targets 
3. Illustrate how to be flexible and adapt to work plans 
4. Learn how to help subordinates to achieve targets 

3 

Being Open to Feedback 1. Explain importance of feedback in the workplace 
2. Discuss constructive feedback 
3. List the key factors that should be kept in mind while seeking 
assistance from a senior 
4. Learn how feedback helps people find answers of vital 
questions 

3  

RAS/N0122 Theory Help 
maintain 
health and 

Health, Safety, and Security 
Plans and Procedures 

1. Analyse health, safety, and security plans and procedures 
2. Give an overview of key regulations and obligations for 
employers 
3. Know about threat to workers and workplace 

3 



safety Lifting and Handling Goods 
Safely 

1. Give an overview on lifting and handling goods safely 
2. Outline the guidelines that must be followed while lifting 
heavy loads 
3. Explain common company guidelines for lifting and handling 
equipment 
4. Learn about which aspects should be considered while 
planning safe movement of goods 

3 

Understanding Hazards 1. Identify hazards and different sources of workplace hazards 
2. Explain the disadvantages of ignoring health and safety 
guidelines 
3. Explain how to handle breaches in health and safety 

3 

Reporting Safety Concerns 
and Emergency Medical 
Plan 

1. Identify health and safety concerns 
2. Explain first aid and emergency medical plan 
3. Make a list of common emergency medicines 
4. Learn about safety gears 

3 

Evacuation Plan and 
Measures to Enhance 
Employee Health 

1. Explain what ‘emergency evacuation’ means 
2. Learn the concept of an evacuation plan and symbols used in 
an evacuation plan 
3. Illustrate mock evacuation drills to help others during 
evacuation 
4. Identify measures to enhance employee health 

3 

INTERNSHIP 300 10 

Total 480 20 



SEMESTER V 
 

GENERAL PAPER I (The Syllabus will be provided by the University)* 100 
Marks 

Section Component Unit Subunits Durati 
on 
(Hours 
) 

Credit 

A Theory Leadership and Effective Communication 1. Introduction to Leadership 
2. Leadership Theories 
3. Styles of Leadership 
4. Values, Principles and Ethical Boundaries 
5. Interacting in Teams and Groups 
6. Empowering Others to Lead 
7. Optimizing Leadership Effectiveness 

45 3 

B Theory Human Resource Management 1. Introduction to Human Resource Management (HRM) 
2. Need and Importance of Human Resource Management 

(HRM) 
3. HR Roles & Responsibilities 
4. Meeting Competitive Challenges via HRM Practices 
5. HR Planning, Recruitment and Selection 
6. Learning and Development 
7. Performance Management & Retention 
8. Compensation and Benefits 
9. Basics of Labor Relations 

45 3 

GENERAL PAPER II (The Syllabus will be provided by the University)* 100 
Marks 

Section Component Unit Subunits Durati 
on 
(Hours 
) 

Credits 

A Theory Business Strategy and Financial 
Management 

1. Understand the concept of Business Strategy 
2. Need and Importance of Business Strategy 
3. Steps in Developing Business Strategy 
4. Competition dynamics and its impact on Business Strategy 
5. Principles of Financial management 
6. Methods of Retail Accounting 
7. Pricing Management 
8. Accounts Reconciliation 
9. Preparation of Financial Accounts, Profit & Loss Accounts 

90 6 

Total 180 12 

* The University will be responsible for developing the syllabus, imparting training and conducting assessments for the students. 



SKILL PAPER I 100 
Marks 

NOS Code Component UNIT SUBUNIT Key Learning Outcomes Duratio 
n    

(Hours) 

Credit 

NA 
*Will be 
covered 
under 

formative 
assessment 

Theory Retail Store 
Operations 
and Sales 

Management of Retail 
Store Operations 

Understand Retail Store Management and its Value Chain 5 

4 

RAS/N0152 Theory Optimize 
inventory to 
ensure 
maximum 
availability 
of stocks and 
minimized 
losses 

Define stock levels as 
per market trends 
and consumption 

1. Understand meaning and importance of Stock Control 
2. Explain types of stock records such as : 

 Stock list, Bin card/ Store Card 

 Store requisition form 

 Delivery notes 
3. Explain maintenance of stock levels as per norms such as 
average stock level, re-order level etc. 
4. Explain Role of Inventory Budgets 
5. Understand and implement the Inventory System of the 
store 
6. Explain implementation of purchase procedures 

3.5 

Monitor receipt and 
dispatch of goods 

1. Understand need and importance and method of recording 
and controlling : 

 Ageing of products 

 Vendor norms about stocks/return and damages 

 Credit period offered by vendors 

 Price cover policy offered by vendors 
2. Explain reverse logistics policies of the organisation viz-a-viz 
vendors’ policies 

3.5 

Maintain stock 
records 

1. Understand and elaborate ways to record stocks accurately 
such as: 

 Stocks bought and sold 

 Costs during stock movements 
2. Explain role of systems in ensuring effective maintenance of 
stock records 

3.5 

Co-ordinate stock 
take/cyclical count 

1. Explain methods of Stock Control 
2. Understand importance of effective Stock take process 
3. Explain elements involved in Stock taking 
4. Define steps involved in the Stock take process 
5. Explain the role of data management in stock taking 

3.5 



    process such as: 
 recording and transmission of data 

 recording and re-checking of variances 

 Analysis of stock-take data as required by organisation 
6. Describe safety procedures to ensure well-being of team 
involved in stock-take 

  

RAS/N0155 Theory Execute 
visual 

merchandisi
ng displays 

as per 
standards 

and 
guidelines 

Ensure display of 
goods and 
merchandise to 
maximize store 
profitability and cost 
optimization 

1. Explain the need and importance of Visual Merchandising 
standards and guidelines 
2. Explain role of effective display of goods in enhancing store 
profitability and optimization of costs 
3. Understand retail processes like stock rotation, adjacency 
principles, product display norms etc. 
4. Develop effective relationship with vendor to ensure 
optimized space allocation and arrive at profitable revenue 
understanding as against space allocation 

7 

Ensure application of 
store policies and 
procedures with 
respect to visual 
merchandising 

1. Describe elements for imparting training on : 
a. Planogram 
b. Organisation guidelines of store lay out 
c. Guidelines for promotional events 
d. Guidelines for display and promotion of products brand and 
category wise 

4 

Liaison with vendors to 
ensure compliance with 
visual merchandising 
norms 

1. Develop effective relationship with vendor to negotiate on 
spacing requirements of the store  
2. Describe ways to negotiate with vendor to arrive at a 
profitable revenue understanding 
3. Explain the need and importance of confirming vendors’ 
compliance to visual merchandising guidelines 

3 

RAS/N0157 Theory Implement 
promotions 
and special 
events at the 
store 

Plan and ensure 
implementation of in-store 
promotions 

1. Explain the need and importance for in-store promotions 
2. Understand the role of Planning effective in-store 
promotions 
3. Explain the elements for planning in-store promotions 
4. List ways of effectively implementing in-store promotions 

5 

Assess, record and report 
promotion effectiveness 
data 

1. Understand the method for collection and preservation of 
promotion-related data for future analysis and working 
2. Explain how to Implement organisational processes on 
collection and transmission of promotion related information 
and data 
3. Describe methods to conduct analysis of data as required 
by head office 

5 



Determine staff 
requirements and ensure 
sufficient manpower 
availability 

1. Explain how to develop a manpower requirement and 
deployment plan to drive in –store promotions 
2. Understand ways to orient the team on in-store promotions 

4 

RAS/N0159 Theory Conduct 
price 
benchmarkin
g and market 
study of 
competition 

Collect and analyse market 
information to aid in 
creating appropriate 
product and pricing policies 

1. Know and understand all policies related to collection of 
market data 
2. Explain techniques of collection of market information to 
team members and train them in critical activities involving 
market study 
3. Explain ways for collection of relevant data and analysis of 
the same to identify product line performance 
4. Reporting of all analysis data to head office on the basis of 
collected market data 

13 

 Practical Retail Store 
Operations 
and Sales 

NA 1. Compute stock levels 
2. Monitor receipt and dispatch of goods 
3. Maintain stock records 
4. Undertake the stock take process 

60 2 

SKILL PAPER II 100 
Marks 

NOS Code Component UNIT SUBUNIT Key Learning Outcomes Duration    
(Hours) 

Credit 

RAS/N0153 Theory Adhere to 
standard 
operating 
procedures, 
processes 
and policies 
at the store 
while 
ensuring 
timely and 
accurate 
reporting 

Ensure compliance to all 
store policies, vendor 
guidelines and statutory 
regulations 

1. Explain the need and importance of team’s understanding 
on store policies 
2. Describe ways to train and orient the team on Store policies 
and relevant legal & statutory compliances 
3. Describe the importance of Store Audits in ensuring process 
efficiencies 
4. Describe ways to conduct Store Audits 
5. Understand aspects of legal, statutory compliances and 
regulations for the store environment 

15  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Ensure maintenance, 
timely submission 
and safe keeping of 
operational records 

1. Explain the need and importance of team’s understanding 
on record keeping 
2. Describe methods of accurate and error-free collection, 
preservation and transmission of data to the team 
3. Explain the role of Audit in Data and Information 
management 
4. Describe ways to conduct audit checks to ensure quality of 
data 

15 



RAS/N0156 Theory Ensure 
overall 
safety, 
security and 
hygiene of 
the 
store 

Create awareness 
amongst staff on 
health, hygiene and 
safety through 
ongoing training and 
policy adherence 

1. Discuss the importance of reporting health and safety 
issues 
2. Explain health, safety, and security plans and procedures to 
team members 
3. Give an overview team member about key regulations and 
obligations for employers 
4. Orient team members about threat to workers and 
workplace 
5. Explain common company guidelines for lifting and 
handling equipment to team members 
6. Describe the actual meaning of hazards and explain to team 
members techniques for handling hazardous substances 
7. Explain to team members mechanism for report the health 
and safety concerns to the authorised person 

10  
 
 
 
 
 
 
 
 
 
 
 

 
4 

 Ensure 
implementation of 
store security 
procedures to 
minimize thefts and 
losses 

1. Understand the need and importance of complying to store 
security procedures 
2. Understand the causes of store theft and losses and orient 
the team members on the subject 
3. Describe ways of ensuring the security and safety of the 
store and train the team on the subject 
4. Understand the importance of availability of trained staff in 
case of an emergency 
5. Explain the ways of handling emergencies and train the 
team on the subject 
6. Understand implementation of security measures in case of 
emergencies 
7. Understand the importance and steps of conducting safety 
and security audits and checks 
 

10 

Ensure implementation of 
security procedures with 
respect to monetary 
transactions 

1. Understand the need and importance of implementation 
of security procedures with respect to monetary transactions 

2. Understand the importance of adhering to security 
procedures with respect to identification of authorities and 
implementation of financial processes 

10 

INTERNSHIP 120 4 

Total 300 14 



SEMESTER VI 

GENERAL PAPER I (The Syllabus will be provided by the University)* 100 
Marks 

Section Component Unit Subunits Durati 
on 
(Hours 
) 

Credit 

A Theory Marketing Management 1. Marketing: Concept, Nature, Functions & Importance. 
2. Selling Vs. Marketing 
3. Marketing Environment: Nature, Types & Strategies To Deal 

With Internal And External (Micro And Macro) Marketing 
Environment. 

4. Ethical and Social Responsibilities Of Marketing 
5. Marketing Information System: Definition and Components. 
6. Market Research: Definition Objective, Process & 

Significance 
7. Market Segmentation: Concept, Importance, and Basis. 

Target Market Selection 
8. Market Positioning: Concept & Importance 

90 6 

GENERAL PAPER II (The Syllabus will be provided by the University)* 100 
Marks 

Section Component Unit Subunits Durati 
on 
(Hours 
) 

Credits 

A Theory Business Ethics and Corporate 
Responsibility 

1. Corporate ethics: concept and evolution 
2. Definition and nature of Business Ethics 
3. Work Ethics and Code of Conduct 
4. Ethics for managers and role and function of ethical 

managers 
5. Profitability and ethics 
6. Concept, definition and dimensions of Corporate Social 

Responsibility 
7. Implementation and alignment of a corporate 

responsibility strategy 

45 3 

B Theory Project Management 1. Need and importance of Project management 
2. Basics of Project management 
3. Elements of Project management 

4. Project management tactics 

45 3 

Total 180 12 

* The University will be responsible for developing the syllabus, imparting training and conducting assessments for the students. 



SKILL PAPER I 100 
Marks 

NOS Code Component UNIT SUBUNIT Key Learning Outcomes Duratio
n 
(Hours) 

Credit 

RAS/N0158 Theory Lead and 
manage the 

team for 
developing 

store 
capability 

Plan the staffing 
needs of the store 

1. Understand the meaning and significance of Recruitment 
2. Explain the objectives of Recruitment in driving Store 
Operations 
3. Understand the elements of manpower planning 
4. Describe the process of recruitment and selection 
5. Explain the sources of recruitment 
6. Explain the parameters for fair and objective Recruitment and 
Selection 
7. Describe the skills required for to conduct effective 
recruitment and selection 
8. Describe various interviewing techniques used during the 
Recruitment process 

8.5 

4 

Create a positive work 
environment for the store 

1. Understand meaning of Organizational Culture 
2. Explain the significance of Organizational Culture in driving 
business performance 
3. Describe the elements in managing work culture 
4. Explain steps that managers can take to improve work culture 
5. Describe ways for effectively driving Change Management 
6. Explain the role of Performance Management in creating a 
strong work culture 

8 

Train and develop 
store staff to improve 
individual and team 
performance 

1. Define Training and Development 
2. Understand the role and significance of training and 
development in Store Operations 
3. Describe the benefits of Training and Development 
4. Explain the steps involved in Training & Development of 
Team Members 
5. Explain the Skills required for effective Training delivery 
6. Describe methods for Team Development 

8 

  



RAS/N0154 Theory Manage 
Sales and 
Service 

Delivery to 
increase 

store 
profitability 

Monitor operation of 
store equipment and 
facilitate 
maintenance of store 
upkeep 

1. Explain ways to ensure proper maintenance of Store and Store 
Equipment 
2. Ensure team training on running and maintenance of store 
equipment’s 
3. Recognise and orient team on the importance of clean store 

4. Understand and implement policies related to store upkeep and 
maintenance 
5. Perpetuate personal hygiene at work 

   5.5  

Identify repeat 
customers and build 
relationships with 
new and existing 
customers to 
generate footfall 

1. Understand the customers’ buying behaviour and train team on 
this subject 
2. Understand factors that affect customers’ buying decision and 
train team on this subject 
3. Explain ways to manage store to attract customers 
4. Train team to find out signals of repeat purchase 
5. Describe the importance of building effective customer 
relationships 
6. Illustrate to the team importance of timely delivery of services 
to customers 
7. List steps and orient team in assisting customers in difficult 
times 

8. Discuss how to follow-up customers for services and feedback 
9. Implement organisation policies to generate additional 
footfalls 

7 

Identify and 
implement ways to 
enhance sales and 
augment customer 
service 

1. Discuss the process of customers’ need identification 
2. Train the team on: 
a. How to deal with the customers according to their requirements 
b. Providing information that a customer wants 
c. Understanding what customers want to compare with other 
retail stores 
d. How to welcome customer in a retail store 
e. How to please a customer 
f. Learn how to advise customer regarding products 
3. Train and work with team to implement Customer Satisfaction 
activities as required by organisation 
4. Ensure collection of feedback from customers for further 
improvement of services 
5. Ensure addressal of escalations on urgent basis and analyse the 
situation to prevent recurrence 

7 



Analyse overall store 
profitability and 
monitor the same 
against targets 

1. Understand the need for Store 
2. Understand store sales target and plan for achieving the same 
3. Communicate targets and plans to team and motivate team to 
achieve the same 
4. Ensure requisite resources to be able to perform optimally 

6 

NA 
*Will be 
covered 
under 

formative 
assessment 

Theory People, 
Process and 
Profitability 
Managemen 
t 

People, Process and 
Profitability Management 

1. Develop Retail Store Strategy to increase Market share and 
Profitability 
2. Technology in Retail 
3. Customer Relationship Management 

15 1 

 Practical Profitability 
Managemen 

t 

NA 1. Manpower planning and Training 
2. Monitor smooth operation of equipment’s and proper 
maintenance of store 
3. Draft a plan for achieving targets 

60 2 

INTERNSHIP 450 15 

Total 585 22 



 
 
 

ASSESSMENT GUIDELINES 
 

The Assessment and Certification for Skill Component of the Curriculum will be the responsibility of the Sector Skill Council. 
 

The assessment by the Sector Council will be independent and out of the University evaluation. The Final grade and certificate will 
be awarded after successful completion of the evaluations. 

 
The curriculum under Skill Component i.e. Theory, Practical and Internship will be under the purview of this assessment. 

There will be two kinds of assessments for Skill Component: 

 Internal Assessment (Formative Assessment) 

 External Assessment (Summative Assessment) 

 
The Internal Assessment (Formative Assessment): 

 
This assessment will be done during the course of the semester. It will be a formative assessment which will aim to assess topics 
which are predominantly beyond purview of QP-NOS. This assessment will be done by the Training Partner. 

 
Internal Assessment grade/marks will not be factored in the computation of the final External assessment. It will only serve as an input to 
identify strengths and areas of improvement of the student. This feedback will also provide input to the student for learning during 
Internship. 

 
Components of Internal / Formative Assessment: Theory 

 

The student will be assessed on the below components in every semester: 
 

Components of Internal Evaluation – Theory Marks 

Attendance 10% 
Assignment/Presentation/Viva 40% 

Test paper(s) (1 or 2) 
(1×10 =10;  2×5 =10) 

 

50% 
Total 100% 



 
 
 

External Assessment (Summative Assessment) 
 

This assessment will be done at the end of semester. It will be a summative assessment which will aim to assess performance of students 
on QP-NOS.  This assessment will be used by instructors to assess the student’s theoretical and Practical knowledge. 

 
External Assessment grade/marks will be factored in the computation of the final end semester assessment. 

The External Assessment will be done on Theory, Practical and Internship. 

The Theory and Practical Assessment will be done based on defined Assessment framework (Refer Annexure I) and Assessment Criteria (Refer Annexure  
II). For internship Assessment, the project guide would rate the intern based on defined parameters (Refer Annexure III as an example) and the Assessor 
(Assessment Agency) would evaluate the project report as per Annexure IV. 

The aggregate minimum of 40% are required for a pass for a course for NSQF Level 4 and 5 and 50% for Level 6 and 7, respectively. 
 

 
CERTIFICATION 

 

On successful completion of the assessments by the assessment agency, the Sector Skill Council (RASCI) will issue certificates to the passed students. 



 
 

ANNEXURES 
 

Annexure I 

ASSESSMENT FRAMEWORK - SKILL COMPONENT 

Level L4 & L5        

THEORY-WRITTEN 
TEST 

       

 

Level of 
Understanding 

 

No. of 
questions 

Marks 
per 

question 

 

Max. 
Marks 

 

Nature of 
Test 

 
 

Nature of Questions 

 
 

Duration 

 
 

Remarks 

 

Easy 
 

21 
 

1 
 

21 
Written- 

MCQ 
 

Multiple Choice 
 
 
 
 

 
2 hrs 

 
 
 
 

 
Uniform NOS coverage in Questions 

 

Average 
 

10 
 

2 
 

20 
Written- 

MCQ 
 

Multiple Choice 

 

Difficult 
 

3 
 

3 
 

9 
Written- 

MCQ 
 

Multiple Choice 

Total 34 6 50     

Pass Percentage   40%     

 
 

PRACTICAL 

 

No. of 
questions 

Marks 
per 

question 

 

Max. 
Marks 

 

Nature of 
Test 

 
 

Nature of Questions 

 
 

Duration 

 
 

Remarks 

  
 
 
 
 
 

4 

 
 
 
 
 
 

5 

 
 
 
 
 
 

20 

 
 
 
 
 
 

Viva Voce 

4 questions asked 
from NOS within a 
choice of 8. Each 

answer will be 
evaluated on 5 

observable traits of 2 
marks each 

 
 
 
 

20 mins 
per 

student 

 
 
 
 
 
 

Local Language allowed for answers 

        

Level L6 & L7        

THEORY-WRITTEN        



TEST        

 

Level of 
Understanding 

 

No. of 
questions 

Marks 
per 

question 

 

Max. 
Marks 

 

Nature of 
Test 

 
 

Nature of Questions 

 
 

Duration 

 
 

Remarks 

 

Easy 
 

19 
 

1 
 

19 
Written- 

MCQ 

 

Multiple Choice 
 
 
 
 
 

2 hrs 

 
 
 
 
 

Uniform NOS coverage in Questions 

 

Average 
 

5 
 

2 
 

10 
Written- 

MCQ 
 

Multiple Choice 

 

Difficult 
 

7 
 

3 
 

21 
Written- 

MCQ 
 

Multiple Choice 

Total 31 6 50     

Pass Percentage   50%     

 
 

PRACTICAL 

 

No. of 
questions 

Marks 
per 

question 

 

Max. 
Marks 

 

Nature of 
Test 

 
 

Nature of Questions 

 
 

Duration 

 
 

Remarks 

  
 
 
 
 
 

4 

 
 
 
 
 
 

5 

 
 
 
 
 
 

20 

 
 
 
 
 
 

Viva Voce 

5 questions asked 
from NOS within a 
choice of 8. Each 

answer will be 
evaluated on 5 

observable traits of 2 
marks each 

 
 
 
 

20 mins 
per 

student 

 
 
 
 
 
 

Local Language allowed for answers 

 
OJT / INTERNSHIP  (L4 to L7) 

*Internship as a part of the curriculum is mandatory at every NSQF level. 

OJT / INTERNSHIP Weightage 
      

Project Guide Rating 
(Assessment by 

Employer) 

 

 
40% 

      

Project Report & 
Presentation 

(Assessment by 
Assessment Agency) 

 
 

 
60% 

      

Total Marks 30       

        



 
 

Annexure II 

 

Criteria for Assessment of Skill Component (Sales Associate, Level 4) 

 
  

Assessment 
Outcomes 

 
Performance Criteria 

Total 
marks  

Marks Allocation 

Out 
of 

Theory Skills 

 

 
RAS/N0114 

To process credit 
applications for    

purchases 

PC1. Identify the customer’s needs for credit facilities.  
 
 
 
 

100 

15 7.5 7.5 

PC2. Clearly explain to the customer the features and conditions of credit facilities. 20 10 10 

PC3. Provide enough time and opportunities for the customer to ask for clarification or more 
information. 

15 7.5 7.5 

PC4. Accurately fill in the documents needed to allow the customer to get credit. 20 10 10 

PC5. Successfully carry out the necessary credit checks and authorisation procedures. 15 7.5 7.5 

PC6.Promptly refer difficulties in processing applications to the right person 15 7.5 7.5 

 Total  100 50 50 

 
 
 
 
 

RAS/N0120 
To help keep the 

store secure 

PC1. Take prompt and suitable action to reduce security risks as far as possible, where it is within 
the limits of your responsibility and authority to do so. 

 
 
 
 
 
 
 

100 

 

15 

 

7.5 

 

7.5 

PC2. Follow company policy and legal requirements when dealing with security risks. 20 10 10 

PC3. Recognise when security risks are beyond your authority and responsibility to sort out, and 
report these risks promptly to the right person. 

 

15 

 

7.5 

 

7.5 

PC4. Use approved procedures and techniques for protecting your personal safety when security 
risks arise. 

20 10 10 

PC5. Follow company policies and procedures for maintaining security while you work. 15 7.5 7.5 

PC6.Follow company policies and procedures for making sure that security will be maintained 
when he/she goes on your breaks and when he/she finishes work 

 

15 

 

7.5 

 

7.5 

 Total  100 50 50 

 
 
 

PC1. Follow company procedures and legal requirements for dealing with accidents and 
emergencies. 

 
 
 

10 5 5 

PC2. Speak and behave in a calm way while dealing with accidents and emergencies. 10 5 5 



 
 
 

RAS/N0122 
To help maintain 

healthy and safety 

PC3. Report accidents and emergencies promptly, accurately and to the right person. 
 
 
 
 
 

100 

15 7.5 7.5 

PC4.Recognise when evacuation procedures have been started and follow company procedures 
for evacuation 

10 5 5 

PC5. Follow the health and safety requirements laid down by your company and by law, and 
encourage colleagues to do the same. 

 

15 

 

7.5 

 

7.5 

PC6. Promptly take the approved action to deal with risks if he/she is authorised to do so. 10 5 5 

PC7. Report risks promptly to the right person, if he/she does not have the authority to deal with 
risks. 

15 7.5 7.5 

PC8. Use equipment and materials in line with the manufacturer’s instructions. 15 7.5 7.5 

 Total  100 50 50 

 
 
 

RAS/N0125 
To     demonstrate 

products to 
customers 

PC1. Prepare the demonstration area and check that it can be used safely. 
 
 
 
 

 
100 

15 7.5 7.5 

PC2. Check whether the required equipment and products for demonstration are in place. 15 7.5 7.5 

PC3. Demonstrate products clearly and accurately to customers. 20 10 10 

PC4. Present the demonstration in a logical sequence of steps and stages. 15 7.5 7.5 

PC5. Cover all the features and benefits he/she thinks are needed to gain the customer’s interest. 15 7.5 7.5 

PC6.Promptly clear away the equipment and products at the end of the demonstration and connect 
with the customer 

20 10 10 

 Total  100 50 50 

 
 
 
 
 
 
 
 

RAS/N0126 
To help customers 

choose right 
products 

PC1. Find out which product features and benefits interest individual customers and focus on these 
when discussing products. 

 
 
 
 
 
 
 
 
 
 

100 

 

10 

 

5 

 

5 

PC2. Describe and explain clearly and accurately relevant product features and benefits to 
customers. 

10 5 5 

PC3. Compare and contrast products in ways that help customers choose the product that best 
meets their needs. 

5 2.5 2.5 

PC4. Check customers’ responses to his/her explanations, and confirm their interest in the product. 5 2.5 2.5 

PC5. Encourage customers to ask questions & respond to their questions, comments & objections 
in ways that promote sales & goodwill. 

 

5 

 

2.5 

 

2.5 

PC6. Identify suitable opportunities to tell the customer about associated or additional products and 
do so in a way that promotes sales and goodwill. 

 

5 

 

2.5 

 

2.5 



PC7. Constantly check the store for security, safety and potential sales whilst helping customers. 10 5 5 

PC8. Give customers enough time to evaluate products and ask questions. 10 5 5 

PC9. Handle objections and questions in a way that promotes sales and keeps the customer’s 
confidence. 

10 5 5 

PC10. Identify the need for additional and associated products and take the opportunity to increase 
sales. 

10 5 5 

PC11. Clearly acknowledge the customer’s buying decisions. 10 5 5 

PC12. Clearly explain any customer rights that apply. 5 2.5 2.5 

PC13.Clearly explain to the customer where to pay for their purchases. 5 2.5 2.5 

 Total  100 50 50 

 
 
 
 
 
 
 
 
 
 
 
 

RAS/N0127 
To provide specialist 

support to 
customers 
facilitating 
purchases 

PC1. Talk to customers politely and in ways that promote sales and goodwill. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

100 

10 5 5 

PC2. Use the information given by the customer to find out what they are looking for. 5 2.5 2.5 

PC3. Help the customer understand the features and benefits of the products they have shown an 
interest in. 

5 2.5 2.5 

PC4.  Explain clearly and accurately the features and benefits of products and relate these to the 
customer’s needs. 

10 5 5 

PC5.  Promote the products that give the best match between the customer’s needs and the store’s 
need to make sales. 

5 2.5 2.5 

PC6.  Spot and use suitable opportunities to promote other products where these will meet the 
customer’s needs. 

5 2.5 2.5 

PC7. Control the time he/she spends with the customer to match the value of the prospective 
purchase. 

10 5 5 

PC8. Constantly check the store for safety, security and potential sales while helping individual 
customers. 

5 2.5 2.5 

PC9. Find out if the customer is willing to see a demonstration. 5 2.5 2.5 

PC10. Set up demonstrations safely and in a way that disturbs other people as little as possible. 5 2.5 2.5 

PC11. Check whether he/she has everything needed to give an effective demonstration. 5 2.5 2.5 

PC12. Give demonstrations that clearly show the use and value of the product. 10 5 5 

PC13. Offer customers the opportunity to use the product themselves, where appropriate. 5 2.5 2.5 

PC14. Give customers enough chance to ask questions about the products or services he/she is 
demonstrating to them. 

5 2.5 2.5 



PC15.Check that the store will be monitored for security, safety and potential sales while he/she is 
carrying out demonstrations. 

10 5 5 

 Total  100 50 50 

 
 
 

RAS/N0128 
To maximise sales of 

goods & services 

PC1. Identify promotional opportunities and estimate their potential to increase sales. 
 
 
 
 
 

100 

15 7.5 7.5 

PC2. Identify promotional opportunities which offer the greatest potential to increase sales. 10 5 5 

PC3. Report promotional opportunities to the right person. 15 7.5 7.5 

PC4.Fill in the relevant records fully and accurately 15 7.5 7.5 

PC5. Tell customers about promotions clearly and in a persuasive way.  10 5 5 

PC6. Identify and take the most effective actions for converting promotional sales into regular 
future sales. 

15 7.5 7.5 

PC7. Gather relevant and accurate information about the effectiveness of promotions, and 
communicate this information clearly to the right person. 

10 5 5 

PC8.Record clearly and accurately the results of promotions 10 5 5 

 Total  100 50 50 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

RAS/N0129 
To provide 

personalised sales & 
post- sales service 

support 

PC1. Use available information in the client records to help you prepare for consultations. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

100 

5 2.5 2.5 

PC2. Before starting a consultation, check that the work area is clean and tidy and that all the 
equipment you need is to hand. 

 

5 

 

2.5 

 

2.5 

PC3. Quickly create a rapport with the client at the start of the consultation. 5 2.5 2.5 

PC4. Talk and behave towards the client in ways that project the company image effectively. 10 5 5 

PC5. Ask questions to understand the client’s buying needs, preferences and priorities. 5 2.5 2.5 

PC6. Tactfully check, where appropriate, how much the client wants to spend. 5 2.5 2.5 

PC7. Explain clearly to the client the features and benefits of the recommended products or 

services and relate these to the client’s individual needs. 

 

10 

 

5 

 

5 

PC8. Identify suitable opportunities to sell additional or related products or services that are suited 
to the client’s needs. 

5 2.5 2.5 

PC9. Make recommendations to the client in a confident and polite way and without pressurising 
them. 

5 2.5 2.5 

PC10. Pace client consultations to make good use of the selling time while maintaining good 
relations with the client. 

 

5 

 

2.5 

 

2.5 

PC11.Meet the company’s customer service standards in your dealings with the client. 5 2.5 2.5 

PC12. Follow the company’s procedures for keeping client records up-to-date. 5 2.5 2.5 



PC13. Record client information accurately and store it in the right places in your company’s 
system. 

5 2.5 2.5 

PC14. Keep client information confidential and share it only with people who have a right to it. 5 2.5 2.5 

PC15. Keep to clients’ wishes as to how and when they may be contacted. 10 5 5 

PC16. Follow the company’s policy and procedures for contacting clients. 5 2.5 2.5 

PC17. Tell clients promptly and offer any other suitable products or services, where promises 
cannot be kept. 

5 2.5 2.5 

 Total  100 50 50 

RAS/N0130 
To create a positive 

image of self &        
organisation in the 
customers mind 

PC1.  Meet the organisation’s standards of appearance and behaviour. 

 
 
 
 

100 

5 2.5 2.5 

PC2. Greet customers respectfully and in a friendly manner.  5 2.5 2.5 

PC3. Communicate with customers in a way that makes them feel valued and respected.  10 5 5 

PC4.  Identify and confirm customer’s expectations. 5 2.5 2.5 

PC5. Treat customers courteously and helpfully at all times. 5 2.5 2.5 

PC6.  Keep customers informed and reassured. 5 2.5 2.5 

PC7. Adapt appropriate behaviour to respond effectively to different customer behaviour. 10 5 5 

PC8.  Respond promptly to a customer seeking assistance. 5 2.5 2.5 

PC9. Select the most appropriate way of communicating with customers. 5 2.5 2.5 

PC10. Check with customers to ensure complete understanding of their expectations. 5 2.5 2.5 

PC11. Respond promptly and positively to customers' questions and comments. 10 5 5 

PC12.Allow customers time to consider his/her response and give further explanation when 
appropriate 

5 2.5 2.5 

PC13.  Quickly locate information that will help customers. 5 2.5 2.5 

PC14. Give customers the information they need about the services or products offered by the 
organisation. 

10 5 5 

PC15. Recognise information that customers might find complicated and check whether they fully 
understand. 

5 2.5 2.5 

PC16.Explain clearly to customers any reasons why their needs or expectations cannot be met 5 2.5 2.5 

 Total  100 50 50 

 
PC1. Identify the options for resolving a customer service problem. 

 
10 5 5 



 
 
 
 
 
 
 
 

RAS/N0132 
To resolve 
customer 
concerns 

PC2. Work with others to identify and confirm the options to resolve a customer service problem. 
 
 
 
 
 
 
 
 

 
100 

10 5 5 

PC3. Work out the advantages and disadvantages of each option for customers and the 
organisation.  

10 5 5 

PC4. Pick the best option for customers and the organisation. 10 5 5 

PC5. Identify for your customer other ways that problems may be resolved if you are unable to 
help 

10 5 5 

PC6. Discuss and agree the options for solving the problem with customers. 10 5 5 

PC7. Take action to implement the option agreed with customers. 5 2.5 2.5 

PC8. Work with others and the customer to make sure that any promises related to solving the 
problem are kept. 

5 2.5 2.5 

PC9. Keep customers fully informed about what is happening to resolve problem. 10 5 5 

PC10. Check with customers to make sure the problem has been resolved to their satisfaction. 10 5 5 

PC11.Give clear reasons to customers when the problem has not been resolved to their 
satisfaction 

10 5 5 

 Total  100 50 50 

 
RAS/N0133 

To organise the 
delivery of reliable 

service 

PC1. Plan, prepare and organise everything that is needed to deliver a variety of services or 
products to different types of customers. 

 
 
 
100 

 

5 

 

2.5 

 

2.5 

PC2. Organise what he/she does to ensure consistency in giving prompt attention to customers. 5 2.5 2.5 

PC3.Reorganise his/her work to respond to unexpected additional workloads 5 2.5 2.5 

PC4. Maintain service delivery during very busy periods and unusually quiet periods and when 
systems, people or resources have let you down. 

 

10 

 

5 

 

5 

PC5.  Consistently meet customers’ expectations. 10 5 5 

PC6. Balance the time he/she takes with customers with the demands of other customers seeking 
attention. 

5 2.5 2.5 

PC7. Respond appropriately to customers when they make comments about the products or 
services being offered. 

 

10 

 

5 

 

5 

PC8. Alert others to repeated comments made by customers. 5 2.5 2.5 

PC9. Take action to improve the reliability of his/her service based on customer comments. 5 2.5 2.5 

PC10.Monitor whether the action taken has improved the service given to customers. 10 5 5 

PC11. Record and store customer service information accurately following organisational 
guidelines. 

5 2.5 2.5 



PC12. Select and retrieve customer service information that is relevant, sufficient and in an 
appropriate format.  

10 5 5 

PC13.  Quickly locate information that will help solve a customer’s query. 5 2.5 2.5 

PC14.Supply accurate customer service information to others using the most appropriate method 
of communication 

10 5 5 

 Total  100 50 50 

 
 
 
 
 
 
 
 
 
 

 
RAS/N0134 
To improve 
customer 

relationship 

PC1.  Select and use the best method of communication to meet customers’ expectations. 
 
 
 
 
 
 
 
 
 
 
 
 

100 

10 5 5 

PC2. Take the initiative to contact customers to update them when things are not going as per plan 
or when further information is required. 

 

5 

 

2.5 

 

2.5 

PC3. Adapt appropriate communication to respond to individual customers’ feelings 10 5 5 

PC4. Meet customers’ expectations within the organisation’s service offer. 5 2.5 2.5 

PC5. Explain the reasons to customers sensitively and positively when their expectations cannot 
be met. 

10 5 5 

PC6. Identify alternative solutions for customers either within or outside the organisation. 5 2.5 2.5 

PC7. Identify the costs and benefits of these solutions to the organisation and to customers. 10 5 5 

PC8.Negotiate and agree solutions with your customers which satisfy them and are acceptable to 
the organisation 

5 2.5 2.5 

PC9.Take action to satisfy customers with the agreed solution 5 2.5 2.5 

PC10. Make extra efforts to improve his/her relationship with customers.  5 2.5 2.5 

PC11. Recognise opportunities to exceed customers’ expectations. 10 5 5 

PC12. Take action to exceed customers’ expectations within the limits of his/her authority. 10 5 5 

PC13.Gain the help and support of others to exceed customers’ expectations 10 5 5 

 Total  100 50 50 

 
 
 
 
 
 
 

PC1. Respond positively to customer service problems following organisational guidelines. 
 
 
 
 
 
 
 
 

10 5 5 

PC2. Solve customer service problems when he/she has sufficient authority. 5 2.5 2.5 

PC3. Work with others to solve customer service problems. 5 2.5 2.5 

PC4. Keep customers informed of the actions being taken. 10 5 5 

PC5. Check with customers that they are comfortable with the actions being taken. 5 2.5 2.5 



 
 
 

 
RAS/N0135 

To monitor and 
solve service 

concerns 

PC6. Solve problems with service systems and procedures that might affect customers before 
they become aware of them. 

 
 
 
 

 
100 

 

5 

 

2.5 

 

2.5 

PC7.Inform managers and colleagues of the steps taken to solve specific problems 5 2.5 2.5 

PC8. Identify repeated customer service problems. 5 2.5 2.5 

PC9. Identify the options for dealing with a repeated customer service problem and consider the 
advantages and disadvantages of each option. 

 

10 

 

5 

 

5 

PC10.Work with others to select best options for solving repeated customer service problems, 
balancing customer expectations with the needs of the organisation 

 

5 

 

2.5 

 

2.5 

PC11. Obtain the approval of somebody with sufficient authority to change organisational 
guidelines in order to reduce the chance of a problem being repeated. 

 

5 

 

2.5 

 

2.5 

PC12.  Action the agreed solution. 10 5 5 

PC13. Keep customers informed in a positive and clear manner of steps being taken to solve any 
service problems. 

10 5 5 

PC14.Monitor the changes that have been made and adjust them if appropriate 10 5 5 

 Total  100 50 50 

 
 
 
 
 
 
 
 

RAS/N0136 
To promote 
continuous 

improvement in 
service 

PC1. Gather feedback from customers that will help identify opportunities for customer service 
improvement. 

 
 
 
 
 
 
 
 
 

 
100 

10 5 5 

PC2. Analyse and interpret feedback to identify opportunities for customer service improvements 
and propose changes. 

5 2.5 2.5 

PC3. Discuss with others the potential effects of any proposed changes for customers and the 
organisation. 

5 2.5 2.5 

PC4.Negotiate changes in customer service systems & improvements with somebody of sufficient 
authority to approve trial / full implementation of the change. 

 

10 

 

5 

 

5 

PC5.  Organise the implementation of authorised changes. 5 2.5 2.5 

PC6. Implement the changes following organisational guidelines. 5 2.5 2.5 

PC7. Inform people inside and outside the organisation who need to know of the changes being 
made and the reasons for them.  

 

10 

 

5 

 

5 

PC8.Monitor early reactions to changes and make appropriate fine-tuning adjustments. 5 2.5 2.5 

PC9.  Collect and record feedback on the effects of changes. 10 5 5 

PC10. Analyse and interpret feedback and share your findings on the effects of changes with 
others. 

5 2.5 2.5 

PC11.  Summarise the advantages and disadvantages of the changes. 
10 5 5 

PC12. Analyse and interpret the changes to identify opportunities for further improvement. 10 5 5 



PC13.Present these opportunities to somebody with sufficient authority to make them happen 10 5 5 

 Total  100 50 50 

 
 
 
 
 
 
 
 
 
 
 

RAS/N0137 
To work effectively 

in your team 

PC1. Display courteous and helpful behaviour at all times.  
 
 
 
 
 
 
 
 
 
 
 
 

100 

10 5 5 

PC2. Take opportunities to enhance the level of assistance offered to colleagues 5 2.5 2.5 

PC3. Meet all reasonable requests for assistance within acceptable workplace timeframes.  5 2.5 2.5 

PC4.Complete allocated tasks as required 5 2.5 2.5 

PC5. Seek assistance when difficulties arise. 5 2.5 2.5 

PC6.Use questioning techniques to clarify instructions or responsibilities 10 5 5 

PC7. Identify and display a non-discriminatory attitude in all contacts with customers and other staff 
members 

5 2.5 2.5 

PC8. Observe appropriate dress code and presentation as required by the workplace, job role 
and level of customer contact. 

 

5 

 

2.5 

 

2.5 

PC9.Follow personal hygiene procedures according to organisational policy and relevant legislation 5 2.5 2.5 

PC10. Interpret, confirm and act on workplace information, instructions and procedures 
relevant to the particular task. 

10 5 5 

PC11. Interpret, confirm and act on legal requirements in regard to anti- 5 2.5 2.5 

PC12.  Ask questions to seek and clarify workplace information. 10 5 5 

PC13. Plan and organise daily work routine within the scope of the job role. 10 5 5 

PC14. Prioritise and complete tasks according to required timeframes. 5 2.5 2.5 

PC15.Identify work and personal priorities and achieve a balance between competing priorities. 5 2.5 2.5 

 Total  100 50 50 

 
 
 
 
 

RAS/N0138 
To work effectively 
in your organisation 

PC1. Share work fairly with colleagues, taking account of own and others’ preferences, skills and 
time available.  

 
 
 
 
 
 

100 

5 2.5 2.5 

PC2. Make realistic commitments to colleagues and do what has been promised. 5 2.5 2.5 

PC3. Let colleagues know promptly if he/she will not be able to do what has been promised and 
suggest suitable alternatives. 

5 2.5 2.5 

PC4. Encourage and support colleagues when working conditions are difficult. 5 2.5 2.5 

PC5. Encourage colleagues who are finding it difficult to work together to treat each other fairly, 
politely and with respect. 

5 2.5 2.5 



PC6.Follow the company’s health and safety procedures while working. 5 2.5 2.5 

PC7. Discuss and agree with the right people goals that are relevant, realistic and clear. 5 2.5 2.5 

PC8. Identify the knowledge and skills needed to achieve his/her goals. 5 2.5 2.5 

PC9. Agree action points and deadlines that are realistic, taking account of past learning 
experiences and the time and resources available for learning. 

 

5 
 

2.5 
 

2.5 

PC10. Regularly check his/her progress and, when necessary, change the way of working. 5 2.5 2.5 

PC11.Ask for feedback on his/her progress from those in a position to give it, and use their 
feedback to improve his/her performance 

 

5 

 

2.5 

 

2.5 

PC12. Encourage colleagues to ask him/her for work-related information or advice that he/she is 
likely to be able to provide. 

5 2.5 2.5 

PC13. Notice when colleagues are having difficulty performing tasks at which you are competent, 
and tactfully offer advice.  

5 2.5 2.5 

PC14. Give clear, accurate and relevant information and advice relating to tasks and procedures. 10 5 5 

PC15. Explain and demonstrate procedures clearly, accurately and in a logical sequence. 5 2.5 2.5 

PC16. Encourage colleagues to ask questions if they don’t understand the information and advice 
given to them. 

5 2.5 2.5 

PC17. Give colleagues opportunities to practise new skills, and give constructive feedback. 5 2.5 2.5 

PC18. Check that health, safety and security are not compromised when helping others to learn. 10 5 5 

 Total  100 50 50 

 
 



 
 

 

Criteria for Assessment of Skill Component (Team Leader, Level 5) 

 
  
 

Assessment 
Outcomes 

 
Performance Criteria 

Total marks  
Marks Allocation 

Out 
of 

Theory Skills 

 
 
 
 
 
 
 
 
 
 
 

RAS / N0146 To 
organize the 

display of     
products at the 

store 

PC1. Comply with health, safety and hygiene requirements and wear the correct personal 
protective clothing and equipment throughout the process. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

100 

 

5 

 

2.5 
 

2.5 

PC2. Check whether the display area, equipment and accessories are clean and take prompt 
action on finding any problems. 

 
5 

 
2.5 

 
2.5 

PC3. Assemble and check products and additional materials and prepare them for use. 
 

5 
 

2.5 
 

2.5 

PC4. Review the products available for display, estimate the quantities required and select those 
products which are most suitable with regard to shelf life, demand, appeal and promotional 
requirements. 

 

10 

 

5 
 

5 

PC5. Prepare the display to ensure maximum appeal and to comply with product safety 
requirements 

 

5 
 

2.5 
 

2.5 

PC6. Confirm requirements for labelling of products with the relevant people. 
 

5 
 

2.5 
 

2.5 

PC7. Confirm label information is correct and conforms to legal and standard operational 
requirements, with the relevant people. 

5 2.5 2.5 

PC8. Position labels for products correctly. 10 5 5 

PC9. Ensure that labels are legible, visible to customers, and securely positioned in the correct 
place 

 

5 
 

2.5 
 

2.5 

PC10.  Check and take steps to ensure that the display area always meets the requirement of 
hygiene, safety and saleability. 

 
5 

 
2.5 

 
2.5 

PC11. Transfer products safely to the display area according to instructions and specifications. 
 

5 
 

2.5 
 

2.5 

PC12.   Arrange and promptly replace products and additional materials in a way this is attractive to 
customers and meets the requirements of hygiene and safety. 

 

10 

 

5 
 

5 



PC13. Where product is not available, you reposition and reorganize the position of products and 
accessories to maintain presentation and to meet trading conditions. 

 

5 

 

2.5 
 

2.5 

PC14. Monitor displays according to instructions and specifications. 10 5 5 

PC15. Carry out any emergency cleaning procedures promptly when required. 
 

5 
 

2.5 
 

2.5 

PC16. Take prompt action to address any product or display related problem 5 2.5 2.5 

 Total  100 50 50 

RAS / N0147 To 
process the sale 

of products 

PC1. Confirm prices of product and supplies with customers and ensure customers are agreeable 
to the pricing, terms and the department’s business policies. 

 

 

 

 

 

 

 

 

 

 

 

 

 

100 

 

15 
 

7.5 
 

7.5 

PC2.   Confirm that customer is  aware and agreeable to the modes of 
payment available at the department 

 

15 
 

7.5 
 

7.5 

PC3. Process payment or credit in line with business policies and ensure accurate accounting of 
units of purchased product or supplies and the payments and credits processed. 

 

15 

 

7.5 
 

7.5 

PC4. Ensure   safe   handling   and movement of product and supplies off the racks and through to 
billing counters. 

15 7.5 7.5 

PC5. Ensure appropriate and accurate processing and safe storage of payments, vouchers, 
records and receipts. 

15 7.5 7.5 

PC6. Ensure   proper   functioning of departmental processes that lead to a sale and alert 
appropriate persons in case of a process malfunction or process failure. 

 

10 
 

5 
 

5 

PC7.Conclude dealing with  customers with appropriate and prescribed 
mannerisms 

15 7.5 7.5 

 Total  100 50 50 

 
 

RAS / N0139 To 
plan visual 

merchandising 

PC1.  Identify the purpose, content and style of the display. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

10 5 5 

PC2.       Identify      the      equipment, materials, merchandise and props you need to create and 
install the display and the dates for completing it. 

10 5 5 

PC3. Evaluate whether the place you plan to put the display is likely to fulfil the design brief. 
 

10 
 

5 
 

5 

PC4.   Create new and effective ways of improving the visual effect of displays, within the limits of 
the design brief, the company’s visual design policies and the authority you have. 

 

15 
 

7.5 
 

7.5 

PC5. Confirm that the features of merchandise and props shown in the design brief are those 
most likely to attract customers’ attention. 

 
10 

 
5 

 
5 

PC6. Identify other merchandise and props when those originally specified are not available or not 
suitable, and agree your selections with the right person. 

15 7.5 7.5 

PC7.  Agree arrangements for delivery of merchandise and props with the right people, allowing 
enough time for deliveries to arrive before the display must be installed. 

 
 

10 

 
 

5 

 
 

5 



PC8. Check the progress of deliveries and take suitable action if delays seem likely. 
100  

10 
 

5 
 

5 

PC9.  Update stock records to account for merchandise on display. 10 5 5 

 Total  100 50 50 

 
 
 
 
 
 
 

RAS / N0140 To 
establish and 

satisfy customer 
needs 

PC1. Stay   alert   to,   and    make unobtrusive observations about, customer choices and 
movements within the store 

 

 

 

 

 

 

 

 

 

100 

 
10 

 
5 

 
5 

PC2. Heed   to   customer queries about the products and supplies they wish to purchase and  
unobtrusively and politely enquire about their purchase requirements, when necessary 

10 5 5 

PC3. Help  customers  identify  the product or supplies they wish to purchase and direct / 
accompany them to the exact store location where the specific product or supplies  are stocked / 
displayed 

 

10 
 

5 

 
5 

PC4.Confirm  with  customers  that the products and supplies being packed, wrapped and billed 
exactly match their selections 

 
10 

 
5 

 
5 

PC5. Extend  appropriate  courtesy to customers during the sales process and provide appropriate 
and accurate information and advice 

 
10 

 
5 

 
5 

PC6. Provide     information     on variants of product and supplies available in the store and enable 
customers to make informed purchase decisions 

 

10 
 

5 
 

5 

PC7. Enable  customers  to   make choices appropriate with their product, supplies and brand 
preferences and complete their basket of purchases 

 
10 

 
5 

 
5 

PC8.       Where  allowed,  by  store  or business policy, advise the customer  to sample the product 
or supplies in  the course of the purchase decision 

 
10 

 
5 

 
5 

PC9.      Maintain  prescribed  levels of store, environmental and personal hygiene and ensure 
health and safety within the store environs  and peripheral areas 

 

10 
 

5 
 

5 

PC10. Ensuring that customers fulfil their purchase process smoothly from start to billing by 
minimizing waiting times at different stages of the process 

10 5 5 

 Total  100 50 50 

 

RAS / N0148 To 
maintain the  
availability of 

goods for sale to 
customers 

PC1.   Confirm  the  purchase of  the display and any relevant requirements and  standards and 
, where  necessary, check them with the appropriate authority 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

4 
 

2 
 

2 

PC2. Clearly explain to staff the purpose of the display and  any relevant  requirements and 
standards 

 

4 
 

2 
 

2 

PC3.   Check  that  staff  prepare    the display area and put the display together in a way that 
causes the least inconvenience to customers 

 
4 

 
2 

 
2 

PC4.  Provide constructive feedback to staff on their performance 4 2 2 

PC5. Provide opportunities for staff to check they understand the requirements and standards of 
the display 

 
4 

 
2 

 
2 



PC6. Check that the assembled display confirms to company requirements and standards 
 

100 

 

4 
 

2 
 

2 

PC7. Obtain   permission   from   the appropriate authority to modify or change  the display 
 

4 
 

2 
 

2 

PC8.    Monitor   that   information  has been placed accurately and  legally, and is chosen and 
positioned to promote sales effectively 

4 2 2 

PC9.   Keep  complete, accurate and up- to- date records of displays 
4 2 2 

PC10. Identity what standards the display should meet 4 2 2 

PC11.  Check  displays  against  all  the relevant standards to decide how effective they are 
 

4 
 

2 
 

2 

PC12. Encourage staff to make   helpful comments and identify changes that may make the display 
more appealing to customers 

4 2 2 

PC13. Ask the right person for permission to make any changes that you cannot authorize 
yourself 

 

4 
 

2 
 

2 

PC14.  Give staff clear instructions  and encouragement so that they can make any  changes 
needed to the display 

 

4 
 

2 
 

2 

PC15. Take prompt and suitable action to deal with any risks to security or health and safety that 
your  assessment has revealed 

 
4 

 
2 

 
2 

PC16. Collect and record accurate information on price changes 4 2 2 

PC17.  Give  accurate,  up-to-date price information to the  staff who need it 4 2 2 

PC18.  Regularly  check  price  marking and promptly  sort  out any pricing problems you spot 
 

4 
 

2 
 

2 

PC19. Make sure that stock replenishment plans are  up-to-date and realistic 
 

4 
 

2 
 

2 

PC20. Deal with out of date or deteriorating stock in  line  with company policy and any relevant 
laws 

 

4 
 

2 
 

2 

PC21. Involve staff in  spotting potential improvements to  the  way   stock  is organised and 
presented 

 

4 
 

2 
 

2 

PC22. Spot realistic  and effective ways of improving how stock is organised and presented 
 

8 
 

4 
 

4 

PC23.  Get  permission  from  the   right person, where necessary, to improve the way stock is 
organised and presented 

4 2 2 

PC24. Make   sure   that   you   maintain customer goodwill and staff morale while stock is being 
reorganised 

 

4 
 

2 
 

2 

 Total  100 50 50 



 
RAS / N0131 To 

allocate and 
check work in 

your team 

PC1.  Use information collected on the performance of team members in any formal appraisal of 
performance. 

 

 

 
100 

 

10 
 

5 
 

5 

PC2. Recognise successful completion of significant pieces of work or work activities by team 
members and the overall team and advise your manager. 

 

10 

 

5 
 

5 

PC3. Identify unacceptable or poor performance, discuss the cause(s) and agree ways of 
improving performance with team members. 

 
5 

 
2.5 

 
2.5 

PC4.   Monitor the team for conflict, identifying the cause(s) when it occurs and dealing with it 
promptly and effectively. 

 
5 

 
2.5 

 
2.5 

PC5.    Motivate   team   members    to complete the work they have been allocated and provide, 
where requested and where possible, any additional support and/or resources to help completion. 

 

10 

 

5 
 

5 

PC6. Support team members in identifying and dealing with problems and unforeseen events. 
 

5 
 

2.5 
 

2.5 

PC7.  Check the progress and quality of the work of team members on a regular and fair basis 
against the standard or level of expected performance and provide prompt and constructive 
feedback. 

 

10 
 

5 
 

5 

PC8.   Encourage team members   to ask questions, make suggestions and seek clarification in 
relation to the work they have been allocated. 

 
10 

 
5 

 
5 

PC9.  Recognise and seek to find out about differences in expectations and working methods of 
any team members from a different country or culture and promote ways of working that take 
account of their expectations and maximise productivity. 

 

5 
 

2.5 
 

2.5 

PC10.   Brief team members on the work they have been allocated and the standard or level of 
expected performance. 

 
10 

 
5 

 
5 

PC11.  Allocate work to team members on a fair basis taking account of their skills, knowledge 
and understanding, experience and workloads and the opportunity for development. 

 

5 
 

2.5 
 

2.5 

PC12.     Plan    how    the    team   will undertake its work, identifying any priorities or critical 
activities and making best use of the available resources. 

 

5 
 

2.5 
 

2.5 

PC13.Confirm the work required of the team with your manager and seek clarification, where 
necessary, on any outstanding points and issues 

 
10 

 
5 

 
5 

 Total  100 50 50 

RAS / N0145 To 
communicate 

effectively with 
stake-holders 

PC1. Pass on written information only to those people authorised to receive it and within agreed 
timescales 

 

100 

 

4 
 

2 
 

2 

PC2. Keep the information in written documents as required by your organization; 
 

4 
 

2 
 

2 

PC3. Maintain   the   communication mediums in line your instructions and organisation's 
procedures 

 

4 
 

2 
 

2 

PC4.   Make  sure  the  communication equipment you use is working properly, take corrective 
action as required 

 

4 
 

2 
 

2 



PC5. Acknowledge incoming communication promptly and clearly, using appropriate terminology 
 

4 
 

2 
 

2 

PC6.  Pass on information to persons who require it within agreed timescales 4 2 2 

PC7. Check to ensure that the information you give is understood by the receivers  

4 
 

2 
 

2 
PC8. Take prompt and effective action when there is difficulty in transmission or reception of 
information 

 

4 
 

2 
 

2 

PC9. Accurately   interpret   and   act upon instructions that you receive 4 2 2 

PC10.  Make sure you get  clarifications when you need to 4 2 2 

PC11.  Consult with and help your team members to maximise efficiency in carrying out tasks 
 

4 
 

2 
 

2 

PC12. Give instructions to others clearly, at a pace and in a manner that helps them to 
understand 

 

4 
 

2 
 

2 

PC13.   Listen  actively  and  identify the most important things that customers are saying 
 

4 
 

2 
 

2 

PC14. Identify   the   most    important things that customers are telling you 4 2 2 

PC15. Summarize information for customers 4 2 2 

PC16.  Use appropriate body  language when communicating with customers 4 2 2 

PC17. Read   your   customers’   body language to help you understand their feelings and wishes 
 

4 
 

2 
 

2 

PC18. Deal   with   customers   in   a respectful, helpful and  professional way at all times 
 

2 
 

1 
 

1 

PC19. Help   to   give   good   customer service by passing messages to colleagues 
 

2 
 

1 
 

1 

PC20. Understand the roles and responsibilities of the different people you will be working 
with 

 

4 
 

2 
 

2 

PC21.  Agree and record  arrangements for joint working that are appropriate and effective 
 

2 
 

1 
 

1 

PC22.  Agree to the information sharing timing, reasons and confidentiality 4 2 2 

PC23. Discuss on how and when the joint work will be monitored and reviewed 
  

4 
 

2 
 

2 

PC24.  Undertake  your role  in  the joint working in a way that is consistent with agreements made, 
your own job role and relevant policies and standards 

 
4 

 
2 

 
2 

PC25. Represent your agency's views and policies in a clear and constructive way 
 

4 
 

2 
 

2 



PC26.  Identify any tensions and issues in the joint working and seek to address them with the 
people involved 

 

2 
 

1 
 

1 

PC27. Seek  appropriate  support when you are having difficulty working effectively with staff in 
other agencies 

 

4 
 

2 
 

2 

 Total  100 50 50 

 
RAS / N0122 To 

help maintain 
healthy and 

safety 

PC1.  Follow company procedures and legal requirements for dealing with accidents and 
emergencies. 

 

 

 

 

 

 

 

 

 

 

 

 

100 

 

15 
 

7.5 
 

7.5 

PC2. Speak and behave in a calm way while dealing with accidents and emergencies. 
 

15 
 

7.5 
 

7.5 

PC3. Report accidents and emergencies promptly, accurately and to the right person. 
 

10 
 

5 
 

5 

PC4. Recognise when evacuation procedures have been started and following company 
procedures for evacuation 

 
10 

 
5 

 
5 

PC5. Follow the health and safety requirements laid down by your company and by law, and 
encourage colleagues to do the same. 

 
15 

 
7.5 

 
7.5 

PC6. Promptly   take   the   approved action to deal with risks if you are authorised to do so. 
 

10 
 

5 
 

5 

PC7.  If you do not have authority   to deal with risks, report them promptly to the right person. 
 

15 
 

7.5 
 

7.5 

PC8.  Use equipment and materials in line with the manufacturer’s instructions. 
 

10 
 

5 
 

5 

 Total  100 50 50 

 
 

RAS / N0150 To 
monitor and 

solve customer 
service 

problems 

PC1. Respond positively to customer service problems following organisational guidelines 

 

 

 

 

 

100 

 

10 
 

5 
 

5 

PC2. Solve customer service problems when you have sufficient authority 
 

5 
 

2.5 
 

2.5 

PC3. Work with others to solve customer service problems 10 5 5 

PC4. Keep customers informed of the actions being taken 5 2.5 2.5 

PC5. Checking if the customers are comfortable with the actions taken 5 2.5 2.5 

PC6. Solve  problems  with  service system and procedures 10 5 5 

PC7. Inform coworkers of  the steps taken to solve specific problems 5 2.5 2.5 

PC8. Identify repeated customer service problems 10 5 5 

PC9. Identify advantages and disadvantages of options for dealing with problems 
 

5 
 

2.5 
 

2.5 

PC10. Selecting the best option, balancing customer needs and needs of organisation 

 

5 
 

2.5 
 

2.5 



PC11. Obtain   approval   from  sufficient authority to change guidelines to reduce a problem 
 

10 
 

5 
 

5 

PC12. Action your agreed solution 5 2.5 2.5 

PC13. Keeping customers positively involved in steps taken to solve problem 
 

10 
 

5 
 

5 

PC14. Monitor and adjust changes made 5 2.5 2.5 

 Total  100 50 50 

RAS / N0137 To 
work effectively 

in your team 

PC1.  Display courteous and helpful behaviour at all times. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

100 

10 5 5 

PC2. Take opportunities to enhance the level of assistance offered to colleagues. 
 

5 
 

2.5 
 

2.5 

PC3. Meet all reasonable requests for assistance within  acceptable workplace timeframes 
 

10 
 

5 
 

5 

PC4. Complete   allocated   tasks   as required. 5 2.5 2.5 

PC5. Seek assistance when  difficulties arise 5 2.5 2.5 

PC6. Use questioning techniques to clarify instructions or responsibilities. 10 5 5 

PC7. Identify and display a nondiscriminatory attitude in all contacts with customers and other staff 
members 

 
5 

 
2.5 

 
2.5 

PC8. Observe appropriate dress code and presentation as required by the workplace, job role and 
level of customer contact. 

 
5 

 
2.5 

 
2.5 

PC9. Follow personal hygiene procedures according to organisational policy and relevant 
legislation 

 

5 
 

2.5 
 

2.5 

PC10.   Interpret, confirm and act on workplace information, instructions and procedures relevant to 
the particular task. 

 
5 

 
2.5 

 
2.5 

PC11. Interpret, confirm and act on legal requirements in regard to anti- discrimination, sexual 
harassment and bullying. 

 
10 

 
5 

 
5 

PC12.  Ask questions to seek and clarify workplace information 5 2.5 2.5 

PC13. Plan and organise daily work routine within the scope of the job role. 5 2.5 2.5 

PC14. Prioritise and complete tasks according to required timeframes. 5 2.5 2.5 

PC15.Identify work and personal priorities and achieve a balance between competing priorities 
 

10 
 

5 
 

5 

 Total  100 50 50 

 
 

PC1. Share work fairly with colleagues, taking account of your own and others’ preferences, skills 
and time available. 

 

 

 

 

5 
 

2.5 
 

2.5 



 
 

RAS / N0138 To 
work effectively 

in your 
organisation 

PC2.  Make realistic commitments to colleagues and do what you have promised you will do. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
100 

 

5 
 

2.5 
 

2.5 

PC3. Let colleagues know promptly if you will not be able to do what you have promised and 
suggest suitable alternatives. 

 
5 

 
2.5 

 
2.5 

PC4. Encourage and support colleagues when working conditions are difficult. 
 

5 
 

2.5 
 

2.5 

PC5.  Encourage colleagues who are finding it difficult to work together to treat each other fairly, 
politely and with respect. 

 
5 

 
2.5 

 
2.5 

PC6. Follow the company’s  health and safety procedures as you work 5 2.5 2.5 

PC7. Discuss and agree with the right people goals that are relevant, realistic and clear. 
 

5 
 

2.5 
 

2.5 

PC8. Identify the knowledge and skills you will need to achieve your goals. 5 2.5 2.5 

PC9. Agree     action     points    and deadlines that are realistic, taking account of your past 
learning experiences and the time and resources available for learning. 

 
 

5 

 
 

2.5 

 
 

2.5 

PC10.  Regularly check your progress and, when necessary, change the way you work. 
 

5 
 

2.5 
 

2.5 

PC11. Ask for feedback on your progress from those in a position to give it, and use their feedback 
to improve your performance 

 
10 

 
5 

 
5 

PC12. Encourage colleagues to ask you for work-related information or advice that you are likely to 
be able to provide. 

 
5 

 
2.5 

 
2.5 

PC13. Notice when colleagues are having difficulty performing tasks at which you are competent, 
and tactfully offer advice. 

 
5 

 
2.5 

 
2.5 

PC14. Give clear, accurate and relevant information and advice relating to tasks and procedures. 
 

5 
 

2.5 
 

2.5 

PC15. Explain and demonstrate procedures clearly, accurately and in a logical sequence. 
 

5 
 

2.5 
 

2.5 

PC16. Encourage colleagues to ask questions if they don’t understand the information and advice 
you give them. 

 

5 
 

2.5 
 

2.5 

PC17. Give colleagues opportunities to practice new skills, and give constructive feedback. 
 

5 
 

2.5 
 

2.5 

PC18. Check that health, safety and security are not compromised when you are helping others to 
learn. 

 

5 
 

2.5 
 

2.5 

PC19. Check that health, safety and security are not compromised when you are helping others to 
learn. 

 

5 
 

2.5 
 

2.5 

 Total  100 50 50 



Criteria for Assessment of Skill Component (Departmental Manager, Level 6) 
 

 

Assessment 
Outcomes 

 
Performance Criteria 

Total 
marks 
(1100) 

Marks Allocation 

Out of Theory Skills 

 
 
 
 
 
 
 
 
 

RAS / N0139 
To plan visual 
merchandising 

PC1. Identify the purpose, content and style of the display.  

 

 

 

 

 

 

 

 

 

100 

10 5 5 

PC2. Identify the equipment, materials, merchandise and props you need to create and 
install the display and the dates for completing it. 

 

10 
 

5 
 

5 

PC3. Evaluate whether the place you plan to put the display is likely to fulfil the design brief. 10 5 5 

PC4. Create new and effective ways of improving the visual effect of displays, within the limits 
of the design brief, the company’s visual design policies and the authority you have. 

 

15 
 

7.5 
 

7.5 

PC5. Confirm that the features of merchandise and props shown in the design brief are those 
most likely to attract customers’ attention. 

 

10 
 

5 
 

5 

PC6. Identify other merchandise and props when those originally specified are not available or not 
suitable, and agree your selections with the right person. 

 

15 
 

7.5 
 

7.5 

PC7. Agree arrangements for delivery of merchandise and props with the right people, allowing 
enough time for deliveries to arrive before the display must be installed. 

 

10 
 

5 
 

5 

PC8. Check the progress of deliveries and take suitable action if delays seem likely. 10 5 5 

PC9.Update stock records to account for merchandise on display 10 5 5 

 Total  100 50 50 

RAS / N0140 
To establish and 
satisfy customer 

needs 

PC1. Stay alert to, and make unobtrusive observations about, customer choices and 
movements within the store 

 

 

100 

10 5 5 

PC2. Heed to customer  queries  about the   products and supplies they wish to purchase and 
unobtrusively and politely enquire about their purchase requirements, when necessary 

 

10 
 

5 
 

5 

PC3. Help customers identify the product or supplies they   wish to purchase and direct / 
accompany them to the exact store location where the specific product or supplies are stocked / 
displayed 

 
10 

 
5 

 
5 

PC4.Confirm  with  customers  that  the  products  and   supplies being packed, wrapped and billed 
exactly match their selections 

10 5 5 

PC5. Extend appropriate courtesy to customers during the sales process and provide appropriate 
and accurate information and advice 

 

10 
 

5 
 

5 

PC6. Provide  information  on  variants  of   product and supplies available in the store and enable 
customers to make informed purchase decisions 

 

10 
 

5 
 

5 

PC7. Enable customers to make choices appropriate  with their product, supplies and brand 
preferences and complete their basket of purchases 

 

10 
 

5 
 

5 



PC8. Where allowed, by store or business policy, advise the customer to sample the product or 
supplies in the course of the purchase decision 

 

10 
 

5 
 

5 

PC9. Maintain prescribed levels of store, environmental and personal hygiene and ensure health 
and safety within the store environs and peripheral areas 

 

10 
 

5 
 

5 

PC10. Ensuring  that  customers  fulfil  their  purchase  process smoothly from start to billing by 
minimizing waiting times at different stages of the process 

 

10 
 

5 
 

5 

 Total  100 50 50 

 
 

RAS / N0141 
To monitor and 
manage store 
performance 

PC1. Monitor retail operations against targets  

 

 

 
100 

20 10 10 

PC2. Check  that  the  quality  of  the  products and customer service are maintained 20 10 10 

PC3. Adapt  allocation  of  work  activities to meet changing priorities and targets 20 10 10 

PC4. Report factors influencing effectiveness which are outside your own area of responsibility to 
the relevant people 

20 10 10 

PC5. Make recommendations to improve retail operations to relevant people 20 10 10 

 Total  100 50 50 

 
 
 
 
 
 
 

 
RAS / N0142 
To provide 

leadership for 
your team 

PC1. Set out and positively communicate the purpose and objectives of the store business to all 
store team members 

 

 

 

 

 

 

 

 

 

100 

10 5 5 

PC2. Involve key store team members in planning how the team will achieve store business 
objectives 

10 5 5 

PC3. Encourage team members to take the lead when they have the knowledge and expertise and 
show willingness to  follow this lead 

 

5 
 

2.5 
 

2.5 

PC4. Ensure that each member of the team has personal work objectives and understands how 
achieving these will contribute to achievement of the store business’s objectives 

 

10 
 

5 
 

5 

PC5. Encourage and support team members to achieve their personal work objectives and those 
of the team and provide recognition when objectives have been achieved 

 

10 
 

5 
 

5 

PC6. Win, through your performance, the trust and   support of the team for your leadership 10 5 5 

PC7. Steer the team successfully through difficulties and challenges, including conflict, diversity 
and inclusion issues within the team 

 

10 
 

5 
 

5 

PC8. Encourage  and  recognize  creativity  and innovation within the team 10 5 5 

PC9. Give team members support and advice when they    need it especially if and during periods 
when the store business is below set goals 

 

5 
 

2.5 
 

2.5 

PC10. Motivate team members to present their own ideas and listen to what  they say 10 5 5 

PC11. Monitor  activities  and progress  across  the store  team without interfering 10 5 5 

 Total  100 50 50 

 
 

PC1. Clearly articulate the purpose of the store business  and the team – what it has to achieve, 
and why a team rather than  an individual approach is required 

 

 

 

 

10 
 

5 
 

5 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

RAS / N0143 
To build and 

manage store 
team 

PC2. Identify the diversity of expertise, knowledge, skills  and attitudes required to achieve the 
team purpose 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

100 

5 2.5 2.5 

PC3. Identify store  team  members’  expertise,  knowledge, skills and attitudes and agree their 
particular roles within the team 

 

10 
 

5 
 

5 

PC4. Use team selection and development processes to  develop any expertise, knowledge, skills 
and attitudes lacking in the team 

 

5 
 

2.5 
 

2.5 

PC5. Agree with team members the behaviours that are likely to help the achievement of the 
team purpose and those that should be avoided because they are likely to hinder progress 

 

10 
 

5 
 

5 

PC6. Help team members  understand  their  unique  contribution to the team and to the store 
business, the contributions expected of fellow team members and how these complement and 
support each other 

 
10 

 
5 

 
5 

PC7. Provide opportunities for team members to get to  know each   other’s   strengths   and   
weaknesses   and   build mutual respect and trust 

 

10 
 

5 
 

5 

PC8. Allow time for the team to develop through its stages  of growth 5 2.5 2.5 

PC9.   Help the team seize opportunities presented by changes in the team composition and 
support the introduction of new team members 

 

5 
 

2.5 
 

2.5 

PC10.  Encourage team members to share problems with each other and solve these creatively 
together 

5 2.5 2.5 

PC11.  Encourage open communication between team members, including providing feedback 
designed to enhance the performance of fellow team members and the team as a whole 

 

10 
 

5 
 

5 

PC12. Review the performance of the team at appropriate points and evaluate how well its 
purpose is being achieved 

5 2.5 2.5 

PC13.   Celebrate team and individual successes together,  and acknowledge  when  things  go  
wrong,  before  refocusing    the team’s energy on achieving its purpose 

 

5 
 

2.5 
 

2.5 

PC14.  Disband  the  team  if  and  when  its  purpose  has been achieved and it is no longer 
required for other purposes 

5 2.5 2.5 

 Total  100 50 50 

 
 

RAS / N0131 
To allocate and 
check work in 

your team 

PC1. Use information collected on the performance of   team members in any formal appraisal of 
performance. 

 

 

 

 
100 

10 5 5 

PC2. Recognise successful completion of significant pieces of work or work activities by team 
members and the overall team and advise your manager. 

 

10 
 

5 
 

5 

PC3. Identify unacceptable or poor performance, discuss the cause(s) and agree ways of 
improving performance with team members. 

 

5 
 

2.5 
 

2.5 

PC4. Monitor the team for conflict, identifying the cause(s) when it occurs and dealing with it 
promptly and effectively. 

10 5 5 



PC5. Motivate team members to complete the work they have been allocated and provide, 
where requested and where possible, any additional support and/or resources to help 
completion. 

 
10 

 
5 

 
5 

PC6. Support team members in identifying and dealing with problems and unforeseen events. 5 2.5 2.5 

PC7. Check the progress and quality of the work of team members on a regular and fair basis 
against the standard or level of expected performance and provide prompt and constructive 
feedback. 

 
10 

 
5 

 
5 

PC8. Encourage team members to ask questions, make suggestions and seek clarification in 
relation to the work they have been allocated. 

 

5 
 

2.5 
 

2.5 

PC9. Recognise and seek to find out about differences in expectations and working methods of 
any team members from a different country or culture and promote ways of working that take 
account of their expectations and maximise productivity. 

 
10 

 
5 

 
5 

PC10. Brief team members on the work they have been allocated and the standard or level of 
expected performance. 

5 2.5 2.5 

PC11. Allocate work to team members on a fair basis taking account of their skills, knowledge and 
understanding, experience and workloads and the opportunity for development. 

 

5 
 

2.5 
 

2.5 

PC12. Plan how the team will undertake its work, identifying any priorities or critical activities and 
making best use of the available resources. 

 

5 
 

2.5 
 

2.5 

PC13. Confirm the work required of the team with your manager    and seek clarification, where 
necessary, on any outstanding points and issues. 

 

10 
 

5 
 

5 

 Total  100 50 50 

 

RAS / N0144 
To develop 

individual retail 
service 

opportunities 

PC1. Identify the types of client who would benefit from your service and whose custom would 
help you achieve your sales targets 

 

 

 

 

 

 

 

 

 

 

 

 
 

100 

 

5 
 

2.5 
 

2.5 

PC2. Suggest ideas for building the client base that are suitable for the client profiles and 
achievable bearing in mind the budget and time available and company image and policy 

 

10 
 

5 
 

5 

PC3. Follow company policies and procedures for building  the client base 5 2.5 2.5 

PC4. Review your progress against your plans at suitable Intervals 5 2.5 2.5 

PC5. Recognize whether you are achieving the results you need and adjusting your plans when 
necessary 

10 5 5 

PC6. Give your manager clear and accurate reports of your progress at the agreed times 5 2.5 2.5 

PC7. Spot suitable opportunities to approach potential clients 10 5 5 

PC8. Approach potential clients in a way that projects your company’s image effectively and is 
likely to help create a business relationship 

 

10 
 

5 
 

5 

PC9. Quickly create a rapport with potential clients 5 2.5 2.5 

PC10. Talk to potential clients in a persuasive way about  your services 10 5 5 



PC11. Compare your service with competitors’ services in ways that make clear the advantages of 
your service while being honest and fair 

 

5 
 

2.5 
 

2.5 

PC12. Exchange  relevant  information  with  potential  clients when appropriate 5 2.5 2.5 

PC13. Record client information promptly, accurately and  in a way that allows you to use the 
information effectively 

5 2.5 2.5 

PC14. Store  and  use  client  information  in  line  with    data protection laws and company policy 5 2.5 2.5 

PC15. When  it  is  not  possible  to  keep  promises  to   potential clients, tell them promptly and 
offer any other suitable information or help 

 

5 
 

2.5 
 

2.5 

 Total  100 50 50 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

RAS / N0145 
To      

communicate 
effectively with 
stake- holders 

PC1. Pass  on  written  information  only  to  those     people authorised to receive it and within 
agreed timescales 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

100 

4 2 2 

PC2. Keep the information in written documents as   required by your organization; 4 2 2 

PC3. Maintain  the  communication  mediums  in  line    your instructions and organisation's 
procedures 

4 2 2 

PC4. Make sure  the communication equipment  you   use is working properly, take corrective 
action as required 

4 2 2 

PC5. Acknowledge  incoming  communication promptly and clearly, using appropriate 
terminology 

4 2 2 

PC6. Pass on information to persons  who require it     within agreed timescales 4 2 2 

PC7. Check  to  ensure  that  the  information  you  give     is understood by the receivers 4 2 2 

PC8. Take prompt and effective action when there is difficulty  in transmission or reception of 
information 

4 2 2 

PC9. Accurately interpret and act upon instructions that   you receive 4 2 2 

PC10. Make sure you get clarifications when you need to 4 2 2 

PC11. Consult with and help your team members to maximize efficiency in carrying out tasks 4 2 2 

PC12. Give instructions to others clearly, at a pace and in a manner that helps them to 
understand 

4 2 2 

PC13. Listen actively and identify the most important things that customers are saying 4 2 2 

PC14. Identify the most important things that customers are telling you 4 2 2 

PC15. Summarize information for customers 4 2 2 

PC16. Use appropriate  body language  when communicating with customers 4 2 2 

PC17. Read  your  customers’  body  language  to  help    you understand their feelings and wishes 2 1 1 

PC18. Deal   with   customers   in   a   respectful,   helpful  and professional way at all times 4 2 2 

PC19. Help to give good customer service by passing messages to colleagues 4 2 2 



PC20. Understand the roles and responsibilities of the different people you will be working with 4 2 2 

PC21. Agree and record arrangements for joint working that are appropriate and effective 2 1 1 

PC22. Agree to the information sharing timing, reasons and confidentiality 4 2 2 

PC23. Discuss  on  how  and  when  the  joint  work  will be monitored and reviewed 2 1 1 

PC24. Undertake your role in the joint working in a way that  is consistent with agreements made, 
your own job role and relevant policies and standards 

 

4 
 

2 
 

2 

PC25. Represent your agency's views and policies in a clear and constructive way  2 1 1 

PC26. Identify any tensions and issues in the joint working and seek to address them with the 
people involved 

4 2 2 

PC27. Seek appropriate support when you are having difficulty working effectively with staff in other 
agencies 

4 2 2 

 Total  100 50 50 

 
 
 
 
 

 
RAS / N0122 

To help 
maintain 

healthy and 
safety 

PC1.  Follow company procedures and legal requirements   for dealing with accidents and 
emergencies. 

 

 

 

 

 

 

 

 
100 

10 5 5 

PC2.   Speak and behave in a calm way while dealing with accidents and emergencies. 15 7.5 7.5 

PC3.  Report accidents and emergencies promptly, accurately and to the right person. 10 5 5 

PC4. Recognise   when   evacuation  procedures   have been started and following company 
procedures for evacuation 

15 7.5 7.5 

PC5. Follow the health and safety requirements laid down by your company and by law, and 
encourage colleagues to do the same. 

 

15 
 

7.5 
 

7.5 

PC6.  Promptly take the approved action to deal with risks if you are authorised to do so. 15 7.5 7.5 

PC7.  If you do not have authority to deal with risks, report them promptly to the right person. 10 5 5 

PC8. Use   equipment   and   materials   in   line   with   the manufacturer’s instructions 10 5 5 

 Total  100 50 50 

 
 
 

RAS / N0137 
To work 

effectively in 
your team 

PC1. Display courteous and helpful behaviour at all times. 
 

 

 

 

 

 

 

 

 

 

 

10 5 5 

PC2. Take opportunities to enhance the level of assistance offered to colleagues 5 2.5 2.5 

PC3. Meet   all reasonable    requests   for   assistance within acceptable workplace timeframes 5 2.5 2.5 

PC4. Complete allocated tasks as required. 5 2.5 2.5 

PC5. Seek assistance when difficulties arise  5 2.5 2.5 

PC6. Use questioning techniques to clarify instructions or responsibilities. 10 5 5 
PC7. Identify  and  display  a  non discriminatory attitude  in all contacts with customers and other 
staff members 

5 2.5 2.5 



PC8. Observe appropriate dress code and presentation as required by the workplace, job role and 
level of customer contact. 

 

 
100 

 

10 
 

5 
 

5 

PC9. Follow personal hygiene procedures according to organisational policy and relevant 
legislation 

5 2.5 2.5 

PC10. Interpret, confirm and act on workplace information, instructions and procedures relevant to 
the particular task. 

5 2.5 2.5 

PC11.  Interpret, confirm and act on legal requirements in regard to anti-discrimination, sexual 
harassment and bullying. 

5 2.5 2.5 

PC12.  Ask questions to seek and clarify workplace information. 10 5 5 

PC13. Plan and organise daily work routine within the scope of the job role. 5 2.5 2.5 

PC14. Prioritise   and   complete   tasks   according   to required timeframes. 10 5 5 

PC15. Identify work and personal priorities and achieve a balance between competing priorities 5 2.5 2.5 

 Total  100 50 50 

RAS / N0138 
To work 

effectively in 
your 

organisation 

PC1. Share work fairly with colleagues, taking account of    your own and others’ preferences, 
skills and time available. 

100 

5 2.5 2.5 

PC2. Make realistic commitments to colleagues and do what you have promised you will do. 5 2.5 2.5 

PC3. Let colleagues know promptly if you will not be able to   do what you have promised and 
suggest suitable alternatives. 

5 2.5 2.5 

PC4. Encourage and support colleagues when working conditions are difficult. 5 2.5 2.5 

PC5. Encourage colleagues who are finding it difficult to work together to treat each other fairly, 
politely and with respect. 

5 2.5 2.5 

PC6. Follow the company’s health and safety procedures as you work 5 2.5 2.5 

PC7. Discuss and agree with the right people goals that are relevant, realistic and clear. 5 2.5 2.5 

PC8. Identify the knowledge and skills you will need to   achieve your goals. 5 2.5 2.5 

PC9. Agree action points and deadlines that are realistic, taking account of your past learning 
experiences and the time and resources available for learning. 

 

5 
 

2.5 
 

2.5 

PC10.  Regularly check your progress and, when necessary, change the way you work. 5 2.5 2.5 

PC11. Ask for feedback on your progress from those in a position to give it, and use their feedback 
to improve your performance 

10 5 5 

PC12.   Encourage   colleagues   to   ask   you   for   work-related information or advice that you are 
likely to be able to provide. 

5 2.5 2.5 

PC13. Notice when colleagues are having difficulty    performing tasks at which you are competent, 
and tactfully offer advice. 

5 2.5 2.5 

PC14. Give clear, accurate and relevant information and    advice relating to tasks and procedures. 5 2.5 2.5 



 

PC15.  Explain and demonstrate procedures clearly, accurately and in a logical sequence. 5 2.5 2.5 

PC16. Encourage colleagues to ask questions if they don’t understand the information and advice 
you give them. 

5 2.5 2.5 

PC17. Give colleagues opportunities to practise new skills, and give constructive feedback. 5 2.5 2.5 

PC18. Check that health, safety and security are not compromised when you are 
helping others to learn. 

5 2.5 2.5 

PC19. Check that health, safety and security are not compromised when you are 
helping others to learn. 

5 2.5 2.5 

 Total  100 50 50 

 

 

Criteria for Assessment of Skill Component (Store Manager, Level 7) 

                                                                             

 
 

Marks Allocation 

Assessment 
Outcomes 

Assessment Criteria for Outcomes Total Mark Out Of 
Theory 
  

Skills 
  

RAS/N0152  
Optimize 
inventory to 
ensure 
maximum 
availability of 
stocks and 
minimized 
losses 

PC1. Maintain, conform and implement the following as per seasonality and market trends: 
a. stock levels like average stock level, re-order level  
b. inventory budgets 
c. purchase procedures 

100 

4 2 2 

PC2. Record and control the following: 
a. ageing of products 
b. vendor norms about stocks/return and damages 
c. credit period offered by vendors 
d. price cover policy offered by vendors reverse logistics policies of the organisation viz-a-viz vendors’ 

policies 

4 2 2 

PC3. Maintain accurate records of stocks bought and sold 4 2 2 

PC4. Record costs during stock movements 4 2 2 

PC5. Develop team understanding of stock management systems being followed by organisation 4 2 2 

PC6. Control shrinkage/pilferage of products to minimize losses 4 2 2 

PC7. Maintain records on shrinkage/pilferage of products 4 2 2 

PC8. Establish a timely and well-coordinated stock take process 4 2 2 

PC9. Maintain accurate recording and transmission of data 4 2 2 

PC10. Determine recording and re-checking of variances 4 2 2 

PC11. Analyse stock-take data as required by organisation 3 1.5 1.5 

PC12. Ensure safety and well-being of team involved in stock-take  3 1.5 1.5 

 Total  100 50 50 



 

 

RAS/N0153 
Adhere to 
standard 
operating 
procedures, 
process and 
policy of the 
store while 
ensuring timely 
and accurate 
reporting 

PC1. Implement processes in alignment to store policy 

100 

5 2.5 2.5 

PC2. Describe relevant store policies/guidelines to the team 5 2.5 2.5 

PC3. Cooperate and collaborate with authorities to conduct store audits as required 5 2.5 2.5 

PC4. Understand all non- compliance issues and work towards resolving the same 5 2.5 2.5 

PC5. Sign off all legal contracts in alignment to statutory requirements 5 2.5 2.5 

PC6. Sign off and honour all terms and conditions in employee contracts 5 2.5 2.5 

PC7. Describe to the team the importance of records to be maintained 5 2.5 2.5 

PC8. Describe the importance of accurate and error-free collection, preservation and 
transmission of data 

5 2.5 2.5 

PC9. Conduct checks and audits to ensure quality of data for records 6 3 3 

 Total  100 50 50 

RAS/N0154 
Manage sales 
and service 
delivery to 
increase store 
profitability 

 PC1. Understand and implement policies related to  store upkeep and maintenance 

100 

4 2 2 

PC2. Ensure store upkeep and maintenance of all equipment in line with policy 4 2 2 

PC3. Ensure timely checks and repairs of all store equipment 3 1.5 15 

PC4. Describe to the team about operating and maintaining store equipment 4 2 2 

PC5. Train the team to identify key repeat customers and develop customer retention strategies 
to build brand loyalty 

3 1.5 15 

PC6. Implement strategies to generate additional footfalls 4 2 2 

PC7. Build relationships with new and existing customers to augment business and brand 
reputation 

3 1.5 15 

PC8. Train and work with team to implement customer engagement initiatives to enhance 
customer satisfaction 

3 1.5 15 

PC9. Establish a mechanism for collecting feedback from customers for further improvement of 
service 

3 1.5 15 

PC10. Develop robust post-sales services to build brand loyalty and customer satisfaction 3 1.5 15 

PC11. Establish a system for addressal of escalations and analyse the cause of escalations to 
prevent recurrence 

3 1.5 15 

PC12. Set sales targets and develop a strategy for achieving the targets 3 1.5 15 

PC13. Communicate sales targets and plans to team and motivate team to achieve the targets 3 1.5 15 

PC14. Determine requisite resources required to be able to perform optimally to achieve targets 3 1.5 15 

 Total  100 50 50 

RAS/N0155 
Execute visual 
merchandising 
displays as per 

PC1. Establish conformance to retail processes like stock rotation, adjacency principles and 
product display norms 

100 

6 3 3 

PC2. Train staff on concept of planogramming its effective implementation 6 3 3 



 

 

standards and 
guidelines 

PC3. Confirm that display of products is aligned to updated store planogram 5 2.5 2.5 

PC4. Support company officials for carrying out necessary audits and checks 5 2.5 2.5 

PC5. Impart training to team on:  
a. guidelines for store lay out 
b. guidelines for display of merchandise and promotion elements (brand and  category wise)  

c. guidelines for executing promotional events 

6 3 3 

PC6. Negotiate  with vendors on  spacing  requirements of the store as against the vendor plans 6 3 3 

PC7. Negotiate with vendor to arrive at a profitable revenue understanding as  against space allocation 6 3 3 

PC8. Confirm vendors’ compliance to visual merchandising guidelines 6 3 3 

 Total  100 50 50 

RAS/N0156 
Ensure overall 
safety, security 
and hygiene of 
the store 

PC1. Explain store policy and procedures in regards to health, hygiene and  safety clearly and 
accurately 

 1.5 0.75 0.75 

PC2. Organise training at regular intervals on health, hygiene and safety 100 1.5 0.75 0.75 

PC3. Provide access to team members on relevant store policies  1.5 0.75 0.75 

PC4. Provide clear and accurate information on identified hazards and risk control procedures to 
team members 

 1.5 0.75 0.75 

PC5. Resolve issues raised by staff in alignment with store policies  1.5 0.75 0.75 

PC6. Establish resource requirements to ensure safe lifting or shifting and manual handling 
techniques are applied by staff 

 1.5 0.75 0.75 

 PC7. Establish resource requirements to handle store emergencies in the prescribed frequency  1.5 0.75 0.75 

 
PC8. Establish and maintain reporting procedures to facilitate communication and recording of 
details of safety-related incidents 

 1.5 0.75 0.75 

 
PC9. Create awareness on ‘Prevention of Sexual Harassment’ and enforce adherence to policy  1.5 0.75 0.75 

 PC10. Organise mock fire and safety drills at regular intervals  1.5 0.75 0.75 

 PC11. Adhere to personal grooming standards for self as well as team  1.5 0.75 0.75 

 PC12. Ensure management of and conformation to store security procedures  1.5 0.75 0.75 

 PC13. Ensure training of team to handle emergencies  1.5 0.75 0.75 



 PC14. Ensure implementation of security measures in case of emergencies  1.5 0.75 0.75 

 PC15. Cooperate with officials in carrying out all audits and checks  1.5 0.75 0.75 

 PC16. Establish resource requirements to ensure equipment is maintained and stored safely  1.5 0.75 0.75 

 PC17. Establish and maintain procedures for risk assessment and integrate with systems of work  1.5 0.75 0.75 

 PC18. Ensure  availability of trained staff to handle financial processes  1 0.5 0.5 

 
PC19. Ensure adherence to security procedures with respect to identification of authorities and 
implementation of financial processes 

 1.5 0.75 0.75 

 Total  100 50 50 

RAS/N0157 
Implement 
promotions 
and special 
events at the 
store 

PC1. Develop strategies to drive promotions and special events 

100 

6 3 3 

PC2. Develop team competence in effective implementation of in-store promotions 5 2.5 2.5 

PC3. Collect and preserve promotion-related data for future analysis and working 6 3 3 

PC4. Implement organisational processes on collection and transmission of promotion related 
information and data 

6 3 3 

PC5. Conduct data analysis as required by  head office and share relevant feedback 6 3 3 

PC6. Understand the promotion and its requirements completely 6 3 3 

PC7. Explain promotion to relevant team members thoroughly and collaborate to identify 
required resources 

6 3 3 

PC8. Provide required resources to team for effective implementation of promotion 5 2.5 2.5 

 Total  100 50 50 

RAS/N0158 
Lead and 
manage the 
team for 
developing 
store capability 

PC1. Analyse current and projected volume and type of work to be undertaken 

100 

3 1.5 1.5 

PC2. Determine staff recruitment needs and compare with store performance plans 3 1.5 1.5 

PC3. Identify cost effective channels of manpower sourcing and interview effectively to recruit 
quality manpower 

3 1.5 1.5 

PC4. Follow HR policies to support recruitment of staff 2 1 1 

PC5. Identify future manpower requirements based on projected store plans 2 1 1 

PC6. Establish and foster effective and open communication channels with store staff 2 1 1 

PC7. Guide staff regarding individual and team’s roles and responsibilities 2 1 1 

PC8. Set performance expectations in line with organisational policies 3 1.5 1.5 

PC9. Delegate accountability and authority to the team based on individual strengths 2 1 1 

PC10. Consult with team members and share feedback whenever required 2 1 1 



 

PC11. Eliminate bias and ensure equal opportunity to all staff 2 1 1 

PC12. Foster effective team collaboration and take a leadership role to resolve  intra-team 
conflict 

2 1 1 

PC13. Follow and establish self-grooming & hygiene practices in line with store policy for self and 
team 

2 1 1 

PC14. Establish and communicate the goals and objectives of roles in line with organisational 
policies 

3 1.5 1.5 

PC15. Provide support to individuals and teams to enhance performance and achievement of 
organisational goals and the effective completion of work requirements 

2 1 1 

PC16. Provide ongoing personal advice, coaching and mentoring to staff to build skill and team 
performance 

2 1 1 

PC17. Conduct performance appraisals according to the organisation’s standard procedures 2 1 1 

PC18. Define and discuss career paths with team members to ensure motivation and enhance 
retention 

2 1 1 

PC19. Identify training needs to improve performance 3 1.5 1.5 

PC20. Manage poor performance in line with organisational standards, policies and   procedures, 
and legal requirements 

2 1 1 

 Total  100 50 50 

RAS/N0159 
Conduct price 
benchmarking 
and market 
study of 
competition 

PC1. Identify and describe all policies related to collection of market data 

100 

8 4 4 

PC2. Identify team members for collection of market information 6 3 3 

PC3. Train team members in critical activities involving market study 8 4 4 

PC4. Ensure collection of relevant data and analysis of the same to identify product  line 
performance 

8 4 4 

PC5. Communicate all analysis data to  head office on the basis of collected market data 8 4 4 

PC6. Provide input to the merchandising /category teams on best prices offered by competitors 8 4 4 

 Total  100 50 50 

  



 
Annexure III 

STUDENT INTERN PERFORMANCE EVALUATION FORMAT – NSQF Level 4 
 

Student Name:    

 
 Rate the student on the below Learning Outcomes. These Learning Outcomes are indicative 

but not exhaustive 

Rating 
Scale 

 

 
Sr.No 

 
 

Learning Agenda 

 

Learning Outcome 

Can comprehend 

and execute in 

complexsituations 

Can comprehend and 

execute 

independently 

Can comprehend and 

execute under 

supervision 

 Can 

neither 

comprehe 

 

Can comprehend 

but cannot 

   5 4 3 2 1 

 
1 

 
To demonstrate products to customers 

a. Prepare area for Demonstration 

b. Demonstrate product clearly and 

accurately 

     

 

 

 

 

 

2 

 

 

 

 

 

To help customers choose right products 

a. Find out which product features and benefits 

interest individual customers and focus on 

these when discussing products. 

b. Describe and explain clearly and 

accurately relevant product features and 

benefits to customers. 

c. Identify suitable opportunities to tell the customer 

about associated or additional products 

     

 

 

3 

 

 

To provide specialist support to customers facilitating purchases 

a. Explain clearly and accurately the features and 

benefits of products and relate these to the 

customer’s needs 

b. Give demonstrations that clearly show the use 

     

 

 
 

4 

 

 

To maximize sales of goods & services 

a. Identify promotional opportunities and estimate 

their potential to increase sales 

b. Gather relevant and accurate information about 

the effectiveness of promotions, and 

communicate this information clearly to the right 

person 

     

 

 

5 

 

 

To resolve customer concerns 

a. Identify the options for resolving a 

customer service problem 

b. Work out the advantages and disadvantages of 

each option for  customer and organization 

c. Check with your customer to make sure the 

problem has been resolved to their satisfaction 

     

 

 

6 

 

 

To improve customer relationship 

a. Meet customers’ expectations within 

the organization’s service offer 

b. Explain the reasons to your customers 

sensitively and positively when their expectations 

cannot be met 

     

 

Final Project Guide Rating:  (Rating on a Scale of 5; 5 being the highest) 
 

Project Guide Name: Signature: 



 
 
 

 

Annexure IV  
STUDENT INTERN EVALUATION FORM 

 
 

This form is to be filled in by the Assessor (Assessment Agency) to rate the performance of the student on the 

Internship project Student Name:    

Course:  NSQF Level:    
 

 
 Section II: Project Report Evaluation Rating Scale 

Sr.No Parameter Outstanding Excellent Good Needs 
Improvement 

Poor 

  5 4 3 2 1 

1. Report Quality      

 Content      

 Research Analysis      

 Inferences      

2. Report Presentation      

 Communication Skills      

 Analytical Skills      

 

 

Final Rating:  (On a Scale of 1 to 5; 5 being the highest) 
 

Assessor Name: Assessor Sign: 

                                                         

 


