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OVERVIEW

The University Grants Commission (UGC) launched a scheme for skills development based higher education is a part mi/ecdliége/u

education, leading to Bachelor of Vocation (B.Voc.) Degree with mudtiyptg 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 decetiahe This

would enable the graduates completing B. Voc. to makeSalmy A y 3 F dzf LI NG AOA LI GA2Yy Ay | OOSt SNY GAy3
employment, becoming entrepreneurs and creating appropriate knowledge.

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

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

graduates and meet industry requirements.

PROGRAMME STRUCTURE

The B.Voc. Program Retail Operations shall be for a duration of three years consisting of six semesters and is a judicious mix of skjlte relatin
professional education and general education on credit based system.

The successful students will be awarded Certificatefidia/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 semegatéso

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

10+2 Students

of Category - 2 &3 NSQF Skill General Total Credits | Normal Exit Points / Awards
Level Companent Education | for Award Duration
. ) i Credits Credits
1042 Students Certificate  Diploma Advanced Diploma B.Voc Degree
of Category - 1 r T T T 4 18 12 30 One Sem. Certificate
f = > M.Voc 5 36 24 60 Two Sem. Diploma
Lot I s 2 Year 03 Years 6 72 48 120 Four Sem. Advanced Diploma
NSOF Levd Q . ;J o j ‘
e — S Levd 5/ NSQFLevel 6 NSQF Level 7 7 108 72 180 Six Sem. B.Voc Degree
Assessment Assessiment Assessment
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PROGRAMME DURATION

The duration of the B. Voc. programme shall be for a period of three years consisting of six semesters. The curricutusenmeséer has
beenclassified into General Education Component and Skill Component.
The General Education component shall include Theory subjects and the Skill Component shall include a mix of ThedrgnBractica

Internship.

The duration of the programme is enlisted belagainst 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 Il Team Leader 585
6 & v Departmental Manager 1170
7 V&IV Store Manager 1245

GUIDELINES FOR CREDIT QATOON
Guidelines used for credit calculation are in alignment with the UGC Guidelines. The below norms are used for compataddrinofrs:

1 Under Skill€omponent:

0 Theory 1 Credit = 15 hours dkaching

o Practical/Internship 1 Credit = 30 hours training
1 Under GeneraComponent:

0 Theory 1 Credit =15 hours ®eaching

The below norms are used for computation of credits under Skills Component
o0 50% weightage has been assignedlieory
0 10% weightage has been assigne@tactical
0 40% weightage haslen assigned tmternship



B.VOC CURRICULYUMISQF 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 Assgissurview
(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 &
responsible for development of developing ¢hsyllabus, imparting training and conducting assessments for the stude

SEMESTER |
PAPER UNIT GC/S( CATEGORY NO. OF NO. OF
CREDITS HOURS
GENERAL| Section A 6 90
PAPER | | Business Communication (Verbal /
Nonverbal)
- Writing Skills including Resume Writing,
Project Reportwriting
- ReadingSkills
Oral Communication (Internal &
External)
Section BProfessional
Skills Theay
-Personal Hygiene & Grooming, Job
Interview readiness
-Planning & Organizing (in capacity of the Role) GG
- Problem Solving
GENERAL Section A 6 90
PAPER IlI| Fundamentals in AccountinfCalculation
of Discounts/Offers/margins/Financial
Schemes/Basic Accounting etc.)
Section B
Fundamentals in Technology (Computer Skills)
-Basics of MS Office
General Component Total 12 180




SKILL Introduction to Retail and Retail Store 15
PAPER | | 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 e Theory

Processing of credit applications for

purchases (RAS/N0114)

Health, Safety & Security 15

Store Safety & Security (RAS/N0120)

Healthand Safety (RAS/N0122)

Team and Organizational Dynamics 15

*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)
SKILL Consumer Buying Behaviour and Retall 45
PAPER Il | Sales

*Basics of Consumer Shopping Behaviour

*Knowledge of Products & Services

*Retail Selling techniques

Importance of Product Demonstration

(RAS/N0125) SC Theory

Help customers choose right products and

provide (RAS/NM6)

Specialist Support in facilitating Purchases

(RAS/N0127)

Techniques to maximize sale of goods and

services (RAS/N0128)

Understanding Consumer Buying Behaviour & sc Practical- Retail 30

Retail Sales

Lab




SKILL
PAPERIII

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 anBostSales Service Support
(RAS/N0129)

To resolve customer concerns (RAS/N0132)
Organizing Service Delivery (RAS/N0133)

SC

Theory

45

Customer Service and Customer Relationshif
Management

SC

Practical-
Retail Lab

30

Internship Project

Internship

7

210

Skill Component Total

18

405

SEMESTER | TOTAL

30

585

PAPER

SEMESTER I

SUBJECT

GC/SC

CATEGOR

NO. OF
CREDITS

NO. OF
HOURS

GENERAL
PAPER |

Section A

Business Communication (Verbal /
Nonverbal)

-Writing Skills including Resie 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 I

Section A

Fundamentals in Accounting

(Basic Accounting, Cost Accounting)
Section B

Fundamentals in Technology (Computer
Skills)

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

90

General Co

mponent Total

12

180

SKILL
PAPER |

Sore Display and Visual Merchandising
*Store Hygiene and Cleanliness

Organize the display of products at the store
(RAS/N0146)

Plan visual merchandising (RAS/N0139)

Store Display and Visual Merchandising

SC

Theory

45

Practical-
Retail Lab

30

SKILL
PAPER I

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 (RASX0131)

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

Customer Experience Management

SC

Theory

60

Practical-
Retail Lab

30




SKILL
PAPER Il

Organization & Team Dynamics

*Company Vision, Mission, Values

*Job Role of Team Leader and skill sets of a
competent Team Leader

*Understanding Compay Policies and
Procedures

Work effectively in your Team (RAS/N0137)
Work effectively in your organization
(RAS/N0138)

Health and safety (RAS/N0122)

SC

30

Internship Project

SC

Internship

7

210

Skill Component Total

18

405

SEMESTER 2 TOTAL

30

585

1st YEAR TOTAL

60

1170

PAPER

UNIT

SEMESTER I

GC/SC

CATEGORY

NO. OF
CREDITS

NO. OF
HOURS

GENERAL
PAPER |

Section A

Planning and Organizing (in capacity of the
Role)

Section B

Problem Solving & Decision Making

GC

GENERAL
PAPER |

Financial Management and Retail Accounting

GC

Theory

6

90

90

General Co

mponent Total

12

180

SKILL
PAPER |

Retail Store Operations and

Profitability Management

*Inventory Management

* MerchandiseManagement

* Develop Sales Strategy and
Campaigns

Plan visual mercharge (RAS/N0139)
Monitor and manage store performance
(RAS/N0141)

Manage a budgeiRAS/N0151)

SC

Retail Store Operations and
Profitability Management

Theory

75

Practical-
Retalil Lab

60




SKILL
PAPER Il

Customer Experience Management
Establish ad satisfy customer

needs (RAS/N0140)

/| 2YYdzyAOFGS STFSOGAOD
holders (RAS/N0145)

Develop individual retail service
opportunities (RAS/N0144)

*Customer Experience Innovation

SC

75

Internship Project

SC

Internship

4

120

Skill Component Total

16

330

PAPER

UNIT

SEMESTER IV

GC/SC

CATEGORY

NO. OF
CREDITS

NO. OF
HOURS

GENERAL
PAPER |

Section A

Personal Effectiveness /
Personality Development

Section B

Analytical Skills & Negotiation Skills

GC

GENERAL
PAPER I

Project Management

GC

Theory

6

90

90

General Co

mponent Tota

12

180

SKILL
PAPER |

Understanding Leadership

Provide leadership for your team
(RAS/N0142)

Build and manage store team (RAS/N0143)

Application of Leadership Principles
(Situational Leadership Styles)

SC

Theory

60

Practical-
Retail Lab

60

SKLL
PAPER I

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

60

Internship Project

SC

Internship

10

300

Skill Component Total

20

480

2nd YEAR TOTAL

60

1170




PAPER

SEMESTER V

UNIT

GC/SC

CATEGORY

GENERAL
PAPER |

Section A

Leadership and Effective Communication
Section B

Human Resource Management

GENERA
PAPER I

Business Strategy and Financial Managemen

GC

Theory

NO. OF
CREDITS

6

NO. OF
HOURS

90

90

General Co

mponent Total

12

180

SKILL
PAPER |

Retail Store Operations and Sales
*Retail Store Management and its Value Chai
Optimizeinventoryto ensuremaxinmum
availability of stocks and minized losses
(RAS/N0152)

Execue visual merchandising standards
displays as per standards amidelines
(RAS/N0155)

Implement promotions and special
eventsat the store(RAS/N0157)
Conductprice benchmarking

and market studyf
competition(RAS/N019)

Retail Store Operations and Sales

SC

Theory

60

Practical-
Retail Lab

60

SKILL
PAPER I

Process Compliance, Safety and Security
Adhereto standardoperating procedures,
procesgsand polidesat the storewhile
ensuring timely and accurate reporgy
(RAS/N0153)

Ensure overall safetgecurityand hygiene
of the store (RAS/N0156)

SC

60

Internship Project

SC

Internship

120

Skill Component Total

14

300




SEMESTER VI

PAPER UNIT GC/SC | CATEGORY, NO. OF NO. OF
CREDITS HOURS
GENERAL | Marketing Management GC | Theory 6 90
PAPER |
GENERAL | Section A GC 6 90
PAPER Il| Business Ethics and Corporate Responsibility,
Section B
Project Management
General Component Total 12 180
SKILL People, Process and Profitability Managemen 5 75
PAPER | | *Develop Retail $ire Strategy to
increase Market share and Profitability
*Technology in Retail
*Customer Relationship Management SC Theory
Lead and manage the teafor developing
store capability RAS/N0158)
Manage sales and service delivery to increase
store profitability (RAS/NOYH
Profitability Management Practical- 2 60
Internship Project SC Internship | 15 450
Skill Component Total 22 585
3rd YEAR TOTAL 60 1245
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DETAILED SYLLABUS

SEMESTER |
GENERAL PAPHRHe Syllabus will be provided kiie University) 100
Marks
Section Component| Unit Subunits Duration Credit
(Hours)
A Theory Business 1. Writing Skills including Resume Writing, Project Repdting 45 3
Communication
(Verbal / 2. Reading SkillsOral Communication (Internal Bxtenal)
Nonverbal)
B Theory Professional 1. Personal Hygiene & Grooming, Job Intervieadiness 45 3
Skills
2. Planning & Organizing (in capacity of fele)
3. ProblemSolving
GENERAL PAPERTHe Syllabus will be provided by the University) 100
Marks
Section Component | Unit Subunits Duration Credits
(Hours)
A Theory Fundamentals in Accounting Calculation of Discounts/Offers/margins/Financial 45 3
Schemes/Basic Accounting
B Theory Fundamentals in Technology Basics of MS Office 45 3
(Computer Skills)
Total 180 12
* The University will be responsible for developing the syllabus, imparting training and conducting assessments for thatstude
SKILL PAPER | 100
Marks
NOS Code | Component UNIT SUBUNIT Key Learning Outcomes Duration | Credit

(Hours)




NA Theory Introduction | Overview of Retail Industry | 1. DefineRetailing 7.5
*Will be to Retail and 2. Understand the Evolution detail
covered Retail Store 3. Understand the overview of Retail Industrylidlia
under operations 4. Explain Organized and UnorganizedaR Sector
formative Types of Retail Formats 1. Define Types of Retail Formats
assessment
Store Processes 1. Explain PreStore Opening, Store Opening &dldsing
2.Understand Loss PreventionShrinkage
3. Understand Store Merchandistandling
4. Expain Basics of Visullerchandising
RAS/NO114 Theory Process Overview and Need for 1. Discuss the meaning of creddle 1.0
credit Credit Facility 2. ldentify the need of crediacility
applications 3. List the advantages of offering crethcility
for 4. Explain the disadvantages of crefitility
purchases  "Characteristics and 1. Identify various features of credicility 1.5
Conditions of Credit Facility| 2. Appreciate the role of credit facility in meeting custom
needs
3. List various conditions applicable for digfacility
Legal and Company Criterig 1. Understand the need of legal obligations fooviding 15
for Providing Credit Facilitiey creditfacilities
2. Explain the company or store criteria for selling goods
credit
3. Explain the way payments are for gizosold orcredit
Legal and Company 1. Explain the factors to be considered while evaluating 2
Processes for Credit Checky credit-seekingcustomer
and Authorisation 2. Describe credit checks and authorisatjmmocess
3. List documents required for credidilityapplication
4. Understand points that need to be considered while
filling up a credit facility applicatidiorm
Prompt Solution to Problemy 1. Identify completely filled credit applicatidorms 15
in Processing Credit 2.Learn whom tapproach in case of difficulties in
Application Forms processing théorms
3. Describe the process of carrying out credit cheokd
authorisation
NA Theory | Teamand | Job responsibilities of a | 1. Define who is a Salésssociate 0.5
*Will be Organisation | Sgles Asxiate 2. Explain the responsibilities carried out by a Sales
covered al Dynamics Associate
under Skills of a competent Salg 1. Describe the skills required by a Sassociate 0.5
formative Associate 2. Explain the benefits of a competent Sales Associate |
assessment business




RAS/N0137

Theory

Work
effectively in
your team

Supporting the Team in
Working Effectively:
Communication Etiquette

1. Discuss the strategies to achieve effecte@mwork
2. Express the importance of maintaining communicatiol
etiquette with colleagues

3. List the guidelines of maintaining etiquettgth
male/femalecolleagues

4. Outline the ways of maintaining etiquette with
male/femalecolleagues

5. Explain the ways of building healthy relationshigh
colleagues

6. Recognise the importance of showing resgdec
colleagues andhanagers

7. List ways of working with colleagues to achiergets
8. Understand the benefits of effective listening to
colleagues

oYL 285S5aQ wfé
towards the Team

1. Discuss the techniques of working witkeam

2. List situatbns in which sharing of information can
happen

3. Describe the media through which werélated
information is shared witkolleagues

4. Recognise the importance of exchanging opirdnd
views withcolleagues

15

Developing Effective Work
Habits

1. Discuss th need of developing teasbmmunication
2. Describe the strategies for developing effectieam
communication

3. List the reasons of conflicts betweealleagues

4. Justify the need of discussing and resolving isaties
work place

15

RAS/N0138

Theory

Work
effectively in
your
organisation

Working in an Organisation
Across Teams

1. Justify the importance of working within scopeath
responsibilities

2. lllustrate the essentials of effective wdnstructions

3. List the points which help completing work accordimg
requirements

4. Decide when to involve other colleaguesctamplete
the work

Demonstrating Problem
Solving Skills

1. Express the need of sekalisation and helping others
by salesassociates
255a0NAXOGS
problems

3. Discuss how helping other colleagues in solving probl
can benefit theorganisation

4. List the factors to be considered feglFdevelopment

iKS DRIYRSY IDT (¢




Evaluating the Progress of | 1. Explain the factorsatbe considered when making 2
Organisational Coordination| commitments
and Health and Safety 2. List the advantages of schedulitagks
Arrangements 3. Discuss the key motivating factors for employand
colleagues
4. Describe the need for health and safety proceduces
be followed during the learninghase
RAS/N0120 Theay Help keep | Security Risks and their 1. Understand the meaning of securiigks 15
the store | Types 2. Get rid of shopliftingproblems
secure 3. Explain employee theft and methods for preventihg
same
Role, Authority and 1. Describe the role of employees in handling secuistys 15
Responsibility of Employeeg 2. Use the authority of employees in handling secuiigks
in Hardling 3. Interpret responsibilities of employees in handling
Security Risks securityrisks
4. Explain various ways of handling irritated afmlisve
customers
Policy and Procedures of ar] 1. Describe the policies for handling securigks 15
Organisation for Handling | 2. Explain the procedures for handling securisks
Security Risks 3. List the points to be included in policies for handling
securityrisks
4. Describe steps to minimise criminal activitysiares
Security Risk Reporting 1. Understand the need of reporting SecurRysks 15
2. Understand the importance of investigatimgidences
3. Identify officials to whom security risk issues are to be
reported
4. Understand how to handle security rigkoblems
Following Company Security 1. Describe the process and technique for personal safe 15
Policy and Procedures from securityrisks
2. Describe the company policies and procedures for
maintaining secuty duringwork
3. Understand the company policies and procedures for
maintaining security during breaks and after finishiragk
4. Understand the policies to ensure security risk
prevention
RAS/N0122 Theory Help Health, Safetyand Security | 1. Explain the role of health and safety at workplace 1
maintain | Plans and Procedures 2. List the occupational safety and heatfmallenges
healthy and 3. Discuss the key obligations and regulations for
safety employers

4. |dentify threat to workers an@vorkplace




ReportingHealth and Safety| 1. Discuss the importance of reporting health and safety| 1
Concerns issues
2. Describe the actual meaning lodizards
3. Explain how to handle hazardosigbstances
4. Report the health and safety concerns to the authorisi
person
Company Policiemwards 1. Discuss what health and safety threats are presgnt 15
Health and Safety workplace
2. List various parameters to check safety, secuanitg
healthbreaches
3. Describe the policies to dispose hazardsulstances
4. Recognise the importance of following cpamysafety
policies
First Aid and Emergency 1. Explain first aid and medical emergeiptgn 15
Medical Plan 2. Understand what medicines could be used in
emergencies
3[ A4l GKS R2Qa&idl yR R2y Qi a
4. lllustrate how to give first aid taictims
Following Emergency and | 1.Understand the elements of emergenghan 15
Evacuation Plan 2. ldentify various symbols used in an evacuaptan
3. Describe how to do emergenexit
4. Conduct sefanalysis in criticaituations
Making Work Environment | 1. Disuss how to make the work environmesafer 1
Safe 20 LIWINBOAF S GKS ySSRenpdyeed
health
3. Explain various benefits of upgrading safetyis
4. Describe how to perform mock evacuatidrills
SKILL PAPER I 100
Marks
NOS Code | Component UNIT SUBUNIT Key Learning Outcomes Duration | Credit
(Hours)
NA Theory Consumer Basics of Consumer Shoppi| 1. Understand the Basics of Consumer Shopping Behay
*Will be Buying Behaviour
covered behaviour Product Descriptions & 1. Describe Products &ervices 3
under and Retall Retail Selling techniques 2. Explain Retail Sellirgchniques
formative Sales
assessment
RAS/N0125 Theory Demonstrate| Role of Demonstration in 1. Describe the meaning ofpductdemonstration 2
products to | Promoting and Selling 2. Understand the importance of produdemonstration
customers | Products 3. List various aspects involved in demonstratiom 3

where product demonstration can be performed




Preparation of
Demonstration Area

1. List various prelemonstrationactivities

2. Disciss how a demonstration area is sgt
3. Discuss various points which are to be taken care of f
planning ademonstration

4. Recognise what not to do duringpeoduct
demonstration

Explaining the Features and
Benefits of Products during
Product Demonsation

1. Describe what kind of prior knowledge is requireddor
productdemonstration

2. List the factors that a product specialist should keep il
mind for demonstrating aroduct

Logical Sequencing Steps
involved in Product
Demonstration

1. Identify the $eps involved in produaemonstration
2. List various logical sequencing of a éneoneproduct
demonstration

3. Discuss the importance of offering informatiabout
product warranty andeplacement

4. lllustrate how to close a produdemonstration

RAS/N0126

Theory

Help
customers
choose right
products

Explaining Product Featureg 1. ldentify the need otustomers
and Benefits to Customers t| 2. List product features anblenefits
Promote Sales and Goodwil 3. Discuss sales and goodwgilbmotion
4. Make him/herself familiawith the way of explaining
product features and benefits twustomers
Helping Customers Choose| 1. Describe how to help customers selpebducts
Products and Handling 2.5Aa0dzaa GKS gl & 2F KI yR]
Customer Queries andquestions
3.[ A&l SELX Iyl (AdbjdionsF 2 NJ |
4. Encourage customers to aglestions
Identifying Opportunities for| 1. Describe the opportunities famp-selling
Up-selling and Crosselling | 2. Explain about opportunities afossselling
3. List various ways gfitching for upselling and cross
selling
4, LRSYGATe OdzaG2YSNEQ NEBIj
associategroducts
Collecting and Interpreting | 1. Identify customer data to beollected
Customer Responsesand | 2. Expt Ay (GKS YSGK2Ra&a il#a O2f¢
Acknowledging Customer | 3. 5A a4 0dzaa gl &8a 27F A gesp&delIN]
Buying Decision 4. hdzift AyS K2g¢g G2 FOlyz2efS|
decision

Techniques of Closing Sale
and Bill Payment

1.Describe the process of closisgjes

2.Explain how talirect customers towards bill payment

3.List various ways in which a sales associate ¢uid
customers to make buying decisions




Legal Rights Related to
Returning of Unsatisfactory
Goods

1. Describe how to handle customers unsatisfied with a
purchagd product

2. Explain the way of disclosing legal policies at the tifne
sellingproducts

3. List various ways of maintaining the security and safe
of products throughout salgsrocess

4. Describe the technique of handling products after

RAS/NQ27

Theory

Provide
specialist
support to
customers
facilitating
purchases

demonstration
Informing Customers about| 1. Describe the meaning of specialisbducts
Specialist Products: Featurg 2. Discuss the features and benefits of speciglistucts
and Benefits 3. List advantges of specialist products over other
products
Displaying Products of 1. Discuss the need of determining product features an
| dZAG2YSNR&a Ly o0SySFTAada | OO2NktergsBE G2 |
2. Describe ways of making a demonstration interesting
for custoners
3. List various ways of attracting different types of
customers
4. Make him/herself aware of the need of helping
customers during the purchase opeoduct
Providing Product 1. ldentify the importance of proding product
Information and Response t information tocustomers
Customer Queries 2.5Aa0dzaa K2g (2 Niestloisy R |
3. Describe why a sales associate needs to be well
informed about theproduct
4. alt 1S KAYKKSNBStEF FIl YALAI

while responding to customejueries




Demonstration of Specialist
Products

wn

.5Sa0ONRGS GKS AYLRNIIyYyOS

information

Discuss demonstration of specialisbducts
Describe promotion of specialigtoducts

Make him/herself familiar with the need abntrolling
the duration ofdemonstration

Performing Safe and
Valuable Product
Demonstration

. Discuss the company policy for customer service an

demonstration of specialigtroducts

. Explain how to set up demonstrations without

disturbing otherpeople

Describe setting up safe amdfectivedemonstrations
Describe what a sales associate must consider for a
and effectivademonstration

Safety and Security of Store
during Demonstration

. Describe ways of ensuring the security and safetief

store while giving demonstratbn

. Understand the importance of availability of trained

staff in case of an emergency durihgmonstration

. Describe the checking of equipment and materials

available for thelemonstration
Explain precautionary safety signs during product
demonstration

RAS/N0128

Theory

Maximise
sales of
goods &
services

Analysing Features and
Benefits of Products

N

Discuss the need for increasing sales jamnotions
Appreciate seasonal trends and their impactsates

. Explain the difference between product features and

benefits
List different ways of promotingroducts

Identifying and Reporting
Promotional Opportunities

. Explain the estimation of promotional opportunities

increase sales

. Discuss the potential of promotional opportunities to

increase sales

. List varbus technigues to encourage buying of

promoted product irfuture

Promoting of Products

N

Explain how to promote product features abenefits
Discuss how to communicate promotionscizsstomers

. List various techniques for encouraging custonters

purchase promotedroducts

Recording and Evaluating
Promotion Results

N

Describe the effectiveness pfomotions
Explain how to evaluate promotiorsults

. List the various considerations in evaluating a

promotion
Explain the benefits gfromotions




Prectical

Understandi
ng Customer
Buying
Behaviour
and Retail
Sales

NA

N =

. Provide specialist support to customers to facilitate

Demonstrate products toustomers
Help customers choose rightoducts

purchases
Help in maximising product sales and patrticipate in
product promotion

30

SKILL PAPER I

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

N

Explainthe meaning of alrganisation
Identify organisational behaviour policies for customg
colleagues, andeniors

Explain work flow in therganisation

Describe the reporting structure in tleeganisation

1

Developing Basic Etiquettes

WN AW

Explainbasicetiquettes

List grooming standards for male/femamployees
Discuss general guidelines for communicating with
customers

Explain the importance of using simple phrased
language while communicating with customers

Appropriate Customer
Handing

N

. List various points to be kept in mind while greeting

Discuss the ways of dealing withstomers
Understand the importance of greetimgistomers

customers
Describe the importance of listening tcastomers

Explaining and Interpreting
Complex Infamation to
Customers

. Explain the process of dealing with complex
. Discuss reasons of adopting behaviour as per custor
. Explain the need and significance of updating

. Describe the ways of providing thediesolution to

information provided tacustomers
behaviour
customers

customers

Building Relationships with
Internal and External
Customers

w

. Describe relationships with internal and external

. lllustrate the importance of timely delivery of services

customers

to customers

List steps of assisting customangdifficulttimes
Discuss how to followp customers for services and
feedback




Creating and Analysing
Database

=

hw

Explain the need for developing documentatgiills
Discuss the importance of reading and writing skills f
salesassociates

Describe bw to maintain client informationdlatabase
Explain the method of writing and submittingports

RAS/N0135

Theory

Monitor and
solve service
concerns

Understanding Customer
Service Problems:
Organisational Procedure
and System

Describe organisational pcedures and systems for
dealing with customer serviggoblems

List reasons why some dissatisfied customers do noi
complain to theretailers

Describe the importance of authority in solving
customer serviceroblems

Discuss how to solve customer senpeceblems

15

Solving Customer Service
Problems

. Discuss the need of solving problems in advance wit

Explain how to negotiate with and reassure custome
while their problems are beingplved
Describe ways of executing agresmutions

service systems artocedures
Make him/herself familiar with the need of negotiating
and reassuring customers at the time of problem
resolution

15

Informing and Analysing
Actions Taken

. Discuss how to inform customers about the status of

the actionstaken
Understand wiether customers are comfortableith

15

the actions taken

List the importance of informing managers and
colleagues about the stepaken

Learn the impact of a situation when a customer is n
comfortable with asolution

Resolving Repeated
Cusbmer Service Problems

. List various options for dealing with a repeated

Describe the organisational procedures to identify
repeated customer servigaroblems

problem

Identify activities to find out the merits and demeras
each option

Discuss the activis required to select the besption

for solving repeated customer servipeblems

15




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

. ldentify the activities for monitoring changes done in

the organsational policies angdystems

. Describe the action to be taken if changes in the

organisational policy have not beeanplemented

. Discuss the impact of successful resolutionustomer

service problems on customkyalty

. ldentify situations in which custoens may become

loyal to theretailer

RAS/N0136

Theory

Promote
continuous
improvemen
tin service

Collecting, Analysing and
Presenting Customer
Feedback

. Explain the importance of gathering custonfeedback
. Discuss the need of analysing and interpreting

customerfeedback

. List various ways to identify opportunities apipose

changes

15

Improving Customer Service

. Explain the need of customer serviogprovement
. Discuss the influence of service delivery on custome

experience

. ldentify the need of reording and analysing opinion o

customers

. Interpret the benefit that organisations have dtge

continuous serviceamprovement

15

Implementing Changes in
Customer Service Standard

. Discuss the need of obtaining the approval for chang

in customer sevice standards from the concerned
authority

. Describe ways of organising implementation of

authorisedchanges

. List the concerned people to be informed about the

changes

. Describe the advantages and disadvantagehahge

15

Reviewing Implemented
Charges in Customer Servic

Standards

. Discuss the use of the analysis and interpretation of

implemented changes in customer service standards

identify further opportunities for improvement

15




. Describe ways of presenting improvement

opportunitiesto concerned authority for
implementation

. List the service improvement strategies affecting the

balance between overall customer satisfaction, cos$ts
providing service, and regulatongeds

RAS/N0134

Theory

Improve
customer
relationship

Improving Rela@onship and
Communication with
Customers

=

hw

[ A&

Discuss the need of improving customelations

G NKA2dza ¢te&a 2F AY]
in front of customers

Identify the best communication method to lbsed
Explore the need of informing customsawhen their
expectations are namet

Maintaining Balance
between Customer and
Organisational Needs

N

. Explain the importance of meeting customer

expectations within therganisation
Discuss the ways to meet the custonegpectations

. Describe the impagance of improving relationshiwith

customers
List the tactics retailer can put to improve customer
relationship

Meeting and Exceeding
Customer Expectations

LRSyGATe
expectations
Discuss alternativsolutions

De<ribe how to negotiatesolutions

Elaborate how to take actions upon agresautions

2 LI NI dzy AGASa

RAS/N0129

Theory

Provide
personalised
sales & post
sales service
support

Preparing for Customer Visi

MR WN

w

Explain the meaning of personalissalling

Describe the needfdknowing about new brands or
services provided bsompanies

Discuss the preparation required for cliesigits

Explain the importance of checking the work area for
clientconsultation

Providing Personalised
Service to Customers

. Discuss the need @bntacting clients as per their

convenience

. lllustrate the need of establishing good relationships

with clients

Explain the importance of asking questionglients
Make him/herself familiar with the tactics ttetermine
a clientbudget




Meeting CombJ y & Qa
Customer Service Standard

.5Aa0dza a

.55a80NNOD S

0KS O2YLJ yeé Qaand
personalisedervice

GKS ySSR 2F Saj
AYF3S AnfindOf ASyi(iaQ

List various opportunities of selling additiopabducts
Discuss why sa$ associates are required to abide by

company servicetandards

Company Procedure for
Maintaining Client Records

N

Discuss data protectidaws
Explain company procedures for updating cli&tords

. List various steps of recording and storing client

information
Make him/herself familiar with company policy for
clientconfidentiality

Developing Relationships
with Customers

. Discuss the importance of keeping promises to

customers

. Explain how to sell products and maintain good

relationships withclients

. List various ways of making additional product

recommendations talients
Make him/herself familiar with the need of matching
LINE RdzOG Q& ¥ S| { dzNB equiregidits |

RAS/N0132

Theory

Resolve
customer
concerns

Identifying Customegervice
Problems

. Explain various problems faced by customers in reta

stores

. Discuss the importance of listening to customers

carefully

List various options to resolve custonmepblems
Describe the need of confirming the options with
others to resolve cstomerproblems

15

Determining Solutions
Solution for Customer
Service Issues

. Explain how to identify alternatives to solve custome

problems that a sales associate cannot heit

. Describe the importance of discussing availaiptons

with customes

. List various strategies that could be used by sales

associates for solving suptoblems
Discuss whom to contact for customer problentsen

the sales associate is unable to solve phablem

15




Communicating Solution
Options to Customers

. Discusshie need to check organisational benefit of

solutionopted

. Explain the action to be taken to implement the optio

agreed upon by theustomer

. Describe the need for informing the custonsdrout

what is happening to resolve th@oblem
List various sources ithugh which customers coule
informed about the resolution of theroblem

Taking Actions to Resolve
Customer Service Problems

. Discuss how to work with others for resolvinigstomer

problems
lllustrate how to keep a record of promisemde

. Elaborae on the importance of contacting customers

to ensure proper problemesolution
Describe why a sales associate should provide clear
reasons when customer problem cannotdmved

15

Dealing with Repeated
Problems and N&olution
Situations

Describe bw to identify repeategroblems

. Discuss the importance of alerting appropriate

authority for repeatedoroblems

. lllustrate the need for sharing customer feedbadth

others

. Elaborate on the requirement of identifying problems

with systems and procedurefore theyoccur

15

RAS/N0133

Theory

To organise
the delivery
of reliable
service

Planning Customer Service
Delivery

Explain the meaning of customer servitedivery

. Discuss various prerequisites of planning, prepaaird

organising servicdelivery

. List various factors on which efficiency of the service

rendered by a retailedepends

. Discuss the need of a retailer to be transparent vitgh

policies angortfolio

Organising Reliable
Customer Service

N =

Discuss the need for responding to custorfesdback
Elaborate on the feedbackechanism

. Describe the importance of identifying useful custom

feedback
lllustrate the importance of positive customieedback

Following Organisational
Procedures for Customer
Service Delivery

. List various orgasational procedures for delivering

customerservice

. Describe how to locate information to solve custome

query

. Identify critical sections in feedbatirm




Maintaining and Controlling
Customer Service Delivery

. Describe the need for maintaining sewidelivery

during busy and luperiods

. Differentiate the behaviour of retail sales associate

between busy and lufileriods

. Elaborate how to reorganise work to handle

unexpectedvorkload

. List various actions to be taken to improve the

reliability of custoner service

Using Recording Systems t
Maintain Reliable Customer
Service

. Discuss the different methods used for collecting

customerinformation

. Explain policies related to recording and storing

customer servicanformation

. Describe the procedure tselect and retrieve relevant

customer servicenformation

. Elaborate on the need of supplying accurate custom
serviceinformation

Practical

Customer
Service and
Customer
Relationship
Managemen
t

NA

Establish effective rapport wittustomers

Respond ppropriately tocustomers

Communicate information toustomers

Solve immediate customer servipeoblems

Identify repeated customer service problems ang

options for solvinghem

Identify appropriate actions that can be taken to

avoid the repetition of custmer servicegroblems

7. Plan improvements in customer service based o
customerfeedback

8. Provide personalized sales and post sales servic
support

9. Review effectiveness of customer service delivel

and suggest procegsprovements

agrONE

»
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INTERNSHIP

210
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SEMESTER I

GENERAL PAPHRHe Syllabus will be provided by the University) 100
Marks
Section Component | Unit Subunits Duration Credit
(Hours)
A Theory Business Communication (Verbal / 1. Writing Skills including Resume Writing, jeobReport 45 3
Nonverbal) writing
2. Reading Skills including RepBeading
3. Oral Communication (Internal Bxternal)
B Theory Professional Skills 1. DecisionMaking 45 3
2. InterpersonalSkills
3. Personality Development including Jebadiness
GENERAL PAPERHe Sifabus will be provided by the University) 100
Marks
Section Component | Unit Subunits Duration Credits
(Hours)
A Theory Fundamentals in Accounting Basic Accounting, Cost Accounting 45 3
B Theory Fundamentals in Technology MS Office, Qentation to POS software(s) 45 3
(Computer Skills)
Total 180 12
* The University will be responsible for developing the syllabus, imparting training and conducting assessments for thatstude
SKILL PAPER | 100
Marks
NOS Code | Component UNIT SUBUNIT Key Learning Outcoss Duration | Credit
(Hours)
NA Theory Store Store Hygiene and 1. Understand the need and importance of Store Hygieme 5
*Will be Display and Cleanliness Cleanliness
covered Visual 2. Explairthe variouselementsof Store Hygieneand
under Merchandis Cleanliness
formative ing
assessment 3




RAS/N0146

Theory

Organize
the display
of products
at the store

Prepare Products for
Display

arwON

o

Examineole andimportanceof merchandisalisplayin
attractingcustomers

Explairassemblingf productsbeforedisplay

Knowabout safetransferof merchandisdo displayarea
Learnto reviewproductcondition

Explaircleanlines®f displayarea,accessorieand
equipment

Elaborateestimationof quantity for productsto bedisplayed

Label Product Displays

=

Identifythe importanceof properproductlabelling
Understandinghe ideabehindmaintainingaccuracyn
positioning produckabels
Learnaboutlegalandstandardoperationalrequirementsfor
productlabels

. Explairhowto confirmlabellingrequirementswith the

concernecberson

Arrange and Maintain
Products for Display

N

Ensurehealth,safetyandhygienerequirementsof display
Arrangeandreplaceproductsto maintaindisplay
presentation

Definerepositionproductsto maintaindisplaypresentation
Knowaboutregularmonitoringof displays

RAS/N0139

Theory

Plan visual
merchandis
e

Interpret Visual Design
Briefs for Retail Displays

WPk w

ok

Explairthe meaningof visualmerchandising
Describehe elementsof avisualdesignbrief
Identifythe displayrequirementsbeforeframingvisual
desigrbrief

Analyseeffectivewaysto improvevisualeffects
Learnaboutthe companypolicieson VisualDesign

Role of Visual Merchandis
in Improving Store Visual
Appeal

Describehe role of avisualmerchandisein improvingthe
visualappeal of théStore

. Listfactorsthat canhelpretailersto identify the right

candidate

Giveanexampleof somethingavisualmerchandisecan
ONBI 0SS Miidow aid2NBQa
Examineghe job descriptionof avisualmerchandiser

Elements of Display and
Potential Places for Produ
Display

W RPN

Analyseconceptselatedto elementsof display
Learnaboutpotential placesfor productdisplay
lllustratehowyoumanagecolourandspaceto display
products




Role of Props, Equipment | 1. Analysethe role of propsin display 4
and Materials in Display | 2. Examinghe prototypesin display
3. Understandvhichtoolsareusedfor displayingewelleryand
apparels at the retagitores
Updating Stock Records fq 1. Discusshe procesof updatingstockrecords 4
Merchandise Display 2. Collectthe informationfor storeinventory
3. Knowhowto choosethe right suppliers
4. lllustratetrackingdeliveryof merchandiseprops,and
equipment
Practical Store NA 1. Prepare to displaproducts 30 1
Display and 2. Label displays gfroducts
Visual 3. Arrange and maintain products fdisplay
Merchandis 4. Interpret design briefs for retadlisplays
ing 5. Identify merchandise and props to be featuredétail
displays
SKILL PAPER I 100
Marks
NOS Code | Component UNIT SUBUNIT Key Learning Outcomes Duration | Credit
(Hours)
NA Theory Sales Product and Service 1. Equip with Product and Service Knowledge 3
*Will be Manage Knowledge
covered ment
under Retail markets Competition | 1.Underdand Retail markets Competition and Best Practice 3
formative and Best Practices
assessment
RAS/N0148 Theory Maintain | Display Requirements and | 1. Learnhowto determinedisplayrequirementsusingstore 3
the Types of Merchandise procedures
availabilit 2. Describdlifferent typesin whichmerchandiseanbe
y of displayed
goods for 3. lllustratethe creationof focalpointsof display
sale to 4. Explairhowto createawarenes®f trendsin staff members
customer | Informing Staff about 1. Explairdifferentdressngtechniquedo staff 3
s Dressing Techniques and | 2. Identify procedures for dressing mannequins, busis
Role of Lighting otherprops
3. Discusshe needof groupingproductsto attract customers
4. Determineif groupedproductsmeetstandard<f display




Evaluating Visual Effects of
Displays an&uggesting
Changes

=

Describevisualeffectsof displaysandsuggestinghanges
Identify positiveor negativeeffectof visualdisplayson
consumer

Knowaboutimportanceof makingadjustmentgo displays
to enhance visuaffects

Giveanexamplefor creatingdisplaysasper set
organisationapoliciesonvisualeffects

Monitoring and Informing
Price Changes in Products

=

how

Discusshe needof informingpricechangesn products
Understandhe procesof checkingproductpricingand
reportingdiscrepancies

Outlinelegalrequirementsfor productpricing
Knowaboutkeyfactorsmustbe consideredvhile pricing
products

Identifying and Removing
Unwanted Materials

Examinenowto identify andremoveunwantedmaterials
lllustrateefficientwastemanagemenftor retailers
Knowhowto minimiseproductwaste

Listthe unwantedmaterialsfoundin retail store

RAS/NO147

Theory

Processin
g the sale
of
products

Providing Product Insights t
Customers

NEIRWDN P

Explairthe certainaspectsf the productsto the customer
Describethe variousaspectf productinsightsto the
customer

Understanchow aretailerdescribeghe productfeaturesin
detail to thecustomers

Explairthe importanceof voiceof customer(VOC)n aretail
business

3.5

Point of Sale (POS)
Procedues

Explairthe meaningof Pointof Sale
Describecomponentof POSystem
Know how to handleash
lllustratecashregistersecurity

3.5

Modes of Payment Availablé
to Customers

wnhpE ko E

B

Knowthe meaningof retail paymentsystems
Elaborateonthe currenttrendsin the paymentsystems
Learnhow to makepaymentsthroughchequesanddebit
card

lllustratethe conceptof Ecommercepayments

3.5

Arranging Products for Sale

=

lllustratethe waysof arranginghe productsfor sale
Learnaboutmovingthe merchandisesdelyto the billing
counter

. Knowaboutreportingdiscrepanciesr failureto the

concernedauthority

3.5




RAS/N0131

Theory

Allocate
and
check
work in
your
team

Brief Team Members about
Work Requirements and
Standards

Explainwhatare performancestandards
Learnabouttypesof performancestandards
Giveexamplesf performancestandards

Discusshe purposeof teamstandards
Identifyappropriatestandardof performancefor yourteam

Allocate Work Based on Ski
and Knowledge

RO~ wWNE

N

Identify howyoucangetthe bestmatchbetweentasksand
teammembers

Discus®nwhatbasistasksshouldbe allocated
Describéhowto involveteamsin decisionsaboutallocating
tasksmakesteamsmore effectiveandbetter motivated

Plan Work to Make Optimun
Use of Resouree

Discus$iow you canmakeoptimum useof business
resources

Identifyfactorsconsideredvhile preparingawork plan
Knowaboutstepsto optimisebusinesgesource
lllustratemethodsthat are usedfor planningworkin ateam

Seeking Clarificationsith
Senior Authority

WPk wN

. Demonstrate what type questions that may be askedeavh

Explairhowto seekclarificationswith seniorauthority
Discusshe work requiredof the teamwith seniorauthority
Describenowto report completionof work or delaysto
manager

seeking clarification from senior authority

Performance Appraisal of
Team Members

=

B

Describdeammemberperformanceevaluationtechniques
Identify sharingfeedbackfor improvingemployee
performance
Outlinemanageconflictbetweenteammembers

Krow howto handlecountryor culturedifferences

RAS/N0140

Theory

Establish
and
satisfy
customer
needs

Providing Information to
Customers

=

N

Identify the information needed by a team leader in a rete
store

Know the basic information needed bystomers
Describe the technical description pfoducts

lllustrate how to handle the warranty and replacement
guestions

Role of Product
Demonstration in Driving
Sales

. Learn about the functions of product demonstration in

drivingsales

Discuss the key considgions to be made before starting
productdemonstration

Identify ensuring safety and security of store wigileng
the demonstration

lllustrate the safety precautions for produ¢monstration




Assisting Customers to 1. Describe the wayto assist customers to chogseducts 1
Choose Products 2. ldentify the preferences afustomer
3. Learn about strategies you can adopt to selkémsumers
4. Make the customers aware about new featurepoiduct
Gather and Analyse 1. Learn how to analyseustomerresponses 0.5
Customer Responses 2. Discuss the need of motivating customersdaestioning
3. Examine how to deal with customer queries arjections
4. Know about product knowledge of an employekile
dealing withcustomers
Sales Closure and Billing 1. Discuss the key aspects that should be considered while 1
against Customr Purchases closure ofsales
2. Learn about billing against custormaurchases
3. Know about sales clositechniques
Developing and Continuing | 1. Learn the technique of devabing good rapport witlelients 0.5
Good Rapport with Clients | 2. Discuss the basic ways to build rapport veittstomers
3. Learn about helpful rapport buildirgehaviours
RAS/N0150 Theory Monitor | Organisational Procedures | 1. Give an overview of effective handlingooimplaints 1
and solve | and Systems for Handling | 2. Explain organisational procedures and system&&odling
customer | Tedniques customer servicéssues
service 3. lllustrate several reasons that prevent customieosn
problems making formal complaints teetailers
4. Learn how to implerant the agreed uposolution
Solving Customer Service | 1. Explain how to coordinate with others to solve customer 1

Issues by Coordinating with

complaints




Others 2. Learn how to take ownership of tltispute
3. Identify the authority to resolve custoer servicaloubts
4. Summarize the role of supervisor and senior manager in
solving customer servigssues
Reassuring and Negotiating| 1. Identify how to reassure and negotiate withstomers 0.5
with Customers 2. Explain some means that can be used to assude an
negotiate withcustomers
3. Explain how to keep customers informed abseltvice
status
4. Verify whether customers are comfortable with actions
being taken
Identifying Repeated 1. Explain how to identify repeated customer seelugs 1
Customer Service Problemg 2. Identify key ways to handle repeated custonssues
3. lllustrate tracking changes in organisational policies and
adjusting them ifequired
4. Learn the responsibilities of team leader wlidleanging
policies
Impact of Successful 1. Define the meaning of customéyalty 0.5
Problem Resolihn on 2. ldentify the drivers of customdoyalty
Customer Loyalty 3. Outline the influence of successful problem resolution on
customerloyalty
RAS/N0145 Theory Communi | Role and Significance of 1. Define meaning ofommunication 0.5
cate Communication in an 2. Know about communication in arganisation
effectivel | Organisation 3. Identify different objectives and functions of
y with communication
aidl 18§ 4. Learn about thesarious benefits of communication for
holders employees in aorganisation
Following Organisational 1. Explain organisational standardsocofmmunication 0.5
Standards during 2. Analyse writtercommunication
Communication 3. List important aspects that must be considd for written
communication
4. Know about the importance of maintaining confidentiality
communication
Check Proper Functioning o, 1. Make sure that the communication equipment is working 0.5

Communication Equipment

wmn

properly
Learn about teleconferencirand video conferencingyC)
lllustrate business letter amiemo

Explain board meetings and social mgal@tforms




Importance of Body
Language and Feedback in
Communication

N =

PO

Identify body language icommunication

List the key aspects that must bensidered while
communicatinghon-verbally

Explain the use of body language as a communicédian
Explain the importance of feedbackdommunication

0.5

Role of Communicationin | 1. Explain role of communication resolving conflicts and 1
Resolving Conflicts and seekinghelp
Seeking Help 2. Recognize how communication helps in resolving conflict
workplace
3. lllustrate the rules for the goospeaker
4. List the rules for &stener
Communicating with 1. Know how to commuiiate with customers in a respectful 1
Customers in Respectful manner
Manner 2. Outline how to communicate assertively amdpectfully
3. Explain form of communication usually taksace
4. lllustrate how to show basic respect duric@mmunication
NA Theory Customer | Effective After Sales Servi¢ 1. Understand benefits of effective After Salesrvice 2
*Will be Experienc| & Customer feedback 2. Understand elements of Customer feedbddiknagement
covered e management
under Manage
formative ment
assessmen
Practical | Customer NA . Help customers identify the products fpurchase 30
Experienc . Provide information on variants of products and help
e customers make buyingecisions
Managm . Enable customers to make appropriate prodcicbices
ent . Ensure that customers fulfil their purchase process

smoothy from start tobilling
Apply the elements of effective Communication while

interacting with Customers and othstakeholders




SKILL PAPER Il

100
Marks

NOS Code

Component

UNIT

SUBUNIT

Key Learning Outcomes

Duration
(Hours)

Credit

NA
*Will be
cowered

under
formative
assessment

Theory

Organizati
on &
Team

Dynamics

Organisational overview

1.
2.

CompanyisionMission,Values
UnderstandingcompanyPoliciesandProcedures

1

Role and skills of a team
leader

1. Job Role of Team Leader akill sets of a competent Team

Leader

RAS/N0137

Theory

Work
Effectivel
yina
Retail
Team

Effective Communication an
Teamwork

=

ok

Giveanoverviewof effectivecommunicatiorandits benefits
Explairthe characteristicandeffectsof effective
communicaion
Identifyeffectivecommunicatiorandeffectiveteamwork
Learnthe role of effectivelisteningin communication
Demonstratecommunicatioretiquette with maleand
female

Developing Healthy
Relationship with Colleague

2.

3.

4.

. Understand how to develdpealthy relationship with

colleagues

Explaicommonmeasureghat canbe adoptedto develop
healthyrelationshipwith allco-workers

Makealist of characteristic®f good,healthyworking
relationships

Discussvaysto build healthyrelationshipawith colleagues

15

Plan and Organise Work
Routine

.Understand how to plan and organise waitivities
.Hlustrate key step to organise woriutine
. Examine prioritise tasks for timedglivery

15

Collaborating with
Colleagues to Achieve
Targets

. Explain how to work with colleagues to achi¢zmets

1
2
3
4. Learn how meetings serve as a planning and organizetiin
1
2

. Recognise how to make commitments and share informat

with colleagues

3.Learn about seek clarification and advice from managers {

colleagues
4. Elaborae how to help colleagues in facing challenges and
resolve conflicts witltolleagues

Following Personal Hygieng
and Report Misbehaviour to
Manager

1. Discuss common dress code criteriadomployees

2. Identify useful tips for maintaining persoraigiene

3. Know about displaying nediscriminatory attitude toward
colleagues andustomers

4. Explain how to report misbehaviour toanager

15




Maintain Balance between
Work and Personal Priorities

1. Give an overview of wotlkfe balance

2. lllustrate the steps to avork-life balance

3. Examine balance between work and persqorarities

4. Provide useful tips that can allow employees to maingin
healthy balance between home amrkplace

15

RAS/N0138

Theory

Work
effectivel
y in your
organisati
on

Achieving Organisanal
Goals through Teamwork

1. Explain how to achieve organisational goals through
teamwork

2. Examine how to improve teamwork in tbeganisation

3. Know about how to share work fairly witlolleagues

4. Explain how productivity in the workplace is related to equ
division ofwork

Follow Organisational
Guidelines and Work Relatg
Instructions

1. Give an overview of organisational behaviour policies for
customer, colleagues argniors

2. Explain key behavioural guidelines to be followed while
interacting withcolleagues

3. Make a list of some guidelines that should be followwnile
interacting with senior members in tlerganisation

4. Learn how to follow work relatehstructions

Understanding and Working
within Job Responsibility

1. Describe benefits of working withjob role and
responsibilities

2. Discuss how to finish work accordingéguirements
3. Explain common reasons for not fulfillireguirements
4. Know about how to develop effective wdnkbits

Setting Realistic Targets an
Flexible Work Plans

1. Give an oerview of realistitargets

2. List the major challenges to set realigdogets

3. lllustrate how to be flexible and adapt to waslkans
4. Learn how to help subordinates to achigaegets

Being Open to Feedback

1. Explain importance of feedback in therkplace

2.Discuss constructivieedback

3. List the key factors that should be kept in mind whéeking
assistance from aenior

4. Learn how feedback helps people find answers of vital
guestions

RAS/N0122

Theory

Help
maintain
healthy

and

Health, Safetyand Security
Plans and Procedures

1. Analyse health, safety, and security plans pratedures
2. Give an overview of key regulations and obligations for
employers

3. Know about threat to workers anslorkplace




safety Lifting and Handling Goodg 1. Give an overiew on lifting and handling goodafely 2
Safely 2. Outline the guidelines that must be followed wHiféng
heavy loads
3. Explain common company guidelines for lifting aaddling
equipment
4. Learn about which aspects should be considevhile
planning safe movemerntf goods
Understanding Hazards | 1.Identify hazards and different sources of workplaezards 15
2. Explain the disadvantages of ignoring health saity
guidelines
3. Explain how to handle breaches in health saéety
Reporting Safety Concerng 1. Identify health and safetyoncerns 15
andEmergency Medical Pla] 2. Explain first aid and emergency mediokin
3. Make a list of common emergenmedicines
4. Learn about safetgears
EvacuationPlanand |[1.9ELJ I Ay &KIOE B&¥WENE (A 2y Q 2
Measures to Enhance | 2.Learn the concept of an evacuation plan and symbols use
Employee Health an evacuatiorplan
3. lllustrate mock evacuation drills to help othehsring
evacuation
4. ldentify measures to enhance employieealth
INTERNSHIP 210 7
Total 405 18




SEMESER I

GENERAL PAPHRHe Syllabus will be provided by the University)

100
Marks

Section

Component

Unit

Subunits

Duratio
n
(Hours)

Credit

Theory

Planning and Organizing (in capacity of the
Role)

Nature and Purpose éflanning
Elements of Planningrocess
Principles oPlanning

Advantages and Limitations Bfanning
Nature and Purpose @rganizing
Impact of Organizing in the areawbrk

45

Theory

Problem Solving & Decision Making

NEloohwhE

s

Understand Decision MakirRyocess

Identify individual, grouprad organizational decisien
makingprocesses

Explain factors that impact decisioreking
Understand how to Implemeri2ecisions

. Explain Problem Solving Steps and use of and Problem

SolvingTools

. Distinguish Root Causes From Symptoms to Idehsfy

Right Stution for the RighProblem

. Improve Problem Solving and Decision Making by Identif]

Individual Problem Solvirgtyles

45

GENERAL PAPERTHe Syllabus will be provided by the University)

100
Marks

Section

Component

Unit

Subunits

Duratio
n
(Hours)

Credit

Theory

Financial Management and Retail Accountir]

1.

ONOOhAWN

Meaning, types, objectives, advantages and limitations o
Accounting

Principles of Financidlccounting

Methods of Retaihccounting

Journalizingransactions

AccountsReconciliation

Rectificaton of Errors

Preparation of Financial Accounts, Profit & LAssounts
Role of Computers iAccounting.

90

Total

180

12

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




SKILL PAPER |

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 merchandis¢
management

Understand ImentoryManagement
Understand Merchandisklanagement

N

Sales Strategy

1. Develop Sales Strategy and Campaigns

10

RAS/N0139

Theory

Plan visual
merchandise

Effective Visual Display

Explain different aspects of a uadisplay
Use different types of displagchniques
Understand different requirements afisplay
Understand how to make displayeaningful
Use variation irdisplay

Elements of Display

Explain the elements dlisplay

Understand factors that affeatisualdisplay

Identify colour, size and other attributes of the product
that match thedisplay

4. Arrange different types dlisplay

el e R T o

Potential Places for Displg

1. Understand potential places for produdisplay
2. Arrange products in windowisplay

3. Manageshelf according to thproduct

4. Explain the importance of produdisplay

5. Understand and explain elementsgiinogram

Handling of Merchandise il
Marketing and Promotionad
Campaigns

1. Use of different props in a retaitore

2. Arrange fixtures in a pray manner

3. Arrange and display productsfirtures

4. Use different promotional tools fanarketing
5. Dress mannequins in a propeay

Monitor Merchandise
Delivery and Stock Recorq

1. Explain the meaning d@fiventory

2. Understand how to manage inventory inetstore

3. Define different types of inventory manageméethniques
4. Use of computer software in inventonyanagement

5. Understand benefits of good inventory managemsysgtem

RAS/N0141

Theory

Monitor and
manage
store
performance

Planning Department
Objecives

1. Explain the importance of objectives in a retepartment
2. Set department business objectives which are

Simple, Measurable, Attainable, Realistic, Timebound
(SMART)

3. Analyse and plan how to achieve department




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 inflencing effectiveness of department
performance outside scope odsponsibility

Effective Communication

1. Understand the need for effective communication witkttie
department andStore

2. Demonstrate skills required for effectigcemmunication

3. Explain Bategies to ensure effective communication with
Internal & externastakeholders

Encouraging Teamwork

1. Explain the importance aéamwork

2. Understand how to be an effective tegrayer
3. Explain impact of personal work objectives on achievemer
of teamobjectives

4. Importance of empowering team to take lead in their area
work

5. Benefits and ways of encouraging creativity ambvation
with ateam

6. Ways to effectively handle conflicts amongst tela@mbers

RAS/N0151

Theory

Manage a
budget

Preparation & Budget

1. Understand the significance and benefits of Budgeting in
operatingbusiness

2.Understand how to create Budget

3. Understand Organizational guidelines and procedures for
preparation ofBudgets

4. Explain Factors, processes and trends that affect satfing
Budgets

5. Explain limits of authority during the budgaiocess

Understanding Annual
Business Planning Cycle

1. lllustrate the business plannimgcle
2. Explain components of an Annual BudB&n
3. Define various steps involved in businpEsining

Proposing a Realistic
Budget

1. Understand different components oftaudget
2. Define budget financiatatements
3. lllustrate the importance dbudgeting




Reviewing Your Budget
Regularly

1. lllustrate how to use your budget fperformance
measurement

2. Underdgand Organizational guidelines and procedures for
revisingBudgets

3. Gather information from implementation of the budgtet
assist in the preparation of fututeudgets.

Practical

Retail Store
Operations

NA

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

60

Management

2. Create new and effective ways of improving the visual effg
of displays

3. Check that the quality of the products and custorservice
aremaintained

4. Make recommendations to improve retaiperations

5. Identify procedures to create Budget

SKILL PAPER II

100
Marks

NOS Code

Component

UNIT

SUBUNIT

Key Learning Outcomes

Duratio
n
(Hours)

Credit

RAS/N0140

Theory

Establish anc
satisfy
customer
needs

LRSYGATeAyYy 3
Needs

1.Explain cé (i 2 Yreddh Q
25A40dzaa GKS LINE O &entficagio O dza
3. Deal with the customers according to thedquirements
4. Understand what customers want to compare watther
retail stores

6

/ dzZa i 2 YSNRAa n

1.0 YRSNRGF YR (KS babadui 2 YS NE Q
29FFSOG Odza @exSichNA Q 0dz2 Ay 3
.Manage store to attraatustomers

.Find out signals of repeatirchase

Providing Information and
Advice to Customers

. Explain information that a customarants

. Demonstratehow to welcome customer in a retatiore
. Define how to please eustomer

.Learn how to advise customer regardjpprgducts

Maintenance of Store and
Personal Hygiene

.Understand significance of proper maintenancetofre
.Understand methods of usingeglningequipment

. Recognise the importance of clestore

. Perpetuate personal hygiene a&brk

Customer Response

A yRt S Odzgedichsy S NE Q
. Demonstrate responsbandlingtechniques
CF 1S OGA2y G 2dissdBsiagtiondS O dzj

A OWONRPRARARONRPIARWONERERIA®W

. Develop good listeinghabits




RAS/N0145 | Theory Communicat | Maintaining and 1. Describestakeholders
e effectively | Developing Relationships | 2. Discuss how to maintain relationship witakeholders
with with Stakeholders 3. Focus on emotionahtelligence
stakeholders 4.Explaints R2Qa I YR R2Yy QistakerdldersN
Communication Guidelineg 1. Elaborate on how to create culture fbealthy
communication
2. Describe how to evaluate your ovaibility
3. Discuss the importance appreciation
4. Create formal feedbaakechansm
Organisation Policies for | 1. Definecommunication.
Communication 2. Explain different channels cbmmunication.
3. Describe different policies of organisation to be follovied
communication.
4. Explain joint working
RAS/N0144 Theory Develop Identification of New 1. Discuss ways of identifying new relevahénts
individual Clients 2. lllustrate how to build strong relationships with n&dients

retail service
opportunitie
S

Targeting Potential Clients
and Keeping Records

1. Define the importance ofustomerprofiling

2. Discuss techniques of approaching Poter@ignts

3. Understand Identification of Target markets and Custome
segments

4. Discuss importance and ways of recording and storing clig
data

5. Strategies for networking with Potentidients

Following Company Policig
to Develop Business
Relations

1. Understand company policies and proceduresbigitding
the clientbase

2. lllustrate parameters to measure customer senleesls
3. Discuss Regular monitoring and measurement id
performance against dafed plans with respect to client
development

Customer Loyalty and
Customer Service

1. Describe customer loyalty and its benefits to tirganisation
2. Discuss benefits and method for creating Loysdtyemes

3. Understanding the need and importanceaffective
customerservice

4. Explain techniques to approach existmgtomers

Maintaining Client
Confidentially

1. Understand why client confidentiality is importetot
businesselationship

2. Discuss relevant aspects of the data protection laws and
company plicy to do clientonfidentiality




Review of Individual and
team Performance

1. Review current performance with agreed plans and correg

case ofdeviations
2. Report performance progress of self and team to manage

with clear, accurate and timely dataports

NA
*Will be
covered

under
formative

Theory

Customer
Experience
Management

Innovation in Customer
Experience Managemer

1. Customer Experience Innovation

assessment
INTERNSHIP

120
330

16

Total




SEMESTER IV

GENERAL PAPHERHe Syllabusvill be provided by the University) 100
Marks
Section Component | Unit Subunits Duratio | Credit
n
(Hours)
A Theory Personal Effectiveness / 1. Psychology an8uccess 45 3
Personality Development 2. SelfAwareness
3. Goals an®bstacles
4. SelfEsteem
5. PositiveThinking
6. SelfMotivation
7. Managing youresources
B Theory Analytical Skills & Negotiation Skills | 1. Introduction toNegotiation 45 3
2. Nature ofNegotiation
3. Skills required for effectividegotiation
4. Role of negotiation ibales
5. Powerful negotiatioriactics
6. Meaning and Impdance of Analyticarhinking
7. Various Approaches to build Analytitaihking
GENERAL PAPERTHe Syllabus will be provided by the University) 100
Marks
Section Component | Unit Subunits Duratio | Credit
n S
(Hours)
A Theory Project Management 1. Nedl and importance of Projechanagement 90 6
2. Basics of Projechanagement
3. Elements of Projeghanagement
4. Project managemernttctics
Total 180 12

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




SKILL PAPER |

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 Objective

1. Explain ways to positively communicate the purpasd
objectives of the store to all store teamembers

2. Explain Involvement of key store team memberglamning
how the team will achieve store businesgectives

3. Understand the importance of empowering teanembers
to take thelead

4. Explain the relatioship between personal work objectives
and store businessbjectives

7.5

Effective Team
Communication

1. Explain the importance of effective teasammunication

2. ldentify effective communication strategies to impraeam
building

3. List the ways to overcome communicatigaps

4. Explain Role of Feedback in TEaommunication

7.5

Motivating and Monitoring
Team

1. List the ways to motivate and encourage the tea®mbers
2. List ways to encourage and recognize creativity and
innovation within theteam

3. Explain ways to provide team members with supord
advice whemeeded

4. Monitor activities and progress of the withocbnsistently

7.5

Role of Leadership in Tea
Management

1. lllustrate importance of leadership in drivipgrformance
2. Discuss and demonstrate different styledezfdership
3. Explain pros and cons of different leaderssiyles

7.5

RAS/N0143

Theory

Build and
manage
store team

Selecting Team and Settin
Standards for Team

1. Describe selection processes used for recneitit ofteam
members

2.Understand the concept of teadynamics

3. Explain ways to identify expertise, knowledge, s&iild
attitudes of teammembers

4.1dentify ways to set behavioural standards for te@@mbers
5. Explain methods for professional developmentezim
members

10




Encouraging Open
Communication and
Resolving Issues

1. Explain the importance of ope@ommunication
2. Understand relationship building througlommunication
3. Understand ways to manage and resateaflict

10

Regular Performance
Review ad Feedback

1. Explain the importance déedback

2.Understand how to review performance of tearmembers
3. Understand techniques déedbacking

4.Know how to create value frofeedback

10

Practical

Application
of
Leadership
Principles

NA

1. Set performance objeiwes for the teammembers

2. Use effective communication strategies to improgam
building

3. Demonstrate different ways to motivate and encourdige
team members during challengitignes

4. Exhibit hiring processes for recruitment of teamembers
5. Set behavioual standards for tearmembers

6. Review performance of teamembers

7. Demonstrate techniques of providing Feedback to team
members

60

SKILL PAPER II

100
Marks

NOS Code

Component

UNIT

SUBUNIT

Key Learning Outcomes

Duratio
n
(Hours)

Credit

RAS/N0131

Theoy

Allocate and
check work
in your team

Allocating Work within the
Team

1. Explain the meaning of allocationwbrk

2. Describe various parameters for effective watocation

3. Explain setting of performance standards for wallkcation
4. lllustrate how to encouage team to build a twavay
communication

5. Discuss ways to plan how the team will effectively carry ol
allocated tasks

5

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

1. Describe waysatcheck the progress and quality of tlerk
of team members against the standard or level of expected
performance

2. Explain techniques for providing prompt and constructive
feedback to theeam.

3. Describe ways to encourage team to towatidsely
completion d work

4. lllustrate ways to handle team conflict and suppedm
during unforeseervents

5. Describe the essence of teagcognition




Monitoring Team
Performance

1. Define Performance Management and elements of
PerformanceManagement

2. Explain the need andniportance of Performancdelonitoring
3. Describe different steps to monitor performance of team
4. Explain the different variants of performanappraisal

5. lllustrate the importance of feedback Berformance
management

RAS/N0137

Theory

Work
Effectively in
a Retalil
Team

Plan and Organise Work
Routine

1. Understand how to plan and organise weaudtivities
2. lllustrate key step to organise wortiutine

3. Examine ways to prioritise tasks for timdslivery
4.Learn how meetings serve as a planning and organiziain

2.5

Effective Communication
and Teamwork

1. Give an overview of effective communication andbigefits
2. Explain the characteristics and effecteiective
communication

3. Identify effective communication and effectiteamwork

4. Learn the role of effecte listening itommunication

5. Demonstrate communication etiquette with male afeinale

2.5

Following Personal
Hygiene and Report
Misbehaviour to
Manager

1. Discuss common dress code criteriadorployees

2. ldentify useful tips for maintaining persoraigene

3. Know about displaying nediscriminatory attitude toward
colleagues andustomers

4. Explain how to report misbehaviour toanager

2.5

Collaborating with
Colleagues to Achieve
Targets

1. Explain how to work with colleagues to achi¢argyets
2. Recogniséow to make commitments and share informatio
with colleagues

3. Learn about seek clarification and advice from managers
colleagues

4. Elaborate how to help colleagues in facing challenges ang
resolve conflicts witltolleagues

2.5

Maintain Balance betwee
Work and Personal
Priorities

1. Give an overview of workfe balance

2. lllustrate the steps to a workfe balance

3. Examine balance between work and persqarities
4. Provide useful tips that can allow employees to maintain g

healthy balance between home dworkplace

2.5




Developing Healthy
Relationship with
Colleagues

1. Understand how to develop healthy relationskiph
colleagues

2. Explain common measures that can be adoptededweelop
healthy relationship with ato-workers

3. Make a list of characterists of good, healthyorking
relationships

4. Discuss ways to build healthy relationships witieagues

2.5

RAS/N0138

Theory

Work
effectively in
your
organisation

Achieving Organisational
Goals through Teamwork

1. Explain how to achieve organisational goai®tigh
teamwork

2. Examine how to improve teamwork in tbeganisation

3. Know about how to share work fairly witiolleagues

4. Explain how productivity in the workplace is related to equ
division ofwork

Follow Organisational
Guidelines and Work
Relatedinstructions

1. Give an overview of organisational behaviour policies for
customer, colleagues arsgniors

2. Explain key behavioural guidelines to be followed while
interacting withcolleagues

3. Make a list of some guidelines that should be followsxle
interading with senior members in therganisation

4. Learn how to follow work relateihstructions

Understanding and
Working within Job
Responsibility

. Describe working within job role amdsponsibilities

. Discuss how to finish work accordingéguirements

. Explain common reasons for not fulfillirguirements
.Know about how to develop effective wankbits

Setting Realistic Targets
and Flexible Work Plans

. Give an overview of realistiargets

. List the major challenges to set realigticgets
.lllustrate how to be flexible and adapt to wopkans
.Learn how to help subordinates to achideegets

Being Open to Feedback

. Explain importance of feedback in thverkplace

. Discuss constructivieedback

.List the key factors that should be kept in mintileseeking
assistance from senior

4.Learn how feedback helps people find answers of vital
questions

WNRPREAAWNRERPRAARWDNPE

RAS/N0122

Theory

Help
maintain
health and

Health, Safety, and Securi|
Plans and Procedures

1. Analyse health, safety, and security plans prabedures
2. Give an overview of key regulations and obligatifoms
employers

3. Know about threat to workers andorkplace




safety

Lifting and Handling Good:
Safely

1. Give an overview on lifting and handling gosdtely

2. Outline the guidelines that must be followedhilelifting
heavyloads

3. Explain common company guidelines for lifting and handli
equipment

4.Learn about which aspects should be considevhie
planning safe movement gjoods

Understanding Hazards

1. 1dentify hazards and different sources of woldqehazards
2. Explain the disadvantages of ignoring health and safety
guidelines

3. Explain how to handle breaches in health aatety

Reporting Safety Concern
and Emergency Medical
Plan

1. 1dentify health and safetgoncerns

2. Explain first aid and emergey medicaplan
3. Make a list of common emergenmedicines
4. Learn about safetgears

Evacuation Plan and
Measures to Enhance
Employee Health

LOELX AY 6KIFIG wSydaE Sy Oe S¢
2. Learn the concept of an evacuation plan and symbols use
an evaacationplan

3. lllustrate mock evacuation drills to help othehsring
evacuation

4. dentify measures to enhance employeealth

INTERNSHIP

300

10

Total

480

20




SEMESTER V

GENERAL PAPHRHe Syllabus will be provided by the University)

100
Marks

Secton Component | Unit Subunits

Durati
on
(Hours

Credit

A Theory Leadership and Effective Communicatig Introduction toLeadership
Leadershiprheories

Styles ot.eadership

Values, Principles and Ethi@dundaries
Interacting in Teams ar@roups
EmpoweringOthers toLead

Optimizing Leadershipffectiveness

45

Introduction to Human Resource Managemé@dRM)
Need and Importance of Human Resoukt@nagement
(HRM)

HR Roles &esponsibilities

Meeting Competitive ChallengesaulRMPractices

HR Planning, Recruitment aSélection

Learning andevelopment

Performance Management Retention

Compensation anBenefits

Basics of Labdrelations

B Theory Human Resource Management

NPEINoO~WONE

©oNOOA®

45

GENERAL PAPERTHe Syllabus will be provided by the University)

100
Marks

Secton Component | Unit Subunits

Durati
on
(Hours

)

Credits

Understand the concept of BusineSsategy

Need and Importance of BusineSsategy

Steps in Developing Businé&isategy

Competition dynamics anits impact on Businesirategy
Principles of Financiaslanagement

Methods of Retaifccounting

PricingManagement

AccountsReconciliation

Preparation of Financial Accounts, Profit & LAssounts

A Theory Business Strategy and Financial
Management

©CeNooOA~®ODNE

90

Total

180

12

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




SKILL PAPER |

100
Marks

NOS Code

Component

UNIT

SUBUNIT

Key Learning Outcomes

Duratio
n
(Hours)

Credit

NA
*Will be
covered

under
formative
assessment

Theory

Rdail Store
Operations
and Sales

Management of Retail
Store Operations

Understand Retail Store Management and its Value Chain

5

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 St@ntrol
2. Explain types of stock records such as

i Stock list, Bin card/ Sto@ard

9 Store requisitiorform

1 Deliverynotes
3. Explain maintenance of stock levels as per norms such ¢
averagestock level, reorder leveletc.
4. Explain Role of InventoBudgets
5. Understand and implement the Inventory Systenthaf
store
6. Explain implementation of purchageocedures

3.5

Monitor receipt and
dispatch of goods

1. Understand need and importance ancethod of recording
and controlling

1 Ageing ofroducts

1 Vendor norms about stocks/return ammdmages

1 Credit period offered byendors

9 Price cover policy offered wendors
2. Explain reverse logistics policies of the organisatioa-viz
@Sy RppINiESQ

35

Maintain stock
records

1. Understand and elaborate ways to record stoaksurately
suchas:

1 Stocks bought ansold

1 Costs during stoakovements
2. Explain role of systems in ensuring effective maintenanc
stockrecords

3.5

Coordinate stock
take/cyclical count

1. Explain methods of Sto€kontrol

2. Understand importance of effective Stock tgkecess
3. Explain elements involved in Stdeking

4. Define steps involved in the Stock tgk@cess

5. Explain the role of data management in sttaking

3.5




process such as:

91 recording and transmission dhta

91 recording and rechecking of/ariances

1 Analysis of stockake data as required bgrganisation
6. Describe safety procedures to ensure vixeing of team
involved in stockake

RAS/N0155 Theory Execte Ensure display of 1. Explain the need and importance of Visual Merchandisin
visual goods and standards andyuidelines
merchandisi| merchandise to 2. Explain role oéffective display of goods in enhancing sto
ng displays | maximize store profitability and optimization ofosts
as per profitability and cost 3. Understand retail processes like stock rotation, adjaceng
standards | optimization principles, product display nornesc.
and 4. Develop effective relationship with vendor to ensure
guidelines optimized space alkation and arrive at profitable revenue
understanding as against spaaiocation
Ensure application of 1. Describe elements for imparting training on
store policies and a.Planogram
procedures with b. Organisation guidelies of store layput
respect to visual c. Guidelines for promotionavents
merchandising d. Guidelines for display and promotion of products brand &
categorywise
Liaison with vendorsto  [1. Develop effective relationship with vendorriegotiate on
ensure compliance with  |spacing requirements of the store
visual merchandising 2. Describe ways to negotiate with vendor to arrive at a
norms profitable revenue understanding
od 9ELIFAY GKS ySSR | yR AYl]
compliance to visual merchandising guidelines
RAS/NO157 Theory Implement | Plan and ensure 1. Explain the need and importance forstorepromotions
promotions | implementation of instore | 2. Understand the role of Planning effectivestore
and special | promotions promotions

events at the
store

3. Explain the elementof planning irstorepromotions
4. List ways of effectively implementing-#torepromotions

Assess, record and report
promotion effectiveness
data

1. Understand the method for collection and preservation o
promotion-related data for future analysis amebrking

2. Explain how to Implement organisational processes on
collection and transmission of promotion related informatio
anddata

3. Describe methods to conduct analysis of dataeagiired

by headoffice




Determine staff 1. Explain how to develop a manpower requiremantd 4
requirements and ensure | deployment plan to drive iqstorepromotions
suffident manpower 2.Understand ways to orient the team ondtore promotions
availability
RAS/N0159 Theory Conduct Collect and analyse marke 1.Know and understand all policies related to collectién 13
price information to aid in marketdata
benchmarkin| creating appropriate 2. Explain techniques of collection of market informatton
g and market| product and pricing policie] team members and traithem in critical activities involving
study of marketstudy
compettion 3. Explain ways for collection of relevant data and anabfsis
the same to identify product line performance
4. Reporting of all analysis data to head office on the basis
collected market data
Practcal Retail Store | NA 1. Compute stockevels 60 2
Operations 2. Monitor receipt and dispatch afoods
and Sales 3. Maintain stockrecords
4. Undertake the stock takprocess
SKILL PAPER I 100
Marks
NOS Code | Component UNIT SUBUNIT Key Learning Outcomes Duration | Credit
(Hours)
RAS/N0153 Theory Adhere to Ensure compliance to all | 1.Explainthe need Yy R A Y LJ2 NJi | wid@rStangifg 15
standard store policies, vendor on storepolicies
operating guidelines and statutory | 2. Describe ways to train and orient the team on Stooéicies
procedures, | regulations and relevant legal & statutorgompliances
processes 3. Describe the importance of Store Audits in ensuring prod
and policies efficiencies
at the store 4. Describe ways to condti StoreAudits
while 5. Understand aspects of legal, statutory compliances and
ensuring regulations for the storenvironment
timely and | Ensure maintenance, 1. Explain the need and importaic 2 ¥ undRistangidg 15
accurate timely submission on recordkeeping
reporting and safe keeping of 2. Describe methods of accurate and erfoge collection,

operational records

preservation and transmission of data to tteam

3. Explain the role of Audit in Data and Information
management

4. Describe ways to conduct audit checks to ersgualityof

data




RAS/N0156 Theory Ensure Create awareness 1. Discuss the importance of reporting health and safe 10
overall amongst staff on issues
safety, health, hygiene and 2. Explain health, safety, and security plans and procedure
security and | safety through teammembers
hygiene of | ongoing training and 3. Give an overview team member about key regulations al
the policy adherence obligations foremployers
store 4. Orient team members about threat to workers and
workplace
5. Explain common company guidelirfes lifting and
handling equipment to tearmembers
6. Describe the actual meaning of hazards and explaieam
members techniques for handling hazardgusstances
7. Explain to team members mechanism for report tiealth
and safety concerns to the authorisperson 4
Ensure 1. Understand the need and importance of complying to st¢ 10
implementation of securityprocedures
store security 2.Understand the causes of store theft and losses and ori€
procedures to the team members on thsubject
minimize thefts and 3. Describe ways of ensuring the security and safethef
losses store and train the team on thgubject
4. Understand the importance of availability of trained staff
case of aremergency
5. Explain the ways of handling emergencies and tiaén
team on thesubject
6. Understand implementation of security measures in case
emergencies
7. Understand the importance and steps of conducsagety
and security audits anchecks
Ensure implementation of 1. Understand the need and importance of implementation 10
security procedures with | of security procedures withespect to monetary transactions
respect to monetary 2. Understand the importance of adhering to security
transactians procedures with respect to identification of authorities and
implementation of financigbrocesses
INTERNSHIP 120 4
Total 300 14




SEMESTER VI

GENERAL PAPHRHe 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 uRctions &mportance.

Selling VdMarketing

3. Marketing Environment: Nature, Types & Strategies To [
With Internal And External (Micro And Macro) Marketing
Environment.

4. Ethical and Social ResponsibilitiedMafketing

5. Marketing Information System: Defiiun andComponents.

6. Market Research: Definition Objective, Process &
Significance

7. Market Segmentation: Concept, Importance, @&usbis.
Target MarkeSelection

8. Market Positioning: Concept Bnportance

N

90

GENERAL PAPERHe Syllabus will be providedytthe University¥

100
Marks

Section Component

Unit

Subunits

Durati
on
(Hours

Credits

A Theory

Business Ethics and Corporate
Responsibility

Corporate ethics: concept amyolution

Definition and nature of BusineEshics

Work Ethics and Code 6bnduct

Ethics for managers and role and function of ethical
managers

Profitability andethics

Concept, definition and dimensions of Corpor&teial
Responsibility

7. Implementation and alignment of @rporate
responsibilitystrategy

ronNPE

o o

45

B Theory

Project Manageraent

Need and importance of Projectanagement
Basics of Projechanagement

Elements of Projeadhanagement

. Project managementctics

el oA

45

Total

180

12

* TheUniversitywill be responsiblefor developingthe syllabus,imparting training and conductingassesmentsfor the students.




SKILL PAPER |

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 themeaning and significance Becruitment
2. Explain the objectives of Recruitment in drivBtgre
Operations

3. Understand the elements of manpowglanning

4. Describe the process of recruitment aselection

5. Explain the sources oécruitment

6. Explain the paramets for fair and objective Recruitmeand
Selection

7. Describe the skills required for to condedtective
recruitment andselection

8. Describe various interviewing techniques used dutteg
Recruitmentprocess

8.5

Create a positive work
environment br the store

1. Understand meaning of Organizatio@llture

2. Explain the significance of Organizational Cultuiriving
businesgperformance

3. Describe the elements in managing wotkture

4. Explain steps that managers can take to improve waiture
5. Descrile ways for effectively driving Changlanagement

6. Explain the role of Performance Management in creating
strong workculture

Train and develop
store staff to improve
individual and team
performance

1. Define Training anBevelopment

2. Understand the ra and significance of trainirad
development in Stor®perations

3. Describe the benefits of Training aDdvelopment

4. Explain the steps involved in Training & Development of
TeamMembers

5. Explain the Skills required for effective Trairulegvery

6. Describe mthods for Teanbevelopment




RAS/N0154

Theory

Manage
Sales and
Service
Delivery to
increase
store
profitability

Monitor operation of 1. Explain ways to ensure proper maintenance of StoreStoe 55
store equipment and Equipment
facilitate 2. Ensure team training on running and maintenance of store
maintenance of store SljdzA LIYSy (G Qa
upkeep 3.Recognise and orient team on the importance of clstmne
. Understand and implement policies related to store upkeep and
maintenance
5. Perpetuate personal hygiene at work
Identify repeat 1. YRSNAGIYR (GKS Odza(G2YSNAQono| 7
customers and build this subject ) 3 - ) )
relationships with 2 YRSNARUFIYR FFEOU2NAR OKIFO FFTF
new and existing train team on thisubject
customers to 3. Explain ways to manage store to attracistomers
generate footfall 4.Train team to find out signals of repgairchase
5. Describe the importance of building effective customer
relationships
6. lllustrate to the team importance of timely delivery of services
to customers
7. List steps and orient team in assisting customedsfficult
times
8. Discuss how to followap customers for services afekdback
9. Implement organisation policies to generatdditional
footfalls
Identify and 1.5Aa0dzaa (KS LINEZ OfiéntficatoR Odza G| 7

implement ways to
enhance sale and
augment customer
service

2.Train the teanon:

a.How to deal with the customers according to theiquirements
b. Providing information that a custome&rants

c.Understanding what customers want to compavith other
retail stores

d. How to welcome customer in a retatiore

e.How to please austomer

f. Learn how to advise customer regardmgducts

3. Train and work with team to implement Customer Satisfactior
activities as required byrganisation

4. Ensure collectioof feedback from customers for further
improvement ofservices

5. Ensure addressal of escalations on urgent basis and analyse

situation to preventecurrence




Analyse overall store 1. Understand theneed forStore 6
profitability and 2.Understand store sales target and plan for achievingstirae
monitor the same 3. Communicate targets and plans to team and motivate téam
against targets achieve thesame
4. Ensure requisite resources to be able to perfapimally
NA Theory People, People, Process and 1. Develop Retail Store Strategy to increase Market saade 15
*Will be Process and| Profitability Management| Profitability
covered Profitability 2. Technology ifRetail
under Managemen 3. Customer Relationshiglanagement
formative t
assessment
Practical Profitability NA 1. Manpower planning andraining 60
Managemen 2a2yAG2N) ay22 (i K 2 LIS Nlproperzy 2
t maintenance ostore
3. Draft a plan for achievingrgets
INTERNSHIP 450 15
Total 585 22
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ASSESSMENT GUIDELINES
The Assessment and Certificat 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 wftificat
be awarded after succesdfcompletion 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:

1 Internal Assessment (Formatiesessmet)
T External Assessment (Summathssessment)

The Internal Assessment (Formative Assessment)

This assessment will be done during the course of the semdsteiil be a formative assessment which will aim to assess topics
which are predominantly beyongburview of QRNOS.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 ordg aearirgut to

identify strengths and areas of improventeof 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 InternaEvaluation—Theory |Marks
Attendance 10%
Assignment/Presentation/Viva 40%
Test paper(s) (1 or 2)

(110 =10; 2x5 =10) 50%

Total 100%
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External Assessment (Summative Assessment)

This assessment will be done at the end of seme#tavill be a sunmative assessment which will aim to assess performance of students

ONQRNOS.¢ KAa lFaasSaaySyu gAft 0S dzZaSR 0é AyauNHzOU2NA 02 lFaasSaa 0KS aduidz
External Assessment grade/marks will be factored in the computatitimedinal 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 frarRefesrRiinexure)land Assessment CriteriRéfer Annexure
I). For internship Assessment, the project guide would rate the intern based on defined parankefas Annexure Il as an exampland the Assessor
(Assessmenigency)would evaluatethe projectreport asper AnnexurelV.

The aggregate minimum of 4084e 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 issieodbeificasd students.
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ANNEXURES
Annexure |
ASSESSMENT FRAMEWORKILL COMPONENT
Level L4 & L5
THEORWRITTEN
TEST
Marks
Level of No. of per Max. Nature of
Understanding qguestions | question| Marks Test Nature of Questions| Duration Remarks
Written-
Easy 21 1 21 MCQ Multiple Choice
Written-
Average 10 2 20 MCQ Multiple Choice
Written-
Difficult 3 3 9 MCQ Multiple Choice 2 hrs Uniform NOS coverage in Questions
Total 34 6 50
Pass Percentage 40%
Marks
No. of per Max. Nature of
PRACTICAL qguestions | question| Marks Test Nature of Questions| Duration Remarks
4 questions asked
from NOS within a
choice of 8. Each
answer will be
evaluated on 5 20 mins
observabe traits of 2 per
4 5 20 Viva Voce marks each student Local Language allowed for answers
Level L6 & L7

THEORWRITTEN




TEST

Marks
Level of No. of per Max. Nature of
Understanding questions | question| Marks Test Nature of Questions | Duration Remarks
Written-
Easy 19 1 19 MCQ Multiple Choice
Written-
Average 5 2 10 MCQ Multiple Choice
Written-
Difficult 7 3 21 MCQ Multiple Choice 2 hrs Uniform NOS coverage in Questions
Total 31 6 50
Pass Percentage 50%
Marks
No. of per Max. Nature of
PRACTICAL questions | question| Marks Test Nature of Questions| Duration Remarks
5 guestions asked
from NOS within a
choice of 8. Each
answer wil be
evaluated on 5 20 mins
observable traits of 2 per
4 5 20 Viva Voce marks each 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 / INTERNSHIF Weightage
Project Guide Rating
(Assessment by
Employer) 40%
Project Report &
Presentation
(Assessment by
Assessment Agency 60%

Total Marks

30
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Annexure Il
Criteria for Assessment of Skill Component (Sales Associate, Ugvel
Total Marks Allocation
Assessment Performance Criteria marks | Out Theory | Skills
Qutcomes of
PC1. |l dentify the customerd6s needs for credit 15 7.5 7.5
PC2. Clearly explain to the customer the features and conditions of credit facilities. 20 10 10
RAS/N0114
To process credit PC3. Provide enough time and opportunities for the customer to ask for clarification or more 15 75 75
applications for |-information. 100
purchases 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
PC1. Take prompt and suitable action to reduce security risks as far as possible, where it is within
D L . 15 7.5 7.5
the limits of your responsibility and authority to do so.
PC2. Follow company policy and legal requirements when dealing with security risks. 20 10 10
RAS/NO120 PC3. Recognise when security risks are beyond your authority and responsibility to sort out, and 15 75 75
To help keep the report these risks promptly to the right person. 100
store secure PC4. Use approved procedures and techniques for protecting your personal safety when security 20 10 10
risks arise.
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
. 15 7.5 7.5
when he/she goes on your breaks and when he/she finishes work
Total 100 50 50
PC1. Follow company procedures and legal requirements for dealing with accidents and 10 5 5
emergencies.
PC2. Speak and behave in a calm way while dealing with accidents and emergencies. 10 5 5




PC3. Report accidents and emergencies promptly, accurately and to the right person. 15 7.5 7.5
PC4.Recognise when evacuation procedures have been started and follow company procedures 10 5 5
RAS/NO122 for evacuation
To help maintain | PC5. Follow the health and safety requirements laid down by your company and by law, and 100 15 75 75
healthy and safety | encourage colleagues to do the same. ' '
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 15 7.5 7.5
risks.
PC8. Use equipment and materials in line withthe manuf act ur er 6s i nstruct.i 15 7.5 7.5
Total 100 50 50
PC1. Prepare the demonstration area and check thatit can be used safely. 15 7.5 7.5
PC2. Check whether the required equipment and products for demonstration are in place. 15 7.5 7.5
RAS/N0125
To demonstrate | PC3. Demonstrate products clearly and accurately to customers. 20 10 10
products to PC4. P tthed tration in a logical f st d st +0 15 7.5 7.5
customers . Present the demonstration in a logical sequence of steps and stages. . .
PC5. Cover all the features and benefits he/she thinksareneeded t o gain the 15 7.5 7.5
PC6.Promptly clear away the equipment and products at the end of the demonstration and connect 20 10 10
with the customer
Total 100 50 50
PC1. Find out which product features and benefits interest individual customers and focus on these 10 5 5
when discussing products.
PC2. Describe and explain clearly and accurately relevant product features and benefits to 10 5 5
customers.
PC3. Compare and contrast products in ways that help customers choose the product that best 5 25 25
meets their needs. ' '
PC4. Check customersd r espon safam their interessin thegomoduet. x 5 2.5 2.5
RAS/N0126
To help customers PC5. Encourage customers to ask questions & respond to their questions, comments & objections 100 5 25 25
choog right in ways that promote sales & goodwill.
products PC6. Identify suitable opportunities to tell the customer about associated or additional products and 5 o5 o5

do so in a way that promotes sales and goodwiill.




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 promotess al es and keeps t 10 5 5
confidence.
PC10. Identify the need for additional and associated products and take the opportunity to increase 10 5 5
sales.
PC11. Clearly acknowledget he customer 6s buying decisions. 10 5 5
PC12. Clearly explain any customer rights that apply. 5 2.5 25
PC13.Clearly explain to the customer where to pay for their purchases. 5 25 25
Total 100 50 50
PC1. Talk to customers politely and in ways that promote sales and goodwill. 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 5 25 25
interest in. ' '
PC4. Explain clearly and accurately the features and benefits of products and relate these to the 10 5 5
customer 6s needs.
PC5. Promote the products that give the best match betweent he cust omer és ne 5 25 25
need to make sales. ' '
PC6. Spot and use suitable opportunities to promote other products where these will meet the 5 25 25
customerds needs. ' '
PC7. Control the time he/she spends with the customer to match the value of the prospective 10 5 5
RAS/N0127 purchase.

To providespecialist| PC8. Constantly check the store for safety, security and potential sales while helping individual 100 5 o5 o5
support to customers. . .
customers PC9. Find out if the customer is willing to see a demonstration. 5 2.5 2.5
facilitating
purchases PC10. Set up demonstrations safely and in a way that disturbs other people as little as possible. 5 25 25

PC11. Check whether he/she has everything needed to give an effective demonstration. 5 25 25
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 ) 2.5 2.5

demonstrating to them.




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

1 X 10 5 5
carrying out demonstrations.
Total 100 50 50
PC1. Identify promotional opportunities and estimate their potential to increase sales. 15 7.5 7.5
PC2. Identify promotional opportunities which offer the greatest potential to increase sales. 10 5 5
RAS/N0128 PC3. Report promotional opportunities to the right person. 15 7.5 7.5
To maximise sales o| PCA4.Fill in the relevant records fully and accurately 100 15 7.5 7.5
goods & sevices 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 15 75 75
future sales. ' '
PC7. Gather relevant and accurate information about the effectiveness of promotions, and 10 5 5
communicate this information clearly to the right person.
PC8.Record clearly and accurately the results of promotions 10 5 5
Total 100 50 50
PC1. Use available information in the client records to help you prepare for consultations. 5 2.5 2.5
PC2. Before starting a consultation, check that the work area is clean and tidy and that all the 5 o5 o5
equipment you need is to hand. ' '
PC3. Quickly create a rapport with the client at the start of the consultation. 5 25 25
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® buying needs, preferences and priorities. 5 25 2.5
PC6. Tactfully check, where appropriate, how much the client wants to spend. 5 25 25
PC7. Explain clearly to the client the features and benefits of the recommendedproducts or 10 5 5
services and relate these to the clientbés ind
PC8. Identify suitable opportunities to sell additional or related products or services that are suited 5 25 25
RAS/N0129 to the clientds needs. ' '
To provide PC9. Make recommendations to the client in a confident and polite way and without pressurising 100 5 o5 o5
personalisedsales & |-eM-
post- sales service PC10. Pace client consultations to make good use of the selling time while maintaining good
support relations with the client. 5 2.5 2.5
PC11. Meet the companyds c uysuradealirgs with the clientc e st an 5 25 25
PC1l2. Foll ow the company6s repordeupdocdate. e s f or Kkee 5 25 25




PC13. Record client information accurately and storeitinther i ght pl aces i n vy

system. 5 25 25
PC14. Keep client information confidential and share it only with people who have a right to it. 5 25 25
PC15. Keep to cl i entdwhentheymdybescontastedt o how an 10 5 5
PC16. Foll ow the companyécentaptinglcliestsy and procedu 5 25 25
PC17. Tell clients promptly and offer any other suitable products or services, where promises 5 2.5 2.5
cannot be kept.
Total 100 50 50
PC1. Meet the organisati onliebavimmt andards of ap 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. Il dentify and confirm customerés expect a 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
RAS/NOlSO_ ) PC8. Respond promptly to a customer seeking assistance. 5 2.5 2.5
To create a positive PCo. Sel h ) ¢ . it c 5 ”s
image of self & . Select the most appropriate way of communicating with customers. . .
organisationin .the PC10. Check with customers to ensure complete understanding of their expectations. 100 5 2.5 2.5
customers mind
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 5 25 25
appropriate ' '
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 10 5 5
organisation.
PC15. Recognise information that customers might find complicated and check whether they fully 5 25 25
understand. ' '
PC16.Explain clearly to customers any reasons why their needs or expectations cannot be met 5 25 25
Total 100 50 50
PC1. Identify the options for resolving a customer service problem. 10 5 5




PC2. Work with others to identify and confirm the options to resolve a customer service problem. 10 5 5
PC3. Work out the advantages and disadvantages of each option for customers and the 10 5 5
organisation.
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 10 5 5
help
RAS/NO132 PC6. Discuss and agree the options for solving the problem with customers. 100 10 5 5
To resolve | pc7. Take action to implement the option agreed with customers. 5 25 25
customer
concerns PC8. Work with others and the customer to make sure that any promises related to solving the 5 25 25
problem are kept. ' '
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 10 5 5
satisfaction
Total 100 50 50
PC1. Plan, prepare and organise everything that is needed to deliver a variety of services or
RAS/N0133 products to different types of customers. 5 2.5 2.5
To organisghe
delivery of reliable | PC2. Organise what he/she does to ensure consistencyn giving prompt attention to customers. 5 25 25
service PC3.Reorganise his/her work to respond to unexpected additional workloads 5 25 25
PC4. Maintain service delivery during very busy periods and unusually quiet periods and when 10 5 5
systems, people or resources have let you down.
PC5. Consistently meet customersd expectatio 10 5 5
PC6. Balance the time he/she takes with customers with the demands of other customers seeking 5 25 25
attention. ' '
PC7. Respond appropriately to customers when they make comments about the products or 100
services being offered. 10 5 5
PC8. Alert others to repeated comments made by customers. 5 25 25
PC9. Take action to improve the reliability of his/her service based on customer comments. 5 25 25
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 5 o5 o5

guidelines.




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

. 10 5 5
appropriate format.
PC13. Quickly locate information that will helpsolveac ust omer 6 s query. 5 2.5 2.5
PC14.Supply accurate customer service information to others using the most appropriate method 10 5 5
of communication
Total 100 50 50
PC1. Select and use the best method of communicationtome et cust omer sdé ex 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 individualc ust omer s 6 f eel i 10 5 5
PC4. Meet customersédé expectations within the 5 25 25
PC5. Explain the reasons to customers sensitively and positively when their expectations cannot 10 5 5
be met.
PC6. Identify alternative solutions for customers either within or outside the organisation. 5 2.5 2.5
RAS/N0134
To improve PC7. Identify the costs and benefits of these solutions to the organisation and to customers. 100 10 5 5
customer PC8.Negotiate and agree solutions with your customers which satisfy them and are acceptable to 5 25 25
relationship the organisation ' '
PC9.Take action to satisfy customers with the agreed solution 5 25 25
PC10. Make extra efforts to improve his/her relationship with customers. 5 25 25
PC11. Recogni se opport uneéxpectstisns.t o exceed custo 10 5 5
PCl12. Take action t o exc avihththelmmgstofchisteer aatboritg. x p e c t 10 5 5
PC13.Gain the help and support of otherstoexceedc ust omer s dnsexpect at i 10 5 5
Total 100 50 50
PC1. Respond positively to customer service problems following organisational guidelines. 10 S 5
PC2. Solve customer service problems when he/she has sufficient authority. 5 25 25
PC3. Work with others to solve customer service problems. 5 25 25
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 25 25




PC6. Solve problems with service systems and procedures that might affect customers before

they become aware of them. 5 2:5 2:5
PC7.Inform managers and colleagues of the steps taken to solve specific problems 5 25 25
RAS/N0135 PC8. Identify repeated customer service problems. 5 2.5 2.5
To monitor and 100
solve service PC9. Identify the options for dealing with a repeated customer service problem and consider the 10 5 5
concerns advantages and disadvantages of each option.
PC10.Work with others to select best options for solving repeated customer service problems,
. . ; o 5 25 25
balancing customer expectations with the needs of the organisation
PC11. Obtain the approval of somebody with sufficient authority to change organisational
T ; X 5 25 25
guidelines in order to reduce the chance of a problem being repeated.
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 10 5 5
service problems.
PC14.Monitor the changes that have been made and adjust them if appropriate 10 5 5
Total 100 50 50
PC1. Gather feedback from customers that will help identify opportunities for customer service 10 5 5
improvement.
PC2. Analyse and interpret feedback to identify opportunities for customer service improvements 5 25 25
and propose changes. ' '
PC3. Discuss with others the potential effects of any proposed changes for customers and the 5 25 25
organisation. ' '
PC4.Negotiate changes in customer service systems & improvements with somebody of sufficient
authority to approve trial / full implementation of the change. 10 5 5
RAS/N0136 PC5. Organise the implementation of authorised changes. 5 2.5 2.5
To promote PC6. Implement the changes following organisational guidelines. 100 5 25 25
continuous
improvement in PC7. Inform people inside and outside the organisation who need to know of the changes being 10 5 5
service made and the reasons for them.
PC8.Monitor early reactions to changes and make appropriate fine-tuning adjustments. 5 25 25
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 5 25 25
others. . .
. . 10 5 5
PC11. Summarise the advantages and disadvantages of the changes.
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
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 25 25
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 5 25 25
members ' '
PC8. Observe appropriate dress code and presentation as required by the workplace, job role 5 o5 o5
RAS/N0137 and level of customer contact. 100 ) )
To work effectively _ . . , ..
in PC9.Follow personal hygiene procedures according to organisational policy and relevant legislation 5 25 25
your team
PC10. Interpret, confirm and act on workplace information, instructions and procedures 10 5 5
relevant to the particular task.
PC11. Interpret, confirm and act on legal requirements in regard to anti- 5 25 25
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 25 25
PC15.Identify work and personal priorities and achieve a balance between competing priorities. 5 25 25
Total 100 50 50
PC1. Share work fairly with colleagues, taking accountofown and ot her soé6 pre 5 25 25
time available. ' '
PC2. Make realistic commitments to colleagues and do what has been promised. 5 25 25
PC3. Let colleagues know promptly if he/she will not be able to do what has been promised and 5 25 25
suggest suitable alternatives.
RAS/N0138
To work effectively | pc4. Encourage and support colleagues when working conditions are difficult. 5 25 25
in your organisation T : 100
PC5. Encourage colleagues who are finding it difficult to work together to treat each other fairly, 5 25 25

politely and with respect.




PC6. Foll ow the company6s heaWwdakingand safety pr 5 2.5 2.5
PC7. Discuss and agree with the right people goals that are relevant, realistic and clear. 5 25 25
PC8. Identify the knowledge and skills needed to achieve his/her goals. 5 25 25
PC9. Agree action points and deadlines that are realistic, taking account of past learning 5 o5 o5
experiences and the time and resources available for learning. ' '
PC10. Regularly check his/her progress and, when necessary, change the way of working. 5 25 25
PC11.Ask for feedback on his/her progress from those in a position to give it, and use their 5 25 25
feedback to improve his/her performance ' '
PC12. Encourage colleagues to ask him/her for work-related information or advice that he/she is 5 2.5 2.5
likely to be able to provide.

PC13. Notice when colleagues are having difficulty performing tasks at which you are competent, 5 25 25
and tactfully offer advice.

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 25 25
PCl6.Encourage coll eagues t o uedtandghe ermationrasd advice t 5 25 25
given to them. ' '
PC17. Give colleagues opportunities to practise new skills, and give constructive feedback. 5 25 25
PC18. Check that health, safety and security are not compromised when helping others to learn. 10 5 5
Total 100 50 50
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Criteria for Assessment of Skill Component (Team Leader, Level 5)

Marks Allocation

o Total marks -
Assessment Performance Criteria Out Theory | Skills
Outcomes of
PC1. Comply with health, safety and hygiene requirements and wear the correct personal 5 25 25
protective clothing and equipment throughout the process.
PC2. Check whether the display area, equipment and accessories are clean and take prompt
action on finding any problems. 5 25 2.5
PC3. Assemble and check products and additional materials and prepare them for use. 5 25 25
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 10 5 5
requirements.
PC5. Prepare the display to ensure maximum appeal and to comply with product safety
RAS /NO146T0 | requirements 5 2.5 2.5
organize the 100
display of PC6. Confirm requirements for labelling of products with the relevant people. 25 25
products at the - - — -
Store PC7. Confirm label information is correct and conforms to legal and standard operational 2.5 2.5
requirements, with the relevant people.
PC8. Position labels for products correctly. 10 5 5
PC9. Ensure thatlabels are legible, visible to customers, and securely positioned in the correct 5 o5 o5
place ' '
PC10. Check and take steps to ensure that the display area always meets the requirement of
hygiene, safety and saleability. 5 25 25
PC11. Transfer products safely to the display area according to instructions and specifications. 5 25 25
PC12. Arrange and promptly replace products and additional materials in a way this is attractive to 10 . c

customers and meets the requirements of hygiene and safety.




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 25 25
PC16. Take prompt action to address any product or display related problem 5 25 25
Total 100 50 50
PC1. Confirm prices of product and supplies with customers and ensure customers are agreeable
to the pricing, terms andcies.he departmentos b 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

RAS /NO147T0 ooy Ensure safe handling and movement of product and supplies off the racks and through to 15 7.5 7.5

process the sale| pjlling counters.

of products : : 15 75 75

PC5. Ensure appropriate and accurate processing and safe storage of payments, vouchers, . .
records and receipts.
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. 100 10 5 5
PC7.Conclude dealing with customers with  appropriate and  prescribed 15 75 75
mannerisms
Total 100 50 50
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 10 S S
install the display and the dates for completing it.
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

RAS/NO139To [t he design brief, the company6s visual desig 15 7.5 7.5

plan V'SL_J"?II PC5. Confirm that the features of merchandise and props shown in the design brief are those

merchandsing most | ikely to attract customersd attention. 10 5 5
PC6. Identify other merchandise and props when those originally specified are not available or not 15 7.5 7.5
suitable, and agree your selections with the right person.
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




100

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
PC1. Stay alert to, and make unobtrusive observations about, customer choices and
movements within the store 10 5 5
PC2. Heed to customer queries about the products and supplies they wish to purchase and 10 5 5
unobtrusively and politely enquire about their purchase requirements, when necessary
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 / 10 5 5
displayed
RAS /NO140 To PC4.Confi ith t that th duct d lies bei ked d and billed
; .Confirm with customers that the products and supplies being packed, wrapped and bille
e§tabllsh and exactly match their selections 100 10 5 5
satisfy customer _ _ _ :
needs 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
PCs8. 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
PCo9. Maintain prescribed levels of store, environmental and personal hygiene and ensure
health and safety within the store environs and peripheral areas 10 S S
PC10. Ensuring that customers fulfil their purchase process smoothly from start to billing by 10 5 5
minimizing waiting times at different stages of the process
Total 100 50 50
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
RAS_/ NQMSTO PC3. Check that staff prepare the display area and put the display together in a way that
maintain the causes the least inconvenience to customers
availability of ] ] ]
goods for sale to PC4. Provide constructive feedback to staff on their performance
customers
PC5. Provide opportunities for staff to check they understand the requirements and standards of 4 2 2

the display




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 5 5
PC8. Monitor that information has been placed accurately and legally, and is chosen and 4 2 2
positioned to promote sales effectively

. 4 2 2
PC9. Keep complete, accurate and up- to- date records of displays
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
PC12. Encourage staff to make helpful comments and identify changes that may make the display
more appealing to customers
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
PC16. Collect and record accurate information on price changes
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 4 2 2
organised and presented
PC24. Make sure that you maintain customer goodwill and staff morale while stock is being
reorganised 4 2 2
Total 100 50 50




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

performance. 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 25 25
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 S S)
PC6. Support team members in identifying and dealing with problems and unforeseen events. 5 25 25
RAS / NO131To PC7. Check the progress and quality of the work of team memt_)ers on a regular and fair_basis 10 5 5
against the standard or level of expected performance and provide prompt and constructive
allocate and feedback.
check work in 100
your team 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 5 25 2.5
account of their expectations and maximise productivity.
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
" , . 5 25 25
activities and making best use of the available resources.
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 / NO145 To| pC1. Pass on written information only to those people authorised to receive it and within agreed
communicate | timescales 4 2 2
effectively with . o . o
PC2. Keep the information in written documents as required by your organization;
stake-holders P d vy g 4 2 2
PC3. Maintain the communication mediums in line your instructions and organisation's 100
procedures 4 2 2
PC4. Make sure the communication equipment you use is working properly, take corrective 4 ) )

action as required




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

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

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

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

PC9. Accurately interpret and act upon instructions that you receive

PC10. Make sure you get clarifications when you need to

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

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

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

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

PC15. Summarize information for customers

PC16. Use appropriate body language when communicating with customers

PC17. Read y o ur bodydangudge tonfeelp gob understand their feelings and wishes

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

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

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

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

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

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

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

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




PC26. ldentify 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
PC1. Follow company procedures and legal requirements for dealing with accidents and
emergencies. 15 7.5 7.5
PC2. Speak and behave in a calm way while dealing with accidents and emergencies. 15 75 75
PC3. Report accidents and emergencies promptly, accurately and to the right person. 10 5 5
RAS / NO22 To | PC4. Recognise when evacuation procedures have been started and following company
help maintain procedures for evacuation 10 5 5
healthy and PCS5. Follow the health and safety requirements laid down by your company and by law, and
safety encourage colleagues to do the same. 15 75 75
PC6. Promptly take the approved action to deal with risks if you are authorised to do so. 100 10 5 5
PC7. If you do not have authority to deal with risks, report them promptly to the right person. 15 75 75
PC8. Use equipment and materials in line with the ma n u f a c insfructionsd s 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 you have sufficient authority 5 25 25
PC3. Work with others to solve customer service problems 10 5 5
PC4. Keep customers informed of the actions being taken 5 25 25
RAS / N0150 To PC5. Checking if the customers are comfortable with the actions taken 5 2.5 2.5
monitor and PC6. Solve problems with service system and procedures 10 5 5
p
solve customer
service PC7. Inform coworkers of the steps taken to solve specific problems 100 5 2.5 2.5
problems
PC8. Identify repeated customer service problems 10 5 5
PC9. Identify advantages and disadvantages of options for dealing with problems 5 25 25
PC10. Selecting the best option, balancing customer needs and needs of organisation 5 2.5 25




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 25 2.5
Total 100 50 50
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 25 25
PC3. Meet all reasonable requests for assistance within acceptable workplace timeframes 10 5 5
PC4. Complete allocated tasks as required. 5 25 2.5
PC5. Seek assistance when difficulties arise 5 25 2.5
PC6. Use questioning techniques to clarify instructions or responsibilities. 10 5 5
PC?7. Identify and display a nondiscriminatory attitude in all contacts with customers and other staff
members 5 25 25

RAS/ N0137T0 PC8. Observe appropriate dress code and presentation as required by the workplace, job role and

work effectively | level of customer contact. 5 2.5 2.5

in your team . ; - , 100

PC9. Follow personal hygiene procedures according to organisational policy and relevant
legislation 5 2.5 25
PC10. Interpret, confirm and act on workplace information, instructions and procedures relevant to
the particular task. 5 25 25
PCL11. 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 25 25
PC13. Plan and organise daily work routine within the scope of the job role. 5 25 25
PC14. Prioritise and complete tasks according to required timeframes. 5 2.5 2.5
PC15.ldentify work and personal priorities and achieve a balance between competing priorities 10 5 5
Total 100 50 50
PCL1. Share work fairly with colleagues, takingaccount of your own and ot 5 25 25

and time available.




PC2. Make realistic commitments to colleagues and do what you have promised you will do. 5 25 25
RAS / N0138 To
work effectively PC3. Let colleagues know promptly if you will not be able to do what you have promised and
in your suggest suitable alternatives. 5 25 25

organisation | pc4. Encourage and support colleagues when working conditions are difficult. 5 o5 o5
PC5. Encourage colleagues who are finding it difficult to work together to treat each other fairly,
politely and with respect. 25 25
PC6. Foll ow t he c osafptapnogedises astyaiavdrk h and 25 25
PC7. Discuss and agree with the right people goals that are relevant, realistic and clear. 5 25 25
PC8. Identify the knowledge and skills you will need to achieve your goals. 5 25 25
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 o5 o5
PC10. Regularly check your progress and, when necessary, change the way you work. 100 5 25 25
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 25 25
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 25 25
PC15. Explain and demonstrate procedures clearly, accurately and in a logical sequence. 5 25 25
PC16. Encourage colleaguestoaskquest i ons i f t hey infdrmatiéntandadvidee
you give them. 5 2.5 2.5
PC17. Give colleagues opportunities to practice new skills, and give constructive feedback. 5 25 25
PC18. Check that health, safety and security are not compromised when you are helping others to
learn. 5 25 25
PC19. Check that health, safety and security are not compromised when you are helping others to 5 25 25
learn. . .
Total 100 50 50




Criteria for Assessmerf Skill Component (Departmental Manager, Level 6)

Total Marks Allocation
Assessment Performance Criteria marks Out of | Theory | Skills
Outcomes (1100)
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 10 5 5
install the displayand the dates for completing it.
PC3. Evaluate whether the place you plan to putthe 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 15 75 75
of the design brief, the companyds visual d e q ' '
PC5. Confirm that the features of merchandise and props shown in the design brief are those 10 5 5
RAS/NO139 Imost I ikely to atentonr act customers?o 100
To plan visual
merchandising | PC6. Identify other merchandise and props when those originally specified are not available or not 15 75 75
suitable, and agree your selections with the right person. ' '
PC7. Agree arrangements for delivery of merchandise and props with the right people, allowing 10 5 5
enough time for deliveries to arrive before the display must be installed.
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
PCL1. Stay alert to, and make unobtrusive observations about, customer choices and 10 5 5
movements within the store
. . . 100
PC2. Heed to customer queries about the products and supplies they wish to purchase and 10 5 5
unobtrusively and politely enquire about their purchase requirements, when necessary
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 / 10 5 5
RAS / N0140 | displayed
To establish and| PC4.Confirm with customers that the products and supplies being packed, wrapped and billed 10 5 5
satisfy customer exactly match their selections
needs PC5. Extend appropriate courtesy to customers duringthe sales process and provide appropriate 10 5 5
and accurate information and advice
PC6. Provide information on variants of product and supplies available in the store and enable 10 5 5
customers to make informed purchase decisions
PC7. Enable customers to make choices appropriate with their product, supplies and brand 10 5 5

preferences and complete their basket of purchases




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 10 5 5
and safety within the store environs and peripheral areas
PC10. Ensuring that customers fulfil their purchase process smoothly from start to billing by 10 5 5
minimizing waiting times at different stages of the process
Total 100 50 50
PC1. Monitor retail operations against targets 20 10 10
PC2. Check that the quality of the products and customer service are maintained 20 10 10
RAS / N0141
To monitor and | PC3. Adapt allocation of work activities to meet changing priorities and targets 100 20 10 10
manage store PC4. Report factors influencing effectiveness which are outside your own area of responsibility to 20 10 10
performance | the relevant people
PC5. Make recommendations to improve retail operations to relevant people 20 10 10
Total 100 50 50
PC1. Set out and positively communicate the purpose and objectives of the store business to all 10 5 5
store team members
PC2. Involve key store team members in planning how the team will achieve store business 10 5 5
objectives
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 25
PC4. Ensure that each member of the team has personal work objectives and understands how
achievingthesewilc ont ri bute to achievement of the st 10 5 5
PC5. Encourage and support team members to achieve their personal work objectives and those
RAS /NO142 | ¢ the team and provide recognition when objectives have been achieved 100 10 5 5
To provide
leadershipfor PC6. Win, through your performance, the trust and support of the team for your leadership 10 5 5
yourteam o _ _ . ] _
PC7. Steer the team successfully through difficulties and challenges, including conflict, diversity 10 5 5
and inclusion issues within the team
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
; . 5 25 25
when the store business is below set goals
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 i what it has to achieve, 10 5 5

and why a team rather than an individual approach is required




PC2. Identify the diversity of expertise, knowledge, skills and attitudes required to achieve the

5 25 25
team purpose
PC3. I dentify store team me mb e r s és andeagrae eheirt i 9
. - 10 5 5
particular roles within the team
PC4. Use team selection and development processes to develop any expertise, knowledge, skills 5 25 25
and attitudes lacking in the team ' '
PC5. Agree with team members the behaviours that are likely to help the achievement of the 10 5 5
team purpose and those that should be avoided because they are likely to hinder progress
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 10 5 5
support each other
PC7. Provide opportunities for team members to getto knowe a ¢ h ot her &s 100
. 10 5 5
weaknesses and build mutual respect and trust
RAS / N0143
To build and PC8. Allow time for the team to develop through its stages of growth 5 25 2.5
manage store
team PC9. Help the team seize opportunities presented by changes in the team composition and 5 25 25
support the introduction of new team members ' '
PC10. Encourage team members to share problems with each other and solve these creatively 5 25 25
together ' '
PC11. Encourage open communication between team members, including providing feedback
X 10 5 5
designed to enhance the performance of fellow team members and the team as a whole
PC12. Review the performance of the team at appropriate points and evaluate how well its 5 25 25
purpose is being achieved ' '
PC13. Celebrate team and individual successes together, and acknowledge when things go 5 25 25
wrong, before refocusing thet eamés energy on achieving its ' '
PC14. Disband the team if and when its purpose has been achieved and it is no longer 5 25 25
required for other purposes ] ]
Total 100 50 50
PCL1. Use information collected on the performance of team members in any formal appraisal of 10 5 5
performance.
RAS /NO131 | PC2. Recognise successful completion of significant pieces of work or work activities by team 10 5 5
To allocde and | members and the overall team and advise your manager. 100
check work in
your team PC3. Iqlentify unacceptab[e or poor performance, discuss the cause(s) and agree ways of 5 o5 o5
improving performance with team members.
10 5 5

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

promptly and effectively.




PC5. Motivate team members to complete the work they have been allocated and provide,

where requested andwhere possible, any additional support and/or resources to help 10 5 5
completion.
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 10 5 5
feedback.
PC8. Encourage team members to ask questions, make suggestions and seek clarification in
; 5 25 25
relation to the work they have been allocated.
PC9. Recognise and seek to find out about differencesin expectations and working methods of
any team members from a different country or culture and promote ways of working that take 10 5 5
account of their expectations and maximise productivity.
PC10. Brief team members on the work they have been allocated and the standard or level of 5 25 25
expected performance. ' '
PCL11. Allocate work to team members on a fair basis taking account of their skills, knowledge and
. . . 5 2.5 2.5
understanding, experience and workloads and the opportunity for development.
PC12. Plan how the team will undertake its work, identifying any priorities or critical activities and 5 25 25
making best use of the available resources. ' '
PC13. Confirm the work required of the team with your manager and seek clarification, where
necessary, on any outstanding points and issues. 10 S S
Total 100 50 50
PCL1. Identify the types of client who would benefit fromyour service and whose custom would 5 25 25
help you achieve your sales targets ' '
PC2. Suggest ideas for building the client base that are suitable for the client profiles and
. SR X ; . ! 10 5 5
achievable bearing in mindthe budget and time available and company image and policy
PC3. Follow company policies and procedures for building the client base 5 25 2.5
RAS / NO144 | PC4. Review your progress against your plans atsuitable Intervals 5 2.5 2.5
i T'o'develop .| PC5. Recognize whether you are achieving the results you need and adjusting your plans when 10 5 5
individual retail | pecessary
service PC6. Gi I d t ts of t th dti 5 25 25
opportunities . Give your manager clear and accurate reports of your progress at the agreed times 100 . .
PC7. Spot suitable opportunities to approach potential clients 10 5 5
PC8. Approach potential clientsinawaythatpr oj ect s your companyo6s
likely to help create a business relationship 10 5 5
PC9. Quickly create a rapport with potential clients 5 25 25
PC10. Talk to potential clients in a persuasive way about your services 10 5 5




PCll.Compare your servi ce wiwalsthatonae eldaithe advantdagesoé

your service while being honest and fair 5 2.5 25
PC12. Exchange relevant information with potential clients when appropriate 5 2.5 25
PC13. Record client information promptly, accurately and in a way that allows you to use the 5 25 25
information effectively ' '
PC14. Store and use client information in line with data protection laws and company policy 5 25 25
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
PC1. Pass on written information only to those people authorised to receive it and within 4 > >
agreed timescales
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 4 2 2
procedures
PC4. Make sure the communication equipment you use is working properly, take corrective 4 2 2
action asrequired
PC5. Acknowledge incoming communication promptly and clearly, using appropriate 4 2 2
terminology
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 4 2 2
information
PC9. Accurately interpret and act upon instructions that you receive 4 2 2
PC10. Make sure you get clarifications when you needto 4 2 2
PC11. Consult with and help your team members to maximize efficiency in carrying out tasks 4 2 2

RAS / NO145 PC12. Give instructions to others clearly, at a pace and in a manner that helps them to 4 > 2

To understand
COMMUNICALE | o) 5 | icten actively and identify the most important things that cust i 100 4 2 2
effectively with . Listen actively and identify the most important things that customers are saying

stake- holders 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 c ust ome r wibundetstard their fekeliags gnd 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 4 2 2
people involved
PC27. Seek appropriate support when you are having difficulty working effectively with staff in other 4 2 2
agencies
Total 100 50 50
PC1. Follow company procedures and legal requirements for dealing with accidents and 10 5 5
emergencies.
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 15 75 75
RAS / NO122 | procedures for evacuation . :
TO_ hel_p PC5. Follow the health and safety requirements laid down by your company and by law, and 100 15 75 75
maintain . .
encourage colleagues to do the same.
healthyand
safety 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 themanuf acturerds ins 10 5 5
Total 100 50 50
PCL1. Display courteous and helpful behaviour at all times. 10 > >
PC2. Take opportunities to enhance the level of assistance offered to colleagues 5 2.5 25
PC3. Meet all reasonable requests for assistance within acceptable workplace timeframes 5 25 25
RAS / N0137 -
To work PC4. Complete allocated tasks as required. 5 25 25
effectively in PC5. Seek assistance when difficulties arise 5 25 25
your team 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 5 o5 25

staff members




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

level of customer contact. 10 > >
- - — - 100

PC9. Follow personal hygiene procedures according to organisational policy and relevant 5 25 25
legislation ' '
PC10. Interpret, confirm and act on workplace information, instructions and procedures relevant to 5 25 25
the particular task. ' '
PC11. Interpret, confirm and act on legal requirements in regard to anti-discrimination, sexual 5 25 25
harassment and bullying. ' :
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 25 25
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 25 2.5
Total 100 50 50
PC1. Share work fairly with colleagues, taking accountof yourown and ot her séo 5 25 25
skills and time available. ' '
PC2. Make realistic commitments to colleagues and do what you have promised you will do. 5 25 25
PC3. Let colleagues know promptly if you will not be able to do what you have promised and 5 25 25
suggest suitable alternatives. ' '
PC4. Encourage and support colleagues when working conditions are difficult. 5 2.5 25
PC5. Encourage colleagues who are finding it difficult to work together to treat each other fairly, 5 25 25
politely and with respect.
PCG6. Foll ow the companyds heawakh and safety | 5 25 2.5

R'?I‘_S / N0l338 PC7. Discuss and agree with the right people goals that are relevant, realistic and clear. 5 25 25

0 wor
effectively in PCS8. Identify the knowledge and skills you will need to achieve your goals. 100 5 25 25
your

organisation PC9. Agree action points and deadlines that are realistic, taking account of your past learning 5 25 25
experiences and the time and resources available for learning. ' '
PC10. Regularly check your progress and, when necessary, change the way you work. 5 2.5 25
PC11. Ask for feedback on your progress from those in a position to give it, and use their feedback 10 5 5
to improve your performance
PC12. Encourage colleagues to ask you for work-related information or advice that you are 5 25 25
likely to be able to provide.
PC13. Notice when colleagues are having difficulty ~performing tasks at which you are competent, 5 25 25
and tactfully offer advice.
PC14. Give clear, accurate and relevant information and advice relating to tasks and procedures. 5 25 25




PC15. Explain and demonstrate procedures clearly, accurately and in a logical sequence. 5 25 25
PC16. Encourage colleagues to ask questions ifth e y  dunderétand the information and advice 5 o5 o5
you give them. ' '
PC17. Give colleagues opportunities to practise new skills, and give constructive feedback. 5 25 25
PC18. Check that health, safety and security are notcompromised when you are 5 25 25
helping others to learn. ' '
PC19. Check that health, safety and security are notcompromised when you are 5 25 25
helping others to learn. ' '
Total 100 50 50

Criteria for Assessment of Skill Component (Store Manager, Level 7)

Marks Allocation

Assessment Assessment Criteria foDutcomes Total Mark | Out Of Theory | Skills
Outcomes
PC1Maintain, conform and implement the following as per seasonality and market trends:
a. stock levels like average stock leveloreer level
) 4 2 2
b. inventory budgets
c. purchase procedures
PC2Recordand control the following:
a. ageing of products
b. vendor norms about stocks/return and damages 4 2 2
c. credit period offered by vendors
RAS/N0152 d. price cover policy offered by vendors reverse logistics policies of the organisatia®vizi @Sy R
Optimize policies
inventory to PC3Maintainaccurate records of stés bought and sold 4 2 2
ensure . 100
maximum PC4Recordcosts during stock movements 4 2 2
availability of PC5Developteam understandingf stock managemergystems being followed by organisatio 4 2 2
fnt?nﬁlr(nsi;endd PC6 Controlshrinkage/pilferage of products to minimize losses 4 2 2
losses PC7Maintainrecords on shrinkage/pilferage of products 4 2 2
PC8Establisha timely and welcoordinated stock take process 4 2 2
PC9Maintainaccurate recording and transmission of data 4 2 2
PC10Determinerecording and rechecking of variances 4 2 2
PC11Analysestocktake data as required by organisation 3 1.5 15
PC12Ensuresafety and welbeing of team involved in stodiake 3 15 15
Total 100 50 50




PC1llmplementprocesses in alignment to store policy 5 2.5 2.5
RAS/N0153 PC2Describerelevant store policigguidelines to the team 5 2.5 2.5
Adhere to . . . .
standard PC3Cooperateand collaborate with authorities to conduct sewaudits as required 5 2.5 2.5
operaging PC4Understandall non compliance issues and work towards resolving the same 5 2.5 2.5
rocedures, , —— ,
Erocess and PC5Signoff all legal contracts in alignment to statutory requirements 100 5 2.5 2.5
policy of the PC6 Signoff andhonour all terms and coritions inemployee contracts 5 2.5 2.5
store while PC7Describeo the teamthe importance ofecords to be maintained 5 2.5 2.5
ensuring timely | pcg pescribethe importance ofaccurate and errofree collection, preservation and 5 ot ”s
and accurate | yransmission of data ' '
reporting
PC9Gonductchecks and audits to ensure quality of data for records 6 3 3
Total 100 50 50
PC1lUnderstandand implement policies related to store upkeep and maintenance 4 2 2
PC2Ensurestore upkeep and maintenance of all equipment in line with policy 4 2 2
PC3Ensuretimely checks andepairsof all gore equipment 3 15 15
PC4Describeto the team aboubperatingand mainaining store equipment 4 2 2
PC5Train the team to identify keyepeatcustomersand develop customer retention strategieg
: 3 15 15
to build brand loyalty
RAS/N0154 - —
Manage sales PC6Implementstrategieso generate additional footfalls 4 2 2
and service PC7Buildrelationships with new and existing customers to augment busiaesl brand
) 3 15 15
delivery to reputatlon 100
increase store PC8Trainano_I work with team to implement customengagementnitiativesto enhance 3 15 15
profitability customer satisfaction
PC9Establisra mechanism for collecting feedback from customers for further improvement 3 15 15
service '
PC10Developrobust postsales services to build brand loyalty and customer satisfaction 3 15 15
PC11Establisha system foaddressal of escalatior@d analyse the cause of escalations 3 15 15
prevent recurrence '
PC12Setsalestargetsanddevelop astrategyfor achieving thdaargets 3 15 15
PC13Communicatesalestargets and plans to team and motivate team to achievettrgets 3 15 15
PC14Determinerequisite resourcesequiredto be able to perform optimallyo achieve targets 3 15 15
Total 100 50 50
RAS/N0155 PC1Establisiconformance to retail processes like stock rotation, adjacencyiplies and 6 3 3
Execute visual | product display norms 100
merchandising PC2Train staff on concept of planogramming its effective implementation 6 3 3

displays as per




standards and

guidelines PC3Confirmthat display of productss aligned taupdated store planogram 5 2.5 2.5
PC4 Supportcompany officialgor carrying out necessagudits and checks 5 2.5 2.5
PC5.Imparttraining to team on:
a. guidelines for store lay out 6 3 3
b. guidelines for display of merchandise and promotion elements (brand and category wise)
C. guidelines for executing promotional events
PC6Negotiate with vendors on spacing requiremtsrof the store as against the vendor plans 6 3 3
PC7Negotiatewith vendor to arrive at a profitable revenue understanding as against space allocatio 6 3 3
PC8Confrm@SYy R2NEQ O2YLX Al yOS (2 @Aradzt YSNOKFYRA 6 3 3
Total 100 50 50
PA. Explainstore policy and proceduren regards to health, hygiene and safetgarly and 15 0.75 0.75
accurately ' ' '
PC20Organisetraining at regular intervals on health, hygeeand safety 100 15 0.75 0.75
RAS/N0156
Ensure overall | PC3Provideaccesgo team memberon relevantstore policies 15 0.75 0.75
safety, ;ecurlty PC4Provideclear and accurate information on identifié@zardsandrisk control procedures to
and hygiene of 15 0.75 0.75
team members
the store
PC5Resolvassues raisedby staff in alignment with store policies 15 0.75 0.75
PC6Establishresource requirements to ensure safe lifting or shifting and manual handling
. . 15 0.75 0.75
techniques are applied by staff
PC7Establishresource requirementto hande storeemergencies in the prescribed frequency 15 0.75 0.75
PCB8Establistand maintainreporting procedurego facilitate communication and recording of
) - 15 0.75 0.75
details of safetyrelated incidents
PCOCreatel 6 NBy Saa 2y RdzNS SISWNIARYY SFG Q@ S yR Sy 15 0.75 0.75
PC100rganisemock fire and safety drills at regular intervals 15 0.75 0.75
PC11Adhereto personal grooming standards for self as well as team 15 0.75 0.75
PC12Ensuremanagemenbf and conformation to store security procedures 15 0.75 0.75
PC13Ensurdraining of team to handle emergencies 15 0.75 0.75




PC14Ensuramplementation of security measures in case of emergencies 15 0.75 0.75
PC15Cooperatewith officialsin carrying out all audits and checks 15 0.75 0.75
PC1l6Establishresource requirements to ensuegjuipmentis maintained andtored safely 15 0.75 0.75
PC17Establisrand maintain procedures for risk assessment and integrate with systems of 15 0.75 0.75
PC18Ensureavailability of trained staff to handle financial processes 1 0.5 0.5
PC19Ensureadherence to security procedures with respect to identification of authorities ar 15 0.75 0.75
implementation of financial processes ' ' '
Total 100 50 50
PC1Developstrategies to drive promotions and special events 6 3 3
PC2Developteam competenceén effectiveimplementation of instore promotions 5 2.5 2.5
RAS/NO157 PC3ollectand presere promotion-related data for future analysis and working 6 3 3
Implem_ent PC4Implementorganisational processes on collection and transmission of promotion relate 6 3 3
g:]?jms(;t;’:?asl information and data 100
events at the PC5Conductdata analysis as required by headadfand share relevariéedback 6 3 3
store PC6Understandthe promotion and its requirements completely 6 3 3
PC7Explainpromotion to relevant team members thoroughly and collaborate to identify 6 3 3
required resources
PC8Providerequired resoures to team for effective implementation of promotion 5 2.5 2.5
Total 100 50 50
PC1Analysecurrent and projected volume and type of work to be undertaken 3 15 15
PC2Determine staff recruitment needs and compare wigiore performanceplans 3 15 15
PC3ldentify costeffective channels of manpower sourcing and interview effectively to recru
. 3 15 15
RAS/N0158 quality manpower
Lead an‘ih PC4FollowHR policieso supportrecruitment ofstaff 2 1 1
manage the
team ?or PC5ldentify future manpower requirements based on projected store plans 100 2 1 1
developing PC6Establishand foster effective and open namunication channels with store staff 2 1 1
store capability PC7 Guidestaff regarding individual and tean®lesand respasibilities 2 1 1
PC8Setperformance expectations in line with organisational policies 3 15 15
PC9Delegateaccountability and authority to #team based on individuatrengths 2 1 1
PC10Consultwith team members and share feedback wheeerequired 2




PC11Eliminatebias and ensure equal opportunity to all staff 2 1 1
PC12Fostereffective team collaboration and take a leadership role to resolve -ieam 5 1 1
conflict
PC13Followand establish seljrooming & hygiene pctices in line with store policy for self an 2 1 1
team
PC14Establishand communicate the goals and objectives of roles in line with organisationa 3 15 15
policies ' '
PC15Providesupport to individuals and teante enhance performance and ackhiement of 5 1 1
organisational goals and the effectieempletion of work requirements
PC16Provideongoing personal advice, coaching and mentoring to staff to build skill and teg 5 1 1
performance
PC17Conductperformance appraisaksccordingtadi KS 2 NBIF yAal A2y Qa 2 1 1
PC18Defineand discuss career paths with team members to ensure motivation and enhan 5 1 1
retention
PC19ldentify training needs to improve performance 3 15 15
PC20Managepoor performance inihe with organisational standards, policies aqocedures, 5 1 1
and legal requirements
Total 100 50 50
PC1lldentify and describall policies related to collection of markettda 8 4 4
RAS/NO159 PC2Identify team members for collection of market information 6 3 3
gg:g#;;?liﬁz PC3Trainteam members in critical activities involving market study 8 4 4
and market PC4Ensurecollection of relevant data and analysis of the same to identify produet lin 100 8 4 4
study of performance
competition PC5Communicatell analysis data to head office on the basis of collected market data 8 4 4
PC6Provideinput to the merchandising /category teams on best prices offered by competitg 8 4 4
Total 100 50 50




Annexurelll

Student Name:

F Retailers Association’s
m Skiil Council of India

STUDENT INTERN PERFORMANCE EVALUATION FORKRATLevel 4

Rate the student on the below Learning Outcomes. These Learning Outcomes are indic

but not exhaustive

Sr.No

Learning Agenda

Learning Outcome

Can conmprehend
and execute in
complexsituations
5

Can comprehend an
execute
independently
4

Rating
Scale

Can comprehend and
execute under
supervision
3

Can comprehend
but cannot

2

Can
neither
comprehe
1

To demonstrate products to customers

a.Prepare aredor Demonstration
b. Demonstrate product clearly and
accurately

To help customers choose right products

a.Find out which product features and benefits
interest individual customers and focus on

these whendiscussingroducts.

b.Describe andxplain clearly and

accurately relevant product features and

benefits to customers.

c.ldentify suitable opportunities to tell the customer
aboutassociatear additionalproducts

To provide specialist support to customers facilitating purchag

a.Bxyplainclearlyandaccuratelythe featuresand
benefits of products and relate these to the
O dza (i 2necdisND &
b.Givedemonstrationghat clearlyshowthe use

To maximize sales of goods & services

a.ldentify promotionalopportunitiesandestimate
their potential toincreasesales

b.Gather relevant and accurate information about
the effectiveness of promotions, and
communicate thisnformation clearlyto the right

To resolve customer concerns

a.ldentify the options for resolving

customner serviceproblem

b.Work out the advantages and disadvantagés
eachoption for customerndorganization
c.Check with your customer to make sure the
problem haseenresolvedo theirsatisfaction

To improve customer relationship

a.Meetcustomersexpectationswithin

(i KS 2 NH I|sghlicedffai A 2 y Q&
b.Explain the reasons to your customers
sensitively angbositivelywhentheir expectations
cannotbe met

Final ProjectGuideRating;

ProjectGuideName:

(Rating on a Scale of 5; 5 beittye highest)

Signature:




Annexure 1V

Thisform isto befilled in by the AssessofAssessmenAgency)o rate the performanceof the studentonthe

Internship project Studerilame:

I

STUDENT INTERN EVALUATION FORM

Course:

NSQHevel:

Retailers Association’s
Skiil Council of India

Section I: Project Report Evaluation

Rating Scale

Sr.No [Parameter

Outstanding

Excellent

Good

Needs
Improvement

Poor

2

1. |Report Quality

Content

Research Analysis

Inferences

2. |Report Presentation

Communication Skills

Analytical Skills

FinalRating: (On a Scale of 1 to 5; 5 being thighest)

AssessoName:

Assessobign:




