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Introduction

This programme module may be delivered as a standalone module leading to certification in a QQI minor award. It may also be delivered as part of an overall validated programme leading to a Level 5 QQI Certificate. 
The teacher/tutor should familiarise themselves with the information contained in Laois and Offaly ETB’s programme descriptor for the relevant validated programme prior to delivering this programme module.
The programme module is structured as follows:
	1. Title of Programme Module

	2. QQI Component Title and Code

	3. Duration in hours

	4. Credit Value of QQI Component

	5. Status

	6. Special Requirements

	7. Aim of the Programme Module

	8. Objectives of the Programme Module

	9. Learning Outcomes

	10. Indicative Content

	11. Assessment
a. Assessment Technique(s)
b. Mapping of Learning Outcomes to Assessment Technique(s)
c. Guidelines for Assessment Activities

	12. Grading

	13. Learner Marking Sheet(s), including Assessment Criteria



Integrated Delivery and Assessment

The teacher/tutor is encouraged to integrate the delivery of content where an overlap between content of this programme module and one or more other programme modules is identified. This programme module will facilitate the learner to develop the academic and vocational language, literacy and numeracy skills relevant to the themes and content of the module. 

Likewise the teacher/tutor is encouraged to integrate assessment where there is an opportunity to facilitate a learner to produce one piece of assessment evidence which demonstrates the learning outcomes from more than one programme module. The integration of the delivery and assessment of level 5 Communications and level 5 Mathematics modules with that of other level 5 modules is specifically encouraged, as appropriate. 

Indicative Content

The indicative content in Section 10 does not cover all teaching possibilities. The teacher/tutor is encouraged to be creative in devising and implementing other approaches, as appropriate. The use of examples is there to provide suggestions. The teacher/tutor is free to use other examples, as appropriate. The indicative content ensures all learning outcomes are addressed but it may not follow the same sequence as that in which the learning outcomes are listed in Section 9. It is the teacher’s/tutor’s responsibility to ensure that all learning outcomes are included in the delivery of this programme module.

Title of Programme Module
Retail Selling 

QQI Component Title and Code
Retail Selling 5N1619

Duration
150 hours (typical learner effort, to include both directed and self directed learning)

Credit Value
15 Credits 

Status
This programme module may be compulsory or optional within the context of the validated programme. Please refer to the relevant programme descriptor, Section 9 Programme Structure

Special Requirements
None

Aim of the Programme Module
To equip the learner with the knowledge, skill and competence in retail selling in order to apply best practice to the sales process.


Objectives of the Programme Module 
· To familiarise the learner with the different equipment used in retail selling

· To explore the different systems used in handling payments, stock control and security

· To examine the main terminology and trends in retail selling

· To analyse current legislation and identify the main legal responsibilities of the retail seller

· To identify best practice in health and safety

· To create an awareness of a range of techniques used to open and close a sale

· To learn how to handle complaints and up-sell

· Familiarise the learner with a range of communication skills, including listening skills, product demonstrations and customer support techniques.

Learning Outcomes of Level 5 Retail Selling 5N1619
Learners will be able to:
1. Explain the principles and capabilities of a range of technologies currently utilised in the retail sector to include cash registers, bar code scanners, electronic payment units, security devices, and stock control systems.

2. Interpret key terminology and trends in retail selling.

3. Analyse the impact of a range of factors on a retail environment to include customer loyalty, merchandising, retail ethics, training and communications skills.

4. Analyse current legislation and identify key legal responsibilities in relation to employers, employees, customers and product manufacturers.

5. Identify health and safety initiatives aimed at improving safety in a retail environment.

6. Analyse the key characteristics of a range of payment options available to customers in a retail environment.

7. Analyse the key characteristics of a range of retail environments to include self service, online selling and personal service.

8. Employ a range of techniques to identify appropriate opportunities to open or close a sale, to deal with complaints or to present alternative products.

9. Employ a range of communication skills in a retail environment to include use of active listening, product demonstration, and customer support techniques.

10. Employ secure cash handling techniques when dealing with a range of procedures to include refunds, void sales, vouchers, electronic transactions, payment validation, cheques, floats, product exchange and credit notes.

11. Employ standard procedures to utilise a range of devices currently used in the retail sector to include cash registers, bar code scanners, electronic payment units, security devices, and stock control systems.

12. Design a procedure for dealing with an unexpected incidence such as a fire or an injury in a retail environment.

13. Contribute to the planning and implementation of effective customer services policies to include returns, cash and carry, delivery and after sales services.

14. Take responsibility for the effective handling of customer feedback.

Indicative Content
This section provides suggestions for programme content but is not intended to be prescriptive. The programme module can be delivered through classroom based learning activities, group discussions, one-to-one tutorials, field trips, case studies, role play and other suitable activities, as appropriate.

Section 1: Explain the principles and capabilities of a range of technologies currently utilised in the retail sector to include cash registers, bar code scanners, electronic payment units, security devices, and stock control systems.

         Facilitate the learner in understanding:



        Cash Registers, to include: 

· Cash register versus a Point of Sale system 
· The criteria used in selecting a cash register, e.g the size and complexity of the business
· Budget 
· Cash management options
· The needs of the business
· The number of products the business has for sale
· Tax collection liabilities
· Stock control needs

Bar Code scanners to include:
· Universal Product Code (UPC)
· Decoding the UPC
· How do barcode scanners work: sensors, illumination system, converter and decode.
· The benefits to a business of using bar code scanners

Electronic payment units to include:
· Handheld devices
· POS systems
· Pin entry devices (PED)

Security Devices, to include:

· Shoplifting
· Sensor tags
· Security towers
· Clothing tags
· Ink tags
· Anti-theft barcode sticker labels

Stock Control, to include:

· Stock turnover
· The functions of stock control
· Stock Keeping Unit (SKU)
· Unique Product Code (UPC)
· European Article Number (EAN)
· Assortment
· Category Captain
· Breadth
· Backup stock
· Shrinkage 



Section 2: Interpret key terminology and trends in retail selling.

Facilitate the learner in exploring key terminology in retail selling, to include:

· Ad-to-Sales percentage
· Artwork
· Average inventory cost
· Bar Code
· Benefits
· Breadth of Assortments
· Budget
· Card Reader
· Conversion Rate
· Customer Relationship Management (CRM)
· EAN – European Article Number
· Electronic Data Interchange (EDI)
· Event
· Facing Up
· Gondola
· Items per transaction
· Inventory
· Loss Leader
· Loss Prevention
· Margin
· Mark-up
· Merchandising
· Merchandise Mix
· Operating Expenses
· Segment (Consumer or Market)
· Shrinkage
· SKU – Stock-keeping Unit
· Strategy
· Suggestive Selling
· Target Market
· UPC – Universal Product Code
· USP – Unique Selling Proposition
· Visual Merchandising
· Wholesale

Facilitate the students in analysing trends in retail selling both in Ireland and in international markets, to include:

· employment rates
· government policies e.g VAT and Commercial Rates 
· discount stores versus luxury stores profitability, 
· the move towards online selling, 
· digital marketing.
· Social media in retail

Section 3: Analyse the impact of a range of factors on a retail environment to include customer loyalty, merchandising, retail ethics, training and communications skills.

Facilitate the learner in understanding the impact of a range of factors on the success of retail selling, to include:

Customer loyalty:  

· How is it defined?  
· Why is it important to the long-term success of an organisation? 
· How can it be encouraged?

Merchandising: 
 
· The activity of promoting the sale of goods at retail. 
· Typical merchandising activities. 
· What is the difference between good merchandising and bad merchandising? 
Retail ethics:  
· The purpose of a code of ethics for a retail organisation 
· How it defines the policies relating to the behaviour and conduct of company employees.  
· How does the use of a code of ethics promote high standards of practice within a retail establishment?
Training: 
· The importance of ongoing training for the retail sales team. 
· Types of training, e.g. merchandising, visual merchandising, selling techniques, customer service, health and safety.
Communications Skills:
· Working with others as part of a team
· Adapting to other styles  
· the value of active listening to identify the customer’s needs and to match them to the retailer’s product.

Section 4: Analyse current legislation and identify key legal responsibilities in relation to employers, employees, customers and product manufacturers.

Facilitate the learner in identifying the legal responsibilities of a retail organisation as an employer and vendor of goods, to its customers and employees based on an analysis of current legislation.  These may include some of the following:

· Consumer Protection Act 2007
· Employment Permits Act 2006
· Employer’s Act 2006
· Safety, Health and Welfare at Work Act 2005
· Maternity Protection (Amendment) Act 2004
· Equality Act 2004
· Protection of Employees (Fixed Term Work) Act 2003
· Organisation of Working Time 2001
· Protection of Employees (Part-time Work) Act 2001
· Carers Leave Act 2001
· National Minimum Wage Act 2000
· Parental Leave Act 1998
· Employment Equality Act 1998
· Organisation of Working Time Act 1997
· Protection of Young Persons (Employment) Act 1996
· Adoptive Leave Act 1995
· Unfair dismissals Act 1993
· The Liability for Defective Products Act 1991
· Data Protection Act 1988
· Consumer Information Act 1980
· Sales of Goods and Services Act 1980 

Section 5: Identify health and safety initiatives aimed at improving safety in a retail environment.

Facilitate the learner in building an awareness of safety at work, to include:

· HSA - Health and Safety Authority
· Safety, Health and Welfare at Work Act 2005
· Safety Statement covering the workplace, the use of equipment
· Health Inspection
· Accident and Awareness Meetings 
· Posters and Displays 
· Safety Signs 
· Staff Training 
· Hazard Awareness Training 
· Equipment Training 
· Accident Prevention Training 
· Manual Handling Training 
· First Aid Training 
· Regular Equipment Maintenance 

Section 6: Analyse the key characteristics of a range of payment options available to customers in a retail environment.

Facilitate the learner in examining the range of payment options available to consumers to include:

· Cash
· Cheque
· Credit Card
· Debit Card
· Charge Cards
· Prepaid Cards
· Shopping Vouchers
· Gift Cards
· Loyalty Cards Credit
· Online payment using PayPal for example
· Mobile payment systems

The factors which affect the choice of payment type, to include:

· Security
· Timing
· Convenience
· Privacy
· Cost 
· Record Keeping
· Errors

Section 7: Analyse the key characteristics of a range of retail environments to include self- service, online selling and personal service.

Facilitate the learner in examining the characteristics of a range of retail environments, to include:

· Department Stores
· Discount Stores
· Supermarkets 
· Shopping Centres
· Cash and Carry
· Online Shops 
· Self-Service, including SST (Self-Service Technology) and its increasing use in retail.
· Personal Service:  the opportunity it presents to the retailer to differentiate themselves from the competition versus the cost of providing it. 
· The need for retailers to train their staff in the delivery of effective personal service.

Section 8: Employ a range of techniques to identify appropriate opportunities to open or close a sale, to deal with complaints or to present alternative products.

Facilitate the learner in exploring the following:

· The importance of planning and preparation in selling.
· Techniques for approaching a customer in order to open a sale.
· Questioning techniques which may be used in the selling process.
· Identify the different types of questions which may be asked.
· Understand how building a rapport with the customer can help to win a sale.
· Explore ways to overcome objections.
· How to recognise a buying signal.
· Employ a range of techniques in closing a sale.

Complaint Handling

· Understand the steps taken in handling a complaint and its importance to the business in retaining customers.
· Respect and courtesy for the customer.

 Up-Selling

· How to add value to a sale using complementary products.
· Being familiar with all stock in order to present alternative products to customers. 

Section 9: Employ a range of communication skills in a retail environment to include use of active listening, product demonstration, and customer support techniques.

Facilitate the learner to explore the following:

Active Listening
· The importance of empathy and listening in building a rapport with the customer.
· The importance of trust in achieving a successful sale.

Product Demonstration
· Differentiate a product’s features, advantages and benefits.
· Identify a product’s unique selling proposition and unique benefits.

Customer Support Techniques
· Processing the order
· Paperwork associated with a sale
· Problem resolution where necessary
· Explore the importance of after-sales service to building a long-term relationship and to customer retention

Section 10: Employ secure cash handling techniques when dealing with a range of procedures to include refunds, void sales, vouchers, electronic transactions, payment validation, cheques, floats, product exchange and credit notes.

Facilitate the learner in ensuring that best practice is employed in all aspects of the handling of cash or any type of payment, to include:

· Management’s duty to train staff in the appropriate range of procedures in dealing with refunds, void sales, vouchers, electronic transactions, payment validation, cheques, floats, product exchange and credit notes.
· An employee’s right to work in a safe, risk-free environment.

Section 11: Employ standard procedures to utilise a range of devices currently used in the retail sector to include cash registers, bar code scanners, electronic payment units, security devices, and stock control systems.

Facilitate the learner in exploring the devices used in retail,  to include

· The provision of training on all devices
· Where each device fits in the delivery of service to customers
· Maintenance of such devices.

Section 12: Design a procedure for dealing with an unexpected incidence such as a fire or an injury in a retail environment.

Facilitate the learner in preparing for emergencies in the work place, to include

· Safety, Health and Welfare at Work Act (General Application) 2007
· Risk Assessments
· Identification of escape routes
· Fire Prevention methods
· Active firefighting methods, e.g. sprinklers and extinguishers.
· Education and training of staff.
· Signage
· Maintenance of firefighting equipment
· Control of fire hazards, paper, electrical etc.
· Appointment of a fire warden
· Safety statement
· First Aid training
· First Aid kits
· Full knowledge of procedure in the event of an injury.


Section 13: Contribute to the planning and implementation of effective customer services policies to include returns, cash and carry, delivery and after sales services.

Facilitate the learner in recognising the importance of the following to a successful retail business:

· Recognise the importance of a satisfactory returns, delivery and after-sales service to the retention of customers
· A reasonable and transparent returns policy which complies with all legal responsibilities as well as engendering good will among customers.
· Choosing the right returns policy.
· Provision of staff training in returns handling
· A delivery policy which will help customers in their decision to purchase. 
· The importance of a reliable delivery service.
· An effective and efficient after sales service which may include assistance in planning, installation, training, trouble shooting, maintenance, upgrading, and disposal of a product.
· Ensure the customer has a pleasant experience

Section 14: Take responsibility for the effective handling of customer feedback.

Facilitate the learner in exploring customer feedback management, to include:

· Sources of customer feedback, e.g. in-person, phone, comment cards, surveys, email, web, social media networking sites, mobile devices etc.
· The challenges to building a successful customer feedback system.
· The benefits of a successful customer feedback system.
· The link between customer feedback, and sales and customer retention.
















Assessment
11a. Assessment Technique(s)
Assignment 		40%
Skills Demonstration  	60% 

11b. Mapping of Learning Outcomes to Assessment Techniques

	Learning Outcome

	Assessment Technique

	1. Principles and capabilities of a range of technologies currently utilised in the retail sector to include cash register, bar code scanners, electronic payment units, security devices and stock control systems
	Assignment/Skills Demonstration

	2. Interpret key terminology and trends in retail selling

	Assignment 

	3. Analyse the impact of a range of factors on a retail environment to include customer loyalty, merchandising, retail ethics, training and communication skills.
	Assignment 

	4. Current legislation and key legal responsibilities in relation to employers, employees, customers and product manufacturers.
	Assignment

	5. Health and Safety initiatives aimed at improving safety in a retail environment
	Assignment

	6. Key characteristics of a range of payment options available to customers in a retail environment.
	Assignment/Skills Demonstration

	7. Key characteristics of a range of retail environments .

	Assignment

	8. Employ a range of techniques to identify appropriate opportunities to open or close a sale, to deal with complaints or to present alternative products
	Skills Demonstration

	9. Employ a range of communication skills  in a retail environment to include use of active listening, product demonstration, and customer support techniques
	Skills Demonstration

	10. Employ secure cash handling techniques when dealing with a range of procedures to include refunds, void sales, vouchers, electronic transactions, payment validation, cheques, floats, product exchange and credit notes.
	Assignment/Skills Demonstration

	11.  Employ standard procedures to utilise a range of devices currently used in the retail sector to include cash registers, bar code scanners, electronic payment units, security devices, and stock control systems
	Assignment/Skills Demonstration

	12. Design a procedure for dealing with an unexpected incidence such as a fire or an injury in a retail environment.
	Assignment

	13. Contribute to the planning and implementation of effective customer services policies to include returns, cash and carry, delivery and after sales service
	Assignment/Skills Demonstration

	14. Take responsibility for the effective handling of customer feedback

	Assignment





11c: Guidelines for Assessment Activities

The assessor is required to devise assessment briefs and marking schemes for the assignment and examination paper, marking scheme and outline solutions for the examination.  In devising the assessment briefs and examination paper care should be taken to ensure that the learner is given the opportunity to show evidence of achievement of ALL the learning outcomes. 

Assessment briefs may be designed to allow the learner to make use of a wide range of media in presenting assessment evidence, as appropriate. Quality assured procedures must be in place to ensure the reliability of learner evidence.

	2 Assignments (2*20%)

	40%

	This assessment will consist of 2 assignments.
The assignments should be completed throughout the duration of the programme.


	Learners will be assessed on a broad range of learning outcomes:
Assignment One:  In this assignment learners are required to detail the retailer’s legal responsibilities as well as its policies on returns, after sales service, customer feedback and health and safety.
Assignment Two:  Learners will present a scenario based in a specific type of retail environment in which they will go through the typical steps involved in the retail process.  The learner must detail the opening and closing of the sales process and any devices used throughout the entire process. 
All instructions for the learner must be clearly outlined in an assessment brief




	Skills Demonstration

	60%

	The learner will complete a range of skills demonstration throughout the duration of the programme on which they will be assessed on a broad range of practical skills and knowledge as outlined in the learning outcomes.
Skills Demonstrations 1, 2 and 3: 30%: 
· Presentation/Product Demonstration:  a selling scenario wherein the learner demonstrates the features, advantages and benefits of a product of their choice.      
· Role-play/ Complementary Selling/Cross-selling/Up-selling:  a selling scenario in which the learner attempts to add value to a sale when selling to a customer.        
· Role-play/Complaint Handling: the learner will handle a customer’s complaint through all stages. 

Skills Demonstration 2: 30%        
· The learner will demonstrate the ability to use a range  of secure cash handling techniques competently e.g. a cash register,  void sales, refunds, vouchers, electronic transactions, payment validation, cheques, floats, product exchange and credit notes This may be achieved while on work experience. 
Evidence for this assessment technique may take the form of written, oral, graphic, audio, visual or digital evidence, or any combination of these, as appropriate. Any audio, video or digital evidence must be provided in a suitable format.
All instructions for the learner must be clearly outlined in an assessment brief




Grading

Distinction: 	80% - 100% 
Merit: 		65% - 79%
Pass: 		50% - 64%
Unsuccessful: 0%   - 49%

Laois and Offaly ETB
At levels 4, 5 and 6 major and minor awards will be graded. The grade achieved for the major award will be determined by the grades achieved in the minor awards
	               Retail Selling
5N1619

	Learner Marking Sheet
Assignment
40%




Learner’s Name: ________________________________		
	
Assessment Criteria

	Maximum Mark
	Learner Mark

	Assignment 1

Relevant  information appropriately presented

Comprehensive evaluation of the legal responsibilities and customer service policies in a retail environment.

Appropriate conclusions drawn and / or recommendations made


	

5

10


5
	

		
Assignment 2

Relevant  information appropriately presented

Comprehensive evaluation of selling process and devices which may be used during the process

Appropriate conclusions drawn and / or recommendations made

	


5

10


5
	

	

	40
	

	Total Mark

	40
	



NO ROUNDING OF MARKS
The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet


External Authenticator's Signature: ............................................................   Date: ...............................


	Retail Selling
5N1619
	Learner Marking Sheet
Skills Demonstration
60%




Learner’s Name: ________________________________		

	Assessment Criteria

	Maximum Mark
	Learner Mark

	Skills Demonstrations 1, 2 and 3

· Confidence and poise in presentation
· Evidence of preparation for each task
· Understanding of process clearly demonstrated

	


[bookmark: _GoBack]         10
10
10

	

		Subtotal

	30
	

	Skills Demonstration 4

· Relevant information appropriately presented
· Evidence of preparation for task
· Understanding of the process clearly demonstrated                                                        
	


10
10
10


	

		Subtotal

	30
	

	Total Mark

	60
	




NO ROUNDING OF MARKS

The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet


External Authenticator's Signature: ............................................................   Date: ...............................
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