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Section 1: SVQ3 in Retail (Management) at
SCQF Level 6

Introduction

This document contains information specific to the SVQ3 in Retail (Management) at
SCQF Level 6.

National Occupational Standards and SVQs

The standards, Assessment Strategy and qualification structures for the SVQ3 in
Retail (Management) at SCQF Level 6 are owned by Skillsmart Retail, who reviewed
these National Occupational Standards. The SVQs have been developed from the
National Occupational Standards.

The Edexcel SVQ3 in Retail (Management) at SCQF Level 6 gives recognition of
candidates’ skills, knowledge and understanding. It allows candidates to gain a
qualification in the workplace that relates to their job and promotes good working
practice.

You can contact the Sector Skills Council (SSC) at:

Skillsmart Retail Limited
4™ Floor

93 Newman Street
London, W1T 3EZ

Telephone: 020 7462 5060

Fax: 020 7462 5061
Email: contactus@skillsmartretail.com
Website: www.skillsmartretail.com

SVQs are designed to be assessed in the workplace, or in conditions resembling the
workplace. However, simulation of real working practice might be permitted. Where
this is allowed it will be shown in the individual units, within the standards that are
in this logbook.

Simulation must be carried out in conditions resembling the workplace. These
conditions are described as being a ‘realistic working environment’ (RWE).

Which SVQs in Retail Skills/Retail are available?

The SVQs in Retail Skills/Retail are available as follows:
SVQ1 in Retail Skills at SCQF Level 4

SVQ2 in Retail Skills at SCQF Level 5

SVQ3 in Retail (Sales Professional) at SCQF Level 6
SVQ3 in Retail (Visual Merchandising) at SCQF Level 6
SVQ3 in Retail (Management) at SCQF Level 6

It is important that you select the most appropriate level related to your work role.
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Who is this SVQ for?

The SVQ3 in Retail (Management) at SCQF Level 6

The Edexcel SVQ3 in Retail (Management) at SCQF Level 6 is based on the National
Occupational Standards (NOS) developed by Skillsmart Retail and is intended for
individuals who work in the retail sector.These individuals may be working as:

e supervisors

e first line managers

e department managers
e owners/managers.

What progression opportunity does this SVQ offer me?

Candidates may progress within their own employment, from a supervisory role to
line management. They can also progress to:

o the Edexcel BTEC Level 3 Award, Certificate and Diploma in Retail Knowledge
(QCF)

¢ the SVQ3 in Management at SCQF Level 7
e the Edexcel BTEC Level 3 Award and Certificate in Management (QCF)

o the Edexcel BTEC Level 3 Diploma and Extended Diploma in Business
(Management) (QCF).

e the Edexcel BTEC Level 3 Award/Certificate in Management (QCF)
e the SVQ4 in Management at SCQF Level 9

o the Edexcel BTEC Level 4 HNC Diploma and Level 5 HND Diploma in Business
(Management) (QCF)

e the Edexcel BTEC Level 5 Award/Certificate/Diploma in Management and
Leadership (QCF).
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What is the structure of the SVQ3 in Retail (Management) at SCQF Level 6?

To achieve the whole qualification at Level 6, you must prove competence in six
units.

This comprises of:
¢ one mandatory unit
e five optional units

The remaining six units can come from either Group A or B.

Mandatory units for the SVQ3 in Retail (Management) at SCQF Level 6

You must achieve the unit listed below:

s Unit code Title Umt. SCQF

number credit | level

1 E.O08 Work effectively in your retail 9 6
organisation

Optional units for the SVQ3 in Retail (Management) at SCQF Level 6

You must achieve:

¢ at least two of the units listed below:

e Unit code Title Umt. Sl
number credit | level
2 E.10 Contribute to the contiuous improvement | 10 6
of retail operations
E.13 Recruit, select and keep colleagues 12 9
4 E.14 Provide learning opportunities for 11 8
colleagues
5 E.15 Develop productive working relationships | 9 6

with colleagues

6 E.16 Allocate and check work in your team 12 5

All remaining units must be chosen from the following units:

Group A - Stock management

Unit Unit code Title Umt' SCQF
number credit | level
7 B.14 Organise the receipt and storage of goods | 11 7

in a retail environment

8 B.15 Audit stock levels and stock inventories in | 6 7
a retail environment
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Group B - Product expertise (Food and drink)

— Unit code Title Umt. SCQF
number credit | level
9 B.22 Monitor and help improve food safey ina | 12 6
retail environment
Group C - Sourcing
liiis Unit code Title Umt. SCQF
number credit | level
10 B.16 Source required goods and services in a 10 7
retail environment
Group D - Merchandising
Unit Unit code Title Umt' SCQF
number credit | level
11 C.13 Maintain availability of goods for sale to 11 6
customers in a retail environment
Group E - Management and leadership
Hlri? Unit code Title Umt. SCQF
number credit | level
2 E.10 Contribute to the continuous 10 6
improvement of retail operations
12 E.12 Plan, monitor and adjust staffing levels 11 7
and schedules in a retail environment
3 E.13 Recruit, select and keep colleagues 12 9
5 E.15 Develop productive working relationships | 9 6
with colleagues
6 E.16 Allocate and check work in your team 12 5
Group F - Developing people
i Unit code Title Umt. SCQF
number credit | level
4 E.14 Provide learning opportunities for 11 8
colleagues
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Group G - Finance and administration

— Unit code Title Umt. SCQF

number credit | level

13 C.16 Evaluate the receipt of payments from 9 6
customers

14 C.46 Cash up in a retail store 2 5

15 E.21 Monitor and support secure till use during | 3 6
trading hours

Group H - Customer service

Unit Unit code Title Umt' SCQF

number credit | level

16 E.17 Monitor and evaluate the quality of 9 6
service providedto your customers by
external suppliers

17 D.13* Organise the delivery of reliable customer | 6 6
service

18 D.14* Improve the customer relationship 7 6

19 D.15* Work with others to improve customer 6
service

20 D.16* Monitor and solve customer service 6 6
problems

21 D.17* Promote continuous improvement 7 7

*Only one unit can count toward the qualification when chosen from units D.13,

D.14, D.15, D.16 and SCQF level 7 unit D.17.

Group | - Organisational effectiveness

Unit Unit code Title Umt' SCQF
number credit level
22 E. 11 Help to monitor and maintain the security | 11 6
of the retail unit
23 E.18 Monitor and maintain health and safety in | 13 6
a retail environment
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Section 2: Examples of forms

Collecting your evidence

This section contains examples of the forms you, your assessor and the internal
verifier will use while you are undertaking your SVQ3 in Retail (Management) at SCQF
Level 6.

The forms are:

Form 1: Portfolio title page

Form 2: Personal profile

Form 3: Contents checklist

Form 4: Index of evidence

Form 5: Unit assessment plan

Form 6: Unit sign-off record

Form 7: Work Log

Form 8: Observation record

Form 9: Witness testimony

Form 10: Expert witness evidence record

Form 11: Record of questions and candidate’s answers.

You should ask your assessor for further advice and support if you are still unsure
about how to use the forms and who should complete them.
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Example form 1 — Portfolio title page

Name:

Job title:

Name of employer/training provider/college:

Their address:

Postcode:
Telephone number (Home): (Work):
Email address: Fax number:

SvQ:
Level:

Units submitted for assessment:

Mentor/Supervisor:

(Please provide details of mentor’s/supervisor’s experience):

Assessor: Date:
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Example form 2 — Personal profile

Name:
Address:

Postcode:
Telephone number (Home): (Work):
Email address: Fax number:

Job title:

Relevant experience

Description of your current job:

Previous work experience or attach copy of a current CV:

Qualifications and training and/or attach copy of a current CV:
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Voluntary work/interests:

Name of employer/training provider/college:

Address:

Postcode:
Telephone number (work): Fax number:

Email address:

Type of business, if employer:

Number of staff:

Structure of organisation (including chart or diagram if available):
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Example form 3 — Contents checklist

SvQ title:
Candidate:

Completed?

Title page for the portfolio

Personal profile

e your own personal details
e a brief CV or career profile
e description of your job

¢ information about your employer/training
provider/college

Summary of the units

Completed units

e signed by yourself, your assessor and the internal
verifier (where relevant)

e reference numbers included

e unit assessment plans

Unit progress records

Index of evidence (with cross-referencing
information completed)

Evidence (with reference numbers)
e observation records
e details of witnesses (witness testimony sheets)

e personal statements
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Example form 4 — Index of evidence

SvQ title and level:

Candidate:
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Example form 5 — Unit assessment plan

SvaQ title:
Unit:

Candidate: Assessor:

Normal working activities performed

TYPICAL WORK AREA EXPECTED LINKS TO OTHER
EVIDENCE COMPLETION UNITS/ELEMENTS
DATE

Activities needing to be performed

Additional comments

Assessor’s signature: Date:
Candidate’s signature: Date:
SV030008 — Candidate Logbook — SVQ3 in Retail (Management) at SCQF Level 6 — 17
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Example form 6 — Unit sign-off record

SVQ title and level:
Candidate:
Assessor:

To achieve the whole qualification, you must prove competence in Xxx mandatory units and
Xxx optional units.

Unit checklist: list here the units you will be undertaking, then circle the reference number
of each unit as you complete it.

Mandatory

Optional

Mandatory units

Unit number Title Assessor’s Date
signature

continued overleaf...
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Optional units

Unit number Title Assessor’s Date
signature
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Example form 7 — Work Log

SvQ title and level:
Unit/element(s):
Candidate:

Purpose of statement:

Evidence index number:

Date Evidence |Details of statement Links to Units,
index other elements
number evidence and PCs

(enter numbers) | covered

Candidate’s signature: Date:
Assessor’s signature: Date:
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Example form 8 — Observation record

SvQ title and level:
Unit/element(s):

Candidate: Date of observation:
Evidence index number:

Skills/activities observed: PCs and range covered:

Knowledge and understanding apparent from this observation:

Other units/elements to which this evidence may contribute:

Assessor comments and feedback to candidate:

I can confirm the candidate’s performance was satisfactory.
Assessor’s signature: Date:
Candidate’s signature: Date:
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Example form 9 — Witness testimony

SVQ title and level:
Candidate name:
Evidence index number:

Where applicable, evidence number to which this testimony relates:

Unit:

Element(s):

Range:

Date of evidence:

Witness name:
Relationship to candidate:

Details of testimony:

| can confirm the candidate’s evidence is authentic and accurate.
Witness signature:
Name: Date:

Contact telephone number:

Please tick (v ) the appropriate box.
QUALIFIED AS AN ASSESSOR FOR WORKPLACE PERFORMANCE

FAMILIAR WITH THE SVQ STANDARDS TO WHICH THE CANDIDATE IS WORKING
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Example form 10 — Expert witness evidence record

SVQ title and level:
Candidate name:
Evidence index number:

Where applicable, evidence number to which this testimony relates:

Unit:

Element(s):

Date of evidence:

Expert witness name:
Relationship to candidate:

Details of testimony:

| can confirm the candidate’s evidence is authentic and accurate.
Expert witness signature:
Name: Date:

Contact telephone number:

Please tick (v ) the appropriate box.
QUALIFIED AS AN ASSESSOR FOR WORKPLACE PERFORMANCE

RELEVANT PROFESSIONAL WORK ROLE THAT INVOLVES EVALUATING EVERYDAY STAFF
PRACTICE

CURRENT EXPERTISE

FAMILIAR WITH THE SVQ STANDARDS TO WHICH THE CANDIDATE IS WORKING
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Example form 11 — Record of questions and candidate’s answers

SVQ title and level:

Candidate name:

Unit: Element(s):
Evidence index number:

Circumstances of assessment:

List of questions and candidate’s responses:

Q:

Assessor’s signature: Date:

Candidate’s signature: Date:
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Unit 1: Work effectively in your retail

organisation
Unit code: E.08
Unit credit: 9
Unit level: 6

Introduction

This unit is about being an effective member of your team, including taking some
responsibility for helping colleagues to learn. The unit involves supporting your
team’s efforts by sharing the workload fairly, making realistic commitments and
doing your best to keep them, and contributing to team morale and good working
relations. The unit is also about being an effective learner in the workplace. It
assumes that you receive some help and support in planning and carrying out your
learning plans. Your responsibilities are to contribute to the planning process, carry
out your plan and report on your progress.

Finally, the unit is about helping colleagues to gain the information and skills they
need to do their jobs. It involves passing on to colleagues your own knowledge and
skills as you go about your day-to-day work.This standard is not about being a
professional trainer and you are not expected to assess your colleagues’ performance
formally.
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Unit 2: Contribute to the continuous
improvement of retail operations

Unit code: E.10
Unit credit: 10
Unit level: 6
Introduction

This unit is about helping your store to improve the way it operates, so that you or
they can achieve or improve on sales targets and standards of service. You will need
to have a thorough knowledge of day-to-day operations in your area of responsibility
and be able spot things that could be improved and suggest practical and
cost-effective ways of improving them.

The unit is also about presenting your recommendations persuasively to
management. Finally, you need to put improvements into practice.This involves
working with other people and sometimes experiencing their resistance to new ways
of doing things. As a result, you need to communicate your plans persuasively,
support staff through the change and demonstrate your own commitment to the
change.

SV030008 — Candidate Logbook — SVQ3 in Retail (Management) at SCQF Level 6 — 51
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Unit 3: Recruit, select and keep

colleagues
Unit code: E.13
Unit credit: 12
Unit level: 9

Introduction

This unit is mainly about recruiting and selecting people to undertake identified
activities or work roles within your area of responsibility. It involves taking a fair and
objective approach to recruitment and selection to ensure that individuals with the
required skills, knowledge and understanding, and who are likely to perform
effectively, are appointed.

As recruitment and selection can be expensive and time-consuming activities, the
unit also involves taking action to understand why colleagues are leaving and taking
action to keep colleagues.

Whilst you would be expected to draw on the expertise of personnel specialists, you
are not expected to be a personnel specialist yourself.

For the purposes of this unit, ‘colleagues’ means those people for whom you have
line management responsibility.

The NOS in this unit are from the Management and Leadership suite of NOS, overseen
by CfA Business Skills @ Work.

SV030008 — Candidate Logbook — SVQ3 in Retail (Management) at SCQF Level 6 — 65
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Unit 4: Provide learning opportunities for

colleagues
Unit code: E.14
Unit credit: 11
Unit level: 8

Introduction

This unit is about supporting colleagues in identifying their learning needs and
helping to provide opportunities to address these needs.

Encouraging colleagues to take responsibility for their own learning is an aspect of
this unit as is your role in providing an ‘environment’, for example, in your team or
area of responsibility, in which learning is valued.

For the purposes of this unit, ‘colleagues’ means those people for whom you have
line management responsibility.

The NOS in this unit are from the Management and Leadership suite of NOS, overseen
by CfA Business Skills @ Work.

SV030008 — Candidate Logbook — SVQ3 in Retail (Management) at SCQF Level 6 — 77
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Unit 5: Develop productive working
relationships with colleagues

Unit code: E.15
Unit credit: 9
Unit level: 6
Introduction

This unit is about developing working relationships with colleagues, within your own
organisation and within other organisations that are productive in terms of
supporting and delivering your work and that of the overall organisation.

‘Colleagues’ are any people you are expected to work with, whether they are at a
similar position or in other positions, including your manager.

The NOS in this unit are from the Management and Leadership suite of NOS, overseen
by CfA Business Skills @ Work.
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Unit 6: Allocate and check work in your

team
Unit code: E.16
Unit credit: 12
Unit level: 5

Introduction

This unit is about ensuring that the work required of your team is effectively and
fairly allocated amongst team members. It also involves checking on the progress
and quality of the work of team members to ensure that the required level or
standard of performance is being met.

The NOS in this unit are from the Management and Leadership suite of NOS, overseen
by CfA Business Skills @ Work.
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Unit 7: Organise the receipt and storage
of goods in a retail environment

Unit code: B.14
Unit credit: 11
Unit level: 7
Introduction

This unit is firstly about organising staff to receive goods, for example when
preparing for seasonal intake of stock. Secondly, the unit involves organising storage
facilities and training and supervising staff in the use of the storage system.

SV030008 — Candidate Logbook — SVQ3 in Retail (Management) at SCQF Level 6 — 119
Issue 1 — January 2012 © Pearson Education Limited 2012



7107 Patwi] uoLiednp3 uosiead @ 710z Alenuer — | anss|

— 919497 40D e (JuawaBeuey) 11LISY UL EDAS — %400G507 93epIpURD — 8OO0EOAS 0zl
sjuawalinbal Alajes pue yjjeay suLpn)oul ‘%2031s ULI0lS 40} sjusawalinbal jegayayy 97y
SSO] D01S pJ023J pue Jojuow 0} way}
guisn Supnout ‘Aja3eandoe pue A)jusidly)s swalIsAs BUl))0J3U0D pue SuULpl0dad Y}D03S Syl unld 0y MOy  G'Z)
K124ndas
pue Ajajes ‘Ajualdlyya swayqold 95e101S SA10S pue SInoAe) 95e103Ss 91qe3INs N0 YIOM 03 MOY 7)Y
9Gewep pue UOL}LIOLIDIDP JO SOSNED SNOLIBA WOU) SPO0S 339304d 03 MOY  €°7)
J3PJO UO SPOO0G 10} POPISU dJe S3LIL|IDR) 95RI0)S JeYM 1IN0 YIOM 0} MOY 7'
$SO] ¥%201S SuLdNpaJ 03 9INQLIJUOD SWIISAS 95BI03S DA1IDDL)d MOY  |°ZN
:puejsiapun

pue Mou) 0} Pa3u NOA - JUSWUOIIAUS |1R}aJ B Ul Saljljloe) a8e.do)s ulejulew pue asiuesiQ g

SP0083 SULALDD3U 10 Saunpadoud A3LIndas pue Ajajes

POAL923J SPO0S SUY23YD 40} sainpadoad Sulpn)dul Wwa3sAs 1043U0D pue Sulplodal
suLpeojun Ja3je Jyslel]s syusawalinbal jsutede paydayd aq I1snW SpPoos suLwodul AYm
Spo08 9)qeidadde Joj spiepuels sAuedwod ay)

A)3ua1d1}49 SPOOS SAL9I3. 0)
paau Aay) uoljew.IosuL 8y} pue a)Npayds AISALISp e AQ Pa3dajje aJe o UL PSAJOAUL SJe 4JelS UDIYM

SSLISALI9P 9)e) pue pagewep ‘1094100Ul YIM Suljeap SuLpn)dul ‘Spoos SUlAL9D3J 10} sainpadold

Spo08 J0 sadA} JUa1a})Lp 9)puky pue 3AL3D3J 03 aJedaud 0] moy

LW
9°IX
G IA
v I

€I

[y
LTI

puelsIapun pue mMouy|
03 P23U NOA - JUSWIUOIIAUS |1R}3. B Ul SSLISAISP SULWODUL }23Yd pue 9ALaDaJ 0} jjels asiuesio’|

a1eq

DOUIPIAD
Jo adA1

abpajmou)

‘pJepue)s Yoea Joj Sulpuelsiapun pue 35pa)Mouy JNOA 91eIISUOWSP 03 DUSPLA JUSLILIINS DALS ISNW NOA JUSWS)S SIY) dA3LYDdR 0]

MoOU) 3SnW NOA Jeym




7107 Pa1lWwi] uoljesnp3 uosiesad @ 710z Arenuer — | anss)
LZL — 91297 4DDS e (JuawaBeURY) 11RIBY UL EDAS — %00q50T 23ePIPUBD — BO0OEOAS

)201S SULI0]S pue SULAOW .10} $21npad0Jd pue swalsAs sAuedwod ayl  6°€R

uoL}eJIOLID}SP JO SFewep JO ¥ySLd e aJe Jey) spoos 8ul}da3oid Joj sainpadoud pue Aonod Auedwiod Q- ¢y
K19A1109}J9 walsAs 95e103S 9Y3 asn 03 3)ge 3 0} Pa3U SINGeI|0D UOLIeWLIOJUL Y} /€Y

98e.03s J40j spJaepuels Aljenb pue syuswauinbas sAuedwod ayy 9 ¢y

sy1onpoud 1294je 959y} MOY pue S3ewep pue uol}eloLi9}dp YD03S JO Sasned ay} G Y

a)qe3iyoud
9q 03 A19y1] 94 paAoW pue palols St ¥201s sAem ay3 Sulroidwl Joj SeaplL JL IN0 YIOM 0} MOY " €Y

JoW 8ULaq aJe sjuswalinbal
9S3Y3 1eY3 ¥D3yd 03 MOY pue }203S SUlAOW pue SuLIols J0j syuswauinbas sAuedwod ayy € ¢y

)203S 93ep-40-3N0 SULAOWSI 104 Sjuswalinbas Auedwod pue 1e89)  7'¢€N

s¥2ayd jods pue aulInoJ Ylog Sutpn)duL ‘9elols pue 3}203s ¥I3yd 01 MOY pue USym | €Y

:pue}SIapUN pUR MOUY 03 P93U NOA - JUSWUOIIAUS |1R}DJ B Ul ¥203S JO aJed pue agelols ay3 Yoay) ¢

9OUIPIND

30 adAL abpaimou)

a1eq




7107 Patwi] uoLiednp3 uosiead @ 710z Alenuer — | anss|

— 919497 40D e (JuawaBeuey) 11LISY UL EDAS — %400G507 93epIpURD — 8OO0EOAS 144}
AD3LVYLS
ONINYV3T ¥OIldd 40 NOILINDOD3Y 40 3DN3AIAT = dY INIWSSISSY FHL A9 AILLIWY3d FYTHM ‘NOLLYINWIS WOH4 IWODLNO = §
ANOWILSAL SSANLIM L¥3dX3 = Md3 SLINNODDV JAILDIT43Y YO/ANV SLNIWILVLS TVNOSYId = VY
ANOWILS3L SSINLIM/SINIWILVLS JILNIHLNV = | M MYOM S HINYVIT FHL 40 S1ONA0Yd = d zzau.\_rww
S3IANLS 3SVD/LD3r0oYd ‘LNIWNDISSY = Y ONINOLLSINO NIALLIM JO T30 W04 SIWOILNO = VBO
YOSSISSY
NOISSNDSIA TYNOISS340¥d = dd UIFHL A9 IDNVYWHOLY3d S, ¥3INIVIT IHL 40 NOILVAY3SEO0 LO3MId = O

:(3)1qeoydde j1) 35USplAS JeUOLIPPY




7107 pa3WL] uolednp3 uosiead @ 710z Arenuer — | anss|

€71 — 919427 405 e (JudwaBeuR) 1eIdY UL EDAS — %00q507 33epLpUR) — 8000E0AS
:91eQ :(91geondde 1) JS1JLI9A JeUISIUL SULUBLSISIUNOD
:93eQ :9JNJeusSLS JSLJLIDA Jeuldlu|

"UOLJeDLJLISA 1eUID)XD o) pajuasald aq Aew pue tun Siy} Joj patjidads spiepuels ay3 S}19aW YJom pajdwes s,a3eplpued ay3 jey3 WLILJuoD |

:91eQq :(91geondde j1) ainjeusis J0ssasse SUlUBLSISIUNOD)

:91e(Q :24N3ReUSLS JOSSISSY

"JLUN SIY} JO SjuawWalinbal ayj Jje paAalyoe sey ajepipued ay3 Jeyy WLuod |

:93eQ :ainjeusis ajeplpue)

‘spJepueis jeuoliedndd( JeuotieN ay3 0 sjuawaldinbal ay3 s39awW pue JOM UMO Aw SI JLUM SLYY UL P)LR1Sp 9DUSPIAS 33 3Ryl WLILIUOD |



7107 Patwi] uoLiednp3 uosiead @ 710z Alenuer — | anss|

— 919A97 4DDS 1B (JuaWaFeuew) 11eIBY UL EDAS — %00q307 a3eplpue) — 8000E0AS ZA)
Aadoud

1IN0 WY} }110S pue SSLIDANSP UM swalqoad jods /- 1d
Spaau 921AJ9s sAuedwod UnoA Jow sey

Janddns yoea jeys ¥29yd 03 SpJodad AISANSp 9sh 9 Ld
A3dwoud passadsoud pue ajeindde pue

919)dwod aJe spaodaJ AISALSP eyl a4ns ew  G'ld
sjuswaJitnbal jsutesde

payoayd Ajndwoud aue spoos eyl auns aewW  °1d
K12andas

pue Ajajes papeojun aJe SSLISANSP eyl YI3ayd  €°1d
AJaALOp 9Y3 Jo) ddeds
98eJ0]s ysnous aAeY noA jeyy pue pasedaid

SL SPO0S SULALDDAU J0) BaJR 9] Jeyl 24ns oew  7°|Ld
POALDD3J S4B SILIDALIDP 31049q YSNOUd 119aM

wiay} JaLiq pue jjeis jualadwod ygnous Jayies  |°Ld

:3sNW NoA pJepue)s jeuolieu ayl 199W 0

a1eq

20ud.193Y
oljoj310d

9JUIPIAD
Jo adA}L

ajeq

20ud.19}9Y
o1joj310d

3JUIPIND
Jo adA}L

eLI9]l1d @0uew.loj.lod

‘pJepue)s yoea 1oj 95ua32dwod JN0oA 31eIISUOWSP 03 SDUSPLAS JUSLDILLINS SALS ISNW NOA JUSW)S SIY] SASLYDR O]

op 3Ishw NoA jJeym

JUSWUOIIAUS |1R}3J B UL SSLISALISP SULWODUL ¥23YD pue aALa2aJ 03 }Jjels asiuesi ;| Juswsalj




Gzl

7107 pa3Wi uolyednp3 uosiead @ 710z Arenuer — | anss|
— 9 19A37 4DDS e (JuswaBeuey) |1eISY Ul EDAS — %00G307 d3epipue) — 8000E0AS

way3 spasu
oym auohiana Aq Ajlsea punoj aq ued jeyj splodal
3201s 93ep-03-dn pue ajeindde ‘939)dwod dosy

9°ld

sjuawsaJinbau 1e89) JueAl)al
U3IM aul) uL pue Ajaindas ‘Ajajes ‘Ajjualadwod spoos
gulAow pue 3uLI0ls aJe jjels Jeyl Auejnsad ¥oayd

G

swa)qo.d o8eJ03s
u2asalojun Yim adod 03 sueld ajepdn pue dojaAap

v'id

salll)iqisuodsal pue s310.
353y} puejsiapun A3y3 %2ayd pue spoos SulAow pue
8uLI0)s J0j sanjlLqisuodsal pue s3)0.J Jea)d 4Je1s ALS

€'

sjuswaditnbal

1e589] JueA)a. UM DUl UL pue Ajjes ‘Ajaindas
wa3sAs adel0ls ayj ash ued Aayj os Sutulel] a)qeiLns
pue uoljew.ojul 9jep-03-dn ‘ajeindde jjels aALS

(A4

uoL}LpUOD 3)geajes B Ul pue a1nd3s SpPoo3
daay 031 paau ayy pue sjyuswalitnbal A3ajes “yuom Aep
-0)-Aep JO Junodde 9y} 03 sall|loe} 95e.I0)S dSIURS.I0

l"ld

:3SNW NOA pJepuels jeuolleu ayj 3199w o]

a1eq

CRITEYEIEN
oljoj310d

ADUIPIND
Jo adA)

ajeq

CRITEYEIEN
o1j0j310d

SDUDPIND
Jo adAL

eLI9}11D 9dUeW.I0IDd

‘pJepue)s yoea 1oj 95ua32dwod JNoA 93eIISUOWSP 03 SDUSPLAS JUSLILLINS SALS ISNW NOA JUSW)S SIY] SASLYDR O]

Op 3shw NoA jJeym

JUSWUOIIAUS |le3al B Ul S3al3ljloe) 98elols ulejulew pue astuesiQ 17 Jusawa)3




7107 Pa3LWi] uolednp3 uosiead o 710z Alenuer — | anss|

— 919497 40D 38 (JuawaBeuey) 11eISY Ul EDAS — %400G507 3epIpURD — 8OOOEOAS 971
ADILVYLS
ONINYV3T ¥OIdd 40 NOILINDODIY 40 IDNIAIAT = dY INIWSSISSY FHL A9 GILLIWY3d FYTHM ‘NOLLYINWIS WOH4 IWODLNO = §
ANOWILS3L SSINLIM L¥3dX3a = Md3 SLNNODDV JAILD3T43Y YO/ANV SLNIWILVLS TVYNOSHAd = VY
ANOWILS3L SSINLIM/SINAWILYLS DILNIHLINY = | M MYOM S ¥INYVIT IHL 40 S1ONA0Yd = d zE:“.M_w
S31ANLS 3SVI/LD3r0¥d ‘LNIWNDISSY = Y ONINOLLSINO NILLIIM JO T30 W04 SIWODLNO = VBO
YOSSASSY
NOISSNDSIA TYNOISS340¥d = dd YIFHL A9 IDNVWYEO4Y3d S, ¥ANYVIT IHL 40 NOILVYAYASAO 1D3¥Ia = O

:(a1qedydde y1) 95uspiAs JeuolIppy




7107 Palwi] uotjednp3 uosiead @ 710z Atenuer — | anss)

171 — 919A97 4DDS 1e (uswaBeuew) 11eIdY UL EDAS — %00q507 S1eplpued — 8000EOAS
:91e( :(91qeondde j1) JaLiLIaA JeUIDIUL SULUSLSI9IUNOYD)
:91eq :9JNJeusts JSLJLISA Jeulalu|

"UOLJIRDLJLISA 1eUIIXd 10} pajuasald aq Aew pue jiun siy3 J0) patjioads spiepuels ayy s39aW YIom pajduwies s,a3epLpued ay3 3eyy WILUod |

:91eQ :(91qeondde j1) aunjeuslis Jossasse uLUslSIaIUN0)

:31eQ :24NJeUSIS J0SSaSSY

“JLUN SLY3 JO sjuawalinbal ay) )1e paAalyde sey ajepLpued ay3 Jeyy WILUoD |

:93e(Q :24njeusis ajepipue)

"spJepueis jeuotjednddQ jeuolieN ay3 Jo syusawalinbal ay) $39aW pue YoM UMO AW SI JLUM SIY) UL PA)LRISP 9DUSPIAS 3Y3 Jey] WLILJUOD |



Z10Z Pa1LlWi] uoljednp3 uosiedd @ 710z Alenuer — | anss|
— 919497 405 18 (JUaWaBeURW) 11RIDY UL EDAS — %00q507 d3epipue) — 8000E0AS ¥4}

Aqe3rjold siow SwolsAs JuswaAowl
pue 95eJ03s Sutuunl Jo sAkem putj pue ¥}203s
JO JUSWSAOW pue aJ4ed ‘98eI0)S 9Y] 91eN|AD  G'€d

papaau st )1
se 1001} doys ay3 Suiyoead st ¥203s Jey} ains ayew
01 ¥201S JO JUSWSAOW pue 35eJ03s 3yl ¥I3Yd  p°§d

sjuawalinbal Auedwod pue 1e83] YIM

dul) UL 3L Y3IMm 1esp 0 pue ‘5ul)eJoLI9)ap JO YsLI Je

J0 33ep JO IN0 S 1ey) ¥203s 10ds 03 pasu Aay)
Sululel] pue uolleWLIOJUL Y] SARY }jelS 24nS dYew  €°€d

SJeAJaluUL 31qeIINS Je ¥D03S
pue saljljioe} a8elols Jo sydayd jods Ino Auted  7'gd

)203s pue
saljljloe) 95e1031S SudaYd Joj aunnod e dn dasy  |L°gd

:3SNW NOA pJepuels jeuolleu ayj 3199w o]

CRITEYETE ouspiAe | L L ITENETEN 90UdPIND

°ied o1]0J310d Jo adA} oljojyiod Jo adAL

eLI9}11D 9dUeW.I0IDd

‘pJepue)s yoea 1oj 95ua32dwod JNoA 93eIISUOWSP 03 SDUSPLAS JUSLILLINS SALS ISNW NOA JUSW)S SIY] SASLYDR O]

Op 3shw NoA jJeym

JUSWIUOILIAUS |1e3al B Ul }203S JO aJ4ed pue a5el03s ayj }Iay) € Jusawsa)3




6ll

ONINYVIT YOIId 40 NOILINDOD3Y 40 IDON3AIAT = TdY
ANOWILS3L SSANLIM Ld3dX3 = Md3
ANOWILS3L SSANLIM/SINAWALVYLS DILNIHLNV = | M

S31ANLS 3SYD/133rodd ‘LNAWNDISSY =

NOISSNDSIA TYNOISS340dd = dd

7107 Pa1lWlT uolyedNnp3 uosiead @ 710z Atenuer — | anss)
— 919A37 4DDS 1B (JuswaBeury) 11eISY UL EDAS — 400507 33epLpue) — 8000E0AS

AD3LVYLS
AINIWSSISSY FHL A9 ILLIWYId FYIHM ‘NOILYINWIS WO¥4 JWODLNO = §

SINNOJIV JAILDIT43Y YO/ANV SINIWILVLS TVNOSY3d = VY

TAIN
NWNT10)

MYOM S HANYVIT IHL 40 S1ONA0YUd = d
ONINOILSIND NILLIYM ¥O VY0 WO¥L SIW0DLNO = YBO

JOSSASSY
UIFHL A9 IDNVWIO4Y3d S, 4INYVIT JHL 40 NOILVAYISEO 1O = O

:(a1qedydde y1) 95uspiAs JeuolIppy




7107 Pa3LWi] uolednp3 uosiead o 710z Alenuer — | anss|

— 919A97 4DDS 18 (JuaWwaBeuew) 11eISY UL EDAS — %00q307 a1epLpue) — 8000E0AS 0sl
:91e( :(91qeondde j1) JaLiLIaA JeUIDIUL SULUSLSI9IUNOYD)
:91eq :9JNJeusts JSLJLISA Jeulalu|

"UOLJIRDLJLISA 1eUIIXd 10} pajuasald aq Aew pue jiun siy3 J0) patjioads spiepuels ayy s39aW YIom pajduwies s,a3epLpued ay3 3eyy WILUod |

:91eQ :(91qeondde j1) aunjeuslis Jossasse uLUslSIaIUN0)

:31eQ :24NJeUSIS J0SSaSSY

“JLUN SLY3 JO sjuawalinbal ay) )1e paAalyde sey ajepLpued ay3 Jeyy WILUoD |

:93e(Q :24njeusis ajepipue)

"spJepueis jeuotjednddQ jeuolieN ay3 Jo syusawalinbal ay) $39aW pue YoM UMO AW SI JLUM SIY) UL PA)LRISP 9DUSPIAS 3Y3 Jey] WLILJUOD |



Unit 8: Audit stock levels and stock
inventories in a retail

environment
Unit code: B.15
Unit credit: 6
Unit level: 7

Introduction

This unit involves organising an audit, managing the audit team and preparing an
audit report. The audit team may consist of people who don't normally work
together, and you need not necessarily be a team leader in your day-to-day work.

SV030008 — Candidate Logbook — SVQ3 in Retail (Management) at SCQF Level 6 — 131
Issue 1 — January 2012 © Pearson Education Limited 2012
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Unit 9: Monitor and help improve food
safety in a retail environment

Unit code: B.22
Unit credit: 12
Unit level: 6
Introduction

This unit is for you if you supervise staff who handle or prepare wrapped or
unwrapped food, including food subject to temperature control. The unit is firstly
about monitoring food safety in line with your company’s food safety procedures.
Secondly, the unit is about making a contribution to continuously improving food
safety in your work area.
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Unit 10: Source required goods and
services in a retail environement

Unit code: B.16
Unit credit: 10
Unit level: 7
Introduction

This unit is suitable for you if you order stock for a small, independent store and you
are responsible for choosing the store’s suppliers as well as ordering stock directly
from them. The unit involves working out what needs replenishing and choosing
which suppliers to use. It also involves ordering stock, checking that the right stock is
delivered on time, and evaluating supplier’s performance.
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Unit 11: Maintain the availability of goods
for sale to customers in a retail

environment
Unit code: C.13
Unit credit: 11
Unit level: 6

Introduction

This unit is for team leaders responsible for organising and monitoring the display of
goods. Firstly, the unit is about briefing colleagues about display requirements and
supervising the assembly of displays. Secondly, the unit is about assessing the
effectiveness of displays prepared by colleagues under your supervision. The third
aspect of the unit is concerned with keeping stock replenished and accurately priced,
and making suggestions for improving displays. You do not need specialist visual
merchandising skills for this unit.

SV030008 — Candidate Logbook — SVQ3 in Retail (Management) at SCQF Level 6 — 165
Issue 1 — January 2012 © Pearson Education Limited 2012



7107 Pllwi] uollednp3 uosiead @ 7107 Atenuer — | anss|
— 919A37 4DDS e (Juswaseury) |te1ay Ul EDAS — 400G307 a3epLpue) — 8000E0AS

991
$918010UYD3] pue spoylaw SupjJew aoLid JUSIS44Lp SN 03 MOY  ZL° LA
1e583] pue a3eundde st sAejdsip Ul uoljew.IouUL Y] JBY] ¥I3Yd 03 MOY | L° LY
Spoos Jo suonydrinsap sulpn)dul spoos jo Aeydsip
3y} 01 uone)al ul sanlLqisuodsal pue salnp 1e89) s, Auedwod ayj pue s3ysLl 1eS89) S,JoWw03snd 3yl QL)Y
Spo08 SulAeidsip 0] Sulje)al saunpadoud pue sjuswalinbal Ajajes pue yjjeay ‘A1lundas ayl 6L\
duew.I0j1ad J1aY3 uo jjels 0}
}oeqpasa) 9ALS 03 MOY pue 1aY31a580) sAeidsip Suliind pue Sutiedaid jje1s JO HIOM 93 ¥Dayd 03 MOY Q' LY
JUSWSA)0AUL J19Y3 S95RIN0DUS Jey) Aem e ul jjels jaLiq 03 Moy  /° LY
sAedstp dn 19s 01 paau noA sadunosad Jo Ajljuenb pue adA) 1eUYM 1IN0 YIOM 01 MOY  9° LY
uonjesedaud
pue Sutuea)d Joj spJepuels Sulpnidul ‘19yyaso) sAeidsip Sur3ind uoj spaepuels s, Auedwod ayy Gy
sa)es Joj spoos guidrid Joj syuswaiinbai 1889 9yl LY
S9]es S1094je eaJe SUL))9S Y3 JO JN0Ae) 9yl MOy €LY
sajes ajowoud 03 sd)ay 31 Jey3 os uolyew.lojul uorisod ued noA Moy 7' LY
$}98.Je] sa)es SL yoeald 03 2403s oyl diay Aeydstp Jo sadAy Juaiap Moy L LY

:pue3ISISpUN puR MOUY 03 pPa3u NOA - 3jes |Lle)al 10j) spoos Aejdsip 03 jjels asiuesio °|

a1eq

DOUIPIAD
Jo adA1

abpajmou)

‘pJepue)s Yoea Joj Sulpuelsiapun pue 35pa)Mouy JNOA 91eIISUOWSP 03 DUSPLA JUSLILIINS DALS ISNW NOA JUSWS)S SIY) dA3LYDdR 0]

MoOU) 3SnW NOA Jeym




L9

7107 pa3WL] uolednp3 uosiead @ 710z Arenuer — | anss|
— 9 19A37 4DDS e (JuswaBeuew) |1eISY UL EDAS — %00G307 d3epipue) — 8000E0AS

Kj@3e4ndoe sagueyd ao1id pJ1odald 0} Jueysodwt st L AUm 9 €y

s9o14d 98ueyd pue sayelsiw 3334400 ‘Surytew 3o1id pue Suldlid ¥I3ayd 0 MOY G EN
SPO03 pJepuels-gns YlLM 1eap pue ¥}D03s 93ejod pue ysitualdal 0 MOY €N

papaau se pamaual Jo A)31094100 paJols JouU Si Jey) ¥203s 03 uaddey ued Jeym €€y
Aedstp uo spoos jo Ajjenb ayj pue uolyelod }203s YI3ayd 0 MOY 7€M

sao14d 3n0ge uoLjewIojuL PJ0d3al pue 3103)100 03 MOY L €Y

:puejsiapun pue
MOU)| 0} Pa3U NOA - JUSWUOILAUS |le3al e ul Ajijenb J1ayj utejurew pue ajqgejieAe syonpouad daay ¢

sAe)dsip SulSueyd pue SulSSISSe UL JJB}S SAJOAUL 0} MOY  9°7)
Aeidstp ay3 uL sasueyd astIoyine ued oym G 7y

yBnoua 31NnJ3s J0uU 10 djesun aJe jey) sAe|dsip 109410D 03 MOY  $°7)
YBNoua 31NJ3s Jou 0 Sjesun aJe jey) sAeidsip Aj1auapt 0y Moy  €°7)
SpJepue)s JueAd)ad 9y} jsutese sAejdsip ssasse 0y MOy  Z7°ZA

aJe sAeidsLp 9A1329449 Moy Bulssasse usym Ajdde pinoys noA spiepuels ayl | 7)

:pue3ISISpUN pue MOUY 03 Pa3U NOA - JUSWUOIIAUS |1e}al B Ul aJe sAejdsip 9A1309))9 MOY SSassy °Z

a1eq

SDUDPIND
Jo adA}

abpajmou)




7107 Patwi] uoLiednp3 uosiead @ 710z Alenuer — | anss|

— 919497 40D e (JuawaBeuey) 11LISY UL EDAS — %400G507 93epIpURD — 8OO0EOAS Q91
AD3LVYLS
ONINYV3T ¥OIldd 40 NOILINDOD3Y 40 3DN3AIAT = dY INIWSSISSY FHL A9 AILLIWY3d FYTHM ‘NOLLYINWIS WOH4 IWODLNO = §
ANOWILSAL SSANLIM L¥3dX3 = Md3 SLINNODDV JAILDIT43Y YO/ANV SLNIWILVLS TVNOSYId = VY
ANOWILS3L SSINLIM/SINIWILVLS JILNIHLNV = | M MYOM S HINYVIT FHL 40 S1ONA0Yd = d zzau.\_rww
S3IANLS 3SVD/LD3r0oYd ‘LNIWNDISSY = Y ONINOLLSINO NIALLIM JO T30 W04 SIWOILNO = VBO
YOSSISSY
NOISSNDSIA TYNOISS340¥d = dd UIFHL A9 IDNVYWHOLY3d S, ¥3INIVIT IHL 40 NOILVAY3SEO0 LO3MId = O

:(3)1qeoydde j1) 35USplAS JeUOLIPPY




7107 pa3WL] uolednp3 uosiead @ 710z Arenuer — | anss|

691 — 919427 405 e (JudwaBeuR) 1eIdY UL EDAS — %00q507 33epLpUR) — 8000E0AS
:91eQ :(91geondde 1) JS1JLI9A JeUISIUL SULUBLSISIUNOD
:93eQ :9JNJeusSLS JSLJLIDA Jeuldlu|

"UOLJeDLJLISA 1eUID)XD o) pajuasald aq Aew pue tun Siy} Joj patjidads spiepuels ay3 S}19aW YJom pajdwes s,a3eplpued ay3 jey3 WLILJuoD |

:91eQq :(91geondde j1) ainjeusis J0ssasse SUlUBLSISIUNOD)

:91e(Q :24N3ReUSLS JOSSISSY

"JLUN SIY} JO SjuawWalinbal ayj Jje paAalyoe sey ajepipued ay3 Jeyy WLuod |

:93eQ :ainjeusis ajeplpue)

‘spJepueis jeuoliedndd( JeuotieN ay3 0 sjuawaldinbal ay3 s39awW pue JOM UMO Aw SI JLUM SLYY UL P)LR1Sp 9DUSPIAS 33 3Ryl WLILIUOD |



7107 Patwi] uoLiednp3 uosiead @ 710z Alenuer — | anss|

— 919A97 4DDS 1B (JuaWaFeuew) 11eIBY UL EDAS — %00q307 a3eplpue) — 8000E0AS 0Ll
Kedsip ay3 a8ueyd Jo Ajipow
01 Ajuioyine ajeridoidde ayy wody uoissiwiad utelqo  /°Ld
spJepueis pue syuswsaliinbas Auedwod
0] swJojuod Aeydsip pajquiasse ayl 1eyl Yoayd  9°Ld
douewolad
J19Y31 UO }Jels 0] }oeqpas) 9A13INIISU0D apiaoidd  G°Ld
SJ9WO03ISND 0} SDUSLUSAUODUL
1se3) ay3 sashed jey) Aem e ul 1ayyasol Aedsip ayj
1nd pue eaJe Aeidsip ayj aJtedaud jjels jeyy Ypayd  4°Ld
Keydsip
3y} JO spJepue)s pue sjusawalinbal ayj pueisiapun
Aayy payd 01 jyei1s Joj sajunyioddo apiaoid €0 1d
spJepuels pue sjuswauinbal jueAalal Aue pue
Aeydsip ayl jo asodund ayy jjeis o3 ureydxa Aleap 7'Ld
Auoyine ajeudosdde ayy yim wayil ¥o9yd
‘A1eSS9D9U 9I9YM ‘pue SspJepuels pue syuswalinbal
JueAajal Aue pue Aeydstp ay3 jo asodind ay3 wuyuod  L°Ld

:3sNW NoA pJepue)s jeuolieu ayl 199W 0

9jed

CRITEYETEY
oljojiiod

3JUIPIND
Jo adA1L

9jeq

20ud.19}9Y
oljojyiod

3JUIPIND
Jo adA}L

eLI9]l1d @0uew.loj.lod

‘pJepue)s yoea 1oj 95ua32dwod JN0oA 31eIISUOWSP 03 SDUSPLAS JUSLDILLINS SALS ISNW NOA JUSW)S SIY] SASLYDR O]

op 3Ishw NoA jJeym

a)es |L1e3ad 1o) spoos Aejdsip 03 jje3s asiuesiQ :| Jusawsa)lz




7107 pa3WL] uolednp3 uosiead @ 710z Arenuer — | anss|
— 9 19A37 4DDS e (JuswaBeuew) |1eISY UL EDAS — %00G307 d3epipue) — 8000E0AS

LLL
sAeydsip
JO SpJo2aJ 93ep-03-dn pue ajeindoe ‘93a)dwod doay  6°Ld
K19A1109449 sajes ajowo.d 03 pauoriisod
pue uasoyd st pue ‘Ajjes8a) pue Aj93eindoe
paoe)d uaaq sey uoljew.ojut yeyy Joyuow  §°Ld
51e CRIIENETE) | dudPpIAG | CRIIENETE) ] 9OUDPIAD PILIB1LID 3oUBWIOLD
d oljojyiod Jo adA}L ied oljo5}i0d Jo adA}L Ha33l Hod




7107 Patwi] uoLiednp3 uosiead @ 710z Alenuer — | anss|

— 919497 40D e (JuawaBeuey) 11LISY UL EDAS — %400G507 93epIpURD — 8OO0EOAS A}
AD3LVYLS
ONINYV3T ¥OIldd 40 NOILINDOD3Y 40 3DN3AIAT = dY INIWSSISSY FHL A9 AILLIWY3d FYTHM ‘NOLLYINWIS WOH4 IWODLNO = §
ANOWILSAL SSANLIM L¥3dX3 = Md3 SLINNODDV JAILDIT43Y YO/ANV SLNIWILVLS TVNOSYId = VY
ANOWILS3L SSINLIM/SINIWILVLS JILNIHLNV = | M MYOM S HINYVIT FHL 40 S1ONA0Yd = d zzau.\_rww
S3IANLS 3SVD/LD3r0oYd ‘LNIWNDISSY = Y ONINOLLSINO NIALLIM JO T30 W04 SIWOILNO = VBO
YOSSISSY
NOISSNDSIA TYNOISS340¥d = dd UIFHL A9 IDNVYWHOLY3d S, ¥3INIVIT IHL 40 NOILVAY3SEO0 LO3MId = O

:(3)1qeoydde j1) 35USplAS JeUOLIPPY




7107 pa3WL] uolednp3 uosiead @ 710z Arenuer — | anss|

€/1 — 919427 405 e (JudwaBeuR) 1eIdY UL EDAS — %00q507 33epLpUR) — 8000E0AS
:91eQ :(91geondde 1) JS1JLI9A JeUISIUL SULUBLSISIUNOD
:93eQ :9JNJeusSLS JSLJLIDA Jeuldlu|

"UOLJeDLJLISA 1eUID)XD o) pajuasald aq Aew pue tun Siy} Joj patjidads spiepuels ay3 S}19aW YJom pajdwes s,a3eplpued ay3 jey3 WLILJuoD |

:91eQq :(91geondde j1) ainjeusis J0ssasse SUlUBLSISIUNOD)

:91e(Q :24N3ReUSLS JOSSISSY

"JLUN SIY} JO SjuawWalinbal ayj Jje paAalyoe sey ajepipued ay3 Jeyy WLuod |

:93eQ :ainjeusis ajeplpue)

‘spJepueis jeuoliedndd( JeuotieN ay3 0 sjuawaldinbal ay3 s39awW pue JOM UMO Aw SI JLUM SLYY UL P)LR1Sp 9DUSPIAS 33 3Ryl WLILIUOD |



7107 pa)WL] uoleanp3 uosiead @ 710z Arenuer — | anss|

— 919497 40DS 38 (JuawaBeuRy) J1IGY Ul EDAS — %400q50T S3epIpURD — 8000EOAS v/l
PO1eaAA. Sey JUSWISSIsSe
JnoA jey) Ayajes pue yjjeay Jo A3LINdas 03 SysL
Aue yiim Jeap 03 uorlode a)gqeins pue ydwolud ayey;  9°7d
Aeydsip
9y3 01 papasau sagueyd Aue ayew ued Aayj eyl os
JUSWSBRIN0DUS PUB SUOLIDNJISUL Jed)D 4Je1S DAL8  G°Zd
19sJnoA asLioyine jouued NoA jey) sasueyd
Aue ayew 03 uoissiwad Jo) uosiad ysu ayl yse  #°7d
slawolsnd 0} suljeadde
aJow Aeydsip ay3 ayew Aew jeyy sagueyd Aj13usapl
pue sjuswuwod njdjay ayew 03 jjeis 98einodus  €£°7d
aJe A3Y3 9A1109}J9 Moy 3p1oap 0}
SpJepuels JueAa)ad ayl |1e Jsutede sAeidsip yoayd  7°7d
393w pinoys Aeidsip ay3 splepuels yeym Ajiauspt  |L°zd

:3snw noA pJepue]ls jeuolljeu ayj oW O]

?1eq

CRITEYETEN]
oljojyiod

SDUIPIAD
Jo adAL

a1ed

CRITEYEYEN
oljojyiod

SDUIPIAD
Jo adA}

21193110 dUeW.I04I9d

‘pJepue)s yoea 104 95ua3adwod IN0A 93eIISUOWSP 03 SDUSPLAS JUSLILLNS SALS ISNW NOA JUSW)S SIY] SASLYDR O]

Op 3shw NOA jJeym

JUSWIUOIIAUSD |1e)al e ul aJe sAejdsip 9A1309})3 MOY SSasSY 7 Jusawa)|l




G/

ONINYVIT YOIId 40 NOILINDOD3Y 40 IDON3AIAT = TdY
ANOWILS3L SSANLIM Ld3dX3 = Md3
ANOWILS3L SSANLIM/SINAWALVYLS DILNIHLNV = | M

S31ANLS 3SYD/133rodd ‘LNAWNDISSY =

NOISSNDSIA TYNOISS340dd = dd

7107 Pa1lWwL] uoljesnp3 uosiead @ 710z Arenuer — | anss)
— 91997 4DDS e (JUsWaBeury) 11eI9Y UL EDAS — %00q50T 21epipue) — 8000E0AS

AD3LVYLS
AINIWSSISSY FHL A9 ILLIWYId FYIHM ‘NOILYINWIS WO¥4 JWODLNO = §

SINNOJIV JAILDIT43Y YO/ANV SINIWILVLS TVNOSY3d = VY

TAIN
NWNT10)

MYOM S HANYVIT IHL 40 S1ONA0YUd = d
ONINOILSIND NILLIYM ¥O VY0 WO¥L SIW0DLNO = YBO

JOSSASSY
UIFHL A9 IDNVWIO4Y3d S, 4INYVIT JHL 40 NOILVAYISEO 1O = O

:(a1qedydde y1) 95uspiAs JeuolIppy




7107 pa)WL] uoleanp3 uosiead @ 710z Arenuer — | anss|

— 919A97 4DDS e (Juawaeuen) J1eIay UL EDAS — 400G50T a1eplpue) — 8000E0AS 9/1
:91e( :(91qeondde j1) JaLiLIaA JeUIDIUL SULUSLSI9IUNOYD)
:91eq :9JNJeusts JSLJLISA Jeulalu|

"UOLJIRDLJLISA 1eUIIXd 10} pajuasald aq Aew pue jiun siy3 J0) patjioads spiepuels ayy s39aW YIom pajduwies s,a3epLpued ay3 3eyy WILUod |

:91eQ :(91qeondde j1) aunjeuslis Jossasse uLUslSIaIUN0)

:31eQ :24NJeUSIS J0SSaSSY

“JLUN SLY3 JO sjuawalinbal ay) )1e paAalyde sey ajepLpued ay3 Jeyy WILUoD |

:93e(Q :24njeusis ajepipue)

"spJepueis jeuotjednddQ jeuolieN ay3 Jo syusawalinbal ay) $39aW pue YoM UMO AW SI JLUM SIY) UL PA)LRISP 9DUSPIAS 3Y3 Jey] WLILJUOD |



7107 Palwi] uotjednp3 uosiead @ 710z Atenuer — | anss)

y 4" — 919497 4DDS e (JUsWSBeURW) 11eI9Y Ul EDAS — %00q50T S1epipueD — 8000E0AS
pa3juasaid pue pasiuesio St ¥201S Moy
sutroadull Jo sAem aA11D9440 pue dlishead jods /- €d
pajuasald pue pasiuesio st }203s Aem sy 0}
sjuawaAosdwi Jerjualod Sutyjods ul Jjel1s 9AJ0AUL  9°€d
SMB] JueAajal Aue pue Adnod Auedwod yiim aul)
ut ¥203S SULeI0LI9]SP JO d)ep-J0-IN0 YIM 1BSp  G'€d
J13sHead pue ajep 03 dn
aJe sueid jJuawysiuaidal ¥}203s eyl aIns ew  H°€d
30ds noA swajqoud Suidrid Aue 1no
140s Aj3dwoud pue Supjsew aoud ydayd Aueingal  €°¢d
1L P93U OYM }je3s ay)
0] uolyewJojul 9d1id ajep-03-dn ‘9jesndde dAl8  7°€d
sagueyd aoud
UO UOlJeWLIOJUL 9]eINdDR PJ0daJ pue 10391100  |°€d
:3snw noA pJepuels jeuoljeu ayj 399w 0]
a1e CRITENETE)] DOUdPIAD s1e CITENEYE) ] 9OUdPIAD R ST e
d o1]0J310d Jo adA} d ol1j0J310d Jo adAL o H3d

‘pJepue)s yoea 1oj 95ua32dwod JNoA 93eIISUOWSP 03 SDUSPLAS JUSLILLINS SALS ISNW NOA JUSW)S SIY] SASLYDR O]

Op 3shw NoA jJeym

JUSWIUOIIAUS |Iejal e ul Ajljenb J1ayj urejutew pue ajqejteae syonpoad daay :¢ Juswall




Z10Z Pa1LlWi] uoljednp3 uosiedd @ 710z Alenuer — | anss|
— 919A37 4DDS e (3uswadeury) |te1ay Ul £DAS — 400g807 a1epipue) — 8000L0AS

8L

pasLuesioal
8ULaq SL ¥203S 9LYM d)elow }jels pue
1IIMPOO0S 1aW03snd utejulew NoA eyl ains ayew  6°€d

pajuasaud pue pasiuesio
SL %203s Aem a3 aroiduwit 03 ‘Aressadrau
aJ9yMm ‘uostad JysLs ayy wouj uolssiwiad 198  ¢°¢€d

:3sNW NoA pJepue)s jeuolieu ayl 19aW 0

9jed

CLITEYEYEN]
oljoj3i0d

DOUIPIAD
Jo adA}

9jeq

ERITEYETEN
oljoj3u0d

DDUIPIAD
Jo adAL

eLI9]l1d @0uew.loj.lod




6/)

ONINYVIT YOIId 40 NOILINDOD3Y 40 IDON3AIAT = TdY
ANOWILS3L SSANLIM Ld3dX3 = Md3
ANOWILS3L SSANLIM/SINAWALVYLS DILNIHLNV = | M

S31ANLS 3SYD/133rodd ‘LNAWNDISSY =

NOISSNDSIA TYNOISS340dd = dd

7107 Pa1lWlT uolyedNnp3 uosiead @ 710z Atenuer — | anss)
— 919A37 4DDS 1B (JuswaBeury) 11eISY UL EDAS — 400507 33epLpue) — 8000E0AS

AD3LVYLS
AINIWSSISSY FHL A9 ILLIWYId FYIHM ‘NOILYINWIS WO¥4 JWODLNO = §

SINNOJIV JAILDIT43Y YO/ANV SINIWILVLS TVNOSY3d = VY

TAIN
NWNT10)

MYOM S HANYVIT IHL 40 S1ONA0YUd = d
ONINOILSIND NILLIYM ¥O VY0 WO¥L SIW0DLNO = YBO

JOSSASSY
UIFHL A9 IDNVWIO4Y3d S, 4INYVIT JHL 40 NOILVAYISEO 1O = O

:(a1qedydde y1) 95uspiAs JeuolIppy




7107 Pa3LWi] uolednp3 uosiead o 710z Alenuer — | anss|

— 919A97 4DDS 18 (JuaWwaBeuew) 11eISY UL EDAS — %00q307 a1epLpue) — 8000E0AS 08l
:91e( :(91qeondde j1) JaLiLIaA JeUIDIUL SULUSLSI9IUNOYD)
:91eq :9JNJeusts JSLJLISA Jeulalu|

"UOLJIRDLJLISA 1eUIIXd 10} pajuasald aq Aew pue jiun siy3 J0) patjioads spiepuels ayy s39aW YIom pajduwies s,a3epLpued ay3 3eyy WILUod |

:91eQ :(91qeondde j1) aunjeuslis Jossasse uLUslSIaIUN0)

:31eQ :24NJeUSIS J0SSaSSY

“JLUN SLY3 JO sjuawalinbal ay) )1e paAalyde sey ajepLpued ay3 Jeyy WILUoD |

:93e(Q :24njeusis ajepipue)

"spJepueis jeuotjednddQ jeuolieN ay3 Jo syusawalinbal ay) $39aW pue YoM UMO AW SI JLUM SIY) UL PA)LRISP 9DUSPIAS 3Y3 Jey] WLILJUOD |



Unit 12: Plan, monitor and adjust staffing
levels and schedules in a retail

environment
Unit code: E.12
Unit credit: 11
Unit level: 7

Introduction

This unit is about working out how many staff need to be on duty in the store to
maintain the levels of customer service and profitability needed. You need to
produce plans and schedules that take account of all the relevant factors and that
are easy to understand and use.You also need to collect, analyse and evaluate
information about progress towards work targets, and make justifiable
recommendations for changes in staffing.
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Unit 13: Evaluate the receipt of payments
from customers

Unit code: C.16
Unit credit: 9
Unit level: 6
Introduction

This unit is about evaluating the way payments are processed by staff at point of
sale. Firstly, it involves spotting any problems with the way payments are processed
and sorting these out promptly. Secondly, the unit involves monitoring that staff are
following the company’s takings practices and procedures.
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Unit 14: Cash up in a retail store

Unit code: C.46
Unit credit: 2
Unit level: 5
Introduction

This unit is about your responsibility for cashing up one or more tills. This includes
identifying and dealing with overages and shortages. It is very important that you
keep cash and cash equivalents secure when cashing up.
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Unit 15: Monitor and support secure till
use during trading hours

Unit code: E.21
Unit credit: 3
Unit level: 6
Introduction

This unit is about your responsibility for maintaining the secure use of the till during
trading hours.

The unit refers to a single till and service area, but you should take this to mean all
the tills and service areas you are responsible for at any one time.

You contribute to keeping cash, staff and data secure, both by monitoring the service
area and carrying out transactions and adjustments within the limits of your
authority. You do this during trading hours, so you need to ensure that customers
are not kept waiting any longer than necessary and that you project a positive image
of your company at all times.
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Unit 16: Monitor and evaluate the quality
of service provided to your
customers by external suppliers

Unit code: E.17
Unit credit: 9
Unit level: 6
Introduction

This unit involves monitoring the service provided by external suppliers your store
places customer orders with. This involves checking the progress of orders, keeping
customers informed and getting customer feedback about the service provided. The
unit is also about using customer feedback to decide how the service provided by
external suppliers could be improved, and encouraging suppliers to make
improvements.
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Unit 17: Organise the delivery of reliable
customer service

Unit code: D.13
Unit credit: 6
Unit level: 6
Introduction

This unit is about how you deliver and maintain excellent and reliable customer
service. Your role may or may not involve supervisory or management responsibilities
but you are expected to take some responsibility for the resources and systems you
use which support the service that you give. In your job you must be alert to
customer reactions and know how they can be used to improve the service that you
give. In addition, customer service information must be recorded to support reliable
service.
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Unit 18: Improve the customer

relationship
Unit code: D.14
Unit credit: 7
Unit level: 6

Introduction

To improve relationships with your customers you need to deliver consistent and
reliable customer service. In addition, customers need to feel that you genuinely
want to give them high levels of service and that you make every possible effort to
meet or exceed their expectations.This encourages loyalty from external customers
or longer-term service partnerships with internal customers. You need to be
proactive in your dealings with your customers and to respond professionally in all
situations.You need to negotiate between your customers and your organisation or
department in order to find some way of meeting your customers’ expectations. In
addition you need to make extra efforts to delight your customers by exceeding their
customer service expectations.
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Unit 19: Work with others to improve
customer service

Unit code: D.15
Unit credit: 8
Unit level: 6
Introduction

Teamwork is a key component of delivering and improving excellent customer
service. The people you work with to improve customer service may include one or
more of the following: team members, colleagues, suppliers, service partners,
supervisors, managers, team leaders. The delivery of excellent customer service
depends on your skills and those of others. It involves communicating with each other
and agreeing how you can work together to give a more effective service.You need to
work together positively.You must also monitor your own and the team’s
performance and change the way you do things if that improves customer service.
This unit is about how you develop a relationship with others to improve your
customer service performance.
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Unit 20: Monitor and solve customer
service problems

Unit code: D.16
Unit credit: 6
Unit level: 6
Introduction

Your job involves delivering and organising excellent customer service. However good
the service provided, some of your customers will experience problems and you will
spot and solve other problems before your customers even know about them. This
unit is about the part of your job that involves solving immediate customer service
problems. It is also about changing systems to avoid repeated customer service
problems. Remember that some customers judge the quality of your customer service
by the way that you solve customer service problems. You can impress customers and
build customer loyalty by sorting out those problems efficiently and effectively.
Sometimes a customer service problem presents an opportunity to impress a
customer in a way that would not have been possible if everything had gone
smoothly.
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Unit 21: Promote continous improvement
Unit code: D.17

Unit credit: 7
Unit level: 7
Introduction

This unit covers the key competence of the customer service professional. You must
be dedicated to the continuous improvement of customer service and this involves
organising changes in the way customer service is delivered over and over again. You
need to identify potential changes, think through their consequences and make them
work. Above all, this unit covers the competence of organising and seeing through
change that is sustainable and is in the spirit of continuous improvement in customer
service.
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Unit 22: Help to monitor and maintain the
security of the retail unit

Unit code: E.11
Unit credit: 11
Unit level: 6
Introduction

This unit is about two aspects of your responsibility for keeping the store secure.
Firstly, it is about monitoring and maintaining the security of people, property,
premises and cash as part of your daily routine. As well as personally checking the
security of the work area and sorting out any problems you identify, you need to
make sure that staff are clear about their own responsibilities for maintaining
security and that they understand the security procedures they must follow.

The second part of the unit is about your responsibility for monitoring levels of stock,
equipment, cash and cash equivalents and identifying and investigating any losses.

It also involves drawing conclusions about how wastage and losses can be prevented
in future, taking preventive measures and training staff to help reduce wastage and
losses as far as possible.
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Unit 23: Monitor and maintain health and
safety in a retail environment

Unit code: E.18
Unit credit: 13
Unit level: 6
Introduction

This unit is about your responsibility for helping to monitor and safeguard health and
safety in your store. Firstly, it involves carrying out day-to-day monitoring, specific
regular checks and planned assessments. You need to keep written records of the
health and safety assessments you carry out. You also need to train staff to help
protect health and safety.

Secondly, the unit is about taking charge of accidents and emergencies. This includes
contacting the emergency services, setting off alarms, beginning and supervising
evacuation, and reducing further injury or damage as far as possible until specialist
help arrives.

SV030008 — Candidate Logbook — SVQ3 in Retail (Management) at SCQF Level 6 — 311
Issue 1 — January 2012 © Pearson Education Limited 2012
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