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Unit 13: 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.

SV030007 — Candidate Logbook — SVQ3 in Retail (Sales Professional) at SCQF Level 6 — 199
Issue 1 — February 2012 © Pearson Education Limited 2012
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Unit 14: Help to manage a retail team
Unit code: E.09

Unit credit: 11
Unit level: 6
Introduction

This unit is about managing a team when you are not a full-time team leader. For
example, you might lead a team responsible for a special event, sales preparation,
stocktaking or emergency situations. You are expected to manage the smooth
running of the team’s work. You need to understand and act within the limits of your
responsibility when acting as team leader, and to ask your manager for advice
whenever you need it. The unit does not require you to take responsibility for
formally developing or disciplining team members.
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Unit 15: 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.
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Unit 16: 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.

SV030007 — Candidate Logbook — SVQ3 in Retail (Sales Professional) at SCQF Level 6 — 239
Issue 1 — February 2012 © Pearson Education Limited 2012
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Unit 17: 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 18: Enable customers to apply for
credit and hire purchase facilities

Unit code: C.15
Unit credit: 12
Unit level: 6
Introduction

This unit is about three aspects of enabling customers to apply for credit and hire
purchase facilities. The first involves agreeing with the customer how much they will
pay as a deposit and working out the remaining balance including any interest.
Secondly, the unit is about explaining to customers how your store’s borrowing
facilities work. Lastly, the unit involves processing applications for credit or hire-
purchase facilities, including making any credit checks needed.
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Unit 19: 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.

SV030007 — Candidate Logbook — SVQ3 in Retail (Sales Professional) at SCQF Level 6 — 281
Issue 1 — February 2012 © Pearson Education Limited 2012
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Unit 20: 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 21:

Unit code:
Unit credit:

Unit level:

Introduction

Organise the delivery of reliable
customer service

D.13
6
6

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 22: 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.

SV030007 — Candidate Logbook — SVQ3 in Retail (Sales Professional) at SCQF Level 6 — 315
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Unit 23: 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, colleague, 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 24: 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 25: Promote continuous 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.

SV030007 — Candidate Logbook — SVQ3 in Retail (Sales Professional) at SCQF Level 6 — 357
Issue 1 — February 2012 © Pearson Education Limited 2012
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Unit 26: 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 27: Promote the store’s credit card to

customers
Unit code: C.47
Unit credit: 3
Unit level: 5

Introduction

This unit is about knowing how to encourage customers to apply for your store’s
credit card.

Credit cards are financial products and are subject to strict laws which you must
comply with at all times. You also need to understand the features and benefits of
your store’s card and explain these to customers persuasively and within the limits of
the law.

A credit card is not simply a card which offers rewards such as points or discounts,
although it may have these additional features. The difference between a credit card
and a card which is purely a loyalty card is that the customer incurs a financial debt
when using a credit card to pay for purchases. This debt must eventually be paid,
and can cost the customer extra money in the form of interest if payment is not
made in full on the due date. If the store’s card cannot be used in this way then this
unit is not suitable for you.
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Unit 28: Help customers to apply for the
store’s credit card and associated
insurance products

Unit code: C.52
Unit credit: 4
Unit level: 5
Introduction

This unit is about helping customers with the process of applying for your store’s
credit card and any associated insurance products you are authorised to offer the
customer.

Credit cards and insurance are financial products and are subject to strict laws which
you must comply with at all times.

A credit card is not simply a card which offers rewards such as points or discounts,
although it may have these additional features. The difference between a credit card
and a card which is purely a loyalty card is that the customer incurs a financial debt
when using a credit card to pay for purchases. This debt must eventually be paid,
and can cost the customer extra money in the form of interest if payment is not
made in full on the due date. If the store’s card cannot be used in this way then this
unit is not suitable for you.
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Unit 29: Provide the lingerie fitting
service in a retail environment

Unit code: C.17
Unit credit: 8
Unit level: 5
Introduction

This unit is about two aspects of the lingerie fitting service. Firstly, it is about
explaining the lingerie fitting service and finding out what type of bra the customer
needs, sometimes when the customer is unclear about their own needs. Secondly,
the unit involves carrying out the bra fitting service including measuring the
customer and helping the customer to choose suitable products.

SV030007 — Candidate Logbook — SVQ3 in Retail (Sales Professional) at SCQF Level 6 — 403
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Unit 30: Provide service to customers in
the dressing room of a retail store

Unit code: C.48
Unit credit: 1
Unit level: 5
Introduction

This unit is about your responsibility for the dressing room area. By providing a
pleasant and welcoming environment for the customer you will enhance their
shopping experience and encourage them to buy.

You are responsible for preparing the dressing room for use and monitoring it while in
use. You create sales opportunities by offering assistance and telling customers about
in-store promotions and offers. Using your customer service skills you:

e make customers feel valued
¢ help customers find the products they need.

Whilst enhancing the whole shopping experience for the customer you are also
monitoring security and minimising stock loss.

SV030007 — Candidate Logbook — SVQ3 in Retail (Sales Professional) at SCQF Level 6 — 419
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Unit 31: Process bake-off products for sale
in a retail environment

Unit code: B.10
Unit credit: 6
Unit level: 5
Introduction

This unit is about processing ready-prepared goods such as bread, pastry, biscuits and
scones, and covers two stages of the preparation process. The first involves baking
ready-prepared goods and checking their quality. The second is about following
instructions for decorating ready-prepared goods.
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Unit 32: Process greengrocery products
for sale in a retail environment

Unit code: B.12
Unit credit: 9
Unit level: 5
Introduction

This unit is about two aspects of putting greengrocery products on display in a store.
Firstly, it is about unpacking products, checking their quality and preparing them for
display. Secondly, it is about checking and rotating stock regularly so that it remains
attractive to customers. You need to show you do all this with vegetables, fruit and
salad.
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Unit 33: Finish meat products by hand in a
retail environment

Unit code: B.13
Unit credit: 9
Unit level: 5
Introduction

This unit is about three aspects of finishing meat products by hand. The first is about
checking that meat products are suitable for processing. The second is about
choosing suitable tools and preparing your work area so that you can process meat
safely and hygienically. The third aspect of the unit is about processing meat by hand
so that you get the required quantity and quality of finished products.
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Unit 34: Hand-process fish in a retail

environment
Unit code: B.31
Unit credit: 8
Unit level: 5

Introduction

This unit is about preparing fish in a retail outlet, for sale to customers. This involves
identifying and hand-processing common types of flat and round fish. Safe and
hygienic work practices are an important aspect of this unit.

SV030007 — Candidate Logbook — SVQ3 in Retail (Sales Professional) at SCQF Level 6 — 469
Issue 1 — February 2012 © Pearson Education Limited 2012
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Unit 35: Contribute to the control and
efficiency of dough production in
a retail environment

Unit code: B.32
Unit credit: 4
Unit level: 5
Introduction

This unit is about two aspects of dough production within a retail store. First, it
involves organising your own work to meet the dough production schedules you are
given. Secondly, it is about the contribution you make to improving the efficiency
and effectiveness of dough processing.

The type of dough you work with may be fermented or non-fermented. Common
types of fermented dough include those used for bread, plain and fruited buns,
Danish pastries and croissants. Common types of non-fermented dough include those
used for sweet and savoury pastries, puff pastry, scones and biscuits.
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Unit 36: Select, weigh and measure
bakery ingredients

Unit code: B.33
Unit credit: 6
Unit level: 5
Introduction

This unit is about identifying, selecting, weighing and measuring by hand a variety of
bakery ingredients, important in the processing of bakery mixtures, in a non-
automated bakery production environment.

You need to show that you can identify and select the correct ingredients, required
by a product specification or recipe. You will need to check the condition of the
ingredients, weigh or measure the correct quantities and store these in preparation
for the mixing process or later use in production. Complying with health and safety,
food safety and organisational requirements are essential features of this unit.
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Unit 37: Hand divide, mould and shape
fermented doughs

Unit code: B.34
Unit credit: 6
Unit level: 5
Introduction

This unit is about dividing, moulding and shaping fermented dough by hand in a
non-automated bakery production environment. Fermented dough processed by hand
typically may include bread, roll and stick dough, plain and fruited bun dough and
doughnuts.

You need to show that you can hand divide dough using a knife and scales, and a
manually operated dough portioning device. You will need to demonstrate hand
moulding skills, and the shaping of dough by hand and using rolling pins. Complying
with health and safety, food safety and organisational requirements are essential
features of this unit.

SV030007 — Candidate Logbook — SVQ3 in Retail (Sales Professional) at SCQF Level 6 — 503
Issue 1 — February 2012 © Pearson Education Limited 2012
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Unit 38: Promote sales of food or drink
products by offering samples to

customers
Unit code: C.49
Unit credit: 2
Unit level: 5

Introduction

This unit is about offering customers samples of food or drink products to consume
immediately, as a way of promoting sales. You need to select suitable products and
prepare and display them so they look appealing. You also need to actively
encourage customers to sample and buy products. You need to comply with food
safety requirements when preparing, displaying and disposing of product samples.
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Unit 39: Help customers to choose
delicatessen products in a retail

outlet
Unit code: C.54
Unit credit: 6
Unit level: 5

Introduction

This unit is about helping customers to choose delicatessen products in a specialist
retail outlet or on a specialist counter within a more general retail outlet such as a
supermarket or department store.

For the purposes of this unit, delicatessen products are ready-to-serve products such
as cheese, cold cooked meats and salads.

The unit involves providing information about products to help customers to make
choices, as well as spotting opportunities to recommend additional products. Where
products cannot be portioned in the way the customer requests, alternatives need to
be tactfully suggested.
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Unit 40: Portion delicatessen products in a
retail outlet to meet individual
customers’ requirements

Unit code: C.55
Unit credit: 6
Unit level: 5
Introduction

This unit is about portioning delicatessen products in a specialist retail outlet or on a
specialist counter within a more general retail outlet such as a supermarket or
department store.

For the purposes of this unit, delicatessen products are ready-to-serve products such
as cheese, cold cooked meats and salads.

The customer specifies the portion size or weight and expects the resulting portions
to be very close to the specified size or weight and to be in a presentable condition.
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Unit 41: Establish customer needs and
provide advice regarding tiling

products
Unit code: C.40
Unit credit: 6
Unit level: 5

Introduction

This unit is about finding out how customers intend to use tiles for specific tiling
projects. It involves establishing the customer’s needs and advising them on tiling
solutions which are suitable for the intended use and which will achieve the visual
effect required by the customer
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Unit 42: Advise customers upon measuring
and planning for the fixing of tiles

Unit code: C.41
Unit credit: 6
Unit level: 5
Introduction

This unit is about helping customers to buy the products they need for specific tiling
projects. This involves advising customers on how to measure the area to be tiled;
working out the quantity of tiles the customer needs to buy; telling the customer
about any additional products they will need; and working out the total price of the
products you are recommending.
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Unit 43: Advise customers upon the fixing

of tiles
Unit code: C.42
Unit credit: 6
Unit level: 5

Introduction

This unit is about promoting sales and increasing customer confidence and
satisfaction by explaining to customers how to fix tiles and helping them to choose
suitable products for this.
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Unit 44: Promote beauty products to retail

customers
Unit code: C.35
Unit credit: 10
Unit level: 5

Introduction

This unit is about two aspects of the retail sale of makeup and skincare products.
Firstly, it is about demonstrating the features and benefits of makeup and skincare
products to customers. This involves making the demonstration a pleasant experience
for the customer, maintaining safety and hygiene during the demonstration, and
gaining the customer’s interest in making a purchase. The second aspect of the unit
is about keeping accurate and up-to-date records of customers to help you provide a
more effective service to them and so that promotional mail-outs will reach the right
people and be more likely to increase sales.
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Unit 45: 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.

SV030007 — Candidate Logbook — SVQ3 in Retail (Sales Professional) at SCQF Level 6 — 581
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