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About this Guide
This Facilitator Guide is designed to enable training for the Retail Sales Associate Qualification Pack (QP). 
Each National Occupational Standard (NOS) is covered across Unit/s.

Key Learning Objectives for the specific NOS mark the beginning of the Unit/s for that NOS. 

The guide aims to build trainer capability to deliver training programs by: 

• Enabling a trainer to create conducive climate for learning 

• Creating standardization and uniformity in training content and delivery   

• Providing necessary knowledge and information on the Qualification Pack-National Occupational 
Standards for Retail Sales Associate 

• Providing learning/reference material comprising Facilitation Notes, Tips, What to Say, What to Do, 
What to Ask etc. thereby enhancing quality of training delivery

 The symbols used in this book are described below

Symbols Used

Steps Ask Explain

Elaborate Field Visit Say

Notes Objectives

Example

Do

Example

Role Play

Facilitation 
Notes

Learning 
Outcomes

Team ActivityExerciseDemonstrate

ask

SummaryActivityResources
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UNIT 1.1 - Icebreaker

UNIT
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Key Learning Outcomes 

At the end of this Module, Students will be able to:
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At the end of this unit, students will be able to: 

Say 

Resources to be Used 

UNIT 1.1: Icebreaker



4

Facilitator Guide

Say 

Notes 
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At the end of this unit, students will be able to: 

Notes 
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At the end of this unit, students will be able to: 

Ask 

Do 

Say 



7

Retail Sales Associate

Summarize 

Notes 
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At the end of this unit, students will be able to: 

Ask 

Say 

 »

 »

 »

 »

 »

Summarize 
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At the end of this unit, students will be able to: 

Resources to be Used 

Do 

Ask 

Say 

Tips 

Summarize 
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At the end of this unit, students will be able to: 

Resources to be Used 

Do 

Ask 

Elaborate 

Summarize 
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Notes 
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2.  Processing Credit 

Unit 2.1 - Overview and Need for Credit Facility

Unit 2.4 -  Legal and Company Processes for Credit Checks and  

 

RAS/N0114
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Key Learning Outcomes 

At the end of this module, students will be able to: 
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At the end of this unit, students will be able to: 

1. Explain the meaning of credit sale. 

4. Explain the disadvantages of credit facility.

Do 
Generate a discussion in the class with a scenario like this: 

Expected answers

 » item too costly

 »

Get responses from the class and steer the discussion towards the concept of credit facility. 

Say 

Salient features of credit facility include---

 »

 » pleasant shopping experience for customers

 »

 » increased turnover for the store
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Fig. 2.1 Credit Sales Done

Role Play 

supervisor

Amit

Girish

Amit

Girish

Amit

Girish

Amit

Girish-

Sales Associate
facility.
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Ask ask

sales assistant.

Elaborate 

item than what he was planning for.

Prepare slips of paper with the following statements:
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Ask ask

Ask the students from where does the store gets its supplies.  

Ask the students from where does the dealer get his supplies. 

Explain 

Credit 
Sale

Customer Dealer

Store

Manufacturer

 »

 »

 »
purchases
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 »

 »

power.

Role Play 

for your home.

immediately.

Exercise 
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Do 

Say 

customers who go away with the product without paying all the EMIs.

Elaborate 

store.

customers is very important.

cost to the company.

Notes 
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At the end of this unit, students will be able to: 

Do 
Show the graphic organizer to the class. In the light of the discussion on the disadvantages of 

It increases sales without actual receiving cash.

Rate of interest is imposed on credit allowed.

It is provided through a procedure.

Credit-worthiness of customers is considered.

customer.
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Say 

Issuing a credit card helps the store track the payments the customer is making.

the answers themselves.

 »
date of payments and also reminding the customer politely of the due date

 »

 »

 »

C
on

di
tio

ns

The rate of interest on credit facilities should be
determined on the basis of the risk of default.

Credit facilities are applicable only when
customers do not have sufficient amount

of cash to purchase the product.

Interest rates must be acceptable to consumers
depending on their unique consumption utilities.

In the initial period of providing credit facility, the
seller takes low or no payments from the

customer. However, above-average rate of
interest is charged afterwards.

Credit facilities are provided to customers
based on their credit worthiness and their

capability to repay the loan amount.

Explain 

 »
the cost is high.
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 » Credit facility is not imposed upon customer who can make a down payment. The sales 

 » Your friend asks for an urgent loan of 2lakhs for a medical emergency. You want to help 

 »

 »

 »
does not return the money as per the agreed terms.

 »

Exercise 

c. Your personality

a. missing a car payment

c. Your change of address

a. the amount of loan you have

c. your payment history

1. a 2. c 3. a 4. c 5. c
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At the end of this unit, students will be able to: 

2. Explain the company or store criteria for selling goods on credit. 

3. Explain the way payments are made for goods sold on credit.

Say 

she purchases the product.

Explain 

The Customer
I lend money for easy purchase.

The law helps me in recovering my losses if payments are not made.

I use ethical methods in recovering my cost.



25

Retail Sales Associate

The Law

I protect the customer from harsh treatment.

I protect the Retail Store from incurring losses due to non-payments.

Say 

 »

 »

 »

 »
arise.

 »

 »

 »

 »
credit repossession in the Credit Contracts and Consumer Finance Act.

 »
terms. 

to get the words.

C I

F P E

D L

Clues:
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Answers

Notes 
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At the end of this unit, students will be able to: 

Do 

store. 

Elaborate 

 » Type of credit scheme

 »

 »

extensions.

 » Penalty interest

 »

 »

 »

 »

 »

 »

 » Regarding relevant documents needed for availing the scheme:
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 »

Resources

Processing credit sale

Customers

Say 

A Sales Associate should 

 » Learn the details of all the credit schemes running in the store.

 »

 »

 »

 » Facilitate the process within the framework of the company guidelines.

 »

 »

 »

 »

 »

 »

 »
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Exercise 
You must know the terms associated with credit sales. Match the words on Column A with their 

A
1. Collateral

date.

standing with the lender.
3. Late Fee: 
4. Co-signer d.  An asset of value that lenders can take from one if they do not repay 

as promised.
5. Minimum Payment

Answers
A
1. Collateral d

e
3. Late Fee: a
4. Co-signer c
5. Minimum Payment

Explain 

 » that the customer is who he says he is

 » has the income he says he has

 »

 » has the capacity to repay

 » has a record of paying his dues



Facilitator Guide

the store manager to give on the spot approval to any customer who is a government employee and 

Notes 
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At the end of this unit, students will be able to: 

Say 

credit sale scheme.

regarding their other loans and their employer.

Exercise 

Answer
c 
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Say 

Overview and Need for Credit Facility 

Let the teams choose their own team leader. Each team leader will present the main points of the 

may do so.

Resources

1 hour
computer
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Notes 
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3.  Securing Stores 
Unit 3.1 - Security Risks and their Types

Unit 3.2 -  Role, Authority and Responsibility of Employees in Handling 
Security Risks

Security Risks

Unit 3.5 -  Following Company Security Policy and Procedures

RAS/N0120
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Key Learning Outcomes 

At the end of this module, students will be able to: 

3. Explain the procedures and techniques for personal safety and avoiding security risk.

4. Describe the company policies and procedures for maintaining security during work and 

6. Understand how to report security risks to the concerned person.

7. Acquaint oneself with the procedures and techniques for personal safety from security risk.

8. Familiarise oneself with company policies and procedures for maintaining security duringwork 
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At the end of this unit, students will be able to: 

1. Explain the meaning of security risks.

Say 
Retail store security risk is a chance that could actually result in harm to the retail stores interms 
of money, products and goodwill of the store.

The retail store business is vulnerable to several risks that should addressed in order to 

A regular analysis of security risks is needed by the retail stores in order to minimise the risks 
associated with them.

Do 
Explain to the students the need and purpose of secure shopping environment to customers.

Call a volunteer to write the points on the white board.

Ask students to share at least one point for types of security risks and let it be noted down 
onthe board by a volunteer.

Show some slides to students pertaining to images of types of security risks and let themrecognise 
one by one the type risks.

Demonstrate 
Explain the steps that should be taken in case of any kind of risks caused to retail store. The 

Calling the police as soon as possible.

Avoidance of touching or disturbing the area of crime.
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Helping customers escape from the store premises.

Role Play 
Make students to do a Role-play to understand how security risks can be reduced.

Mr. A- Store Manager

Mr. B- Stocker

Mr. D- Sales Associate 1

Mr. E- Sales Associate 2

Mr. F- Sales Associate 3

Mr. A asks Mr. B to present the report and merchandise record of previousmonth. On verifying the 

numbering and tagging of each and every merchandise in the store. Mr. E isgiven the responsibility 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 
1. Discover the role of employees in handling security risks.
2. Employ authority of employees in handling security risks.

4. Explain ways of handling irritated and abusive customers.

Do 

Say 
Strong internal controls are an important component in helping Retail Store Businesses 

Employees play a very important role in handling security risks, as they are the ones who 

 »

 »

 »

Tips  

 » Acknowledging each and every customer

 » Let the customers know that someone is there for their assistance

UNIT 3.2:  Role, Authority and Responsibility of Employees in 
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Do 

 »

 » Abusive customers

Do 

statement belongs to category. Write the correct alphabet in the space next to each statement.

Category List

C. Prevent robbery

Statements

Seem nervous or avoid eye contact

Be friendly and polite to all customers ask whether they need help

If you see something suspicious call the police

If someone suspicious is standing in line ask the previous customer 
“Are you together?”

Wander around the store without buying anything

Keep the store neat and clean

Keep looking around or watching you

as they enter the store

Greet and acknowledge anyone who enters the store
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If someone looks suspicious make friendly eye contact with him or 
her

Keep the store clean and orderly

The customer will usually turn around and look at the other person 

Keep the store well lit

Handle cash carefully and keep the amount of cash in registers to a 
minimum

Time Resources

Handling Security Risks 30 minutes Pen, paper

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

1. Describe the policies for handling security risks.

2. Explain the procedure for handling security risks.

3. List the points to be included in policies for handling security risks.

Say 
Security risks handling policies and procedures provide the framework within which a retailstore 
deals with its security risks issues.

A clear policy framework means there will be fewer misunderstandings or debates about what 

handling security issues and making decisions.

Good procedures actually allow managers to control events in advance and prevent them 
selves and employees from making costly mistakes.

Elaborate 

talk about the restricted access areas and locked door which is clearly signed, to avoid any excuse 
for accidental entry, the way to handle expensive/desirable stock, ensure cleanliness and displayr 
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Summarize 
Summarize the importance and need of risk handling policies and procedures.

Summarize the points that must be considered while framing policies related torisk handling 
policies and procedures.

Field Visit 
Ask the students to visit nearby retail stores.

Direct them to carry a notebook and pen with them.

Ask them to analyse and note the security risk handling arrangement of stores and instruct 
them to make a note  of this.

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

4. Understand how to handle security problems.

Do 

Call volunteers to explain what should be done if any security risk detected at an early stage 
and in case a security problem occurs suddenly.

ask

Tips 
Security risks should be reported to either the security in-charge or store manager.

The personnel responsible for maintaining security in a retail store is security in-charge.

He/she is authorised and responsible for taking decisions regarding the security issues of the 

Explain 
Make students understand about what has to be done in case a security problem occurs 
suddenly.

 »

 » Inform the guard about the security risk.

 » Ask the guard to handle the problem.

 »
the issue.
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At the end of this unit, students will be able to: 

1. Discover the process and technique for personal safety from security risks.

2. Describe company policies and procedures for maintaining security during work.

Give the students a brief overview of what all will be covered in the unit.

You could ask the students about their learning at the end unit.

3.5.1  Procedures and Techniques for Personal Safety from 

Explain 
Make students understand about the need and importance of personal safety of employees.

The procedures and techniques for personal safety of employees must be a bunch of the 

 » Be alert to people in the store

 » In case of any threat, buzz the alarm system

 » Employee areas should have limited access

 »

 » Call the police in case of crime or suspicion of crime

 » Never touch or disturb the area of crime

 » Customers should be directed to leave the premises

 »

UNIT 3.5: Following Company Security Policy and Procedures
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3.5.2  Company Policies and Procedures for Maintaining 

Do 
Explain the general procedures that an employee should follow during working hours to 
minimise security risks.

Explain the importance of following such procedures.

3.5.3  Company Policies and Procedures for Maintaining 

Do 
Explain the general procedures that an employee should follow while closing the store to 
minimise security risks.

Explain the importance of following such procedures.

security maintenance during breaks.

 »
the washroom and trial rooms when the store gets closed.

 »

 »
before closing the store

Time Resources

Following Company Security 
Policy and Procedures

1 hour Classroom, retail lab

Summarize 
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Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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4.  Maintaining Health and 
Safety  

Unit 4.1 - Health, Safety, and Security Plans and Procedures

RAS/N0122
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Key Learning Outcomes 

At the end of this module, students will be able to: 
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4.1.1: Role of Health and Safety at Work Place

Ask 

Say 

Explain 

Ask 

Say 

Explain 

UNIT 4.1: Health, Safety, and Security Plans and Procedures
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 »

 »

 »

 » Less no of the experts

 »

Ask 

Say 

Demonstrate 

Steps 

1

2

3

4
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4.1.4: Threat to Workers and Workplace

Ask 

retail store.

Say 

Explain 

 

Accident 

Stress

Fig. 4.1 Possible Risks at Workplace
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4.1.5:  Disadvantages of Not Following Health and Safety 
Plan in a Retail Store

Ask 

Say 

Do 

Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

Ask 

Say 

Health and Safety.

4.2.2: Understanding Hazards

Ask 

Say 

 » Health of a person

 » Life of a person

 » Property

 » Asset

 »
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Explain 

Fig. 4.2 Categories of Hazards

Physical

Biological Hazards:

Physical Hazards:

Ergonomic Hazards:

Exercise 

4.2.3: Handling Hazardous Substances Safely on Your Own

Ask 

Say 

Explain 

 »

 »
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 »

 »

 » Safety Shoes

 »

Field Visit 

Authorized Person

Ask 

Explain 

 »

 » Telephonic

 »

 »

Elaborate 

 »

 »

 »

 »

 »

 »
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Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

4.3.1:  Understanding Possible Health and Safety Threats at 
Workplace

Ask 

Explain 

and Safety.

4.3.2:  Parameters that Help to Reduce Breaches in Safety, 
Security and Health

Ask 

Say 

 »

 »

 »
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 »

 »

 »

4.3.3: Policies to Dispose Hazardous Substances

Ask 

in India

Do 

Say 
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4.3.5: Knowledge of Safety Gears

Ask 

Explain 

Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

4.4.1: Understanding First Aid and Medical Emergency Plan

Ask 

Say 

Explain 

UNIT 4.4: First Aid and Emergency Medical Plan
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Fig. 4.3 Good Medical Emergency Plan

Plan

First Aiders

4.4.2: Knowledge of Emergency Medicines

Ask 

Explain 

Fig. 4.4 First Aid Medicines

Sterile 
Saline

First Aid 
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Say 
•	 Be	careful	if	you	are	going	to	provide	any	oral	medicine.	

•	 Check	 the	 expiry	 date	 of	 the	 medicine	 and	 be	 informed	 about	 the	 conditions	 in	 which	 a	
particular	medicine	is	required	to	be	avoided.

4.4.3: Knowledge of Providing First Aid

Say 
•	 Providing	first	aid	 is	 the	 initial	and	 the	most	 important	 step	 in	 case	of	an	 injury	or	medical	

emergency.

Explain 
Explain	the	do’s	and	don’ts	of	first	aid.

Assurance	
of	

Immediate	
Help

Wash	burns	
&	wounds	
with	sterile	

wipes

Raising	
victim’s	feet	
if	bleeding	
is	in	lower	

body
Raising	the	
victim’s	head	
if	bleeding	
is	in	upper	

body

Using	Direct	
Pressure	
to	Stop	
Bleeding

Keep	an	Eye	
on	Victim’s	
Condition

Do’s

Fig 4.5 Do’s of First Aid
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Fig. 4.6 Don’ts of First Aid

Role Play 
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Explain 

Provided at Workplace

Say 

carefully.

Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

4.5.1: Understanding an Emergency Plan

Ask 

Say 
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Time Resources

Pen, paper

Explain 

4.5.3: Knowledge of Emergency Exit

Ask 

Say 

etc.

Say 

Explain 



69

Retail Sales Associate

4. Use exit stairs 

Say 

Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

4.6.1: Making a Safer Work Environment

Ask 

Say 

Do 

of accidents

4.6.2: Measures to Enhance Employee Health

Say 

UNIT 4.6: Making Work Environment Safe
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Explain 

issues, concerns.

Importance

4.6.3: Upgrading Safety Tools

Say 

Say 
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Do 

Explain 

drills.

Inappropriate 

Role of 

people

exits

escape 
routes
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Ask 

Say 

Do 

Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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RAS/N0122
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Key Learning Outcomes 

At the end of this module, students will be able to: 
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At the end of this unit, students will be able to: 

Say 

 »
 »
 »
 »
 »

 »
 »
 »

Explain 

Fig. 5.1 Types of Demos

Products
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Say 

.

Elaborate 

Spread awareness about a newly launched product

Spread awareness about the new version of an existing product

Attract customers

Increase sales

Summarize 
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At the end of this unit, students will be able to: 

Ask 

Say 

Explain 

Booth should be set up 
well in time

Table and chairs 
should be arranged, if 

required

Banners regarding the 
demonstration should 

be put

products should be 
displayed properly

All the required 
products, equipment, 
and props should be 

kept in place

Safety and security 
equipment should be 

taken care of

ment should be made

and projector should be 
set up and checked
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Field Visit 

Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

5.3.1: Prior Knowledge Required

Ask 

Explain 

Complete product knowledge

Information about price and discounts

Knowledge about warranty and replacement criteria

Idea about hazards associated with the products

Skills to operate and showcase a product
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Example 
Example

Product features

environment.
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Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

Ask 

Do 

Role Play 
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Say 

Time Resources

Replacement

Ask 

Say 

Duration of 
warranty and 
replacement

Terms and 
conditions
associated

Warranty
Card

Contact
details of        

the service     
centers

       
     

Insurance
schemes, if

required

Additional
charges, if any c

Product

Do 
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Do 

Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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6.  Helping Customers Choose 
Right Products

Queries

RAS/NO126
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Key Learning Outcomes 

At the end of this module, students will be able to:
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At the end of this unit, students will be able to: 

Ask ask

Say 

Possess proper
product knowledge

Understand the
needs of customers

Handle customer
queries and

objections skillfully

Build rapport with
them to earn their

trust

Explain the features
and benefits of the

product to the
customers

 
Customers to Promote Sales and Goodwill
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Do 

Features
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Customers

Do 

Role Play 
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Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________



96

Facilitator Guide

Customer Queries

Say 
To c

Field Visit 
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Do 

Say 

 » Step 1:

 » Step 2:

 » Step 3:

 » Step 4:

Do 
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Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

_______________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

_______________________________________________________________________________

________________________________________________________________________________
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of Products

Ask ask

Say 

Do 
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Field Visit 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________ 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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Ask ask

Say 

 »

 »

 »

 »

 »

 »

 »
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Say 

Do 

Do 

Do 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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Say 

Do 

Say 
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Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________ 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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Ask ask

Say 

legal in nature. 

Do 

Goods
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Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________ 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________ 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________ 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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7.  Overview of Product Sales 
Specialist
Unit 7.1 -  Informing Customers about Specialist Products: Features and  

Unit 7.2 - Displaying Products of Customer’s Interest 

Queries

RAS/NO127
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Key Learning Outcomes 

At the end of this module, students will be able to:

1. Explain specialist products

2. List the advantages of specialist products

5. Describe customer care
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At the end of this unit, students will be able to: 

1. Describe the meaning of specialist products.

3. List advantages of specialist products over other products.

Ask ask

Say 
A business product is used to manufacture other goods or services to resell, while a consumer 

understanding the need and psychology of customers.

Elaborate 

products, and specialist products. 

Unlike the other two categories, specialist products are either consumer-based products having 

basis. 

These products are not easily available everywhere and require special skills in their designing 
and manufacturing. 

UNIT 7.1:  Informing Customers about Specialist Products: 
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Say 

dark gourmet chocolate to the exclusion of all other types of candy.

brand to obscure beers from small-town breweries.

Elaborate 
When a consumer seeks out a product based on brand, they might be looking for designer label 
clothing or expensive Italian sports cars. Consumers loyal to these brands are willing to pay a 

piece of clothing that best matches their criteria at the lowest price.

purchase might correspond to when they can actually get a fair price. For example, if all you want 

of the product.

Do 
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Products

Do 

Summarize 
Summarize the safety and security of the shop.

Summarize the return policies.

Summarize the legal rights of customers while returning goods.

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________ 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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UNIT 7.2: Displaying Products of Customer’s Interest

At the end of this unit, students will be able to: 

interest.

4. Make themselves aware of the need of helping customers during the purchase of a product.

According to the Customer’s Interest

Say 

are what the customers are looking for in their products.

Do 

Explain the topic in detail

Do 
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Do 

Explain the topic in detail

Do 

Summarize 
Summarize the safety and security of the shop.

Summarize the return policies.

Summarize the legal rights of customers while returning goods.

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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Customer Queries

At the end of this unit, students will be able to: 

3. Describe why a sales associate needs to be well informed about the product.

4. Make themselves familiar with employees’ behaviour while responding to customer queries.

Ask ask

selling a product.

to customers. 

Say 

Therefore, it is important for a sales associate at a store to provide precise, correct, and relevant 

Do 
Explain the example about talking with customers politely to promote sales and helping the 

Role Play 
Ask two volunteers to come forward.
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Ask ask

Elaborate 

Know your products.

the customer is asking.

Take notes

is being asked or what needs to be resolved.

Summarize 
Summarize the product knowledge and handling customer queries.



118

Facilitator Guide

At the end of this unit, students will be able to: 

Say 

to sell.

Do 

guide.

Ask a volunteer to come forward.

Specialized Products

Do 
Explain the importance of knowing the product thoroughly while selling specialized products.

products.

You may give examples of selling a high-end watch or a high-end car.
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Say 

leave the product unexplained either. 

other customers do not feel neglected. 

experience.

Elaborate 

Your demos should be 15 minutes or less. Most of them think that it is not possible to give a good 
demo in 15 minutes, and so most demos are way too long.

The reason for this is that they are confused with product demos with product training. In fact 
product demo is not same as product training.

to teach about product.

Summarize 
Summarize the importance of product knowledge while selling specialized products.
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At the end of this unit, students will be able to: 

Say 
Employees should follow customer service policies of company while dealing with customers 

Explain 
Explain that:

The policies lay down certain legal norms and safety standards that retail stores have to 

These norms and standards are communicated to all the employees of the retail store, and 
they are legally bound to abide by them.

Other People

Say 

in any way.

The sales associate should ensure that 
 » Low but audible volume of voice is maintained
 »
 » There is minimal use of hand and facial gestures
 »
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Do 

Field Visit 

Say 

nearby to some kids related place such as children’s clothing or toy stores. This will simply 

Do 

Be prepared
for the

failure of
the product

Be confident
and ready

for
demonstration

Safe and
Effective

Demonstrations

Be ready for
counter

questions
from

customers

Make sure
to always
take the
required

precautions

Check the
technical
people

availability if
problem
occurs
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Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

Say 

measures:

Ensure there are adequate signs to guide the customers and warn
them about possible dangers or risks associated with the product or
its demonstration.

Ensure that availability of trained staff in case of an emergency.

Ensure that customers have taken all necessary precautions.

Ensure that safety equipment such as fire extinguishers or
emergency exits, are available.

Check the product before the demonstration to make sure it is
working properly

 

Divide the class into groups of 4 
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Ask the groups to explain how the listed  safety measures will help perform product 

Time Resources 

1 hour Pen, Paper

Say 

The sales associate should ensure the safety and security of the customers during 

Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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8. Maximising Sales

RAS/NO128
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Key Learning Outcomes 

At the end of this module, students will be able to: 
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At the end of this unit, students will be able to: 

Ask ask

Say 

Elaborate 

Coupons
 »
 »

Contests 
 »
 »

 »

 »
 »

Samples
 »
 »
 »
 »
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 »
 »
 »  

Explain 

S. No.

1.

2.

3.

4.

5.

eat

Explain 

Summarize 
S
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At the end of this unit, students will be able to: 

Say 

Resources
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Field Visit 

8.2.3

Say 

Summarize 
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At the end of this unit, students will be able to: 

Say 

Comparing the features and 

that of other products of the 
same category

Emphasising the unique 
quality or feature of the 

product

Telling the customer about 
special offer, such as 

discounts and free gifts on 
the product

Example 
Example

Feature: 
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Resources

Say 

Should have complete knowledge about the promotion

Should be able to clearly communicate the terms and 
conditions of the promotion to the customers

Should be able to handle the customer queries effectively 
and politely

Should be able to persuade the customers to buy the product 
willingly instead of forcing them to purchase it

Say 
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Providing them 
free samples of 
the product in 

case of a product 
demonstration

Enabling them to 
use the product on 

a trial basis, such as 
test drives in case of 

automobiles

Providing the 
product at a lower 

rate or on discounts’ 
or as a free gift with 

other products

Making the 
customer realise 

the product by 

hidden requirements

Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

Say 

 »
 »
 »
 »

Explain 

Monitor the sales of the promoted products on a daily basis

Examine the feedback and responses of the customers towards the 
promotion and promoted product

Compare the sales of the product before and after its promotion

Determine the percentage increase in the sales of the product
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Ask ask

Exercise 

Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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9.  Personalised and Post-Sales 
Service Support
Unit 9.1 - Preparing for Customer Visits

Unit 9.2 - Providing Personalised Service to Customers

RAS/NO129
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Key Learning Outcomes 

At the end of this module, students will be able to: 
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At the end of this unit, students will be able to: 

Say 

personal 
Let customers 

Give 
customers 
a reason to Provide  

deals to 
customers

Understand 
customer
preferences

Elaborate 

UNIT 9.1: Preparing for Customer Visits
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Personal selling + / –

Advantage Disadvantage

Message is customised
Expensive

Persuasive impact

Do 

the Company

Do 

Say 

 »

 »

 »

 »

 »

 »
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Do 

Time Resources

Preparing for customer visits 

Say 

Do 

customer visit.

Summarize 
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At the end of this unit, students will be able to: 

Say 

Time Resources

-
dures to contact customers

UNIT 9.2: Providing Personalised Service to Customers
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Say 

 » Manage Customer Experience

 »

 » Perform as Promised

 »

 »

 »

 »

 »

Do 

Say 

 »

 »

 »

 »

 »

 »

 »
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Do 

Role Play 

Say 

Elaborate 

Do 

Do 
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Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

Personalised Service

Say 

 »

 »

 »

 »

Say 

Do 
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Role Play 

Products

Do 

Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

Say 

Do 

Client Records

Say 

Do 
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Explain 

Skill Component Time Resources

Do 

Summarize 
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At the end of this unit, students will be able to: 

Do 

Say 

Elaborate 

1. Always make a Promise which is Possible:

2. List down the promises if unable to remember:

3. Develop and maintain system for keeping promises:

too.
4. Opt for a due date promise rather than open ended one:

 

Role Play 
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with Clients

Say 

 »

 »

Explain 

Do 

needs.

Clients

Do 

Exercise 
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Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

_______________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

_______________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

_______________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

_______________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

_______________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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Ask 
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-
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 »

 »

 »
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 »

 »

 »

 »

 »
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 »

 »

 »

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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Ask 

 »

 »

 »

 »
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 »

 »

 »

 »
in.

 »

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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 »

 »

 »

 »

 »

 »
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 »

 »

 »

 »

 »

 »

 »

Ask 
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 »

 »

 »

 »

 »
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Ask 

-
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Retail Sales Associate
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________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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11.  Resolving Customer 
Concerns

RAS/NO132
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Key Learning Outcomes 

At the end of this module, students will be able to: 
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At the end of this unit, students will be able to: 

Example 
Example

Steps: Listen to Customers 
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Do 

Do 
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Say 

Do 

Summarize 
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At the end of this unit, students will be able to:

Say 

 »

 »

 »

Do 

Customer

Say 

Field Visit 

Summarize 
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At the end of this unit, students will be able to: 

Ask 

Say 

Agreed upon with Your Customer

Ask 

Do 
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Say 

Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

Solving are Kept

Do 
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Say 

Explain 

Summarize 
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At the end of this unit, students will be able to: 

Appropriate Authority

Ask 

Say 

Say 
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before they Occur

Say 

Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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12.  Organising Service 
Delivery
UNIT 12.1 - Planning Customer Service Delivery

UNIT 12.2 - Organising Reliable Customer Service

Delivery

Servicee

RAS/NO133
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Key Learning Outcomes 

At the end of this Module, Students will be able to:
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At the end of this unit, students will be able to: 

12.1.1 Overview of Customer Service Delivery

Say 

Do 

12.1.2  Planning, Preparing and Organising Prerequisites of 
Service Delivery

Do 

are about to customers.

UNIT 12.1: Planning Customer Service Delivery
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Exercise 

Groups Feedback

Group A Group B Group C

customers

Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

12.2.1 Responding to Customer Feedback

Say 

or not.

Do 

Elaborate 

Do 

UNIT 12.2: Organising Reliable Customer Service
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Field Visit 

Answer

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

Service

Do 

Say 

Explain 

. 

Say 

Do 

Service Delivery
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Time Resources

Pen, paper

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

12.4.1  Maintaining Service Delivery during Busy and Quiet 
Periods

Say 

Do 

Explain 

UNIT 12.4: Maintaining and Controlling Customer Service 
Delivery
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12.4.2 Reorganising Work to Handle Unexpected Workload

Say 

Do 
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Service

Do 

service.

Welcoming Answering Resolving

The sales

out frequent

their names to
show that he/she cares
for them

The sales
associate can

customer service

customer

queries.

The sales 

give accurate
replies to
customer queries

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

Do 

Elaborate 

UNIT 12.5: Using Recording Systems to Maintain Reliable 
Customer Service
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Say 

system.

Time Resources

1 hour

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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Key Learning Outcomes 
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Do 

Ask 

Customers
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Ask 

Role Play 

Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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Ask 

Ask 
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Time Resources

Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________ 

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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Ask 

Do 

Role Play 

Ask 

Say 

 »
 »
 »



214

Facilitator Guide

Ask 

Say 

Do 

Say 

Role Play 

Summarize 
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Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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14.  Monitoring and Solving 
Customer Service Issues

Procedure and System

Unit 14.2 - Solving Customer Service Problems

Unit 14.4 - Resolving Repeated Customer Service Problems

Unit 14.5 -  Monitoring Changes and Analysing the Impact of Successfully 
Resolved Customer Service Problems

RAS/NO135
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Key Learning Outcomes 

At the end of this module, students will be able to: 
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At the end of this unit, students will be able to: 

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

Systems for Dealing with Customer Service 

Ask 

Explain 

.

Customers feel that complaining about a problem is a waste of time as  
it will take a long time to get the solution for the complaint.

Customers try to complain but there is no proper procedure for 
recording and resolving the complaint in the retail store.

want to complain about the poor customer service.
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Elaborate on some of the points that should be included in these policies, procedures, and systems:

Make it easy for the customer to report his/her complaints

-
tomer and organisation get through these complaints

Delegate the responsibilities of resolving customer complaints among the retail 
store staff

State the detailed procedure for recording and solving complaints

Establish timelines for complaint handling and keeping customers informed

List the acceptable ways to resolve complaints

Say 
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Say 

Analysing each solution

Determining how each solution can 
be implemented

Identifying what will be the cost 
incurred in this implementation, and 

this solution

Field Visit 

customer service problems.

Summarize 

service problems

customers 

Summarize the importance of authority in solving customer service problems
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At the end of this unit, students will be able to: 

Explain 
Explain the steps of solving a customer service problem by a sales associate.

Steps: Solving a problem by a sales associate 

 Involve the customer in the problem-
solving process

 

 Discuss the merits and demerits of  

customer).
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Say 

Do 

Say 

 
by them.

Summarize 

their problems.

and procedures.

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

Ask 

Explain 
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Steps Taken

Say 

Summarize 

Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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At the end of this unit, students will be able to: 

problem.

Explain 

Resources to be Used 
Computers and Internet

4. Debrief.

Time Recourses

a repeated customer service 
problems

1 hour Computer System 
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Explain 

customer service problem

 

Determine the root cause of the problem so that the problem can be prevented in future

 

the retail store or not

other retail stores dealing in the same product category 
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Do 

Explain the example in detail.

Summarize 

customer

service problem
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At the end of this unit, students will be able to: 

implemented.

Do 

implemented

Ask the customers what type of
problem they are facing and

what type of solutions they are
getting from the sales 

associates

Ask the colleagues whether they 
have faced the same type of 

problem again and what type of 
solution they have provided to 

solve such a problem

UNIT 14.5: Monitoring Changes and Analysing the Impact of 
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Say 

Do 

Summarize 

systems

Implemented properly

customer
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Notes 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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Do 
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Do 

Do 
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Do 

 »
 »
 »

 »

Do 
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________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________ 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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.
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________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________ 
________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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Do 

Do 

Maintain a reasonable physical distance

Always wish your colleague

Talk in soft but formal language

Speak clearly to convey correct information

Listen to your colleague with patience

Do not talk about any personal issues unless you know him well

Do not touch the person if you do not share a rapport with him
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Do 

 

Do 
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Share at Meetings

Speak Politely

Be Supportive

Collaborate

Be Appreciative

Share your knowledge and proficiency with your
colleagues

Speak in a soft language with your colleagues

Show concern and always help your colleagues

Ask your colleagues to work in collaboration within
a team

Appreciate your colleagues for their productivity

Do 

�

Treat
everybody at your

work place with
courtesy, kindness,

and politeness

Take the
feedback of
your seniors

positively

Do not
criticise any
colleague
over little

things

Do not force
your decision

on other
colleagues

Let others
express their
ideas freely
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Do 

Effective
listening to
colleagues

Make work
fun and

rewarding

Adhere to
company’s
policies and

rules

Recognise
the contribution

of your team
members

Be
accountable
for your work

Offer
emotional
support
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Provides a better understanding of
problems

Helps in earning respect of
colleagues

Gives an impression of commitment
and good character

Enhances the prospect of
career growth

Shows professionalism

Develops loyalty and trust
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Do 

Do 

All team members are
willing to share their
ideas and concepts

All team members have
adequate information

for sharing

All team members are
capable of taking

decisions
independently
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Do 

Departmental
Meetings

Internet Bulletins Stat Sheets

It is one of the
most effective
medium for
sharing
information
with
colleagues. In
departmental
meetings, all
participants
get equal
chance to
share their
ideas and
address the
issues related
to a business
process.

It is another
very effective
communication
tool that helps
employees to
share work-
related
information
very easily
and quickly.

Written
notices and
bulletins are
good tools for
informing the
employees
regarding any
changes in the
business
process or
rules and
policies of
the organisation.

This
communication
is mainly used
in the accounts
department
of any
organisation
for sharing
finance, quality
and other
significant
reports.

I
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Practising standard ethics in the
organisation

Giving greatest importance to the
client’s interest

Delivering high quality of work to
the clients

Presenting rewards for delivering
targets on time

Resolving inter-personal issues on
priority basis

Do 
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Lack of
communication

Inflexible
reporting
structure

Reasons

Poor team
coordination

Unclear
project plan

Undefined
objectives

Do 
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Do 
explain the topic

Do 
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Do 
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________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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Do 

 »
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 »

 »

 »
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Do 

Do 

Maintain the requirement specification

Validate the requirement specification

Write down requirement specification

Gather important information related to the project

Do 
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Note down the 
requirements clearly 

during brief

Clear any doubt with
the project manager 
before starting the

task

In-depth study of the
requirement 

Check whether the
requirements have  
been met before 

submitting the task

Maintain a checklist
of requirements 

while performing the
the task

Do 

Work
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Do 

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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Do 

Do 

Helps in the learning process of employees

Information flow helps in understanding the exact
objective of work

Helps in completing assignments quickly

Makes work fun and improves employee morale
and productivity

Builds team work
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Do 

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________

________________________________________________________________________________
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ask

Do 

Do 
Explain
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ask

Do 
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Do 



272

















































































































































































































































Facilitator Guide

392



19. Annexures
Annexure I  : Training Delivery Plan

Annexure II : Assessment Criteria

Sk II India -- ..... -

~ RASel 
~ - ~ Ret/lilers AU()(;ali~rl's -' If\.. \ 5~iII Council of Ind'" 



394

Facilitator Guide

Annexure I
Training Delivery Plan

Training Delivery Plan

Program Name Sales Associate

Qualification Pack Name & 
Ref. ID

Sales Associate - RAS / Q0104

Version No. 1.0 Version Update Date 27/06/16

Pre-requisites to 
Training (if any) Class 10th Pass 0-2 years in a similar position (not mandatory)

Training Outcomes By the end of this program, the participants will be able to:

1. Process credit applications for purchases

2. Help to keep the store secure

3. Help maintain healthy and safety

4. Demonstrate products to customers

5. Help customers to choose right products

6. Provide specialist support to customers and facilitating purchases

7. Maximise sales of goods & services

8. Provide personalised sales & post-sales service support 

9. Create a positive image of self & organisation in the customers mind

10. Resolve customer concerns

11. Organise the delivery of reliable service

12. Improve customer relationship 

13. Monitor and solve service concerns

14. Promote continuous improvement in service

15. Work effectively in your team

16. Work effectively in your organisation
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Sl. 
No

Module Name Session 
Name

Session 
Objectives

NOS 
Reference

Methodology Training Tools/Aids Duration

1. Introduction Icebreaker • Introduce each other

• Build rapport with 
fellow students and 
the facilitator

NA Group Activity Available objects 
such as paper, pencil, 
etc.

1 hour

2. Retail Sector Types of 
organisations 
and job roles

• Overview of Retail 
Industry in India

• Overview of Sales 
Associate

• Career Progression 
of a Sales Associate

NA Facilitator-led 
discussion, 
videos

White board/ 
Marker/ Powerpoint/

Videos,  Laptop

2 hours

3. Process credit 
applications for 
purchases

Overview and 
Need for Credit 
Facility

• Discuss the meaning 
of credit sale

• Identify the need of 
credit facility

• List the advantages 
of offering credit 
facility

• Explain the 
disadvantages of 
credit facility

RAS/ NO114

PC1

Facilitation 
with PPT, 
Videos, Trainer 
led classroom 
discussion

White board, Marker, 
Overhead projector, 
Laptop, Internet 
access

0.5 hour

Overview and 
Need for Credit 
Facility: Skill 
Practice

• Discuss the meaning 
of credit sale

• Identify the need of 
credit facility

• List the advantages 
of offering credit 
facility

• Explain the 
disadvantages of 
credit facility

RAS/ NO114

PC1

Role play 4 hours

Characteristics 
and Conditions 
of Credit Facility

• Identify various 
features of credit 
facility

• Appreciate the role 
of credit facility in 
meeting customer 
needs

• List various 
conditions applicable 
for credit facility

RAS/ NO114

PC2, PC3, 
KA1, KB1

Facilitation 
with PPT, 
Videos, Trainer 
led classroom 
discussion

White board, Marker, 
Overhead projector, 
Laptop, Internet 
access

1.5 hour

Legal and 
Company 
Criteria for 
Providing Credit 
Facilities

• Understand the need 
of legal obligations 
for providing credit 
facilities

• Explain the company 
or store criteria for 
selling goods on 
credit

• Explain the way 
payments are for 
goods sold on credit

RAS/ NO114

PC4, KA2

Facilitation 
with PPT, 
Videos, Trainer 
led classroom 
discussion

White board, Marker, 
Overhead projector, 
Laptop, Internet 
access

1 hour

Legal and 
Company 
Criteria for 
Providing Credit 
Facilities: Skill 
Practice

• Understand the need 
of legal obligations 
for providing credit 
facilities

• Explain the company 
or store criteria for 
selling goods on 
credit

• Explain the way 
payments are for 
goods sold on credit

RAS/ NO114

PC4, KA2

Activity White board, Marker 0.5 hours
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Legal and 
Company 
Processes 
for Credit 
Checks and 
Authorisation

• Explain the factors to 
be considered while 
evaluating a credit-
seeking customer

• Describe credit 
checks and 
authorisation 
process

• List documents 
required for credit 
facility application

• Understand points 
that need to be 
considered while 
filling up a credit 
facility application 
form

RAS/ NO114

PC5, KA3

Facilitation 
with PPT, 
Videos, Trainer 
led classroom 
discussion

White board, Marker, 
Overhead projector, 
Laptop, Internet 
access

1.5 hour

Legal and 
Company 
Criteria for 
Providing Credit 
Facilities: Skill 
Practice

• Explain the factors to 
be considered while 
evaluating a credit-
seeking customer

• Describe credit 
checks and 
authorisation 
process

• List documents 
required for credit 
facility application

• Understand points 
that need to be 
considered while 
filling up a credit 
facility application 
form

RAS/ NO114

PC5, KA3

Team Activity Pen, pencil, sample 
credit application 
form

0.5 hours

Prompt Solution 
to Problems 
in Processing 
Credit 
Application 
Forms

• Identify completely 
filled credit 
application forms

• Learn whom to 
approach in case 
of difficulties in 
processing the forms

• Describe the process 
of carrying out 
credit checks and 
authorisation

RAS/ NO114

PC6, KA4

Facilitation 
with PPT, 
Videos, Trainer 
led classroom 
discussion

White board, Marker, 
Overhead projector, 
Laptop, Internet 
access

1.5 hour

Prompt Solution 
to Problems 
in Processing 
Credit 
Application 
Forms: Skill 
Practice

• Identify completely 
filled credit 
application forms

• Learn whom to 
approach in case 
of difficulties in 
processing the forms

• Describe the process 
of carrying out 
credit checks and 
authorisation

RAS/ NO114

PC6, KA4

Team Activity White board, Marker, 
Overhead projector

1 hour

4. Securing Stores Security Risks 
and their Types

• Understand the 
meaning of security 
risks

• Get rid of shoplifting 
problems

• Explain employee 
theft and preventing 
the same

RAS/ N0120

PC1, PC2, 
PC3, PC6,

KA1, KA3, 
KA5, KA6, 

KB1

Facilitation 
with PPT, 
Videos, Trainer 
led classroom 
discussion

White board, Marker, 
Overhead projector, 
Laptop, Internet 
access

1.5 hours
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Role, 
Authority and 
Responsibility 
of Employees in 
Handling

• Describe the role 
of employees in 
handling security 
risks

• Use the authority 
of employees in 
handling security 
risks

• Interpret 
responsibilities 
of employees in 
handling security 
risks

• Explain various 
ways of handling 
irritated and abusive 
customers

RAS/ N0120

PC4, PC5, 
KA2, KA4

Facilitation 
with PPT, 
Videos, Trainer 
led classroom 
discussion

White board, Marker, 
Overhead projector, 
Laptop, Internet 
access

1.5 hours

Role, 
Authority and 
Responsibility 
of Employees in 
Handling

Security Risks

• Describe the role 
of employees in 
handling security 
risks

• Use the authority 
of employees in 
handling security 
risks

• Interpret 
responsibilities 
of employees in 
handling security 
risks

• Explain various 
ways of handling 
irritated and abusive 
customers

RAS/ N0120

PC4, PC5, 
KA2, KA4

Activity Pen, paper 0.5 hour

Policy and 
Procedures of 
an Organisation 
for Handling 
Security Risks

• Describe the policies 
for handling security 
risks

• Explain the 
procedure for 
handling security 
risks

• List the points to be 
included in policies 
for handling security 
risks

• Describe steps to 
minimise criminal 
activity in stores

RAS/ N0120

PC1, PC2, 
PC3, PC6,

KA1, KA3, 
KA3, KA5, 
KA6, KB1

Facilitation 
with PPT, 
Videos, Trainer 
led classroom 
discussion

White board, Marker, 
Overhead projector, 
Laptop, Internet 
access

1 hour

Policy and 
Procedures of 
an Organisation 
for Handling 
Security Risks: 
Skill Practice

• Describe the policies 
for handling security 
risks

• Explain the 
procedure for 
handling security 
risks

• List the points to be 
included in policies 
for handling security 
risks

• Describe steps to 
minimise criminal 
activity in stores

RAS/ N0120

PC1, PC2, 
PC3, PC6,

KA1, KA3, 
KA3, KA5, 
KA6, KB1

Field visit Pen, Note Pad 4.5 hours
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Security Risk 
Reporting

• Understand the need 
of reporting

• Understand the 
importance of 
investigating 
incidences

• Identify officials to 
whom security risk 
issues are to be 
reported

• Understand how to 
handle security risk 
problems

RAS/N0120

PC3, KA4

Facilitation 
with PPT, 
Videos, Trainer 
led classroom 
discussion

White board, Marker, 
Overhead projector, 
Laptop, Internet 
access

1 hour

Following 
Company 
Security Policy 
and Procedures

• Discover the process 
and technique for 
personal safety from 
security risks

• Describe the 
company policies 
and procedures for 
maintaining security 
during work

• Understand the 
company policies 
and procedures for 
maintaining security 
during breaks and 
after finishing work

• Understand the 
policies to ensure 
security risk 
prevention

RAS/ N0120

PC5, PC6, 
KA5, KA6

Facilitation 
with PPT, 
Videos, Trainer 
led classroom 
discussion

White board, Marker, 
Overhead projector, 
Laptop, Internet 
access

1 hour

Following 
Company 
Security Policy 
and Procedures: 
Skill Practice

• Discover the process 
and technique for 
personal safety from 
security risks

• Describe the 
company policies 
and procedures for 
maintaining security 
during work

• Understand the 
company policies 
and procedures for 
maintaining security 
during breaks and 
after finishing work

• Understand the 
policies to ensure 
security risk 
prevention

RAS/ N0120

PC5, PC6, 
KA5, KA6

Activity Classroom, retail lab 1 hour

5. Maintaining 
Health and 
Safety

Health, Safety, 
and Security 
Plans and 
Procedures

• Explain the role of 
health and safety at 
workplace

• List the occupational 
safety and health 
challenges

• Discuss the key 
obligations and 
regulations for 
employers

• Identify threat 
to workers and 
workplace

RAS/ N0122 

PC1, PC2, 
PC3,  KA1, 
KA2, KA3, 

KB1

Facilitation 
with PPT, 
Videos, Trainer 
led classroom 
discussion

White board, Marker, 
Overhead projector, 
Laptop, Internet 
access

1 hour
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Reporting 
Health and 
Safety Concerns

• Discuss the 
importance of 
reporting health and 
safety issues

• Describe the actual 
meaning of hazards

• Explain how to 
handle hazardous 
substances

• Report the health 
and safety concerns 
to the authorised 
person

RAS/ N0122 

PC4, PC5, 
KA4, KA5, 
KA6, KA8, 

KB2

Facilitation 
with PPT, 
Videos, Trainer 
led classroom 
discussion

White board, Marker, 
Overhead projector, 
Laptop, Internet 
access

1 hour

First Aid and 
Emergency 
Medical Plan

• Explain first aid and 
medical emergency 
plan

• Understand what 
medicines could be 
used in emergencies

• List the do’s and 
don’ts of first aid

• Illustrate how to give 
first aid to victims

RAS/ N0122 

PC4, PC5, 
KA4, KA5, 
KA6, KA8, 

KB2

Facilitation 
with PPT, 
Videos, Trainer 
led classroom 
discussion

White board, Marker, 
Overhead projector, 
Laptop, Internet 
access

1 hour

First Aid and 
Emergency 
Medical Plan: 
Skill Practice

• Explain first aid and 
medical emergency 
plan

• Understand what 
medicines could be 
used in emergencies

• List the do’s and 
don’ts of first aid

• Illustrate how to give 
first aid to victims

RAS/ N0122 

PC4, PC5, 
KA4, KA5, 
KA6, KA8, 

KB2

Role play Pen, Note Pad 2 hours

Following 
Emergency and 
Evacuation Plan

• Understand the 
emergency plan

• Identify various 
symbols used in an 
evacuation plan

• Describe how to do 
emergency exit

• Conduct self-analysis 
in critical situations

RAS/ N0122 

PC6, PC7, 
PC8, KA7, 
KA9, KB3

Facilitation 
with PPT, 
Videos, Trainer 
led classroom 
discussion

White board, Marker, 
Overhead projector, 
Laptop, Internet 
access

1 hour

Following 
Emergency and 
Evacuation Plan: 
Skill Practice

• Understand the 
emergency plan

• Identify various 
symbols used in an 
evacuation plan

• Describe how to do 
emergency exit

• Conduct self-analysis 
in critical situations

RAS/ N0122 

PC6, PC7, 
PC8, KA7, 
KA9, KB3

Activity Pen, paper 0.5 hour

Making Work 
Environment 
Safe

• Discuss how to 
make the work 
environment safer

• Appreciate the need 
of ‘measures’ to 
enhance employee 
health

• Explain various 
benefits of upgrading 
safety tools

• Describe how to 
perform mock 
evacuation drills

RAS/ N0122 

PC3, PC4, 
PC8, KA7, 
KA9, KB3

Facilitation 
with PPT, 
Videos, Trainer 
led classroom 
discussion

White board, Marker, 
Overhead projector, 
Laptop, Internet 
access

1 hour
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Role of 
Demonstration 
in Promoting 
and Selling 
Products

• Describe the 
meaning of product 
demonstration

• Understand 
the importance 
of product 
demonstration

• List various 
retail operations 
where product 
demonstration can 
be performed

RAS/ N0125

PC1, PC2, 
PC3, KA1, 
KA4, KB1

Facilitation 
with PPT, 
Videos, Trainer 
led classroom 
discussion

White board, Marker, 
Overhead projector, 
Laptop, Internet 
access

1 hour

6. Product 
Demonstration

Role of 
Demonstration 
in Promoting 
and Selling 
Products

• Describe the 
meaning of product 
demonstration

• Understand 
the importance 
of product 
demonstration

• List various 
retail operations 
where product 
demonstration can 
be performed

RAS/ N0125

PC1, PC2, 
PC3, KA1, 
KA4, KB1

Facilitation 
with PPT, 
Videos, Trainer 
led classroom 
discussion

White board, Marker, 
Overhead projector, 
Laptop, Internet 
access

1 hour

Preparation of 
Demonstration 
Area: Skill 
Practice

• List various pre-
demonstration 
activities

• Discuss how a 
demonstration area 
is set up

• Discuss various 
points which are 
to be taken care 
of for planning a 
demonstration

• Recognise 
what not to do 
during a product 
demonstration

RAS/ N0125

PC4, PC5, 
PC6, KA2, 
KA3, KB2, 
KB3,KB4

Field visit Pen, Note Pad 5 hours

Explaining the 
Features and 
Benefits of 
Products during 
a Product

Demonstration

• Describe what kind 
of prior knowledge 
is required 
for a product 
demonstration

• List the factors that 
a product specialist 
should keep in mind 
for demonstrating a 
product

RAS/ N0125

PC1, PC2, 
PC3, PC5, 
KA1, KA4, 

KB1

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

4 hours

Explaining the 
Features and 
Benefits of 
Products during 
a Product

Demonstration: 
Skill Practice

• Describe what kind 
of prior knowledge 
is required 
for a product 
demonstration

• List the factors that 
a product specialist 
should keep in mind 
for demonstrating a 
product

RAS/ N0125

PC1, PC2, 
PC3, PC5, 
KA1, KA4, 

KB1

Activity Pen, note pad 1.5 
hours

Logical 
Sequencing of 
Demonstration 
Steps

• Identify the 
steps of product 
demonstration

• List various logical 
sequencing of a 
one-to-one product 
demonstration

RAS/ N0125

PC3, PC4, 
PC5, PC6, 
KA2, KA3, 

KB1

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

3
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• Discuss the 
importance of 
offering information 
about product 
warranty and 
replacement

• Illustrate how to 
close a product 
demonstration

Logical 
Sequencing of 
Demonstration 
Steps: Skill 
Practice

• Identify the 
steps of product 
demonstration

• List various logical 
sequencing of a 
one-to-one product 
demonstration

• Discuss the 
importance of 
offering information 
about product 
warranty and 
replacement

• Illustrate how to 
close a product 
demonstration

RAS/ N0125

PC3, PC4, 
PC5, PC6, 
KA2, KA3, 

KB1

Role play,

Activity

Pen/ pencil/ note 
book/ mobile phone

2.5 
hours

7. Helping 
Customers to 
Choose Right 
Products

Explaining 
Product 
Features and 
Benefits to 
Customers to 
Promote

Sales and 
Goodwill

• Identify the need of 
customers

• List product 
features and 
benefits

• Discuss sales and 
goodwill promotion

• Make yourself 
familiar with the 
way of explaining 
product features 
and benefits to 
customers

RAS/ N0126

PC1, PC2, 
PC3, KA1, 
KA7, KB1, 

KB2

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

1.5  
hours

8. Overview of 
Product Sales 
Specialist

Explaining 
Product 
Features and 
Benefits to 
Customers to 
Promote

Sales and 
Goodwill: Skill 
Practice

• Identify the need of 
customers

• List product 
features and 
benefits

• Discuss sales and 
goodwill promotion

• Make yourself 
familiar with the 
way of explaining 
product features 
and benefits to 
customers

RAS/ N0126

PC1, PC2, 
PC3, KA1, 
KA7, KB1, 

KB2

Role Play Sample products 2 hours

Helping 
Customers 
Choose 
Products and 
Handling 
Customer 
Queries

• Describe how to 
help customers 
select products

• Discuss the way 
of handling 
a customer’s 
objections and 
questions

• List explanations 
for a customer’s 
objections

• Encourage 
customers to ask 
questions

RAS/ N0126

PC4, PC5, 
PC6, KA3, 

KA6

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

1.5 
hours
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Helping 
Customers 
Choose 
Products and 
Handling 
Customer 
Queries: Skill 
Practice

• Describe how to 
help customers 
select products

• Discuss the way 
of handling 
a customer’s 
objections and 
questions

• List explanations 
for a customer’s 
objections

• Encourage 
customers to ask 
questions

RAS/ N0126

PC4, PC5, 
PC6, KA3, 

KA6

Field Visit Pen, Note Pad 4.5 
hours

Identifying 
Opportunities 
for Up-selling 
and Cross-
selling

• Describe the 
opportunities for 
up-selling

• Explain about 
opportunities of 
cross-selling

• List various ways 
of pitching for 
up-selling and cross-
selling

• Identify customers’ 
requirements for 
additional and 
associated products

RAS/ N0126

 PC7, PC8, 
PC9, PC10, 
PC11, KA2, 
KA4, KA5, 
KA8, KA9

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2  hours

Identifying 
Opportunities 
for Up-selling 
and Cross-
selling: Skill 
Practice

• Describe the 
opportunities for 
up-selling

• Explain about 
opportunities of 
cross-selling

• List various ways 
of pitching for 
up-selling and cross-
selling

• Identify customers’ 
requirements for 
additional and 
associated products

RAS/ N0126

 PC7, PC8, 
PC9, PC10, 
PC11, KA2, 
KA4, KA5, 
KA8, KA9

Field Visit Pen, Note Pad 4.5 
hours

Collecting and 
Interpreting 
Customer 
Responses and 
Acknowledging

Customer 
Buying Decision

• Identify customer 
data to be collected

• Explain the way to 
collect a customer’s 
data

• Discuss ways 
of interpreting 
a customer’s 
response

RAS/ N0126

PC12, PC13, 
KA10

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

0.5 hour

• Outline how to 
acknowledge a 
customer’s buying 
decision

Techniques 
of Closing 
Sales and Bill 
Payment

• Describe the 
process of closing 
sales

• Explain how to 
direct customers 
towards bill 
payment

• List various ways 
in which a sales 
associate could help 
customers to make 
buying decisions

RAS/ N0126

PC1, PC2, 
PC3, PC4, 
PC5, PC6,  
KA1, KA7, 
KB1, KB2, 
KA3, KA6

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

4 hours
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Legal Rights 
Related to 
Returning of 
Unsatisfactory 
Goods

• Describe how to 
handle customers 
unsatisfied with a 
purchased product

• Explain the way 
of disclosing legal 
policies at the time 
of selling products

• List various ways 
of maintaining 
the security and 
safety of products 
throughout sales 
process

• Describe the 
technique of 
handling products 
after demonstration

RAS/ N0126

 PC7, PC8, 
PC9, PC10, 

PC11, PC12, 
PC13, KA2, 
KA4, KA5, 
KA8, KA9, 

KA10

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

1.5 
hours

Informing 
Customers 
about Specialist 
Products: 
Features and 
Benefits

• Describe the 
meaning of 
specialist products

• Discuss the features 
and benefits of 
specialist products

• List advantages of 
specialist products 
over other products

RAS/ N0127

PC1, PC2, 
PC3, PC4, 
PC5, PC6, 
PC7,PC8, 
KA1, KA2, 
KA3, KA4, 
KB1, KB2

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hour

Displaying 
Products of 
Customer’s 
Interest

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

• Describe ways 
of making a 
demonstration 
interesting for 
customers

• List various ways of 
attracting different 
types of customers

• Make yourself 
aware of the 
need of helping 
customers during 
the purchase of a 
product

RAS/ N0127

PC9, PC10, 
PC11, PC12, 
PC13, PC14, 
PC15, KA5, 
KA6, KA7, 
KA8, KB3, 

KB4

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hour

Providing 
Product 
Information 
and Response 
to Customer 
Queries

• Identify the 
importance of 
providing product 
information to 
customers

• Discuss how 
to respond to 
customers’ 
questions

• Describe why a 
sales associate 
needs to be well 
informed about the 
product

• Make yourself 
familiar with 
employees’ 
behaviour while 
responding to 
customer queries

RAS/ N0127

PC1, PC2, 
PC3, PC4, 
PC5, PC6, 
PC7,PC8, 
KA1, KA2, 
KA3, KA4, 
KB1, KB2 

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

1 Hour
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Providing 
Product 
Information 
and Response 
to Customer 
Queries: Skill 
Practice

• Identify the 
importance of 
providing product 
information to 
customers

• Discuss how 
to respond to 
customers’ 
questions

• Describe why a 
sales associate 
needs to be well 
informed about the 
product

• Make yourself 
familiar with 
employees’ 
behaviour while 
responding to 
customer queries

RAS/ N0127

PC1, PC2, 
PC3, PC4, 
PC5, PC6, 
PC7,PC8, 
KA1, KA2, 
KA3, KA4, 
KB1, KB2

Role play Sample products 3 hours

Demonstration 
of Specialist 
Products

• Describe the 
importance of 
products’ latest 
information to sales 
associates

• Discuss 
demonstration of 
specialist products

• Describe promotion 
of specialist 
products

• Make yourself 
familiar with the 
need of controlling 
the duration of 
demonstration

RAS/ N0127

PC9, PC10, 
PC11, PC12, 
PC13, PC14, 
PC15, KA5, 
KA6, KA7, 
KA8, KB3, 

KB4

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hour

Performing Safe 
and Valuable 
Product 
Demonstration

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

• Explain how to set 
up demonstrations 
without disturbing 
other people

RAS/ N0127

PC7, PC9, 
PC15, KA6, 

KA7

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

1 Hour

• Describe setting up 
safe and effective 
demonstrations

• Describe what a 
sales associate 
must consider for 
a safe and effective 
demonstration

Performing Safe 
and Valuable 
Product 
Demonstration: 
Skill Practice

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

• Explain how to set 
up demonstrations 
without disturbing 
other people

• Describe setting up 
safe and effective 
demonstrations

• Describe what a 
sales associate 
must consider for 
a safe and effective 
demonstration

RAS/ N0127

PC7, PC9, 
PC15, KA6, 

KA7

Field Visit Pen, Note Pad 7 Hours
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Safety and 
Security of 
Store during 
Demonstration

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

• Understand the 
importance of 
availability of 
trained staff in case 
of an emergency

• Describe the 
checking of 
equipment 
and materials 
available for the 
demonstration

• Explain 
precautionary 
safety signs

RAS/ N0127

PC9, PC15, 
KA6

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

1 Hour

9. Maximising 
Sales

Analysing 
Features and 
Benefits of 
Products

• Discuss the need for 
increasing sales and 
promotion

• Appreciate seasonal 
trends and their 
impact on sales

• Explain the 
difference between 
product features 
and benefits

• List ways of 
promoting products

RAS/ N0128

PC1, PC2, 
KB1, KB2

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours

Identifying 
and Reporting 
Promotional 
Opportunities

• Explain the 
estimation of 
promotional 
opportunities to 
increase sales

RAS/N0128

PC1, PC2, 
PC3, PC4, 
PC6, KA2, 

KA3

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

3 Hours

Identifying 
and Reporting 
Promotional 
Opportunities: 
Skill Practice

• Explain the 
estimation of 
promotional 
opportunities to 
increase sales

• Discuss the 
potential of 
promotional 
opportunities to 
increase sales

• List various 
techniques to 
encourage buying of 
promoted product 
in future

RAS/N0128

PC1, PC2, 
PC3, PC4, 
PC6, KA1, 
KA2, KA3

Activity Pen, paper  1 Hour
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Identifying 
and Reporting 
Promotional 
Opportunities: 
Skill Practice

• Explain the 
estimation of 
promotional 
opportunities to 
increase sales

• Discuss the 
potential of 
promotional 
opportunities to 
increase sales

• List various 
techniques to 
encourage buying of 
promoted product 
in future

RAS/N0128

PC1, PC2, 
PC3, PC4, 
PC6, KA1, 
KA2, KA3

Activity White board, 
Marker

4 Hours

Promoting 
Products

• Explain how to 
promote product 
features and 
benefits

• Discuss how to 
communicate 
promotions to 
customers

• List various 
techniques of 
encouraging 
customers to 
purchase promoted 
products

RAS/N0128

PC1, PC2, 
PC5, PC6, 
KA2, KA4, 

KB3

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

3 Hours

Promoting 
Products: Skill 
Practice

• Explain how to 
promote product 
features and 
benefits

• Discuss how to 
communicate 
promotions to 
customers

• List various 
techniques of 
encouraging 
customers to 
purchase promoted 
products

RAS/N0128

PC1, PC2, 
PC5, PC6, 
KA2, KA4, 

KB3

Activity Pen, paper, mobile 
phone/ tab

1 Hour

Recording and 
Evaluating 
Promotion 
Results

• Describe the 
effectiveness of 
promotions

• Explain how to 
evaluate promotion 
results

• List the various 
considerations 
in evaluating a 
promotion

• Explain the benefits 
of promotions

RAS/N0128

PC6, PC7, 
PC8, PC9, 
KA2, KA5

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

3 Hours

Recording and 
Evaluating 
Promotion 
Results: Skill 
Practice

• Describe the 
effectiveness of 
promotions

• Explain how to 
evaluate promotion 
results

• List the various 
considerations 
in evaluating a 
promotion

• Explain the benefits 
of promotions

RAS/N0128

PC6, PC7, 
PC8, PC9, 
KA2, KA5

Activity Pen, Note pad 5 Hours
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10. Personalised 
sales & post-
sales service 
support

Preparing for 
Customer Visits

• Explain the meaning 
of personalised 
selling

• Describe the need 
of knowing about 
new brands or 
services provided by 
companies

• Discuss the 
preparation 
required for client 
visits

• Explain the 
importance of 
checking the work 
area for client 
consultation

RAS/N0129

PC1, PC2, 
KB1

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours

Preparing for 
Customer 
Visits: Skill 
Practice

• Explain the meaning 
of personalised 
selling

• Describe the need 
of knowing about 
new brands or 
services provided by 
companies

• Discuss the 
preparation 
required for client 
visits

• Explain the 
importance of 
checking the work 
area for client 
consultation

RAS/N0129

PC1, PC2, 
KB1

Activity Pen, paper 1 Hour

Providing 
Personalised 
Service to 
Customers

• Discuss the need 
of contacting 
clients as per their 
convenience

• Illustrate the need 
of establishing good 
relationships with 
clients

RAS/N0129

PC5, PC6, 
PC7, PC8, 
PC9, KA6, 
KA7, KA8

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

3 Hours

Providing 
Personalised 
Service to 
Customers: Skill 
Practice

• Discuss the need 
of contacting 
clients as per their 
convenience

• Illustrate the need 
of establishing good 
relationships with 
clients

• Explain the 
importance of 
asking questions to 
clients

• Make yourself 
familiar with the 
tactics to determine 
a client budget

RAS/N0129

PC5, PC6, 
PC7, PC8, 
PC9, KA6, 
KA7, KA8

Activity Pen, paper 1 Hour
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Providing 
Personalised 
Service to 
Customers: Skill 
Practice

• Discuss the need 
of contacting 
clients as per their 
convenience

• Illustrate the need 
of establishing good 
relationships with 
clients

• Explain the 
importance of 
asking questions to 
clients

• Make yourself 
familiar with the 
tactics to determine 
a client budget

RAS/N0129

PC5, PC6, 
PC7, PC8, 
PC9, KA6, 
KA7, KA8

Role Play Pen, Note Pad 2 Hours

Meeting 
Company’s 
Customer 
Service 
Standards

• Discuss the 
company’s 
customer service 
standards and 
personalised service

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

• List various 
opportunities of 
selling additional 
products

• Discuss why sales 
associates are 
required to abide 
by company service 
standards

RAS/N0129

PC3, PC4, 
PC10, PC11, 
PC12, PC17, 

KA1, KA3, 
KA4, KA5, 

KA9, KA10, 
KA15

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours

Meeting 
Company’s 
Customer 
Service 
Standards: Skill 
Practice

• Discuss the 
company’s 
customer service 
standards and 
personalised service

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

• List various 
opportunities of 
selling additional 
products

• Discuss why sales 
associates are 
required to abide 
by company service 
standards

RAS/N0129

PC3, PC4, 
PC10, PC11, 
PC12, PC17, 

KA1, KA3, 
KA4, KA5, 

KA9, KA10, 
KA15

Role Play Pen, Note Pad 2 Hours

Company 
Procedure for 
Maintaining 
Client Records

• Discuss data 
protection laws

• Explain company 
procedures for 
updating client 
records

• List various steps 
of recording and 
storing client 
information

RAS/N0129

PC13, PC14, 
PC15, PC16, 
KA2, KA11, 

KA12, KA13, 
KA14

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours



409

Retail Sales Associate

• Make yourself 
familiar with 
company policy for 
client confidentiality

Company 
Procedure for 
Maintaining 
Client Records: 
Skill Practice

• Discuss data 
protection laws

• Explain company 
procedures for 
updating client 
records

• List various steps 
of recording and 
storing client 
information

• Make yourself 
familiar with 
company policy for 
client confidentiality

RAS/N0129

PC13, PC14, 
PC15, PC16, 
KA2, KA11, 

KA12, KA13, 
KA14

Activity Pen, Paper 1 Hour

Developing 
Relationships 
with Customers

• Discuss the 
importance of 
keeping promises to 
customers

• Explain how to 
sell products and 
maintain good 
relationships with 
clients

• List various 
ways of making 
additional product 
recommendations 
to clients

• Make yourself 
familiar with the 
need of matching 
product’s features 
and benefits to 
clients requirements

RAS/N0129

PC3, PC4, 
PC10, PC17, 

KA3, KA4, 
KA8, KA9

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours

Developing 
Relationships 
with 
Customers: Skill 
Practice

• Discuss the 
importance of 
keeping promises to 
customers

• Explain how to 
sell products and 
maintain good 
relationships with 
clients

• List various 
ways of making 
additional product 
recommendations 
to clients

• Make yourself 
familiar with the 
need of matching 
product’s features 
and benefits to 
clients requirements

RAS/N0129

PC3, PC4, 
PC10, PC17, 

KA3, KA4, 
KA8, KA9

Role Play Pen, Note Pad 3 Hours

Developing 
Relationships 
with 
Customers: Skill 
Practice

• Discuss the 
importance of 
keeping promises to 
customers

• Explain how to 
sell products and 
maintain good 
relationships with 
clients

RAS/N0129

PC3, PC4, 
PC10, PC17, 

KA3, KA4, 
KA8, KA9

Activity White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

1 Hour
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• List various 
ways of making 
additional product 
recommendations 
to clients

• Make yourself 
familiar with the 
need of matching 
product’s features 
and benefits to 
clients requirements

11. Positive image 
building

Establishing 
Organisational 
Image

• Explain the meaning 
of an organisation

• Identify 
organisational 
behaviour policies 
for customer, 
colleagues, and 
seniors

• Explain work flow in 
the organisation

• Describe the 
reporting structure 
in the organisation

RAS/N0130

PC1, PC2, 
KA1, KA2, 
KA3, KA5

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours

Establishing 
Organisational 
Image: Skill 
Practice

• Explain the meaning 
of an organisation

• Identify 
organisational 
behaviour policies 
for customer, 
colleagues, and 
seniors

• Explain work flow in 
the organisation

• Describe the 
reporting structure 
in the organisation

RAS/N0130

PC1, PC2, 
KA1, KA2, 
KA3, KA5

Role Play Pen, Note Pad 2 Hours

Developing 
Basic Etiquettes

• Explain basic 
etiquettes

• List grooming 
standards for male/
female employees

• Discuss general 
guidelines on 
communicating with 
customers

• Explain the 
importance of using 
simple phrases and 
language while 
communicating with 
customers

RAS/N0130

PC1, PC2, 
PC3, PC5, 

PC7

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours

Developing 
Basic 
Etiquettes: Skill 
Practice

• Explain basic 
etiquettes

• List grooming 
standards for male/
female employees

• Discuss general 
guidelines on 
communicating with 
customers

• Explain the 
importance of using 
simple phrases and 
language while 
communicating with 
customers

RAS/N0130

PC1, PC2, 
PC3, PC5, 

PC7

Activity Pen, Paper 1 Hour
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Appropriate 
Customer 
Handling

• Discuss the ways 
of dealing with 
customers

• Understand the 
importance of 
greeting customers

• List various points 
to be kept in mind 
while greeting 
customers

• Describe the 
importance 
of listening to 
customers

RAS/N0130

PC1, PC2, 
PC3, PC5, 
PC6, PC7, 
PC8, PC9, 

PC10, PC11, 
PC12, KA4

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours

Appropriate 
Customer 
Handling: Skill 
Practice

• Discuss the ways 
of dealing with 
customers

• Understand the 
importance of 
greeting customers

• List various points 
to be kept in mind 
while greeting 
customers

• Describe the 
importance 
of listening to 
customers

RAS/N0130

PC1, PC2, 
PC3, PC5, 
PC6, PC7, 
PC8, PC9, 

PC10, PC11, 
PC12, KA4

Role Play Pen, Note Pad 2 Hours

Explaining and 
Interpreting 
Complex 
Information to 
Customers

• Explain the 
process of dealing 
with complex 
information 
provided to 
customers

• Discuss reasons of 
adopting behaviour 
as per customer 
behaviour

• Express the need of 
updating customers

• Describe the ways 
of providing the 
best solution to 
customers

RAS/N0130

PC13, PC14, 
PC15, PC16, 

KA5

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours

Building 
Relationships 
with Internal 
and External 
Customers

• Describe 
relationships 
with internal and 
external customers

• Illustrate the 
importance of 
timely delivery 
of services to 
customers

• List steps of 
assisting customers 
in difficult times

• Discuss how to 
follow-up customers 
for services and 
feedback

RAS/N0130

PC1, PC2, 
PC3, PC4, 
PC5, PC6, 

PC7

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours
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Building 
Relationships 
with Internal 
and External 
Customers: Skill 
Practice

• Describe 
relationships 
with internal and 
external customers

• Illustrate the 
importance of 
timely delivery 
of services to 
customers

• List steps of 
assisting customers 
in difficult times

• Discuss how to 
follow-up customers 
for services and 
feedback

RAS/N0130

PC1, PC2, 
PC3, PC4, 
PC5, PC6, 

PC7

Activity White board, white 
board marker

1 Hour

Creating and 
Analysing 
Database

• Explain the need 
of documentation 
skills

• Discuss the 
importance of 
reading and writing 
skills for sales 
associates

• Describe how to 
maintain client 
information 
database

• Explain the method 
of writing and 
submitting reports

RAS/N0130

PC13, PC14, 
PC15, PC16

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

1 Hour

12. Resolving 
customer 
concerns

Identifying 
Customer 
Service 
Problems

• Explain various 
problems faced by 
customers in retail 
stores

• Discuss the 
importance 
of listening to 
customers carefully

• List various options 
to resolve customer 
problems

• Describe the need 
of confirming the 
options with others 
to resolve customer 
problems

RAS/NO132

PC1, PC2, 
KA1, KA2, 
KA3, KA4, 

KB1

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours

Identifying 
Customer 
Service 
Problems: Skill 
Practice

• Explain various 
problems faced by 
customers in retail 
stores

• Discuss the 
importance 
of listening to 
customers carefully

• List various options 
to resolve customer 
problems

• Describe the need 
of confirming the 
options with others 
to resolve customer 
problems

RAS/NO132

PC1, PC2, 
KA1, KA2, 
KA3, KA4,  

KB1

Role Play Pen, Note Pad 2 Hours
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Identifying 
Customer 
Service 
Problems: Skill 
Practice

• Explain various 
problems faced by 
customers in retail 
stores

• Discuss the 
importance 
of listening to 
customers carefully

• List various options 
to resolve customer 
problems

• Describe the need 
of confirming the 
options with others 
to resolve customer 
problems

RAS/NO132

PC1, PC2, 
KA1, KA2, 
KA3, KA4, 

KB1

Activity Pen, Paper 2 Hours

Determining 
Solutions for 
Customer 
Service Issues

• Explain how to 
identify alternatives 
to solve customer 
problems a sales 
associate cannot 
help

• Describe the 
importance of 
discussing available 
options with 
customers

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

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

RAS/NO132

PC6, PC7, 
PC8, PC9, 

PC10 

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

3 Hours

Determining 
Solutions for 
Customer 
Service Issues: 
Skill Practice

• Explain how to 
identify alternatives 
to solve customer 
problems a sales 
associate cannot 
help

• Describe the 
importance of 
discussing available 
options with 
customers

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

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

RAS/NO132

PC6, PC7, 
PC8, PC9, 

PC10

Field Visit Pen, Note Pad 5 Hours
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Communicating 
Solution 
Options to 
Customers

• Discuss the need to 
check organisational 
benefit of solution 
opted

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

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

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

RAS/NO132

PC11, PC14, 
PC15, PC16

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2.5 
Hours

Taking Actions 
to Resolve 
Customer 
Service 
Problems

• Discuss how to 
work with others for 
resolving customer 
problem resolution 
promises

• Illustrate how to 
keep a record of 
promises made

• Elaborate on 
the importance 
of contacting 
customers to ensure 
proper problem 
resolution

• Describe why a 
sales associate 
should provide 
clear reasons when 
customer problem 
cannot be solved

RAS/NO132

PC11, PC12, 
PC13, PC14, 
PC15, PC16

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2.5 
Hours

Taking Actions 
to Resolve 
Customer 
Service 
Problems: Skill 
Practice

• Discuss how to 
work with others for 
resolving customer 
problem resolution 
promises

• Illustrate how to 
keep a record of 
promises made

• Elaborate on 
the importance 
of contacting 
customers to ensure 
proper problem 
resolution

• Describe why a 
sales associate 
should provide 
clear reasons when 
customer problem 
cannot be solved

RAS/NO132

PC11, PC12, 
PC13, PC14, 
PC15, PC16

Activity White board, 
Marker, pen, paper

2 Hours
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Dealing with 
Repeated 
Problems and 
No-Solution 
Situations

• Describe how to 
identify repeated 
problems

• Discuss the 
importance of 
alerting appropriate 
authority for 
repeated problems

• Illustrate the 
need for sharing 
customer feedback 
with others

• Elaborate on 
the requirement 
of identifying 
problems with 
systems and 
procedures before 
they occur

RAS/NO132

PC5, KA3

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

1 Hour

13. Organising 
Service Delivery

Planning 
Customer 
Service Delivery

• Explain the meaning 
of customer service 
delivery

• Discuss various 
prerequisites of 
planning, preparing 
and organising 
service delivery

• List various factors 
on which efficiency 
of the services 
rendered by a 
retailer depends

• Discuss the need 
of a retailer to be 
transparent with 
its policies and 
portfolio

RAS/NO133

PC1, PC2, 
PC3, PC13, 

PC14

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

1.5 
Hours

Planning 
Customer 
Service 
Delivery: Skill 
Practice

• Explain the meaning 
of customer service 
delivery

• Discuss various 
prerequisites of 
planning, preparing 
and organising 
service delivery

• List various factors 
on which efficiency 
of the services 
rendered by a 
retailer depends

• Discuss the need 
of a retailer to be 
transparent with 
its policies and 
portfolio

RAS/NO133

PC1, PC2, 
PC3, PC13, 

PC14

Activity White board, 
Marker

1 Hour
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Organising 
Reliable 
Customer 
Service

• Discuss the need 
of responding to 
customer feedback

• Elaborate on 
the feedback 
mechanism

• Describe the 
importance of 
identifying useful 
customer feedback

• Illustrate the 
importance of 
positive customer 
feedback

RAS/NO133

PC1, PC2, 
PC3, PC4, 

PC5

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours

Organising 
Reliable 
Customer 
Service: Skill 
Practice

• Discuss the need 
of responding to 
customer feedback

• Elaborate on 
the feedback 
mechanism

• Describe the 
importance of 
identifying useful 
customer feedback

• Illustrate the 
importance of 
positive customer 
feedback

RAS/NO133

PC1, PC2, 
PC3, PC4, 

PC5

Field Visit Pen, Note Pad 5 Hours

Following 
Organisational 
Procedures 
for Customer 
Service Delivery

• List various 
organisational 
procedures for 
delivering customer 
service

• Describe how to 
locate information 
to solve customer 
query

• Identify critical 
sections in feedback 
form

RAS/NO133

PC1, PC2, 
PC3, PC4, 
KA1, KA2, 

KA5, 

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

1.5 
Hours

Following 
Organisational 
Procedures 
for Customer 
Service 
Delivery: Skill 
Practice

• List various 
organisational 
procedures for 
delivering customer 
service

• Describe how to 
locate information 
to solve customer 
query

• Identify critical 
sections in feedback 
form

RAS/NO133

PC1, PC2, 
PC3, PC4, 
KA1, KA2, 

KA5, 

Activity Pen, paper 0.5 hour
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Maintaining 
and Controlling 
Customer 
Service Delivery

• Describe the need 
of maintaining 
service delivery 
during busy and lull 
periods

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

• Elaborate how to 
reorganise work to 
handle unexpected 
workload

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

RAS/NO133

PC4, PC5, 
PC6, PC7, 
PC8, PC9, 

PC10, KA1, 
KA3

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

1.5 
Hours

Maintaining 
and Controlling 
Customer 
Service 
Delivery: Skill 
Practice

• Describe the need 
of maintaining 
service delivery 
during busy and lull 
periods

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

• Elaborate how to 
reorganise work to 
handle unexpected 
workload

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

RAS/NO133

PC4, PC5, 
PC6, PC7, 
PC8, PC9, 

PC10, KA1, 
KA3

Activity Pen, Paper 0.5 hour

Using 
Recording 
Systems to 
Maintain 
Reliable 
Customer 
Service

• Discuss the different 
methods used for 
collecting customer 
information

• Explain policies 
related to recording 
and storing 
customer service 
information

• Describe the 
procedure to 
select and retrieve 
relevant customer 
service information

• Elaborate on the 
need of supplying 
accurate customer 
service information

RAS/NO133

PC11, PC12, 
PC13, PC14, 

KA3, KA4, 
KA6, KB1

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

1.5 
Hours
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Using 
Recording 
Systems to 
Maintain 
Reliable 
Customer 
Service: Skill 
Practice

• Discuss the different 
methods used for 
collecting customer 
information

• Explain policies 
related to recording 
and storing 
customer service 
information

• Describe the 
procedure to 
select and retrieve 
relevant customer 
service information

• Elaborate on the 
need of supplying 
accurate customer 
service information

RAS/NO133

PC11, PC12, 
PC13, PC14, 

KA3, KA4, 
KA6, KB1

Activity Pen, paper, desk, 
chair, computer, 
Dummy customer 
feedback forms

1 Hour

14. Improving 
Customer 
Relationship

Improving 
Relationship 
and 
Communication 
with Customers 

• Discuss the need of 
improving customer 
relations

• List various ways 
of improving the 
organisation’s 
image in front of 
customers

• Identify the best 
communication 
method to be used

• Explore the need 
of informing 
customers when 
their expectations 
are not met

RAS/NO134

PC1, PC2, 
PC3, KA1, 

KA2

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

3.5 
Hours

Improving 
Relationship 
and 
Communication 
with 
Customers: Skill 
Practice

• Discuss the need of 
improving customer 
relations

• List various ways 
of improving the 
organisation’s 
image in front of 
customers

• Identify the best 
communication 
method to be used

• Explore the need 
of informing 
customers when 
their expectations 
are not met

RAS/NO134

PC1, PC2, 
PC3, KA1, 

KA2

Role Play 3 Hours

Maintaining 
Balance 
between 
Customer and 
Organisational 
Needs 

• Explain the 
importance of 
meeting customer 
expectations within 
the organisation

• Discuss the ways to 
meet the customer 
expectations

• Describe the 
importance 
of improving 
relationship with 
customers

• List the tactics 
retailer can put to 
improve customer 
relationship

RAS/NO134

PC4, PC5, 
PC6, PC7, 
PC8, PC9, 

KA3

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

3.5 
Hours
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Maintaining 
Balance 
between 
Customer and 
Organisational 
Needs: Skill 
Practice

• Explain the 
importance of 
meeting customer 
expectations within 
the organisation

• Discuss the ways to 
meet the customer 
expectations

• Describe the 
importance 
of improving 
relationship with 
customers

• List the tactics 
retailer can put to 
improve customer 
relationship

RAS/NO134

PC4, PC5, 
PC6, PC7, 
PC8, PC9, 

KA3

Activity Pen, paper, white 
board, marker

2 Hours

Meeting and 
Exceeding 
Customer 
Expectations 

• Identify 
opportunities to 
exceed customers’ 
expectations

• Discuss alternative 
solutions

• Describe how to 
negotiate solutions

• Elaborate how to 
take actions upon 
agreed solutions

RAS/NO134

PC10, PC11, 
PC12, PC13, 

KA4

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

3 Hours

Meeting and 
Exceeding 
Customer 
Expectations: 
Skill Practice

• Identify 
opportunities to 
exceed customers’ 
expectations

• Discuss alternative 
solutions

• Describe how to 
negotiate solutions

• Elaborate how to 
take actions upon 
agreed solutions

RAS/NO134

PC10, PC11, 
PC12, PC13, 

KA4

Role Play Pen, paper, white 
board, marker

3 Hours

15. Monitoring 
and Solving 
Customer 
Service Issues

Understanding 
Customer 
Service 
Problems: 
Organisational

Procedure and 
System

• Describe 
organisational 
procedures and 
systems for dealing 
with customer 
service problems

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

• Describe the 
importance of 
authority in solving 
customer service 
problems

• Discuss how to 
solve customer 
service problems

RAS/N0135

PC8, PC9 
KA1, KA2 

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours
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Solving 
Customer 
Service 
Problems

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

• Describe ways of 
executing agreed 
solution

• Discuss the need of 
solving problems 
in advance with 
service systems and 
procedures

• Make yourself 
familiar with the 
need of negotiating 
and reassuring 
customers at the 
time of problem 
resolution

RAS/N0135

PC1, PC2, 
PC3, PC4, 
PC5, PC6, 
PC7, PC10

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2.5 
Hours

Informing 
and Analysing 
Actions Taken

• Discuss how to 
inform customers 
about the status of 
the actions taken

• Understand 
whether customers 
are comfortable 
with the actions 
taken

• List the importance 
of informing 
managers and 
colleagues about 
the steps taken

• Learn the impact 
of a situation when 
a customer is not 
comfortable with a 
solution

RAS/N0135

PC13, PC14, 
KA3, KA4

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2.5 
Hours

Informing 
and Analysing 
Actions Taken: 
Skill Practice

• Discuss how to 
inform customers 
about the status of 
the actions taken

• Understand 
whether customers 
are comfortable 
with the actions 
taken

• List the importance 
of informing 
managers and 
colleagues about 
the steps taken

• Learn the impact 
of a situation when 
a customer is not 
comfortable with a 
solution

RAS/N0135

PC13, PC14, 
KA3, KA4

Role play 4 Hours
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Resolving 
Repeated 
Customer 
Service 
Problems

• Describe the 
organisational 
procedures to 
identify repeated 
customer service 
problems

• List various options 
for dealing with a 
repeated problem

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

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

RAS/N0135

PC11, PC12, 
PC13, PC14, 

KA3, KA4

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2.5 
Hours

Resolving 
Repeated 
Customer 
Service 
Problems: Skill 
Practice

• Describe the 
organisational 
procedures to 
identify repeated 
customer service 
problems

• List various options 
for dealing with a 
repeated problem

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

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

RAS/N0135

PC11, PC12, 
PC13, PC14, 

KA3, KA4

Activity Laptop, Internet 
access

1 Hour

Monitoring 
Changes and 
Analysing 
the Impact of 
Successfully

Resolved 
Customer 
Service 
Problems

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

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

• Discuss the impact 
of successful 
resolution of 
customer service 
problems on 
customer loyalty

• Identify situations 
in which customers 
may become loyal 
to the retailer

RAS/N0135

PC14, KA3

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

1.5 
Hours
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16. Continuous 
Service 
Improvement

Collecting, 
Analysing and 
Presenting 
Customer 
Feedback

• Explain the 
importance of 
gathering customer 
feedback

• Discuss the need 
of analysing 
and interpreting 
customer feedback

• List various 
ways to identify 
opportunities and 
propose changes

RAS/N0136

PC1, PC2, 
KA3

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours

Collecting, 
Analysing and 
Presenting 
Customer 
Feedback: Skill 
Practice

• Explain the 
importance of 
gathering customer 
feedback

• Discuss the need 
of analysing 
and interpreting 
customer feedback

• List various 
ways to identify 
opportunities and 
propose changes

RAS/N0136

PC1, PC2, 
KA3

Activity Sample Feedback 
form

3 Hours

Improving 
Customer 
Service

• Explain the 
importance of 
gathering customer 
feedback

• Discuss the need 
of analysing 
and interpreting 
customer feedback

• List various 
ways to identify 
opportunities and 
propose changes

RAS/N0136

PC3, PC4, 
KA2

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours

Implementing 
Changes in 
Customer 
Service 
Standards

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

• Describe ways 
of organising 
implementation of 
authorised changes

• List the concerned 
people to be 
informed about the 
changes

• Describe the 
advantages and 
disadvantages of 
change

RAS/N0136

PC3, PC4, 
PC5, PC6, 
PC7, PC8, 

KA4

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours
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Implementing 
Changes in 
Customer 
Service 
Standards: Skill 
Practice

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

• Describe ways 
of organising 
implementation of 
authorised changes

• List the concerned 
people to be 
informed about the 
changes

• Describe the 
advantages and 
disadvantages of 
change

RAS/N0136

PC3, PC4, 
PC5, PC6, 
PC7, PC8, 

KA4

Activity White board, 
Marker

2.5 
Hours

Implementing 
Changes in 
Customer 
Service 
Standards: Skill 
Practice

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

• Describe ways 
of organising 
implementation of 
authorised changes

• List the concerned 
people to be 
informed about the 
changes

• Describe the 
advantages and 
disadvantages of 
change

RAS/N0136

PC3, PC4, 
PC5, PC6, 
PC7, PC8, 

KA4

Activity White board, 
Marker

2.5 
Hours

Reviewing 
Implemented 
Changes in 
Customer

Service 
Standards

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

• Describe ways 
of presenting 
improvement 
opportunities to 
concerned authority 
for implementation

• List the service 
improvements 
strategies 
affecting the 
balance between 
overall customer 
satisfaction, costs of 
providing service, 
and regulatory 
needs

RAS/N0136

PC9, PC10, 
PC11, PC12, 
PC13, KA1

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours
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17. Working 
Effectively in a 
Team

Supporting 
the Team 
in Working 
Effectively: 
Communication 
Etiquette

• Discuss the 
strategies to achieve 
effective teamwork

• Express the 
importance of 
maintaining 
communication 
etiquette with 
colleagues

• List the guidelines 
of maintaining 
etiquette with 
male/female 
colleagues

• Outline the ways 
of maintaining 
etiquette with 
male/female 
colleagues

• Explain the ways 
of building healthy 
relationship with 
colleagues

• Recognise the 
importance of 
showing respect 
to colleagues and 
managers

• List ways of working 
with colleagues to 
achieve targets

• Understand 
the benefits of 
effective listening to 
colleagues

RAS/N0137

PC1, PC2, 
PC3, PC4, 
PC4, PC5, 
PC6, PC7

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours

Supporting 
the Team 
in Working 
Effectively: 
Communication 
Etiquette: Skill 
Practice

• Discuss the 
strategies to achieve 
effective teamwork

• Express the 
importance of 
maintaining 
communication 
etiquette with 
colleagues

• List the guidelines 
of maintaining 
etiquette with 
male/female 
colleagues

RAS/N0137

PC1, PC2, 
PC3, PC4, 
PC4, PC5, 
PC6, PC7

Role Play 2 Hours

• Outline the ways 
of maintaining 
etiquette with 
male/female 
colleagues

• Explain the ways 
of building healthy 
relationship with 
colleagues

• Recognise the 
importance of 
showing respect 
to colleagues and 
managers

• List ways of working 
with colleagues to 
achieve targets

• Understand 
the benefits of 
effective listening to 
colleagues

Role Play 2 Hours
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Supporting 
the Team 
in Working 
Effectively: 
Communication 
Etiquette: Skill 
Practice

• Discuss the 
strategies to achieve 
effective teamwork

• Express the 
importance of 
maintaining 
communication 
etiquette with 
colleagues

• List the guidelines 
of maintaining 
etiquette with 
male/female 
colleagues

• Outline the ways 
of maintaining 
etiquette with 
male/female 
colleagues

• Explain the ways 
of building healthy 
relationship with 
colleagues

• Recognise the 
importance of 
showing respect 
to colleagues and 
managers

• List ways of working 
with colleagues to 
achieve targets

• Understand 
the benefits of 
effective listening to 
colleagues

RAS/N0137

PC1, PC2, 
PC3, PC4, 
PC4, PC5, 
PC6, PC7

Activity

Pen, paper 

0.5 Hour

Employees’ 
Responsibilities 
towards the 
Team

• Discuss the 
techniques of 
working with a 
team

• List situations in 
which sharing of 
information can 
happen

• Recall the media 
through which 
work-related 
information 
is shared with 
colleagues

• Recognise the 
importance of 
exchanging opinion 
and views with 
colleagues

RAS/N0137

PC1, PC2, 
PC3, PC4, 
PC4, PC5, 
PC6, PC7,

KA1, KA2, 
KA3, KA4, 
KB1, KB2, 
KB3, KB4, 

KB5

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

3 Hours

Developing 
Effective Work 
Habits

• Discuss the need 
of developing team 
communication

• Describe the 
strategies for 
developing 
effective team 
communication

• List the reasons of 
conflicts between 
colleagues

RAS/N0137

PC10, PC11, 
PC12, PC13, 
PC14, PC15, 

KB3, KB4, 
KB6, KB7

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2.5 
Hours
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• Justify the need 
of discussing and 
resolving issues at 
work place

Working in an 
Organisation 
Across Teams

• Justify the 
importance of 
working within job 
responsibilities

• Illustrate the 
essentials of 
effective work 
instructions

• List the points which 
help completing 
work according to 
requirements

• Decide when to 
involve other 
colleagues to 
complete the work

RAS/N0138

PC1, PC2, 
PC3, PC4, 
PC5, KA1, 
KA2, KA3, 
KA4, KA5, 

KA6, 

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

4 Hours

18 Working 
Effectively in an 
Organisation

Working in an 
Organisation

• Justify the 
importance of 
working within job 
responsibilities

• Illustrate the 
essentials of 
effective work 
instructions

• List the points which 
help completing 
work according to 
requirements

• Decide when to 
involve other 
colleagues to 
complete the work

RAS/N0138

PC1, PC2, 
PC3, PC4, 
PC5, KA1, 
KA2, KA3, 
KA4, KA5, 

KA6, 

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours

Demonstrating 
Problem-
Solving Skills

• Express the need of 
self-realisation and 
helping others by 
sales associates

• Describe the phases 
of finding solution 
to any problem

• Discuss how helping 
other colleagues 
in solving problem 
can benefit the 
organisation

• List the factors to be 
considered for self 
development

RAS/N0138

PC7, PC8, 
PC9, PC10, 

PC11, PC12, 
PC13, PC14, 
PC15, PC16, 
PC17, KA7, 
KA8, KA9, 

KA10, KA11, 
KA12, KA13, 
KA14, KA15, 
KA16, KA17

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours

Demonstrating
Problem-
Solving Skills: 
Skill Practice

• Express the need of 
self-realisation and 
helping others by 
sales associates

• Describe the phases 
of finding solution 
to any problem

• Discuss how helping 
other colleagues 
in solving problem 
can benefit the 
organisation

• List the factors to be 
considered for self 
development

RAS/N0138

PC7, PC8, 
PC9, PC10, 

PC11, PC12, 
PC13, PC14, 
PC15, PC16, 
PC17, KA7, 
KA8, KA9, 

KA10, KA11, 
KA12, KA13, 
KA14, KA15, 
KA16, KA17

Field Visit Pen, Notebook 4 Hours
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Evaluating the 
Progress of 
Organisational 
Coordinations 
and Health 
and Safety 
Arrangements

• Explain the factors 
to be considered 
when making 
commitments

• List the advantages 
of scheduling tasks

• Discuss the key 
motivating factors 
for employees and 
colleagues

• Describe the need 
for health and 
safety procedures to 
be followed during 
the learning phase

RAS/N0138

PC6, PC18, 
KA19

Facilitation 
with PPT, 
Videos, 
Trainer led 
classroom 
discussion

White board, 
Marker, Overhead 
projector, Laptop, 
Internet access

2 Hours

Evaluating the
Progress of
Organisational
Coordinations
and Health and 
Safety 
Arrangements: 
Skill Practice

• Explain the factors 
to be considered 
when making 
commitments

• List the advantages 
of scheduling tasks

• Discuss the key 
motivating factors 
for employees and 
colleagues

• Describe the need 
for health and 
safety procedures to 
be followed during 
the learning phase

RAS/N0138

PC6, PC18, 
KA19

Activity Pen, Paper 2 Hours
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Annexure II
Assessment Criteria
CRITERIA FOR ASSESSMENT OF TRAINEES

Assessment Criteria for Sales Associate

Job Role Sales Associate

Qualification Pack RAS/Q0104

Sector Skill Council Retailers Association’s Skill Council of India

S.No. Guidelines for Assessment

1. Criteria for assessment for each Qualification Pack will be created by Retailers Association’s Skill Council of 
India. Each Performance Criteria (PC) will be assigned marks proportional to its importance in NOS. SSC will 
also lay down proportion of marks for Theory and Skills Practical for each PC

2. The assessment for the theory part will be based on knowledge bank of questions created by the SSC

3. Individual assessment agencies will create unique question papers for theory part for each candidate at 
each examination/training centre

4. Individual assessment agencies will create unique evaluations for skill practical for every student at each 
examination/training centre based on this criteria

5. To pass the Qualification Pack, every trainee should score a minimum marks as mentioned in respective QP

Assessment Out-
come Performance Criteria Total 

marks 

Marks Allocation

Out 
of Theory Skills

RAS/N0114

To process credit 
applications for    
purchases

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

100

15 7.5 7.5

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

PC3.  Provide enough time and opportunities for the 
customer to ask for clarification or more infor-
mation.

15 7.5 7.5

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

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

PC6.Promptly refer difficulties in processing applica-
tions to the right person 15 7.5 7.5

Total 100 50 50

RAS/N0120

To help keep the 
store secure

PC1. Take prompt and suitable action to reduce secu-
rity risks as far as possible, where it is within 
the limits of your responsibility and authority 
to do so. 100 15 7.5 7.5

PC2. Follow company policy and legal requirements 
when dealing with security risks. 20 10 10
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PC3. Recognise when security risks are beyond your 
authority and responsibility to sort out, and 
report these risks promptly to the right person. 15 7.5 7.5

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

20 10 10

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

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

15 7.5 7.5

Total 100 50 50

RAS/N0122

To help maintain 
healthy and safety

PC1. Follow company procedures and legal require-
ments for dealing with accidents and emergen-
cies.

100

10 5 5

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

PC3. Report accidents and emergencies promptly, ac-
curately and to the right person. 15 7.5 7.5

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

10 5 5

PC5. Follow the health and safety requirements laid 
down by your company and by law, and encour-
age colleagues to do the same. 15 7.5 7.5

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

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

15 7.5 7.5

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

Total 100 50 50

RAS/N0125

To     demonstrate 
products to cus-
tomers

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

100

15 7.5 7.5

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

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

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

PC5. Cover all the features and benefits he/she 
thinks are needed to gain the customer’s inter-
est.

15 7.5 7.5

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

20 10 10

Total 100 50 50

RAS/N0126

To help custom-
ers choose right 
products

PC1. Find out which product features and benefits in-
terest individual customers and focus on these 
when discussing products. 100

10 5 5
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PC2. Describe and explain clearly and accurately 
relevant product features and benefits to 
customers.

10 5 5

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

5 2.5 2.5

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

PC5. Encourage customers to ask questions & respond 
to their questions, comments & objections in 
ways that promote sales & goodwill. 5 2.5 2.5

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

5 2.5 2.5

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

PC8. Give customers enough time to evaluate prod-
ucts and ask questions. 10 5 5

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

10 5 5

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

10 5 5

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

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

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

Total 100 50 50

RAS/N0127

To provide special-
ist support to cus-
tomers facilitating 
purchases

PC1. Talk to customers politely and in ways that pro-
mote sales and goodwill.

100

10 5 5

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

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

5 2.5 2.5

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

10 5 5

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

5 2.5 2.5

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

5 2.5 2.5

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

10 5 5

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

5 2.5 2.5

PC9. Find out if the customer is willing to see a dem-
onstration. 5 2.5 2.5
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PC10. Set up demonstrations safely and in a way that 
disturbs other people as little as possible. 5 2.5 2.5

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

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

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

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

5 2.5 2.5

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

10 5 5

Total 100 50 50

RAS/N0128

To maximise sales 
of goods & services

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

100

15 7.5 7.5

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

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

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

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

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

15 7.5 7.5

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

10 5 5

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

Total 100 50 50

RAS/N0129

To provide per-
sonalised sales & 
post- sales service 
support

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

100

5 2.5 2.5

PC2. Before starting a consultation, check that the 
work area is clean and tidy and that all the 
equipment you need is to hand. 5 2.5 2.5

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

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

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

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

PC7. Explain clearly to the client the features and 
benefits of the recommended products or ser-
vices and relate these to the client’s individual 
needs.

10 5 5

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

5 2.5 2.5
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PC9.  Make recommendations to the client in a confi-
dent and polite way and without pressurising 
them.

5 2.5 2.5

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

5 2.5 2.5

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

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

PC13. Record client information accurately and store it 
in the right places in your company’s system. 5 2.5 2.5

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

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

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

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

5 2.5 2.5

Total 100 50 50

RAS/N0130

To create a positive 
image of self &        
organisation in the 
customers mind

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

100

5 2.5 2.5

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

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

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

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

PC6.  Keep customers informed and reassured. 5 2.5 2.5

PC7. Adapt appropriate behaviour to respond effec-
tively to different customer behaviour. 10 5 5

PC8. Respond promptly to a customer seeking as-
sistance. 5 2.5 2.5

PC9. Select the most appropriate way of communicat-
ing with customers. 5 2.5 2.5

PC10. Check with customers to ensure complete un-
derstanding of their expectations. 5 2.5 2.5

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

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

5 2.5 2.5

PC13. Quickly locate information that will help cus-
tomers. 5 2.5 2.5

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

10 5 5
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PC15. Recognise information that customers might 
find complicated and check whether they 
fully understand.

5 2.5 2.5

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

Total 100 50 50

RAS/N0132

To resolve customer 
concerns

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

100

10 5 5

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

10 5 5

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

10 5 5

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

10 5 5

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

10 5 5

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

10 5 5

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

5 2.5 2.5

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

5 2.5 2.5

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

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

PC11. Give clear reasons to customers when the prob-
lem has not been resolved to their satisfaction 10 5 5

Total 100 50 50

RAS/N0133

To organise the 
delivery of reliable 
service

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

100

5 2.5 2.5

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

PC3. Reorganise his/her work to respond to unexpect-
ed additional workloads 5 2.5 2.5

PC4. Maintain service delivery during very busy peri-
ods and unusually quiet periods and when sys-
tems, people or resources have let you down. 10 5 5

PC5.  Consistently meet customers’ expectations. 10 5 5

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

5 2.5 2.5

PC7. Respond appropriately to customers when they 
make comments about the products or services 
being offered. 10 5 5

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

PC9. Take action to improve the reliability of his/her 
service based on customer comments. 5 2.5 2.5
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PC10.Monitor whether the action taken has improved 
the service given to customers. 10 5 5

PC11. Record and store customer service information 
accurately following organisational guidelines. 5 2.5 2.5

PC12. Select and retrieve customer service informa-
tion that is relevant, sufficient and in an ap-
propriate format. 

10 5 5

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

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

10 5 5

Total 100 50 50

RAS/N0134

To improve cus-
tomer relationship

PC1.  Select and use the best method of communica-
tion to meet customers’ expectations.

100

10 5 5

PC2. Take the initiative to contact customers to update 
them when things are not going as per plan or 
when further information is required. 5 2.5 2.5

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

PC4. Meet customers’ expectations within the organ-
isation’s service offer. 5 2.5 2.5

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

10 5 5

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

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

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

5 2.5 2.5

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

PC10. Make extra efforts to improve his/her relation-
ship with customers. 5 2.5 2.5

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

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

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

Total 100 50 50

RAS/N0135

To monitor and 
solve service con-
cerns

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

100

10 5 5

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

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

PC4. Keep customers informed of the actions being 
taken. 10 5 5
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PC5. Check with customers that they are comfortable 
with the actions being taken. 5 2.5 2.5

PC6. Solve problems with service systems and proce-
dures that might affect customers before they 
become aware of them. 5 2.5 2.5

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

PC8. Identify repeated customer service problems. 5 2.5 2.5

PC9. Identify the options for dealing with a repeated 
customer service problem and consider the 
advantages and disadvantages of each option. 10 5 5

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

5 2.5 2.5

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

5 2.5 2.5

PC12.  Action the agreed solution. 10 5 5

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

10 5 5

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

Total 100 50 50

RAS/N0136

To promote con-
tinuous improve-
ment in service

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

100

10 5 5

PC2. Analyse and interpret feedback to identify op-
portunities for customer service improvements 
and propose changes.

5 2.5 2.5

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

5 2.5 2.5

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

10 5 5

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

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

PC7. Inform people inside and outside the organisa-
tion who need to know of the changes being 
made and the reasons for them. 10 5 5

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

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

PC10. Analyse and interpret feedback and share your 
findings on the effects of changes with others. 5 2.5 2.5

PC11.  Summarise the advantages and disadvantages 
of the changes. 10 5 5
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PC12. Analyse and interprete the changes to identify 
opportunities for further improvement. 10 5 5

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

Total 100 50 50

RAS/N0137

To work effectively 
in your team

PC1. Display courteous and helpful behaviour at all 
times.

100

10 5 5

PC2. Take opportunities to enhance the level of as-
sistance offered to colleagues 5 2.5 2.5

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

PC4. Complete allocated tasks as required 5 2.5 2.5

PC5. Seek assistance when difficulties arise. 5 2.5 2.5

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

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

5 2.5 2.5

PC8. Observe appropriate dress code and presentation 
as required by the workplace, job role and level 
of customer contact. 5 2.5 2.5

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

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

10 5 5

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

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

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

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

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

Total 100 50 50

RAS/N0138

To work effectively 
in your organisation

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

100

5 2.5 2.5

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

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

5 2.5 2.5

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

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

5 2.5 2.5

PC6.Follow the company’s health and safety proce-
dures while working. 5 2.5 2.5
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PC7. Discuss and agree with the right people goals 
that are relevant, realistic and clear. 5 2.5 2.5

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

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

5 2.5 2.5

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

PC11.Ask for feedback on his/her progress from those 
in a position to give it, and use their feedback 
to improve his/her performance 5 2.5 2.5

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

5 2.5 2.5

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

5 2.5 2.5

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

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

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

5 2.5 2.5

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

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

Total 100 50 50

Do 
• Explain each Guideline for Assessment in detail
• Explain the score that each trainee needs to obtain
• Recapitulate each NOS one-by-one and take participants through the allocation of marks for Theory and Skills 

Practical.
• Explain the Allocation of Marks. Explain that they will be assessed on Theory and Skills Practical.
• Explain that for the first NOS, 50 marks are allotted for Theory and & 50 for Skills Practical.
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