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Standards

This SVQ is based on standards developed by Skillsmart Retail.  Skillsmart Retail represents a wide variety of people working in a broad range of occupations within the distributive industrial sector.

Structure of the SVQ

The way the SVQ is made up is shown below. The unit title appears in bold and the elements that make up each unit are listed under the unit title. 

Mandatory units

Candidates must achieve both of the following units:

Contribute To a Secure, Safe and Healthy Working Environment

1
Implement procedures to maintain the security of cash, gods and premises

2
Monitor losses and investigate identified problems

3
Assess and control risks to health and safety

4
Implement procedures to deal with threats to security, health and safety

Develop and Maintain Productive Working Relationships

1
Create and enhance productive working relationships with colleagues

2
Develop and maintain a network of business relationships

Optional units

Candidates must also complete 6 of the following units, in addition to the mandatory units: 

Group A – Stock Management 

Organise the Receipt and Storage of Goods

1
Monitor and assess incoming deliveries against requirements

2
Organise and maintain storage facilities

3
Monitor and maintain stock movement and storage practice

Audit Stock Levels and Stock Inventories

1
Identify audit objectives

2
Implement an audit programme

3
Report on audit findings

Source Required Goods and Services

1
Identify goods and services to be purchased

2
Identify suppliers of goods and services

3
Purchase goods and services from suppliers

4
Monitor the performance of suppliers

Group B – Merchandising and Selling Goods

Maintain the Availability Of Goods For Sale To Customers

1
Organise the display of goods for sale

2
Assess the effectiveness of displays

3
Maintain product availability and quality

Provide Specialist Support In Helping Customers To Make Purchases

1
Prepare for and provide demonstrations of specialist products

2
Provide information and advice on the features and benefits of specialist products

3
Confirm customers’ preferences and buying decisions

Provide Expert Advice and Information To Support The Sale of Photographic Products and Services

1
Provide specialist advice on the features and use of photographic products and services

2
Demonstrate the features and use of photographic products

3 Provide estimates and quotations to support the sale of photographic products and services

4
Deal with customers

Provide Expert Advice and Information to Meet Specialist Photographic Processing Requirements

1
Advise customers to meet specialised photographic processing requirements

2 Provide estimates and quotations to support the sale of specialised photographic processing services

Provide Expert Advice and Information to Meet Specialist Photographic Processing Requirements

1
Advise customers to meet specialised photographic processing requirements

2 Provide estimates and quotations to support the sale of specialised photographic processing services

Enable Customers To Apply For Credit and Hire Purchase Facilities

1
Identify the customer’s credit or hire purchase requirements

2
Advise customers on the features of the facility

3
Process credit applications on behalf of customers

Evaluate The Receipt Of Payments From Customers

1
Evaluate takings practices and procedures

2
Monitor takings practices and processes at cash point

Group C – Customer Services 

(A maximum of 2 units from this group can count towards the qualification.  The others may be taken voluntarily as additional units but will not count towards a Retail Operations SVQ)

Organise, Deliver and Maintain Reliable Customer Service

1
Plan and organise the delivery of reliable customer service

2
Review and maintain customer service delivery

3
Use recording systems to maintain reliable customer service

Improve The Customer Relationship

1
Improve communications with your customers

2
Balance the needs of your customer and your organisation

3
Exceed customer expectations to develop the relationships

Work With Others To Improve Customer Service

1
Work with others to follow plans for improving customer service

2
Monitor your own performance against plans to improve customer service

3
Monitor joint performance against plans to improve customer service

Monitor and Solve Customer Service Problems

1
Solve immediate customer service problems

2
Identify repeated customer service problems and options for solving them

3
Take action to avoid the repetition of customer service problems

Promote Continuous Improvement

1
Plan improvements in customer service based on customer feedback

2
Implement changes in customer service

3
Review changes that promote continuous improvement

Group D – Organise Effectiveness

Contribute To The Continuous Improvement of Operations

1
Identify opportunities for solving problems and improving operations

2
Recommend improvements to operations

3
Contribute to the implementation of improvements in operations

Plan, Monitor and Adjust Staffing Levels and Schedules

1
Plan staffing levels and prepare work schedules

2 Monitor staffing levels and schedules against work objectives and targets

Contribute To The Selection Of Personnel For Activities

1
Contribute to identifying personnel requirements

2
Contribute to selecting required personnel

Contribute To The Development Of Teams and Individuals

1
Contribute to the identification of development needs

2
Contribute to planning the development of teams and individuals

3
Contribute to development activities

4
Contribute to the assessment of people against development activities

Develop and Maintain Productive Working Relationships With Those For Whom You Have Responsibility

1 Create and enhance productive working relationships with those for whom you have responsibility

2
Agree and monitor performance objectives with individuals and tams

3
Identify and minimise interpersonal conflict

4
Contribute to the implementation of disciplinary and grievance procedures

Monitor and Evaluate The Quality Of Service Provided By External Suppliers

1
Monitor the quality of customer service provided by external supplier

2
Evaluate and improve external suppliers’ service to your customers

There may be publications available to support this SVQ. For more information, please contact:

Education Development International plc

International House

Siskin Parkway East

Middlemarch Business Park

Coventry

CV3 4PE
Tel: 024 7651 6500
Fax: 024 7651 6505
Website: http://www.ediplc.com 
Retail operations/3/5/10/01


