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Standards

This SVQ is based on standards developed by Skillsmart Retail. Skillsmart Retail draws its membership from the retail sector.

For further information, please contact the SQA web site.

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. 

Candidates must successfully complete a total of 6 units. 
Mandatory units

Candidates must successfully complete all of the mandatory Units. 
F0AN 04

Work Effectively In Your Retail Team 2
1
Work well as part of a retail team

2
Follow plans and procedures for learning in a retail environment

Optional units

Candidates must also complete 5 of the following units. At least 4 of these units must be chosen at level 2. A maximum of one unit can be chosen from a restricted selection of optional units at Level 1 or from a restricted selection of optional units at Level 3 or from the optional Units at Level 2. 

Level 2 Units 

F090 04
Help Customers Choose Products in A Retail Environment 

1
Help customers choose products in a retail store
2
Check the customer’s preferences and buying decisions when making retail sales

F09F 04
Maximise Product Sales in a Retail Environment 

1
Identify opportunities to increase retail sales of particular products
2
Promote particular retail products

F0AC 04
Provide Information and Advice to Customers in a Retail Environment 

1
Provide information and advice to meet the needs of retail customers 
2
Help retail customers sort out complaints

F08M 04
Demonstrate Products to Customers in a Retail Environment 

1
Demonstrate retail products to customers 
2
Help customers choose products in a retail store

F0AA 04
Promote Loyalty Schemes to Customers in a Retail Environment 

1
Explain the customers the features and benefits of the loyalty scheme
2
Gain customer commitment to the loyalty scheme

Stock Management

F0AH
04
Receive Goods and Materials into Storage in a Retail Environment 

1
Prepare to receive deliveries in a retail environment
2
Receive deliveries into storage in a retail environment

F0AF 04
Put Goods and Materials into Storage in a Retail Environment 

1
Check storage arrangements for goods and materials in a retail environment

2
Put goods and materials into storage in a retail environment
F0A1 04
Process Customer Orders for Goods in Retail Environment

1
Check the availability of goods for retail orders 

2
Process orders for retail customers
Product Expertise

F09W 04
Prepare Products for Sale to Customers in a Retail Environment 

1
Prepare products for selling to retail customers 
F09X 04
Process Bake-off Products for Sale in a Retail Environment 

1
Bake products for sale (bake-off) in a retail environment
2
Glaze, coat and decorate bake-off products in a retail environment

F0A3 04
Process Fish and Shellfish for Sale in a Retail Environment 

1
Prepare to hand-process fish and shellfish in a retail environment
2
Process fish and shellfish using hand tools in a retail environment

F0A4 04
Process Greengrocery Products for Sale in a Retail Environment 

1
Prepare greengrocery products in a retail environment for selling to customers
2
Display greengrocery products to attract retail sales

F08V 04
Finish Meat Products by Hand in a Retail Environment 

1
Check the suitability of meat products for finishing in a retail environment
2
Prepare to finish meat products in a retail environment

DC22 04
Contribute To Dough Production Control and Efficiency 

1
Organise own activities with dough production schedule
2
Contribute to the identification of improvements to dough processing

DC3H 04
Select, Weigh and Measure Dough Ingredients 

1
Identify and select dough ingredients
2
Weigh and measure ingredients
DC2V 04
Hand Divide, Mould and Shape Fermented Doughs 

1
Hand divide fermented doughs
2
Hand mould and shape fermented doughs

F09C 04
Maintain Food Safety While Working With Food in a Retail Environment 

1
Maintain food safety while working with food in a retail environment
F02Y 04
Assemble Retail Products in Customer’s Home/Workplace 

1
Transport products to the customer’s premises
2
Put retail products together at the customer’s premises

F0AE 04
Provide the Lingerie Fitting Service in a Retail Environment 

1
Identify the retail customer’s needs for lingerie

2
Measure and fit the retail customer for lingerie

3
Check the customer’s preferences and buying decisions when making retail sales 
F0A9 04
Promote Beauty Products to Retail Customers 

1
Demonstrate beauty products to retail customers
2
Maintain the customer record-card system in a retail store

F091 04
Help Customers to Buy National Lottery Products in a Retail Environment 

1
Sell National Lottery products to retail customers
2
Follow procedures for retail sales of age-restricted products

3
Provide service at point of sale in a retail store

Merchandising

F09A 04
Keep Stock on Sale at Required Levels in a Retail Environment 

1
Check stock levels in a retail environment
2
Fill shelves in a retail environment

Visual Merchandising

F08R 04
Display Stock to Promote Sales to Customers in a Retail Environment 

1
Prepare display areas and materials in a retail store
2
Set up and dismantle displays in a retail store

3
Label displays of stock in a retail store

F08X 04
Follow Guidelines for Planning and Preparing Visual Merchandising Displays 

1
Interpret design briefs for retail displays
2
Get hold of merchandise and props to be featured in retail displays

F08W 04

Follow Guidelines for Dressing Visual Merchandising Displays 

1
Dress in-store displays to guidelines

2
Dress window displays to guidelines

3
 Evaluate and improve retail displays

F09R 04
Order Graphic Materials for Visual Merchandising Displays 

1
Order graphic materials to meet retail display needs
2
Position graphic materials to support retail displays

F08P 04
Dismantle and Store Visual Merchandising Displays 

1
Dismantle retail displays
2
Store equipment, props and graphics for retail displays

F09E 04
Make Props for Visual Merchandising Displays 

1
Confirm the requirements for props and prototypes for retail displays
2
Make life-size copies of items for retail displays

3
Make scale models of items for retail displays

4
Decorate fixtures and panels for retail displays

F0AG 04
Put Visual Merchandising Displays Together 

1
Interpret retail display layout requirements from plans, elevations and drawings
2
Follow guidelines for putting retail display layouts together

Finance and Administration

F0A7 04
Process Payments for Purchase in a Retail Environment 

1
Work out the price of customers’ retail purchases
2
Provide service at point of sale in a retail store

F0A6 04
Process Payments and Credit Applications for Purchase in a Retail Environment 

1
Work out the price of customers’ retail purchases
2
Provide service at point of sale in a retail store

3
Process applications from retail customers for credit facilities

F09Y 04
Process Cash and Credit Transactions in a Retail Environment 

1
Process retail customer credit
2
Process payments make to retail customer accounts

3
Reconcile retail customer accounts

F08Y 04
Follow Point-of-sale Procedures for Age-restricted Products in a Retail Environment 

1
Follow procedures for retail sales of age-restricted products
2
Provide service at point of sale in a retail store

Customer Service
F0A8 04
Process Returned Goods and Material in a Retail Environment 

1
Help retail customers who need to return goods
2
Process returns of retail goods

Only one unit can count towards the qualification when choosing from the following customer service units

Level 2 Customer Service Units 

F049 04
Give Customers a Positive Impression of Yourself and Your Organisation 

1
Establish effective rapport with customers
2
Respond appropriately to customers

3
Communicate information to customers

F05S 04
Support Customer Service Improvements 

1
Use feedback to identify potential customer service improvements
2
Contribute to the implementation of changes in customer service

3
Assist with the evaluation of changes in customer service

F05P 04
Resolve Customer Service Problems 

1
Spot customer service problems
2
Pick the best solution to resolve customer service problems

3
Take action to resolve customer service problems

Level 3 Customer Service Units
If candidates choose any of the three Level 2 Customer Service Units they cannot choose any of the five Level 3 Customer Service Units.
F04N 04

Organise the Delivery of 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

F04D 04

Improve the Customer Relationship 

1
Improve communication with your customers

2
Balance the needs of your customer and your organisation

3
Exceed customer expectations to develop the relationship

F05Y 04

Work With Others to Improve Customer Service 

1
Improve customer service by working with others

2
Monitor your own performance when improving customer service

3
Monitor joint performance when improving customer service

F04M 04

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 avid the repetition of customer service problems

F05D 04

Promote Continuous Improvement in Customer Service 

1
Plan improvements in customer service based on customer feedback

2
Implement changes in customer service

3
Review changes that promote continuous improvement in customer service

Level 2 Units 
Organisational Effectiveness

F095 04
Help To Maintain Health and Safety in a Retail Environment 

1
Identify and report accidents and emergencies in a retail environment
2
Protect health and safety as you work in a retail environment

3
Lift and handle goods safely in a retail environment

F093 04
Help To Keep the Retail Unit Secure 

1
Identify and report security risks in a retail environment
*Note – Level 2 candidates are not allowed to choose units from both level 1 and level 3.

A maximum of one unit can be chosen from the following units at level 1:
F0A2 04
Process Donated Goods for Resale or Recycling In a Retail Environment 

1
Process donated goods in a retail environment for selling or recycling 
F08J 04
Contribute To Food Safety in a Retail Environment 

1
Contribute to food safety in a retail environment
Or any of the following units at level 3:
F0A5 04

Process Part Exchange Sales Transactions in a Retail Environment 

1
Decide on the value of items offered in part exchange by retail customers

2
Negotiate part-exchange sales transactions with retail customers

3
Provide service at point of sale in a retail store

F0AD 04

Provide Specialist Support in Helping Customers to Make Purchases in a Retail Environment 

1
Demonstrate specialist products to retail customers

2
Give retail customers information and advice on specialist products

F08N 04

Develop Individual Retail Service Opportunities 

1
Make plans for finding new retail clients

2
 Market your service to potential retail clients

F0AB 04

Provide a Personalised Sales and After-sales Service to Your Retail Clients 

1
Provide a personalised service to retail clients

2
Provide an after-sales service to retail clients

F09S 04

Organise the Receipt and Storage of Goods in a Retail Environment 

1
Organise staff to receive and check incoming deliveries in a retail environment

2
Organise and maintain storage facilities in a retail environment

3
Check the storage and care of stock in a retail environment

F08E 04

Audit Stock Levels and Stock Inventories in a Retail Environment 

1
Put an audit programme into practice in a retail environment

2
Report the findings of a retail stock audit

F09L 04

Monitor and Help Improve Food Safety in a Retail Environment 

1
Monitor food safety at critical control points

2
Contribute to continuous improvement of food safety

F045 04

Assist Customers to Obtain Appropriate Insurance 

1
Identify the customer’s insurance needs

2
Agree insurance policies with the customer to enable them to be appropriately insured

3
Process insurance applications

4
Assist customers with claim

F0AJ 04

Source Required Goods and Services in a Retail Environment 

1
Choose suppliers and order stock for retail sale

2
Check and evaluate the performance of suppliers of stock for retail sale

F09D 04

Maintain the Availability of Goods for Sale to Customers in a Retail Environment 

1
Organise staff to display goods for retail sale

2
Assess how effective displays are in a retail environment

3
Keep products available and maintain their quality in a retail environment

Management and Leadership

F096 04

Help To Manage a Retail Team 

1
Help to manage a retail team

F09T 04

Plan, Monitor and Adjust Staffing Levels and Schedules in a Retail Environment 

1
Plan staffing levels and prepare work schedules for a retail team

2
Monitor staffing levels and schedules against the work targets of a retail team

Finance and Administration

F08S 04

Enable Customers to Apply For Credit and Hire Purchase Facilities 

1
Identify the retail customer’s credit or hire-purchase requirements

2
Advise retail customers on the features of borrowing facilities

3
Process credit or hire-purchase applications on behalf of retail customers

Customer Service

F09H 04

Monitor and Evaluate the Quality of Service Provided By External Suppliers to Your Customers 

1
Monitor the quality of customer service provided by external suppliers to your retail customers

2
Evaluate and improve external suppliers’ service to your retail customers

Organisational Effectiveness

F098 04

Help To Monitor and Maintain the Security of the Retail Unit 

1
Put procedures into practice to maintain security in a retail environment

2
Monitor and investigate losses in a retail environment

Visual Merchandising

F08F 04

Choose Merchandise to Feature In Visual Merchandising Displays 

1
Interpret requirements for retail displays

2
Choose and agree retail merchandise to be featured in displays

F09V 04

Plan, Monitor and Control How Graphics Are Used In Visual Merchandising Displays 

1
Identify and get hold of graphic materials for retail displays

2
Co-ordinate how graphic materials are used in retail displays

3
Check how graphic materials are used in retail displays

F09N 04

Monitor the Effect of Visual Merchandising Displays and Layouts 

1
Gather information about retail customers’ responses to displays and layouts

2
Assess and report the effect of retail displays and layouts

F01K 04

Allocate, Monitor and Control Visual Merchandising Project Resources against Budgets 

1
Negotiate and agree costs for visual merchandising projects

2
Control costs for visual merchandising projects

F08G 04

Contribute To Developing And Putting Into Practice The Company’s Visual Merchandising Policy  

1
Contribute to developing the company’s visual-design policy for its retail stores

2
Support staff putting into practice the company’s visual-design policy for its retail stores

F08L 04

Create Plans, Elevations and Drawings to Realise Visual Merchandising Ideas 

1
Develop and test solution for retail display layouts

2
Produce guidance for putting retail display layouts together

F08K 04

Contribute To the Continuous Improvement of Retail Operations 

1
Identify opportunities for solving problems and improving retail operations

2
Recommend ways of improving retail operations

3
Contribute to putting improvements in retail operations into practice

DR7K 04

Recruit, Select And Keep Colleagues 

1
Recruit, select and keep colleagues

DR7C 04

Provide Learning Opportunities for Colleagues 

1
Provide learning opportunities for colleagues

DR4A 04

Develop Productive Working Relationships with Colleagues 

1
Develop productive working relationships with colleagues

DR3W 04

Allocate and Check Work in Your Team 

1
Allocate and check work in your team

F08T 04

Evaluate the Receipt of Payments from Customers 

1
Evaluate takings practices and procedures in a retail environment

2
Monitor takings practices and processes at the cash point in a retail environment

F09M 04

Monitor and Maintain Health and Safety in a Retail Environment 

1
Assess and control risks to health and safety in a retail environment

2
Put accident and emergency procedures into practice in a retail environment

Customer Service

F09G 04

Monitor and Evaluate the Quality of Service Provided To Your Customers by External Suppliers 

1
Monitor the quality of customer service provided by external suppliers to your retail customers

2
Evaluate and improve external suppliers’ service to your retail customers

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

Customer Contact Centre

The Scottish Qualifications Authority

The Optima Building 

58 Robertson Street

GLASGOW

G2 8DQ

Tel: 0845-279-1000

Fax: 0845-213-5000

Email: customer@sqa.org.uk

Website: http://www.sqa.org.uk

