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Preface 
 

Ministry of Human Resource Development, Government of India developed the National 
Skill Qualification Framework (NSQF) to introduce vocational courses from class 9th 
onwards. The NSQF organizes qualifications according to a series of levels of 
knowledge and skills. These levels are defined in terms of learning outcomes i.e., the 
competencies (knowledge, skills and attitude) which the learners must possess 
regardless of whether they were acquired through formal, non-formal or informal 
education and training system. Qualifications are made up of occupational standards for 
specific areas of learning units or unit of competency. Units of competency are the 
specification of knowledge and skill and the application of that knowledge and skill to 
the standard of performance expected in the workplace. The unit of competency or 
National Occupation Standards comprising generic and technical competencies an 
employee should possess are laid down by the Sector Skill Council of the respective 
economic or social sector.  
 
Competency is defined in terms of what a person is required to do (performance), under 
what conditions it is done (conditions) and how well it is to be done (standards). It can 
be broadly categorized into foundational, practical and reflexive competencies. Generic 
competencies are considered essential for a person to participate effectively in the 
workforce, whereas technical competencies are an individual’s knowledge and expertise 
in the specific group task and its processes and its rules and regulations.  

 
The competency based curriculum is broken down into coherent parts known as Units. 
Each unit is further broken down into knowledge and skills on the basis of which 
evidence is to be provided by the learner and the evaluation is to be done by the 
teacher or trainer. 

 
PSSCIVE which is part of NCERT New Delhi is mandated by Government of India as a 
apex R&D Institute for Vocational Education. The institute has taken up development of 
Curriculum and courseware for class 9th to 12th to introduce vocational courses in 
Secondary and senior secondary schools in of the country. 

Dr. R. B. Shivagunde 
Joint Director and Head 

PSSCIVE, Bhopal  
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About the Course 

A retailer is the one who stocks the producer’s goods and is involved in the act of selling to the customer or consumer, at a 
margin of profit. Retailing is the last link that connects the individual consumer with the manufacturing and distribution chain. It 
adds value in terms of bulk breaking and providing a wide variety of goods and services to customers.   

The retail industry is divided into organised and unorganized sectors. Organised retailing refers to trading activities undertaken 
by licensed retailers, that is, those who are registered for sales tax, income tax, etc. These include the corporate-backed 
hypermarkets and retail chains, and also the privately owned large retail businesses. Unorganized  retailing, on the other hand, 
refers to the traditional formats of low-cost retailing, for example, the local  kirana shops, owner manned general stores, 
paan/beedi shops, convenience stores, hand cart and pavement vendors, etc. 

Organised retail can be categorized by the type of products retailed as well as the by the different kind of retail formats. The 
major retail formats include Department store, Supermarkets, Hypermarket, Specialist Stores, Convenience Stores, and Kiosks. 
The various operations involved in store operation and management include Store Operations, Back end operations, 
Merchandising, Logistics and Distribution, Marketing, Procurement/Purchase, and Corporate Services. 

After completion of 9th class the jobs in organized retailing include (i) Customer Service Assistant who enhances the customer 
service satisfaction (ii) Retail Bagger/Packer, who makes the Bagging/ Packing the goods sold by the customers (iii) Store 
Operations Assistant, who look after overall store operations & motivate other co-workers and (iv) Goods Mover in Retail, who 
assist customers in finding merchandise, introduce customers to new merchandise, and move the goods from racks to billing 
counters. 

After completion of 10th class the jobs in organized retailing include (i) Store Assistant, who makes layout and design of store, 
(ii) Retail Junior Merchandiser, who assist customers in finding merchandise, introduce customers to new merchandise, and 
highlight product features in order to promote sales. (iii) Cashier who manage cash activities in retail stores (iv) Billing Assistant 
who provides billing and handed over products to the retail bagger, (v) House Keeper in Retail who makes housekeeping in the 
store and (vi) Security Personnel, who secure the customers products, vehicles & guide them to entering into the retail outlets. 

After completion of 11th class the jobs in organized retailing include (i) Store Associate, who makes merchandising and inventory 
control possible,(ii) Retail Merchandiser, who enhances customer service satisfaction and strengthen customer loyalty with a 
positive last impression, (iii) Trainee Associate, who display merchandize and interact with customers to understand their needs 
to service them with sales of relevant product offering, (iv) Retail Purchase Assistant, who identify the sources of suppliers, 
negotiate with suppliers and convince the suppliers, (v) Security Personnel, who secure the customer product, vehicles and 
guide them to entering into the retail outlets and (vi) Customer Service Associate, who enhances the customer service 
satisfaction and guide to the customer service assistance. 

After completion of 12th class the jobs in organized retailing include (i) Purchase and Inventory Associate, who guides Inventory 
Associates and Control Inventories, (ii) Security and Housekeeping Associate, who guide the employees, security and 
Housekeeping personnel and other human resources and promote them to handle the retail activities, (iii) Retail Sales Associate, 
who guide the customers in finding merchandise, introduce customers to new merchandise, highlight product features in order to 
promote sales and he also guide to the Retail Sales Assistants, (iv) Accountant, who guides the Billing Assistants, Cashiers & 
Prepare Accounts, (v) Supply Chain Associate who receive the finishing products from the industry and supplied to the retail 
outlets and maintaining the records and, (vi) Electronic Sales Associate, who receive the online orders, processing of orders for 
delivery of the goods and ensuring mode of payment from the customers. 

This curriculum was developed in the year 2012 for urgent need of Haryana Pilot Project. Now we review and finalized this 
curriculum as per new Qualification Packs developed by the Retailers Association Skill Council of India (RASCI) which is under 
National Skill Development Corporation (NSDC), Government of India. 
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Objectives of the Course 

After completion of this course, you will be able to: 
 

- Identify the functions of a retailer 
- Classify the various formats of store and non-store retailing 

- Demonstrate the process of material management and identify the types of material handling equipment 

- Receive & store goods in retail operations and arrange the products to delivery to the customers 

- Identify the effective customer service and dealing effectively with customers 

- Describe the duties and responsibilities of store operations assistant 

- Identify the role and functions of junior merchandiser and list out the functions, principles and techniques of visual 

merchandising 

- Handle the various modes of payments during billing process and manage the cash activities 

- Find out the advantages and disadvantages of different forms of communication 

- Identify the health care measures in Retail and list out the unsafe working conditions 

- Identify the duties of and responsibilities of Retailers 

- Indentify the duties and responsibilities of cashier 

- Describe the duties and responsibilities of customer service associate 

- Identify the duties and responsibilities of Trainee Associate 

- Identify the steps in determining the right assortment of Merchandise. 

- Describe the duties and responsibilities of Merchandiser 

- Identify the major functions and responsibilities of store associate 

- Identify the Methods of selling in Retail and find out the sales promotion activities in store 

- Describe the duties and responsibility of sales associate 

- Identify relevance of e-retailing resources and Information & communication Technology 

- Identify the various telemarketing technologies and categorize the telemarketing activities. 

- Handle the various Modes of Payments during Billing Process 

- Describe the features of bank reconciliation statement and explain the procedure for reconciliation of cash and pass 

book balances 
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Course Structure 
 

This course is a planned sequence of instructions consisting of the following 07 to 08 modules called as Units. 

NSQF Level 1: Retail Store Operations 
S.No. Unit Code Unit Title No. of Theory 

Learning Hours 
No. of Practical 
Learning Hours 

Pre-requisite 
Unit, if any 

1.  RS101-NQ2014 Retailing Basics 15 15 Nil 

2.  RS102-NQ2014 Communication Basics  15 15 Nil 

3.  RS103-NQ2014 Goods Management in Retail 15 15 Nil 

4.  RS104-NQ2014 Customer Service 15 15 Nil 

5.  RS105-NQ2014 Packaging and Bagging in Retail   15 15 Nil 

6.  RS106-NQ2014 Hygiene and Safety Practices in Retail  15 15 Nil 

7.  RS107-NQ2014 Work Effectively in Retail Operations 10 10 Nil 

Total 100 100  

Successful completion of 100 hours of theory sessions and 100 hrs of practical activities and on-the-job learning is to be done for full 
qualification. 

NSQF Level – 2: Retail Merchandising and Cash Management  
 

S.No. Unit Code Unit Title No. of Theory 
Learning Hours 

No. of Practical 
Learning Hours 

Pre-requisite 
Unit, if any 

1.  RS201-NQ2014 Retail Operations 15 15 Unit 101 

2.  RS202-NQ2014 Merchandise Planning 15 15 Nil 

3.  RS203-NQ2014 Store Operations 15 15 Nil 

4.  RS204-NQ2014 Billing and Cash Management 15 15 Nil 

5.  RS205-NQ2014 Security Operations & Housekeeping in Retail 15 15 Nil 

6.  RS206-NQ2014 Communication at Work Place 15 15 Unit 107 

7.  RS207-NQ2014 Health Care and Personal Grooming in 
Retailing 

10 10 Unit 106 

Total 100 100  
 

Successful completion of 100 hours of theory sessions and 100 hrs of practical activities and on-the-job learning is to be done for full 

qualification.  

NSQF Level 3 – Retail Marketing 
 

S.No. Unit Code Unit Title No. of Theory 
Learning Hours 

No. of Practical 
Learning Hours 

Pre-requisite 
Unit, if any 

1.  RS301-NQ2014 Fundamentals of Retailing  25 25 RS101 & RS 
201 

2.  RS302-NQ2014 Retail Marketing Mix 25 25 Nil 

3.  RS303-NQ2014 Merchandising Management 25 25 RS 202 

4.  RS304-NQ2014 Store Layout and Design 25 25 RS 203 

5.  RS305-NQ2014 Retail Selling Skills 25 25 RS 104 

6.  RS306-NQ2014 Customer Relationship Management 25 25 Nil 

7.  RS307-NQ2014 Health Safety and Hygiene in Retailing 25 25 Nil 

8.  RS308-NQ2014 Business Communication  25 25 Nil 

Total 200 200  
 

Successful completion of 200 hours of theory sessions and 200 hrs of practical activities and on-the-job learning is to be done for full 

qualification. 

NSQF Level 4 – Retail Management 
S.No. Unit Code Unit Title No. of Theory 

Learning Hours 
No. of Practical 
Learning Hours 

Pre-requisite 
Unit, if any 

1.  RS401-NQ2014 Advances in Retailing 25 25 Nil 

2.  RS402-NQ2014 Inventory Management in Retailing 25 25 RS 304 

3.  RS403-NQ2014 Security and Housekeeping in Retailing 25 25 RS 205 

4.  RS404-NQ2014 Retail Sales Management 25 25 RS 305 

5.  RS405-NQ2014 Supply Chain Management for Retailing 25 25 Nil 

6.  RS406-NQ2014 Non-Store Retailing  25 25 Nil 

7.  RS407-NQ2014 Event Management in Retailing  25 25 Nil 

8.  RS408-NQ2014 Accounting Procedures in Retailing 25 25 RS 204 

Total 200 200  

Successful completion of 200 hours of theory sessions and 200 hrs of practical activities and on-the-job learning is to be done for full 

qualification. 
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Classroom Activities 

Classroom activities are an integral part of this programme and interactive lecture sessions, followed by discussions should be 
conducted by trained teachers. Teachers should make effective use of a variety of instructional aids, such as Videos, Colour Slides, 
Charts, Diagrams, Models, Exhibits, Handouts, Recorded Compact Discs, etc. to transmit knowledge in projective and interactive 
mode. 

 
Practical activities 

Activities that provide practical experience in case based problems, role play, games, etc. and practical exercises using props, tools 
and equipment. Equipment and supplies should be provided to enhance hands-on experiences for students in the chosen occupation. 
Trained personnel should teach specialized techniques such as handling of products and equipment, maintaining safe and hygienic 
conditions, handling customer’s complaints and requirements, etc. A training plan signed by the student, teacher, and employer 
that reflects tasks to be performed and competencies to be imparted should be prepared for training of the students in the 
organization/industry. 

 
Certification 

Upon successful completion of this course, the State Education Board and the Retailer’s Association of Skill Council of India 
(RASCI). For more details about SSC visit the website of RASCI at www.rasci.in ) will provide a certificate to the student verifying 
the competencies acquired by the candidate. 

  

http://www.rasci.in/


NSQF Level 1 to 4 – Retail Marketing Management - Organized Retailing - Competency Based Curriculum 2014-15 

 

 
Page 5 of 83                                                                             PSS Central Institute of Vocational Education – DB&C -2014-15 

 
 

NSQF Level 1: Retail Store Operations 
Unit Code: RS101-
NQ2014 

Unit Title: Retailing Basics 

 
Location:  
 
Classrooms, Retail 

Shop or 

Departmental 

Store 

Duration: 15 hours  

Session 1:Basics of Retailing 

Learning 
Outcome 

Knowledge Evaluation Performance 
Evaluation 

Teaching and 
Training Method 

1. Identify the 

functions of a 

retailer 

1. Concept of retail  
retailer & retailing 

2. The functions of 
Retailer 

1. List out the 
functions of a 
retailer 

2. Describe the 
essentials required 
for retailing 
business 

Interactive lecture:  
Basics of retailing such as 
concept & functions 
 
Activity:  
Visit to a retail shop or 
departmental store for identify 
the functions of retailing. 

2. Evaluate the 

services to be 

rendered by 

retailers to the 

customers 

1. The retailer’s service 
to the customers 

2. Who is retailer 
3. What do you mean by 

retailer 

1. Identify the 
services to be 
rendered by the 
retailers. 

Interactive lecture:  
Service to be renders by retailer 
to the customers. 

Activity: 
Visit to the retail mall and 
observe the service rendered to 
the customers. 

3. Identify the 
essential 
requirements 
of retailers 

1.  Essential 
requirements of 
Retailers 

1. Distinguish 
between 
wholesaler and 
retailer 

2. Identify the 
essential 
requirements of 
retailers 

Interactive lecture:  
Essential requirements of 
retailers. 

Activity: 
Visit to the retail outlet & asked 
to note down the essentials of 
retailers. 

Session 2 : Organized and Unorganized Retailing   

1. Identifying 
organized and 
unorganized 
retailing  

1. Describe the meaning 
of organized and 
unorganized retailing 

2. State various 
organized retail units 

3. Describe various 
unorganized retail 
units 

1. Differentiate 
between organized 
and unorganized 
retail businesses 

2. List out organized 
& unorganized 
retail formats 

Interactive Lecture:   
Organized & unorganized 
retailing 
 
Activity:  
Visit in various  organized and 
unorganized retail businesses and 
find out the main differences 

Session 3: Store and Non-store Retailing 

1. Identifying the 
basis of 
classifying the 
retailing 

1.  On the basis of 
ownership 
(independent, Chain/ 
Corporate retail chain, 
Franchising, co-
operatives) 

2.  On the basis of 
merchandise offered 
(Convenience stores, 
supermarket, Hyper 
market, specialty 
stores, Departmental 
stores, departmental 
stores and catalogue 
showrooms) 

3.  Direct personal 
contact 

 

1. Describe the 
various types of 
store retailing 
formats. 

2. Distinguish 
between various 
types of non-store 
retailing formats. 

3. Specify the basis 
of classifying store 
retailing 

4. Specify the basis 
of classifying non-
store retailing 

Interactive lecture: 
Introduction to store and non-
store retailing. 
 
Characteristics of store and non-
stores 
 
Group discussion on managing 
the store and non-stores. 
 
Activity:  
Visit to store and non-store 
retailing & observe the 
differences between them. 
 

2. Classify the 
various formats 
of store and 
non-store 
retailing 

1. Describe various 
formats of store and 
non-store retailing. 

1. Differentiate 
between various 
formats of store 
and non- store 
retailing 

Interactive Lecture:   
Guest lecture on store and non-
store retailing 
 
Activity:  
Role play to act individually for 
formation of store and non-store 
retailing 
 
 
 

Session 4: Indian and Global Retailers 
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1. Identify Major 
Retailers 

1. Describe the types of 
    retailers 
2. Describe the major 
    Indian retailers 
3. Explain various 
    functions of retailing 

1. Enlist the major 
    corporate retailers 

in India 
2. Differentiate 

between 
    various methods of 
    retailing products 

Interactive lecture: 
Indian Retail Industry 
Functions of Retailing 
Methods of Retailing 
 
Activity: 
Group formation to write 
about the characteristics of 
various retailers in 
neighbourhood market and 
Indian Retail Industry 
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Unit Code: RS102- 
NQ2014 

Unit - 2   Title: Communication Basics 

 Duration: 15 hours 

 Session 1: Introducing and Greeting 

 
Location:  
 
Classroom and 
Retail or 
Departmental Store 

Learning Outcome Knowledge 
Evaluation 

Performance 
Evaluation 

Teaching and 
Training Method 

1. Introduce and 
greet in a proper 
way 

1. Describe how to 
introduce in different 
ways  

2. Describe the ways to 
greet 

3. Describe the tone 
and language change 
in a different 
situations 

1. Introduce 
himself/herself in a 
proper manner  

2. Greet others 
3. Differentiate 

between the various 
principles of 
communication as 
per the retail 
requirement. 

Interactive lecture:  
Basic Interaction. 
  
Activity:  
Introduction and greeting 
sessions. 

Session 2:Framing Questions and Complete Sentences  

1.  Framing of 
question and 
sentence 

1. Describe proper 
question framing. 

2. Describe the 
important elements 
of complete 
sentence. 

3. Describe verb, 
adverb, subject and 
object 

1. Differentiate 
between types of 
questions. 

2. Differentiate 
between verb & 
adverb and subject 
& object 

Interactive lecture:  

Question framing on different 
situations 

Activity:  

Role play of small conversation 
of two students or a group.  

Session 3: Dealing with Customers in Retail Environment 

1. Dealing with 
customers while 
they are shopping 
for goods 

1. Asking for help for 
price and product 
information 

2. Dealing with 
negotiation 

1. Basic conversation 
exchange 

2. Providing proper 
information about 
product, offers and 
price 

Interactive lecture:  

Dealing with customers 

Activity:  

Role play of small conversation 
of product information offers 
ad price  

Session 4: Principles of Communication 

1. Identify elements 
of communication 
cycle 

1. Describe the 
meaning of 
communication  

2. State the different 
elements of 
communication 
cycle 

3. Differentiate 
between Sender, 
Message, Medium, 
Receiver and 
Feedback. 

1. Identify elements 
of communication 
cycle 

2. Draw a diagram of 
communication 
cycle 

3. Differentiate 
between the 
various principles of 
communication as 
per the retail 
requirement. 

Interactive lecture:  
Principles of communication. 
  
Activity:  
Drawing a communication 
cycle. 
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Unit Code: RS103-
NQ2014 

Unit Title 3: Goods Management in Retail  
 

 
Location:  
 
Classrooms, Retail 

Shop or 

Departmental 

Store 

Duration: 15  hours  

Session 1 : Receive and Store Goods in Retail Operations 

Learning Outcome Knowledge 
Evaluation 

Performance Evaluation Teaching and 
Training Method 

1.  Identify the 
types of retail 
goods. 

1. Describe the 
meaning of goods. 

2. State the different 
types of consumer 
goods. 

3. Give example of 
consumer goods. 

1. Differentiate between 
Staple convenience & 
impulse convenience 
goods. 

2. Differentiate between 
durable & non-durable 
goods. 

3. Differentiate between 
shopping & specialty 
goods. 

4. Compare the goods for 
price, manufacturer & 
volume. 

Interactive lecture:  
Types of retail goods. 
 
Activity: 
Visit to a retail shop or 
departmental store for 
identification goods. 
 
Classify them on the basis of 
convenience, shopping & 
durability. 
 
Classify them on the basis of 
volume & weight of goods. 

2.  Receive the 
Goods 

1.  Describe the 
receiving procedure. 

2.  Process of received 
goods. 

1. Received the goods in 
proper way. 

2. Check the goods as per 
requirement. 

Interactive lecture:  
Receiving of goods in retail 
store. 
 
Activity: 
Visit to a retail shop or 
departmental store and 
observe the how to received 
the goods.  

3.  Storage of 
Received Goods  

1. Describe the storage 
procedure. 

2. Recording procedure 
of goods received. 

 

1. Arrange the goods in 
appropriate places. 

2. Handle the equipments. 
3. Check the temperature 

as per the nature of 
goods. 

4. Complete all 
administrative 
procedures. 

Interactive lecture:  
Storage of goods in retail 
stores. 
 
Activity: 
Visit to a retail shop or 
departmental store and 
observe the how to store the 
goods.  

4.  Demonstrate the 
process of goods 
management 

 

1. Describe the 
importance of 
goods handling. 

2. State the 
precautions to be 
taken while 
handling goods. 

1.  Explain the different 
types of goods. 

2. List out the steps in 
goods management 

Interactive lecture:  

Introduction to goods 
management process. 

Activity:  
Visit to the retail formats list 
out the steps in goods 
management. 

5.  Identify the 
types of material 
handling 
equipment. 

1.  Name the types of 
goods handling 
equipments. 

2.  Describe the 
factors affecting 
selection of 
equipments. 

1.  State the factors for 
designing the material 
handling system. 

2.  Identify the types of 
material handling 
services performed 
during retailing process. 

Interactive lecture:  
1. Group discussion for 

designing material 
handling system for a 
departmental store. 

2. Demonstrate equipments 
for material handling 

Activity:   
Visit to the retail shop or big 
departmental store: 
1. List out the equipments 

& machines used in 
handling goods. 

2. List out the risk involved 
in handling process. 

Session 2:  Delivery Procedures 

1. Understand the 
various Delivery 
Procedures for  

    delivery of  items 

1. Understand the various 
Delivery Procedures 
for delivery of items 

1. Understand the various 
Delivery Procedures 
for delivery of items 

2. Select products to be 
delivered. 

3. Identified the 

Interactive Lecture : 
Delivery procedure in retail 
stores 
 
Activity: 
    Delivery procedure of 
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equipments and 
paperwork needed. 

4. Note down the 
customers addresses 
for delivery of 
products.  

retail stores & Malls 

2. State the Delivery 
Process of 
Departmental 
Store / Malls 

 

1. Identify the methods 
for packing, bagging 
and arranging for 
delivery in 
departmental stores 
& malls 

 

1. Demonstrate  
Procedures of 
Packing, Labeling, 
Marking and arranging 
for delivery in 
departmental stores 
and malls  

Interactive Lecture : 
Delivery process in retail 
stores 
 
Activity: 
Delivery process of 
Departmental Stores & Malls 

3. Describe the 
various modes of 
transportation 

1. Common modes of 
retail transportation 

2. Factors affecting 
modes of 
transportation 

1. Differentiate between 
various modes of 
transportation 

2. Identify the factors 
determining 
combination of mode 
of transportation 

Interactive lecture:  
Modes of transportation and 
their cost benefit analysis 
Activity:  
Make a small report on cost 
effective modes of retail 
transportation 

4. Identify objectives  
of loading and 
unloading 

 
 
 

1. Describe the 
objectives of loading 
& unloading 

2. Discuss the 
significance of 
loading & unloading 

 

1. Enlist various 
objectives of loading 
& unloading 

2. Practice each and 
every objective 

 

Interactive lecture:  
Functions and objectives of 
loading & unloading 
Activity:  
Discuss with your instructor 
the significance of loading & 
unloading and make a brief 
report 

5. Identify the 
problems 
associated with 
retail transport 

1. Types of problems 
faced during 
transportation in 
retail 

2. Solutions to overcome 
problems in retail 
transportation 

1.  Analyze the various 
issues with retail 
transportation 

2.  Suggest solutions 
overcome for 
problems in retail 
transport 

Interactive lecture:  
Problems in retail transport 
Activity:  
Hold a group discussion to 
find solutions to the problems 
of retail transportation 

6. Delivery 
Procedures to 
Customer 
Addresses 

1. Process of home 
delivery. 

2. Rejection of 
products. 

3. Documents required 
while delivery the 
products. 

1. Demonstrate the 
process of home 
delivery.  

2. Complete the 
formalities while 
delivery. 

3. Keep the records of 
delivery and rejected 
goods 

Interactive lecture:  
Deliver the Products 
 
Activity:  
On-the-job to observe the 
delivery procedure along with 
regular delivery person retail 
store.  

Session 3 : Maintain Stock Levels 

1. Check the Stock 

Levels in Retail 

Store.  

 

1. Procedures for 
updating stock 
records. 

2. Stock levels and 
unsalable stocks. 

3. Stock positioning. 
4. Stock control system. 

1. Check the stock levels 
time to time. 

2. Identify the un-sale 
stocks & find out 
expire date. 

3. Maintain stock records. 
4. Estimate for stock re-

positioning. 

Interactive lecture:  

Procedure to Check the Stock 
Levels. 
 
Activity:  
1. Practice session on 

Checking of stock levels 
along with the regular 
store operator. 

1.Reflinish/Fill Stock 

in Selves on Sale.  

 

1. Replenishment 
procedure of stock. 

2. Ordering procedure. 
3. Factor affecting 

demand for stock. 
4. Maintain stock 

records. 
 

1. Order enough stock to 
maintain the correct 
level. 

2.Identify the time for 
replenishment of 
stocks. 

3. Handle the goods 
carefully. 

4. Estimate the consumer 
demand for different 
occasions. 

Interactive lecture:  

How to fill stock levels on 
sale of products. 
 
Activity:  

1. Visit a departmental store & 
observe how to 
replenishment of stocks. 

2. Practice session on 
replenishment of stocks.  

3. Identify the 

various 

documents used 

in goods moving.  

1. State the various 
documents used in 
goods moving. 

2. Explain delivery notes, 
invoice, consignment 

1. Differentiate between 
delivery notes & 
consignment notes. 

2. Identify the reason for 
incorrect or damaged 

Interactive lecture:  

Types of Documents used in 
receiving & delivery of goods. 
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 note, internal packing 
note & offloading. 

3. Explain the electronic 
data system used in 
receiving & dispatch 
of goods. 

delivery of goods. 
3. Practice on receiving 

and delivery of goods 
using electronic data 
system 

Activity:  
1. Visit a departmental store & 

record the receiving & 
delivery of goods. 

2. Practice session on handling 
of documents as per 
organization procedure 

 
 

4. Identify the 

types of 
material 
handling 
equipment.. 

1. Name the types of 
goods handling 
equipments. 
2. Describe the factors 
affecting selection of 
equipments. 

1. State the factors for 
designing the 
material handling 
system. 
2. Identify the types of 
material handling 
services performed 
during retailing 
process. 

Interactive lecture: 
1. Group discussion for 
designing material 
handling system for a 
departmental store. 
2. Demonstrate equipments 
for material handling 
Activity: 
Visit to the retail shop or big 
departmental store: 
1. List out the equipments & 
machines used in handling 
goods. 
2. List out the risk involved 

in handling process. 

Session 4: Laws in Record Maintenance 

1. Identify the 
various records & 
maintenance 
followed in Retail  

1. State the various 
Records & 
Maintenance used in 
organized Retail 
Sector 

1. Demonstrate the 
posting entries in 
Registers. 

2. Identify the 
methods of 
maintenance in 
organized retail. 

Interactive Lecture : 
 
Maintenance of Records in 
Organised Retail 
 
Activity: 
 
Visit to retails organization and 
observe the recording 
maintenance system. 

 2. Understand the 
laws of various 
record & 
maintenance  

1. Laws for Record & 
maintenance methods 
used in small shops/ 
Grocery Shops/ Small 
Scale Industry 

1. State the posting 
entries in 
Registers by small 
shops/ Grocery 
Shops/ Small Scale 
Industry 

2. Find out the laws of 
maintenance in 
small shops/ 
grocery shops/ 
small scale 
industries 

Interactive Lecture : 
 
Laws for maintenance of record 
in small shops/ grocery shops/ 
small scale industry. 
 
 
Activity: 
 
Visit to small shops/ grocery 
shops/ small scale industry 
observe the laws followed in 
recording maintenance system. 

 3. Identify the 

procedure to 

moving of goods. 

 

 

 

1. The advantages of 
effective goods 
moving. 

2. Give the 
responsibilities of 
goods mover. 

3. Describe the manual 
handling of goods. 

1. Differentiate 
between manual 
handling & machine 
handling. 

2. State the ways to 
reduce the risk of 
manual moving of 
goods. 

3. Practice to move 
the goods from one 
place to another 
place 

 

 
Interactive lecture:  
Procedure of goods moving. 
Group discussion on ways to 
reduce risk involved in manual 
handling. 
 
Activity:  
Visit a retail store & observe the 
various methods of manual 
handling. 
 
List out the risk involved in 
manual handling. 
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Unit Code: 
RS104-NQ2014 

Unit Title 4: Customer Service 
 

 
Location:  
 
Classrooms, 
Retail Shop or 
Departmental 
Store, Malls, 
Super Market 
 

Duration: 15  hours  

Session 1 : Understand the Customer Needs 

Learning Outcome Knowledge Evaluation Performance 
Evaluation 

Teaching and 
Training Method 

1. Differentiate 
between consumer 
and customer 

1.  Describe the meaning 
of consumer and 
Customer 

1. Differentiate 
between consumer 
and customer 

Interactive lecture: 
Customers and Consumers 
 
Activity:  
Role play and group 
discussion on the behaviour of 
customers/consumers 

1. Identify customer’s 
needs 

1. State basic needs 
    of the customer 
2. Factors influencing 
    Customer’s need 
     and behaviour 

1.  Differentiate 
     between various 
     factors affecting 
     customer’s need 
     and behaviour. 
2.  State the need to 
     understand 
     customer’s 
     behaviour 

Interactive lecture: 
Customer’s Needs and Wants 
 
Activity:   
Visit to retail store to observe 
the body language of sales 
person and customer’s.  

Session 2:  Establish Effective Rapport with Customers 

1. Identify the  
effective customer 
service 

1. Describe the factors 
that satisfies 
customer’s need 

2. Customer behaviour 
3. Guidelines for 

recognize the 
problems 

1.  Enlist factors 
Influencing  
effective 
customer’s service 

2. Estimate customer 
behaviour 

3. Convince the 
customers with 
good presentation 

Interactive lecture: 

Providing Effective Services to 
Customers 
 
Activity: Role play on convince 
the customers in different 
situations 

2. Dealing effectively 
with customers 

1. Describe the effective 
ways of dealing with 
customers 

2. Customer questions & 
requests 

1. Identify the ways 
for dealing with 
customers 

2. Handle the queries 
of customers 

Interactive lecture: 
Discuss effective ways of 
dealing with customers 
 
Activity:  
Visit to retail outlet and 
observe customer dealing by 
employees 

Session 3:  Customer Services in Retail (Respond Appropriately) 

1.  Identify the role of 
customer services in 
Retail 

 

1. Customer service 
concepts 

2.  Role of customer 
service  

3. Customer Services in 
Retail 

 

1. Explain the 
customer service 

2. Identify the role of 
customer service 
assistant 

3. Explain the 
importance of 
customer service in 
Retail 

Interactive Lecture: 
Customer Service role with 
respect to retail  
Activity: 
Visit to various retail stores 
and observe various customer 
services. 

2. Respond 

Appropriately to 

customers 

1. Assistance to show 
the products 

2. Product knowledge 
and features 

1. Shown the products 
properly 

2. Demonstrate about 
product features 

Interactive Lecture: 

How to Respond with Customers 

Activity: 

Visit to various retail stores and 

observe interactions with 

customers. 

Session 4:  Communicate Information to Customers 

1. Identify the 
elements of best 
customer services. 

1. Elements of customer 
services 

2. Concept of product 
and goods 

1. Differentiate 
between goods and 
services 

2. Find out good 
customer services 

Interactive Lecture: 
Elements of good customer 
services and concept of product 
and goods 
 
Activity: 
Group discussion on products 
and goods and best services 
provided by stores/mall 

2. Communicate 
Information to 
Customers 

1. Sources of    
information 

2. Convince the 

1. Demonstrate about 
product operations 

2. Explain the 

Interactive Lecture: 
Communicate Information to 
Customers 
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customers politely operational 
mechanism of 
products 

3. Communicate in 
local language 

4. Use different 
gestures to 
convince the 
customers. 

 
Activity: 
Role Play on how to 
communicate information to 
customers 

3.  Enlist the  
significance of 
customer services 

1. Benefits and 
importance of 
customer services 

1. Identify  the 
significance of 
Customer services 

2. Practice how to 
attend customer 
queries.  

Interactive Lecture: 
Significance of customer service 
in retail sector.  
 
Activity: 
Visit to the big bazaar and 
observe how to better serve the 
customers 
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Unit Code: RS105-
NQ2014 

Unit Title: Packaging and Bagging in Retail  

 Duration: 15  hours 

 Session 1: Packaging Material 

Location:  
 
Classrooms, Retail 
Shop or 
Departmental 
Store 
 

Learning 
Outcome 

Knowledge Evaluation Performance 
Evaluation 

Teaching and 
Training Method 

1. Identify the 
competencies 
required in 
bagging and 
packaging 
while 
delivering 
goods 

1. Differentiate goods to 
be packed and bagged 

2.  State the packaging 
systems. 

2. Describe role and 
responsibilities  

     in packaging        
material. 

1. Differentiate 
between different 
roles & 
responsibilities in 
packaging 
materials 

2. List out functions 
of individuals 
involved in 
packaging/ bagging 
the material. 

Interactive Lecture:   
1. Importance of packaging/ 

bagging material 
2. Group work step by step for 

packing a material 
 
Activity:  
Play a game of packing gifts for 
winning prizes 
 
Visit to retail shop for hands on 
experience in packing/ bagging 

2. Describe the 

role and 

functions of 

people involved 

in work during 

packaging & 

bagging  

1.The duties of 
managerial staff in 
packing/ bagging 

2. Describe functions & 
Responsibilities of a 
packer/ bagger 

3. Describe the 
competencies 
required as packer/ 
bagger 

 

1. Differentiate 
between package, 
packing and 
packaging 

2. Differentiate 
between consumer 
packaging and 
manufacturers 
packaging. 

3. List out the steps in 
bagging the goods. 

4.  Identify the methods 
of 
packaging/bagging   

Interactive Lecture:   
Guest lecture on Responsibilities 
of staff in packing and Bagging 
 
Activity:  
Role play on the duties of staff 
whom packing/ bagging the sold 
goods of customers. 

3. Signage on 

Packaging 

Material 

1. Type of Signage 
2. Procedure to put 

Signage on Packaging 
Material  

1. Identify the types 
of Signage 
available for 
packaging 

2. To practice to put 
Signage on 
packaging 
materials 

Interactive Lecture:   
Signage Importance in packaging 
 
Activity:  
Visit to Retail Store and Identify 
the Signage shown on packaging 
materials and note down the 
features. 

Session 2: Use of Packaging Equipment 

1. Handle the 
various types of 
packaging 
equipments 

1. Describe the 
importance of handling 
the equipment while 
packing/bagging goods 

2. State the precautions 
to be taken while 
handling the equipment 
in packing/ bagging 

1. Differentiate 
between various 
methods of 
handling packaging/ 
bagging equipments 

2.  Operate simple 
methods of 
equipment handling 
in 
packaging/bagging  

Interactive Lecture:  
Process of Handling equipments 
while packaging/ bagging 
 
Activity:   
1. Visit to retail store to have 

hands on experience of 
equipments used for packing/ 
bagging. 

2. Practice sessions on handling 
of equipments and operations 
on same. 

2.  Describe the 
procedure of 
equipments for 
packaging/ 
bagging the 
goods  

1. Procedure for 
packaging/bagging the 
goods through 
equipments. 

1. Measures to be 
taken while 
handling different 
type of packaging/ 
bagging equipments 

Interactive Lecture:  
Safety measures of handling 
packaging/bagging equipments 
 
Activity:  
Give them some goods for 
packaging and ask what all 
equipments are used for 
packing/bagging. 

Session 3: Procedure for Bagging and Packing 

1. Learn the step 
by step 
procedure of 
using packaging 

1. Describe the 
importance of Handling 
packaging/ bagging of 
material. 

1. Differentiate the 
various procedures 
used in packaging/ 
bagging the 

Interactive Lecture:  
Safety Procedure of handling 
different types of equipments for 
packaging and Bagging  
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material & 
Equipment for 
packaging and 
bagging. 

2. State the procedure to 
be taken into 
consideration while 
packaging/ bagging the 
material with different 
equipment. 

3. Describe the uses of 
equipments used in 
bagging of material 

material. 
2. Operate all type of 

equipments used in 
packaging and 
bagging  

 
Activity:  
Visit to a retail store and 
watching the procedure adopted 
for packaging and Bagging of 
goods at billing counters. 

Session 4: Marking and Labeling 

1.  Identify the 
competencies 
required for 
understanding 
the various 
methods of 
labeling used in 
retailing. 

1. State the various 
methods of marking & 
labeling of products 

2. Describe the job 
responsibilities being 
taken by each 
individual while 
marking and labeling 
of material. 

3.  Describe the 
competencies 
required for each 
individual marking and 
labeling of material/ 
products. 

1.  Identify the 
methods of 
marking and 
labeling of 
material/ products 
in retail 
production. 

2.  Enlist the various 
methods of 
labeling and 
marking used in 
retailing 

Interactive Lecture:  
1. Methods of Marking & 

Labeling 
2. Understanding the importa-

nce of marking and labeling 
 
Activity:  
1. Group work on task analysis & 

knowledge skills and attitude 
required for various methods 
of labeling and marking. 

2. Visit to any retail stores to 
observe how the labeling and 
marking are done.  

3. Let each of the individual to 
do the work of labeling and 
marking of the product of 
their own. 

 2.  Evaluate the 
various purpose 
of labeling and 
marking 

1.  Types of labeling and 
marking 

2.  Describe the purpose 
of labeling and 
marking to fulfill the 
requirement of any 
packaging industry. 

1.  Differentiate 
between labeling 
and marking 

2.  Enlist the reaction 
of customers on 
labeling and brand 
name registration  

Interactive Lecture:  
1. Various purpose of labeling 

and marking 
2. Good labeling and marking 

methods 
3. Effective labeling & marking 

for different products  
 
Activity:  
1. Visit to the godown where 

labeling and marking is 
going on. 

2.  Give the work of labeling and 
marking as play and tell 
them to use their own 
assumption to label and 
mark effectively 

3. Game, How to make a  
    product more effective 

through labeling and 
marking 

4.  Competition for the best & 
colorful labeling & marking 
among the students. 

3. Identify the 
private labels  

1. Meaning of private 
labels 

2. Procedure to put 
private labels on 
packaging 

1. Classify the private 
labels 

2. Practice how to 
put private labels 
on packaging 

Interactive Lecture:   
Importance of the private labels  
 
Activity:  
Visit to Retail Godown and 
observe how private labels are 
put on packaging 
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Unit Code:  
RS106-NQ2014 

Unit Title: Hygiene and Safety Practices in Retail 
 

 
Location:  
Classroom, Retail  
or Departmental 
Store 

Duration: 15 hours 

Session 1: Basic Hygiene and Safety Practices 

Learning 
Outcome 

Knowledge Evaluation Performance 
Evaluation 

Teaching and 
Training Method 

1. Describe the 
importance of 
maintaining 
hygienic 
conditions in 
retail store 

1.  Describe the need of 
maintaining hygiene in 
retail store 

2.  State the materials 
used for maintaining 
hygiene in retail store 

1. Differentiate 
between health and 
hygiene 

2. Demonstrate 
practices adopted 
for maintaining 
good health and 
hygienic conditions 
at retail store 

Interactive lecture:  
Best Practices in Maintaining 
Cleanliness in Retail Store 
 
Activity:  
Visit to a retail store to observe 
best practices adopted to 
maintain hygienic and safe 
working conditions in store. 

Session 2:  Potential Hazards and Accidents at Workplace 

1. Describe 
potential hazards 
& safe practices 
to be adopted at 
retail store. 

1.  State the potential 
hazards in store 

2.  Describe the practices 
to be adopted for 
ensuring occupational 
health & safety 

1. Enlist various safety 
     accessories used in 
     store 
2.  Differentiate 
     between common 
     safety and health 
    concerns and 
    problems. 

Interactive lecture: 
Measures to Ensure Safety in 
Store 
 
Activity:  
Visit to a retail store to observe 
safety measures. 

2. Extinguishing 
small fires 

1. Describe the symbols 
used for safety purpose 

1. Enlist various 
equipment and 
accessories used to 
extinguish fire  

2. Demonstrate the 
process of using fire 
extinguisher  

Interactive lecture: 

Preventing Fire at Workplace 
and Extinguishing Small Fires 
 
Activity:  
Visit to a retail 
store to study fire safety 
equipment installed at the 

Session 3: Safety Measures at Workplace 

1. Practice safety 
measures and 
tips to control 
injuries, 
violence, 
harassment, 
shoplifting and 
robbery 

 
 
 

1. Recognize some 
common health and 
safety concerns in 
retail store 

2. State the reasons for 
violence, shoplifting 
and robbery at 
workplace and 
measures to prevent 
them 

1.  Classify various 
health and 
safety issues at 
the workplace 

2.  Select preventive 
measures to 
avoid 
harassment, 
violence, 
shoplifting and 
robbery 

Interactive lecture:  
Discussing health and safety 
measures and methods of 
preventing issues related to 
these concerns 
 
Activity:  
Visit to a retail store to study 
measures to prevent shoplifting 
and robbery 

2.  State how to 
handle 
money 
equipment, 
machines, 
irate 
customers 
and 
shrinkage 

 
 

1. Ways to handling of 
money 

2. State to manage and 
deal irate 
customers 

3. Describe to manage 
shrinkage 

1. Demonstrate the 
understanding of 
safe handling of 
money  

2.  Develop guidelines 
for dealing with 
irate customers 

3. Demonstrate ways 
to reduce 
shrinkage 

Interactive lecture:  
Discuss ways to safely handle 
money in stores  
Discuss ways to reduce shrinkage 
in stores  
 
Activity:   
Visit retail store and enquire 
about how they manage  irate 
customers 

Session 4: Precautions to be taken for Safety   

1.  Guide the care 

taken for 

travel and 

personal 

1. Outline the precautions 
to be taken while 
traveling to and from 
workplace 

1. Explain 
precautions 
while driving or 
taking a bus 

Interactive Lecture: 

Travel and personal safety 

equipments  - issues and 
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safety 

equipments  

 

2. State precautions 
adopted for power 
tools and equipments 

3. State significance of  
gas stations, petrol 
pumps, working 
alone, forklifts and 
pallet jacks 

2. demonstrate 
how to safely 
handle knives, 
box cutters, 
other sharps, 
power tools and 
equipments in 
retail food stalls 

3. Work with gas 
stations, petrol 
pumps, take 
precautions 
while working 
alone, using 
forklifts and 
pallet jacks 

preventive measures 

Activity:  Group discussion on 

various issues related to working 

alone 
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Unit Code: RS107-
NQ2014 

Unit Title: Work Effectively in Retail Operations 

 Duration: 10 Hours  

 Session 1: Duties and Responsibilities of Store Operations Assistant 

Location:  
 
Classrooms, Retail 
Shop or 
Departmental 
Store 

Learning 
Outcome 

Knowledge Evaluation Performance 
Evaluation 

Teaching and 
Training Method 

1. Interact with 
Team Members 

1. Relationship with 
different stakeholders 

2. Team building 
3. Polices & procedures of 

job roles in Retail 
 

1. Enhance the level 
of assistance 

2. Communicate 
properly with 
different 
stakeholders 

3. Complete 
allocated tasks 
with in the time 
frame 

4. Identify & disclose 
non-discriminatory 
attitude 

Interactive lecture: 
How to Interactive with team 
members. 
 
Activity:  
Role Play on interactions between 
different team members. 

2. Maintain 
Personal 
Presentations 

1. Information about 
presentation 

2. Coordinating mechanism 

1. Keep & maintain 
dress code 

2. Prepare personal 
presentations 
about products 

3. Identify the 
techniques to 
convince the 
customers 

Interactive lecture: 
How to Maintain Personal 
Presentations. 
 
Activity:  
Demonstrate about different 
presentations. 

3. Develop 
Effective Work 
Habits 

1. Work place information 
2. Legal formalities 
3. Self development 
 

1. Practice the work 
place activities 

2. Follow the legal 
formalities 

3. Clarify the doubts 
on work place 
information 

4. Complete the tasks 
with in the time 
frame 

5. Identify the work 
priority & check 
your progress 

Interactive lecture: 
How to Effective Work Habits. 
 
Activity:  
Present Effective Work Habits. 

Session 2: Career Prospects in Retail 

1.  Identify the 
various job 
opportunities 
and Career 
prospects in 
retailing 

1.  State various job 
opportunities in retail 
sector 

2.  Analyze the carrier 
prospects in retail 
sector 

1.  Enlist the job 
opportunities in 
different retail 
stores 

2.  List out the 
different types of 
career prospects in 
the retail sector 

Interactive lecture:  

Job opportunities in retail sector 

Activity:  Check the vacancies in 
the daily newspaper & in the 
employment news 

Go through internet daily 

2. Prepare for 
getting next 
promotion & 
learn for the 
same 

1. Describe the Duties and 
Responsibilities of 
promotional jobs 

2. Understand procedure 
to learn different 
situations 

1. Perform the tasks 
very well 

2. Explain & 
demonstrate 
activities  

3. Learn from the 
seniors about 
different tasks 

Interactive lecture:  

Duties and Responsibilities of 
Promotional Jobs in Retail 

Activity:   

Visit to the Retail Store and list 
out the various promotional jobs 
available and note down their 
duties and responsibilities. 

3. Identify the 
scope for 
getting jobs in 
Retail sector 

1. Scope for employment 
2. Expansion of Retail 

industry 
3. Success Career 

aspects and its growth 

1. Identify the 
employment 
opportunities in 
Retail sector. 

2. List out the 
company wise job 

Interactive Lecture:   
Where from we get jobs in Retail 
sector 
 
Activity:  
Market survey for identify the 
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opportunities 
3. Demonstrate the 

career aspects and 
its timely growth 

4. Find out the ways 
to succeed in 
Retail operations  

job opportunities in Retail sector 

Session 3: Writing a Resume 

1. Enlist the 
various types of 
resumes used 
frequently for 
job in retail 
sector  

1. State various objectives 
of a resume 

2.  Describe the different 
types of resumes 

3.  Describe the various 
types of resume send 
for a particular job 

1.  Differentiate 
between bio-data 
and resume 

2.  Enlist some of the 
points to be 
covered when a 
resume is prepared 

3.  Prepare a resume 
with detail for a 
particular job 

Interactive lecture:  
Discuss the contents of a resume 
 
Activity:  
1.Write the essential contents 

and make job application 
2. Write do and don’ts of writing 

resume 
3. Prepare a resume with a 

covering language or job 
application for a vacant post 
in the computer. 

Session 4: Writing a Job Application 

1. Identify Basic 
points for 
writing job 
application  

 

1.  State the points which 
are necessarily 
assessed while writing 
a Job application  

2.  Describe the elements 
required for writing a 
good job application 

 

1.  Enlist the points to 
be Considered for 
assessment at the 
time of writing a 
job application  

2.  List out some of the 
points which are 
important to be 
considered in 
writing job 
application 

Interactive lecture:  
How to write job application 
 
Lecture on do’s and don’ts of 
writing job application 
 
Activity:  
Prepare a job application for XYZ 
company for the post of Store 
Supervisor. 
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NSQF Level – 2: Retail Merchandising and Cash Management  
Unit Code: 
RS-201 NQ-2014 

Unit Title: Retail Operations 

 
Location:  
 
Classroom Retail 
shop or 
supermarket,  
Malls  

Duration: 15  hours 

Session –1 : Fundamentals of Retail Operations 

Learning 
Outcome 

Knowledge 
Evaluation 

Performance Evaluation Teaching and 
Training Method 

1. Understanding 

the Retail 

Operations 

 

1. Fundamentals of 
Retail Operations. 

2. Importance of 
retail operations 

1. Chart out Retail 
Operations. 

2. Explain the various 
retail outlets 

3. Practice the retail 
operations 

Interactive lecture:  
Retail Operations and highlight 
the importance of  Retail 
Operations 
 
Activity:  
Visit to a retail out-let stores & 
ask the students to make a 
report on importance of  Retail 
Operations   

2. List out the 

types of retail 

outlets   

 

1. Various types of  

Retail Outlets 

a. Store based 
retailing 

b. Chain retailers 
c. Leased 

departmental 
stores 

d. Non-store based 
retailing 

1. Classified the various 
types of  Retail Outlets 

2. Identify the functions 
of each retail outlet 

3. Demonstrate the 
    knowledge of daily 
    tasks and work 
    routines at retail stores 

Interactive lecture:  

On types of  Retail Operations 
and its outlets   

Activity:  
Visit to retail stores, 
organizations and observe the 
types of all Retail outlets and 
write a small report on it. 

Session –2 : Types of Retailers 

1. Identify the 
ways to 
categorized 
retail   

1. Retailers based on 
six factors 

a) Target Market 
Served 

 b) Product Offerings 
c) Pricing Structure 
e) Promotional 

Emphasis 
f) Distribution Methods 
g) Service Level 
2. Retail category of 

ownership 
structure   

1. Classified the six 
factors based on 
marketing decision  

 
2. Explain the factors 

related with 
operations  

Interactive lecture:   

On various Retail Categories. 
Show the students chart on it 

Activity:   

Visit to Retail stores and assign 
the work to the students for 
making project on marketing 
decision. 

 

2. Describe the 
    ways and means 
     of meeting 
     organization’s 

policies, 
standards, and  
procedures 

1. Describe the meaning 
and purpose of 
organizational 
structure and culture 

2. Describe the purpose 
of chain of command 
in a retail business 

3. Describe the 
importance of 
organizational 
values 

4. Describe the retail 
industry 
expectations of staff 

5. Describe the meaning 
and importance of 
quality assurance 

6. Describe workplace 
ethics 

1.  Demonstrate the 
knowledge of 
interacting with other 
team members 

2.  Demonstrate the 
knowledge of 
interacting with 
supervisor and 
management 

Interactive Lecture: 

Organizations Policies, Standards 
and Procedures of retail 
organization 

Activity: 

Visit to the retail outlet and ask 
to note down the  Policies, 
Standards and Procedures of 
retail organization 

 

Session 3:     Retail Selling Skills (as per the age of customer) 

1.  Identify the 
customers  

1.  Types of customers 
2.  Selling methods to 

the customers 
3. Customer 

Segmentation 

1. Identify the customers 
2. Estimate the customer 

behavior 
3. Classifying the 

customers in different 

Interactive Lecture: 

Types of customers 

Activity: 
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4. Legal Procedure 
 

segments 
4. Follow legal 

formalities as per the 
customer’s age. 

Role Play to act on different 
methods for different age of 
customers 

2. Observe the 
Customer’s 
body language  

1.  Various categories 
of body language 

2.  Physical 
appearance of the 
customers age 
attending the 
customers 

1. Categories body 
languages  

2. Identify the physical 
postures of the 
customers 

3. Observe the different 
natures of different 
age group customers 

Interactive Lecture: 

Customers body language 

Activity: 

Role play on body languages and 
then dealing with different age 
group of customers.  

3. Grasp the 
customer 
attention 

 

1. Factors influencing 
grasping 
customer’s 
attention. 

2. Importance of 
customer 

3. Policies for restrict 
produces of some 
age group 
customers. 

1. Identify  the factors 
influencing the 
grasping of the 
customers  

2. Evaluate the customer 
importance in retail 
environment 

3. Arrange the products 
as per the age of 
customers  

 

Interactive Lecture: 

Discuss the importance of 
customer, merchandise and sales 
people 

Activity: 

Visit to the retail store and 
observe how to grasp the 
customer attention for sale of 
goods in different age customers 

4. Approach to the 
customer in a 
better way 

1.Describe the 
different types of 
approaches  

 
2. Common mistakes in 

approaching the 
customer 

1. Enlist different types of 
approaches 

 
2. Identify mistakes while 

approaching the 
customers 

Interactive Lecture: 
Approach to the customer  

Activity: 

Visit to the retail store Identify 
mistakes while approaching the 
customers in different age groups 

5. Close the Sale 
and make 
payments as 
per age group 
of customers 

1. Closing procedures 
for different age 
group customers 

2. Billing systems as 
per age  

1. Close the Sales as per 
age group of 
customers 

Interactive Lecture: 
Closing procedure 

Activity: 

Visit to the retail store and 
observe how to close the sale 
and note down the procedures. 

Session 4:  Trends in Retailing 

1. Identify the 
segments for 
urban and Rural 
areas 

 
 
 
 

1. Various segments 
in Indian retailing 

2. State the meaning 
of private brand 
retailing 

3. Describe the 
advantages and 
disadvantages of 
online retailing 
and street 
shopping 

 

1. Identify  the various 
segment in Indian 
retailing 

2. List out trends in 
different segments 

3. Differentiate between 
online retailing and 
street shopping 

4. Identifying the various 
segments as per 
different age group of 
customers. 

Interactive Lecture: 

On various segments in Indian 
retailing.  

Activity: 

Visit to various retail stores for 
observation of various customers 
at different segments as per age, 
income, demographic, etc. 
 

2.  Find out the 
driving forces 
in Indian 
retailing 

1.  Demographical  
factors, Plastic 
revolution, 
urbanization, 
Transportation 

1. Identify the various 
growth drivers in 
Indian retailing 

2. Find out the factors 
influencing growth 
drivers  

Interactive Lecture: 

On  various driving forces in 
Indian retailing 

Group Discussion: GD on driving 
forces in Indian retailing 
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Unit Code:  
RS-202  NQ-2014 

Unit Title:   Merchandise Planning 

 
Location:  
 
Classrooms, Retail 
Shop or 
merchandise Store 

Duration: 15  hours 

Session – 1:   Kinds  of  Merchandise 

Learning 
Outcome 

Knowledge 
Evaluation 

Performance Evaluation Teaching and 
Training Method 

1. Be 
acquainted 
with terms 
and concepts 
of 
Merchandise  

1. Concept of  
Merchandise 

2. The functions of 
merchandise 

3. Planning of 
merchandising 

 
 

1. Identify  the steps in  
Merchandise and  its 
planning 

2. List out the functions of 
the  merchandise 

3. Make it clear the 
planning process of 
merchandising 

Interactive lecture: 
Introduction to merchandise 
planning 
 
Activity:  
Visit to a retail shop or 
departmental store for 
identification of various types 
of merchandising and its 
planning 

2. List out the 
rights and 
guidelines of 
merchandising  

1. Types of rights 
2. Tips in 

merchandising 

1. List out tips for better  
merchandising 

2.  Scrutinize the rights of  
merchandising 

Interactive lecture:  

Merchandising rights and 
about their guidelines 

Assignment:  

Group discussion on various 
Acts and Laws regarding to 
merchandise and used various 
Reference Books. 

3.  Identify the 
kinds of 
merchandising 

1. Types of General 
Merchandise 

 

1. Indentify various types 
of merchandising 

2. Distinguish between 
different kinds of 
merchandising 

Interactive lecture:  
Various merchandiser and tell 
the students to recognize the 
type of merchandise 
 
Pragmatic work:  
Assign the work to the 
students like make a project 
on any one type of 
merchandise. It’s threats and 
opportunities. 

Session – 2: Role and Functions of Junior Merchandiser 

1. Identify the 
role and 
functions of 
junior 
merchandiser  

1. The  Role of  
junior 
Merchandiser and 
their general 
functions 

2. Describe the 
various 
merchandise 
presentations 

 
    

1. Analyze  the role of the  
junior merchandiser 

2. Identify the general 
functions of   junior 
merchandiser 

a. Read product labels 
b. Weigh goods for counter 

sales 
c. record customer details 
d. Place he goods in proper 

way  

Interactive lecture:  

Highlight  the role and 
functions of  junior 
merchandisers 

Activity:    
Visit to various merchandise 
stores and observe the role 
and their general functions of 
junior merchandisers.  

Group Discussion:  
On the role of junior 
merchandisers.  

2. Apply the 
functions of 
the junior 
merchandisers 
at different 
level 

 

1.  General functions 
of merchandiser 

2.  Functions of 
administration 
merchandiser 

3.  Basic duties of the 
merchandiser 

4.  Functions at 
different levels 

5.  Functions of 
Divisional 
merchandise 
manager  

 

1. Enumerate  the general 
functions of  
merchandiser 

2. Elaborate administration 
functions of 
merchandiser 

3. List out the basic duties 
of  merchandiser 

4.Scrutinize the functions 
of merchandiser at 
different level 

5. Identify the functions of 
Divisional merchandise 
manager 

Interactive lecture:  

Invite the Divisional 
merchandise manager to solve 
the queries of the students at 
practical base. 
 
Activity:  
Visit to merchandise stores 
and observe the functions of 
admin level and observe the 
work of  Divisional 
merchandise manager  
Role play: Play act in the 
classroom as various 
merchandiser and tell the 
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students to recognize the type 
of merchandiser. 

Session 3:  Visual Merchandising and Display   

1. Identify the 
basic aspects  
of visual 
merchandising 

 

1. Meaning of visual 
Merchandising 

2.  Aspects of visual 
Merchandising 

3. Elements of visual 
merchandising  

1. Identify the elements of   
visual Merchandising 

2.  Find out the various 
aspects of  visual 
Merchandising 

Interactive Lecture: 
On  visual Merchandising and 
PPT with interactive session 
Activity: 
Visit in various merchandise 
stores for observation of visual 
merchandise and find out the 
window display  

2. List out the 
functions, 
principles and 
techniques of  
visual 
merchandising 

1. Functions of visual 
Merchandiser 

 2. Principles of visual 
Merchandising 

3.  Techniques of 
visual 
Merchandising 

4.  Types of visual 
Merchandising 

1. Describe the functions of  
visual Merchandising 

2.  List out the principles of  
visual Merchandising 

3.  Identify the techniques 
of  visual Merchandising 

4. Spot out the types of  
visual Merchandising   

Interactive Lecture: 
On visual merchandise  
 
Activity: 
Visit in various merchandise 
stores for observation and find 
out the functions of  visual 
merchandiser at work-place  

3.  Evaluate the 
impact of 
display of 
merchandise 

1. Describe the factors 
(mannequins and 
alternatives fixtures, 
props  displays & 
signage, planograms 
and store views, etc.) 
responsible for better 
visual display of 
merchandise 

1. Differentiate between the 
various elements of 
display 

2.  Design window displays 
and visual presentations 
with an understanding of 
target consumer  

Interactive lecture: 
Evaluation of Impact of 
Display of Merchandise 
 
 
Activity:  
Visit to two retail stores to 
compare the display of 
merchandise 

4. Find out the 
Retail Signage 
in Visual 
merchandising 

1. Meaning of Signage 
2. Types of Signage 
3. Usefulness of 

Signage in visual 
merchandising 

1. Identify the different types 
of Signage  

2. Find out where we keep 
Signage boards in visual 
merchandising 

Interactive Lecture:   
Usefulness of Retail Signage 
 
Activity:  
Visit to a Retail Store and list 
out what kind of Signage 
boards are available and write 
a short note. 

Session 4:  Duties and Responsibilities of Junior Merchandiser 

1.  Describe the 
duties and 
responsibilities 
of Junior 
Merchandiser 

1. Describe the 
various career 
opportunities within 
the retail industry  

2. Describe the 
purpose of knowing 
job descriptions 
and responsibilities 

3. Describe the 
employee and 
employer rights 
and responsibilities 
in retail industry 

4. Describe the duties 
of Junior 
Merchandiser in a 
retail store 

5. Describe the role of 
Junior 
Merchandiser in 
business promotion 

1.  Demonstrate the 
knowledge of core 
competencies of a Junior 
Merchandiser 

2. Identify the duties of 
Junior Merchandiser in a 
retail store 

3. Find out the role of Junior 
Merchandiser in business 
promotion 

Interactive lecture: 
Role and Responsibility of 
Junior Merchandiser 
 
Activity:  
Visit to retail 
store to study the role and 
functions of Junior 
Merchandiser 



NSQF Level 1 to 4 – Retail Marketing Management - Organized Retailing - Competency Based Curriculum 2014-15 

 

 
Page 23 of 83                                                                             PSS Central Institute of Vocational Education – DB&C -2014-15 

 
 

Unit Code: 
RS203- NQ2014 

Unit Title:  Store Operations 

 
Location:  
 
Classroom, Retail 
shop store 
operations  

Duration: 15 hours 

Session-1: Store Layout  

Learning 
Outcome 

Knowledge 
Evaluation 

Performance Evaluation Teaching and 
Training Method 

1. Competencies 
required for 
store 
operations in 
retail 
knowledge  

1. State whether 
the site is nearer 
to target 
market. 

2. Describe the 
store area. 

3. Describe the 
sources of power 
and water 
available. 

4. State the 
components of 
the store layout 

1. Differentiate between 
store area and retail 
area. 

2. Store site compatible 
with retail shopping. 

3. Describe the store layout. 
4. Design of store layout. 
5. Differentiate between 

different types of store 
layout  

Interactive lecture:   
Store Operations 
 
Activity: 
1. Visit a retail mall and 

understand the job 
responsibility of how store 
layout are designed and 
formed. 

2. Work in retail store with 
the responsibility and 
function as store assistant.  

2.  Identify the 
formalities 
required for 
store layout. 

1. State the design 
and location of 
stores. 

2. Steps involved in 
preparing store 
layout. 

3. Steps involved in 
identification of 
store location. 

 

1. Differentiate the store 
layout with business 
layout operation. 

2. Evaluate the 
compatibility of the store 
layout with location of 
potential customer. 

3. Identify the market in 
respect of store location. 

Interactive lecture:  

Forming Store Layout and 
Design.  

Activity: 
1. Visit retail store and learn 

how the store layout is 
drawn.  

2. Design a small independent 
store layout for one 
product with reference to 
commercial operations in 
retail outlet. 

3. Visit to a retail format & 
formalities. 

3.  Describe the 
Location and 
proportion of 
space through 
numeric and 
visual space 
planning. 

1. Planning a layout 
for the stores 
interior. 

2. Describe the 
allocation of 
space based on 
sales, margins, 
products and 
strategy. 

1. Enlist the function of 
store space and planning 
of store layout. 

2. Differentiate store 
planner, architect and 
interior designer. 

3. Calculate proportion of 
space through numeric 
and visual space planning  

Interactive Lecture: 

Store planning, designing 
layouts, forming stores, 
planning and organizing retail 
store layouts.  

Activity: 

Work with retail store planner 
and learn the store layout 
designing. 

Session -2: Store Design 

1. Describe the 
elements of 
store planning 
and design 

1. Describe the 
elements (store 
design objectives, 
selling space, 
merchandise 
space, employee 
space, customer 
space, display 
areas, fixture 
arrangements, 
etc.) 

1. Demonstrate the 
knowledge of the elements 
of store design  

2. Differentiate between 
selling area, circulation 
area and back area 

Interactive lecture:  
Store Design 
 
Activity: 
Visit to a retail store to study the 
store layout and design 
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2.  Identify the 
tips for Retail 
Store Design 

1. Store frontage, 
signage, furniture, 
display, lighting, 
decoration. 

2. Tips for retail 
Store design 

1. Differentiate the functions 
of stores space with store 
decoration. 

2. Identify the tips in valued 
in retail store design  

Interactive Lecture: 

Store space creation, furniture 
arrangements, merchandising 
display. 

Activity: 

Work with retail store planner 
and learn the store layout 
designing. 

Session-3: Store Procedures and Process of Customers Orders 

1. Describe the 
competencies 
of core areas 
in store 
procedures 

1. Learn core areas 
like store 
exterior, store 
interior, 
customer 
service, 
merchandise 
management. 

1. Identify the function of 
stores procedures, at the 
entry level. 

2. Find out the 
responsibility of entry 
level store procedures 
followed. 

Interactive Lecture: 
Competencies of core areas in 
store procedure  
Activity: 
On-the-job or internship in a 
store management job in the 
retail sector.  

2. Identify the 
competitive 
analysis of 
store 
promotions. 

1. Learn from 
advertising 
agency, public 
relation firm, 
marketing 
specialist to 
promote the 
products through 
retail. 

1. List out the competitive 
analysis of store 
promotions  

2. Take responsibilities to 
handle promotions of a 
new product through 
advertising. 

Interactive Lecture: 
Process of store procedures and 
promotion of a product. 
 
Activity: 
Practically work in a retail store 
to understand the product 
promotions. 

3. Check the 
availability of 
the goods for 
orders 

1. Procedure of 
Stock levels 

2. Product 
availability 

1. Maintain Stock levels  
2. Arrange the products for 

orders 

Interactive Lecture: 
Availability of goods available 
 
Activity: 
Visit to the retail store and 
observe how to check the 
availability goods for order. 

4. Process the 
orders for 
customers 

1. Order procedures 
2. Payment 

procedures 

1. Make the orders as per 
product availability 

2. Collect the payments 
from customers. 

Interactive Lecture: 
Order processing activities. 
 
Activity: 
Visit to the retail store and 
observe how to check the 
availability goods for order. 

Session-4: Store Maintenance and Exchange Sale Transaction 

1. Managing the 
operations and 
maintenance 
of the retail 
stores.  

 
 
 
 
 

1. Cleanliness of 
the store 
premises depend 
on the 
maintenance of 
the store still 
merchandising 
with the 
customer goes 
on.    

1. Differentiate between 
maintenance and 
administration of store. 

2. Operate simple product 
handling with 
merchandising by 
maintaining flow of 
stocks. 

3. Determines the business 
hours and the target 
audience of the stores. 

Interactive Lecture: 
Process of store maintenance. 
Activity: 
On-the-job in a super market 
store and learn the process of 
handling and maintenance. 

2. Manage the 
receipts of 
products 
issued from 
store. 

 

1. Product 
procurement & 
issues of 
products. 

1. Identify the product 
movements from the 
stores and purchase items 
by the customers. 

2. Maintain the receipts of 
products issued from 

Interactive Lecture: 
On movement of products issued 
from stores to the retail section. 
Activity: 
On job orientation of receipts 
and issue of product from the 
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store stores. 

3. Decide the 
Value of Items 
offered in part 
exchange by 
customers 

1. Inspections and 
verify the 
products  

2. Repairing 
procedure 

3. Valuation of 
products. 

1. Inspect and verify the 
products for exchange 

2. Repair clean the products 
came for exchange 

3. Fix up the exchange 
Value of the products 

4. Handle products carefully 

Interactive Lecture: 
Valuation of products for 
exchange  
Activity: 
Visit to the Retail Store and 
observe how to value the 
product in exchange process. 
 

4. Negotiable 
part exchange 
sale 
transaction 
with 
customers. 

1. Negotiations 
policies 

2. Decision making 
for exchange of 
items 

3. Terms and 
Conditions for 
exchange of 
items. 

1. Follow Company policies 
and procedures while 
exchange of products. 

2. Take the permission from 
accept or reject the 
exchange items 

3. Convince the customers 
to demonstrate with 
product operations. 

Interactive Lecture: 
Negotiations process in the 
Exchange Sales 
 
Activity: 
Role Plan on Exchange of 
Products. 

5. Provide 
services in 
paint of sale in 
a Retail Store 

1. Payment 
procedures on 
Exchanged 
products. 

2. Record 
maintenance 

1. Guide to payment on 
exchange products 

2. Follow terms and 
conditions on payment of 
exchange products. 

3. Make records where ever 
required in exchange 
process. 

Interactive Lecture: 
Handle the points of Sale in 
Exchange Sales  
 
Activity: 
Visit to Retail Store and Observe 
how to close the exchange sale 
process. 

 

Unit Code: 
RS204- NQ2014 

Unit Title:  Billing and Cash Management 

 
Location:  
 
Classroom, Retail 
shop store 
operations  

Duration:  15 hours 

Session-1: Billing Procedures 

Learning 
Outcome 

Knowledge Evaluation Performance 
Evaluation 

Teaching and 
Training Method 

1. Describes the 
Basic 
Understanding 
& Competencies 
for Billing 
Personnel 

1. State various types of 
Billing and Accounting 
Heads 

2. Understanding basic 
accounting 
terminologies related 
with Billing & 
Accounting Procedures. 
Example: Service Tax, 
Sales Tax, VAT, Other 
Duties etc.  

1. Calculate the 
routine Accounting 
and Billing 
Transactions 

2. Explain the various 
taxes and duties 
related with Billing 
to Customer 

 

Interactive lecture:   
 
Understanding Basic 
Accounting and Billing 
Procedures. 
 
Activity: 
Role Plays and Activities based 
on Billing and Accounting 
Procedures. 

2. Handle the 
various Modes 
of Payments 
during Billing 
Process 

1. Describe various Modes 
of Payment. 

2. State the precaution to 
be taken while handling 
the modes of Payments 

3. Understanding uses of 
Various Equipments 
used in Payment 
Process 

1. Differentiate 
between various 
modes of Payments 

2. Collect and Operate 
various Payment 
Modes 

3. Operational 
Knowledge of 
Various Equipments 
in Payment Process 

Interactive Lecture : 
 
Based on Modes of Payment 
 
Activity: 
 
On-the-job to handle payments 
in retail organization. 

Session 2: Service Cash Point 

1. Monitor Receipt 
practices and 
process at Cash 
points. 

1. Modes of payment 
2. Cash point operations 
3. Handling cash  
4. Types of Refunds 

1. Check the setting 
up operating cash 
points. 

2. Sort out the 
problems of cash 
point operations 

3. Handling cash and 
cash equivalents 
effectively 

Interactive Lecture : 
Monitor Receipt practices 
 
Activity: 
Visit to the Retail Store and 
involve in monitor the  receipt 
practices and process at cash 
points 
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2. Support 
Effective Team 
Working 

1. Work sharing 
procedures 

2. Encourage and support 
with Team members 

1. Share work fairly 
with co-workers 

2. Give respect to the 
Supervisors (elders) 

3. Help in decisions 
making. 

Interactive Lecture: 
How to build the Team and 
Effective Team working  
 
Activity: 
Visit to the Retail Store and 
observe how to work with 
Team 

Session 3:  Process of Cash Payments 

1. Control the 
price Tags 

1. Pricing machine 
2. Discounts available 

1. Identifying the 
price of products 

2. Find out the 
discounts on 
products 

Interactive Lecture: 
Control the price Tags  
 
Activity: 
Visit to the Retail Store and 
observe how to control the 
price Tags 

2. Receipt of Cash 
and Providing 
bills 

1. Billing procedure 
2. Debit & Credit Card 

payments 

1. Sort out pricing 
problems 

2. Receive the Cash/ 
Debit/ Credit Cards 
and Keep Security 

3. Print the Bill and 
handover to the 
customer 

Interactive Lecture: 
Procedure of Receipt of Cash  
 
Activity: 
Visit to the Retail Store and 
observe how to receive the 
cash and handed over the bills. 

Session 4: Process of Credit Sales and Return of Goods 

1. Provide customer 
credit 

1. Guidelines for providing 
credit 

2. Procedure of customer 
accounts opening 

3. Guidelines for deal with 
customers 

1. Follow the Credit 
limits 

2. Enter the 
transactions in 
customer accounts 

3. Reminding the 
customers balances. 

Interactive Lecture: 
Procedure of Provide customer 
credit 
 
Activity: 
Visit to the Retail Store and 
observe how to provide the 
customer credit 

2. Collection of 
Credit from 
customers 

1. Legal rights and 
obligations 

2. Company Policies 
3. Credit collection 

procedures 

1. Check the due dates 
of customers 

2. Record receipts 
from customers and 
close their accounts 

3. Sort out the 
problems and Settle 
legally 

4. Keep the collected 
amount safely. 

Interactive Lecture: 
Procedure of Collection of 
Credit from customers 
 
Activity: 
Visit to the Retail Store and 
observe how to collect the 
credit from customers 

3. Reconcile the 
customer 
accounts 

1. Reconcile procedure 
2. Terms and Conditions 

1. Compare the 
charges made and 
Credits made in 
customer’s accounts 

2. Sort out the 
problems in 
accounts  

3. Inform to 
Supervisors if any 
problems made. 

Interactive Lecture: 
Procedure of Reconcile the 
customer accounts 
 
 
Activity: 
Visit to the Retail Store and 
observe how to reconcile the 
customer accounts 

4 Handle 
Returned 
goods. 

1. Terms & Conditions of 
Returning goods 

2. Company policies 
3. Replacement 

procedure 
4. Refund procedure 

1. Follow the Terms 
and Conditions 
while treeing of 
goods sold. 

2. Replace the goods 
in place of 
returned good. 

3. Update the Stock 
Control System  

4. Move returned 
good to the 
correct place. 

Interactive Lecture: 
Procedure of Handling of 
returned goods 
 
Activity: 
Visit to the Retail Store and 
observe how to handle the 
returned goods 
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Unit Code: RS205-
NQ2014 

Unit Title: Security Operation & Housekeeping in Retail 
 

 
Location:  
 
Classrooms, Retail 
Shop or 
Departmental 
Store, Malls, Super 
Market 

Duration: 15 hours 

Session -1:  Security Points in Retail Store 

Learning 
Outcome 

Knowledge Evaluation Performance 
Evaluation 

Teaching and 
Training Method 

1. Identify the 
various security 
points. 

1. Purpose of security 
points in retail store. 

2. State the locations of 
security points in 
retail store. 

1. Enlist the various 
security points. 

2. Identify the 
locations of the 
security points in 
retail stores. 

3. Analyze the multi 
utility of security 
points in retail 
stores 

Interactive lecture: Introduction 
of security points. 

Activity:  
1.  Visit a retail store and make 

the list of security check 
points. 

2. Develop a block model of 
retail store. 

3. Role plays at security points. 

Session-2: Role and Functions of Security Personnel 

1. Identify the role 
and functions 
of security/ 
personnel. 

 
 
 
 
 
 
 

1. Role of security in 
retail store. 

2. Functions of security in 
retail store. 

1.  Analyze the role of 
security in each 
department of 
retail store. 

2.  Analyze the 
functions of 
security in each 
department of 
retail store. 

3.  Differentiate the 
role and functions 
of security in 
different 
departments of 
retail store. 

Interactive lecture:  
Knowing the role and function of 
security. 

Activity:  
Group discussion on advancement 
in security functions in retail 
store. 

Session-3: Material Handling in House Keeping 

1. Describe the 

competencies  

required for  

Material 

Handling in 

Housekeeping  

1.  Describe the 
competencies and 
skills  required for 
Housekeeping 

1. Measuring the 
Performance in 
Respect of 
Knowledge, Duties, 
Responsibilities and 
Accountability. 

2. Identify suitable 
competencies 
required for 
material handling in 
housekeeping. 

Interactive lecture:  
1. Interaction and Exposure in 

Retail Housekeeping. 
2. Teach the Practical Methods 

of Material Handling. 
3. Practical Teaching of 

Advantages of Team Work, 
Policies and procedures of 
health and safety.  

 
Activity:  
1. Visit a Mall or working place 

where housekeeping 
materials are handled in the 
Retail store & learn from 
the experience of expert. 

1. Visit Retail Organization and 
interact regarding handling of 
housekeeping Materials, 
potential health hazards, 
handling of safety 
equipments. 

2. Examine the 
process of 
Material 
Handling 

1.   Procedure to handle 
the material used in 
Retail Housekeeping 

1. Measure the 
Outcome of How 
successfully the 
Material have been  
handled 

Interactive lecture:  
Process of Material handling in 
Housekeeping. 
 
Activity:  
Role plan on cleaning the store. 

3. Identify and 

Operate 

housekeeping 

equipment in 

1. The materials and 
equipments. 

2. Techniques of 
housekeeping 
practices and 

1. Measure the 
outcome or result 
after using the 
material. 

2. For cleanliness, 

Interactive lectures : 
Use of housekeeping equipments 
in retail industry. 
 
Activity: 



NSQF Level 1 to 4 – Retail Marketing Management - Organized Retailing - Competency Based Curriculum 2014-15 

 

 
Page 28 of 83                                                                             PSS Central Institute of Vocational Education – DB&C -2014-15 

 
 

 

 

  

retail 

departmental 

stores  

 

protection of 
materials. 

safety, hygiene, 
hazardous and 
assess whether it is 
as per standards 
and procedures set 
by the retail 
industry 

3. Identify the 
equipment 

4. Operate the 
housekeeping 
equipment. 

1. Role play on responsibilities 
of housekeep-ping work. 

2. Visit a Retail Mall and 
practically learn to operate 
housekeeping equipments. 

Session – 4:   Procedure in Housekeeping 

1. Identify the 
Competencies 
required for 
housekeeping 
in retail 
operations 

1. To describe 
housekeeping in retail 
outlets, retail stores 
and retail malls. 

2. Competencies 
required for 
housekeeping  

1. Identify the 
responsibilities 
taken, involvement 
in housekeeping 
and measure the 
cleanliness and 
waste recycling. 

2. Identify the 
competencies 

3. Operate the 
housekeeping 
activity with 
required 
competency 

Interactive Lecture: 
1. Competencies required 
for housekeeping in retail sector 
2. To learn in the class 
room the procedures and job 
opportunities in retail sector. 
 
Activity: 
1. By role play the 
responsibilities and the functions 
of the housekeeping work in 
retail store. 
2. To visit and experience 
the housekeeping method in the 
work place of retail sector. 

2. Applying 
Housekeeping 
in the area of 
cleanliness, 
hygiene, 
safety, disposal 
of waste 

1. Competencies 
required in 
cleanliness, hygiene, 
waste disposal, safety, 
health hazards. 

1.  Evaluate the 
roles, 
responsibilities and 
effectiveness of 
jobs and 
housekeeping. 

2.  Identify the 
methods for 
applying house-
keeping work. 

Interactive Lecture: 
On the job opportunities in retail 
housekeeping. 
 
Activity: 
Visit to a retail store and observe 
what kind of methods applying 
for housekeeping of retail store. 
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Unit Code: RS206- 
NQ2014 

Unit Title: Communication at Work Place 

 
Location:  
 
Classroom and 
Retail or 
Departmental Store 

Duration: 15 hours 

Session 1: Verbal and Non-verbal Communication 

Learning Outcome Knowledge 
Evaluation 

Performance 
Evaluation 

Teaching and 
Training Method 

1. Demonstrate 
effective use of 
verbal and 
nonverbal 
communication 
skills 

1.  Describe the 
various modes of 
communication 

2.  Describe the 
various sources of 
information (media, 
industry 
associations, 
industry publications, 
internet, information 
services, personal 
contacts, colleagues, 
supervisors and 
managers, etc.) 

3. State seven C’s of 

communication  
4.  Describe the role of 

sender and receiver 
in communication 

5.  Describe the 
barriers in 
communication 

1. Differentiate 
between internal 
and external 
communication 

2. Demonstrate the 
knowledge of 
collecting and 
processing 
information from 
different sources 

Interactive lecture: 
Communication Process 
 
Activity: 
 Practice sessions 
on effective use of verbal 
and non-verbal 
communication skills. 

2. Identify the 
practices in verbal 
and non-verbal 
communication 

 

1.  Describe the  verbal 
& non-verbal 
communication 

2. Importance of verbal 
& non-verbal 
communication 

3.  Practices in verbal 
& non-verbal 
communication  

1. Differentiate 
between verbal and 
nonverbal 
communication. 

2. Identify the 

practices in verbal 
and non-verbal 
communication 

Interactive lecture: 
The practices in verbal and non-
verbal communication 
 
Activity: 
Practice sessions on effective 
use of verbal and non-verbal 
communication skills. 

3. Greet the customers 
respectfully and 
effectively rapport.  

1. Control procedures 
of Communication 
barriers  

2. Communicate with 
customers feelings 

3. Customers treating 
procedures 

1. Control 
communication 
barriers 

2. Greet your 
customers 
respectfully & 
Convince them 
politely 

3.  Understand the 
expectation of your 
customer 

4. Respond promptly 
and positively to 
customers 

Interactive lecture: 
Effective rapport with customer 
and respond appropriately. 
 
Activity: 
Role play on receive rapport 
with customers. 

4. Communicate 
Information to 
customers 

1. Information storage 
& pass on 
procedures 

2. Offer discounts etc. 

1. Collect store the 
product information 

2. Intimate the 
information to 
customers 

3. Record the initiated 
information. 

Interactive lecture: 
How to communicate 
information to customers and 
not down the procedure. 
 
Activity: 
Visit retail store and note down 
the procedure. 

Session 2:Forms of Communication 

1.  Identify the forms 
of communication 

1. Describe the 
meaning of Formal 
Communication. 

2. Describe the 
meaning of Informal 
Communication or 
grapevine 
communication. 

1. Differentiate 
between upward, 
downward and 
horizontal 
communication. 

2. Differentiate 
between verbal and 
nonverbal 
communication. 

3.  Enlist various static 
and dynamic 

Interactive lecture:  

Types of Communication 

Activity:  
Role play to demonstrate 
various feature of verbal and 
nonverbal communication 
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features of non-
verbal 
communication 

2. Find out the 
advantages and 
disadvantages of 
different forms of 
communication 

1. Describe the 
advantage of 
different forms of 
communication 

2. Describe the 
disadvantage of 
different forms of 
communication 

1. Identify the 
advantage of 
different forms of 
communication 

2. Find out the 
disadvantage of 
different forms of 
communication 

Interactive lecture:  

Advantages and disadvantages 
of different forms of 
communication 

Activity:  

Visit to the retail outlet and 
asked to note down the 
advantages and disadvantages 
of different forms of 
communication 

Session 3: Communication Media and Equipments 

1. Operate the 
communication 
media and 
equipments 
properly 

1. Describe various 
communication 
equipments 

2.  Describe 
precaution followed 
to use the telephone 
etiquette. 

 
 
 

1. Demonstrate 
functions of 
electronic device 
and electronic 
media 

2. Enlist various 
equipments used for 
oral communication 
and written 
communication 

Interactive lecture: 
Communication media and 
equipments 

Activity:  

1. Role play to demonstrate 
the usage of various 
communication 
equipments 

2. Role play to demonstrate 
communication etiquette 

2. Evaluate the 
communication 
media 

1. Describe the 
methods of evaluate 
the communication 
media 

1. Identify the 
methods of evaluate 
the communication 
media 

Interactive lecture:  

Evaluate the communication 
media 

Activity:  

Visit to the retail outlet and 
asked to note down how to 
evaluate the communication 
media 

Session 4: Barriers in Communication 

1. Identify the 
barriers in 
communication 

1.  Describe the factors 
that act as 
communication 
barrier 

2.  Differentiate 
between various 
types of barrier to 
effective 
communication 

1. Compile a list of 
barriers  to 
effective 
communication at 
workplace 

Interactive lecture:  

Barriers in communication 

Activity:  

Visit to the retail outlet and 
identify the barriers in 
communication. 

 

2. Select the 
Strategies for 
Overcome barriers 
in communication 

1.  Describe the ways 
to overcome barriers 
in effective 
communication 

1. Select strategies to 
overcome barriers 
in communication 

Interactive lecture:  

Barriers to effective 
communication and ways to 
overcome them 
 
Activity:  
Visit to the retail outlet and 
find out the strategies for 
overcome barriers in 
communication. 

 

  



NSQF Level 1 to 4 – Retail Marketing Management - Organized Retailing - Competency Based Curriculum 2014-15 

 

 
Page 31 of 83                                                                             PSS Central Institute of Vocational Education – DB&C -2014-15 

 
 

Unit Code: 
RS207-NQ2014 

Unit Title: Health Care and Personal Grooming in Retailing 

 
Location:  
 
Classroom Retail 
shop or 
Departmental 
Store 

Duration: 10 hours 

Session 1: Health Care Activities (Accidents & Emergencies) 

Learning 
Outcome 

Knowledge Evaluation Performance Evaluation Teaching and 
Training Method 

1. Describe the 
health care 
activities and 
heath care 
rights in retail 
organizations 

1. Recognize 
the relevance of 

healthcare activities 
2. State various rights to 

health and safety 

1. Analyze the health care 
aids and activities in 
retail organizations 

2. Demonstrate the rights to 
health and safety 

Interactive lecture:  
Best practices to manage 
health care in the retail store 
 
Activity:  
Visit to a retail store to 
observe relevant practices 
adopted to maintain hygiene 

2.  Explain the 
principles of 
ergonomics, 
indoor air 
quality and 
pollution in 
retail 
organizations 

 
 
 
 
 
 
 
 
 

1. Discuss the meaning 
of ergonomics 

2. State the concepts of 
repetitive motion 
illness, lifting, 
carrying, standing, 
fire prevention 

3. Discuss importance of 
machine guarding, 
trash disposal and 
issues of working in 
cold places 

4. Types of Accidents in 
Retail operations  

5. Emergencies 
Activities 

1. Demonstrate about the 
ergonomics at workplace 

2. Apply  measures for 
repetitive motion illness, 
lifting, carrying, standing 
and fire prevention 

3. Practice methods of 
prevention of floor slips, 
trips, falls and electric 
shocks 

4. Identify causes and 
prevention of floor slips, 
trips, falls, electric shocks 

5. Express the need for 
machine guarding, trash 
disposal & issues of 
working in cold places 

Interactive lecture: 
Significance of ergonomics 
and measures to check 
pollution in retail 
organizations 
 
Activity:  
Visit to a retail store to 
observe relevant practices 
adopted to prevent pollution. 

Session 2: Health Care Measures 

1.  Identify the 
health care 
measures in 
Retail 

1. Describe the health 
care measures in 
Retail 

2. Procedures and Legal 
requirements for 
health safety risks 

1. Identify the health care 
measures in Retail 

2. Utilization of safety 
equipments 

3. Follow the precautions 

Interactive lecture:  
Health care measures in Retail 
 
Activity:  
Visit to the retail outlet and 
asked to note down the health 
care measures in Retail 

2. List out the 
unsafe working 
conditions 

 

1. State the working 
conditions that are 
unsafe for the 
employees 

2. Relate the situations 
where unsafe work 
should be refused 

1. Identify the unsafe 
working conditions 

2. Differentiate between 
safe and unsafe work  

3. Follow the guidelines to 
refuse unsafe work 

Interactive lecture:  
Safe and unsafe working 
conditions 
 
 
Activity:  
Group discussion to find out 
ways to make conditions safer 

3.  Identify the 
responsibilities 
of employers 
and employees 
for workplace 
health and 
safety 

1. State the 
responsibilities of 
employer 

2. Understand 
responsibilities of 
worker 

3. Describe 
responsibilities of 
supervisor 

4. Safety measures 
5. Guidelines for use 

fullness of safety 
equipments 

1. Enlist responsibilities of 
employers in provision of 
health and safety at work 

2. Analyze responsibilities of  
workers and supervisors in 
managing health and 
safety at workplace 

3. Plan safe working 
procedures 

 

Interactive lecture:  
Responsibilities of employers 
and employees in managing 
workplace health and safety 
 
Activity:  
Interview a retail store owner 
to state the measures adopted 
by him to ensure health and 
safety at the store 

Session 3: Personal Grooming Techniques 
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1. Describe the 
skills required 
for personal 
grooming 

 
 
 
 

1. Identify various skills 
and knowledge of self 
care 

2. State the 
conversation skills 

3. Explain the meaning 
of Balanced Diet 

1.Apply the self care 
including basic skin care, 
hair care and basic make 
up  

2.Practice conversation 
skills, social graces and 
deportment 

3. Practice the diet and 
nutrition and its 
significance 

Interactive lecture:  
Expert lecture on personal 

grooming.  
 
Activity:   
Make a small report on the 

basis of observation on 
groomed personalities. 

2. Identify the 
food techniques 

1. Describe the  
relevance of dining 
with style in formal 
restaurant 

2. State the significance 
of  stylish cutlery and 
crockery 

1. Demonstrate the art of 
table presentation 

2. Demonstrate the art of 
dining 

3. Use of crockery and 
cutlery 

4. Apply restaurant 
etiquettes 

Interactive lecture:  
Lecture of the specialist on 
food techniques.  
 
Activity:   
Visit a restaurant and record 
the ways of table presentation 
and dining. 

3. Extend the 
Support to work 
team 

1. Build relationship 
with stakeholders 

2. Team building 
policies and 
procedures 

1. Interact with team 
members 

2. Complete allocated tasks 
within the time frame. 

Interactive lecture: 
Team Building Techniques  
 
Activity: 
Case study on personality 
development 

Session – 4: Personal Grooming Tips 

1. List out the 
grooming tips  

 
 
 
 
 
 
 
 

1. Basic grooming tips 
for business women 

2. Describe hairstyle 
tips 

3. State basics of 
business makeup 

4. Identify appropriate 
jeweler 

1.  Apply the perfumes, scents 
and odors in workplace and 
present professional looking 
fingernails and hands 

2.  Carry proper hairstyle at 
workplace 

3.  Wear appropriate business 
makeup 

4.  Demonstrate about good 
jeweler selection 

 
Interactive lecture:  
Important grooming tips for 
working women 
  
Activity:   
Interact with the beautician 
to learn tips on women 
makeup 

2. Enlist the work 
related injuries 
and reporting 
them to 
supervisor 

 

1. Discuss about first aid 
facilities 

2. State how to report 
injuries 

3.  Identify how to 
investigate accidents 

 
 
 
 

1. Utilize first aid box items 
at the appropriate time 

2.  Develop how and whom 
to report injuries 

3.  Investigating accidents 

Interactive Discussion:  
Importance and use of first 
aid at workplace 
 
Activity:   
1. Visit a doctor to discuss 

first aid requirements with 
respect to work related 
injuries in retail. 

2. Visit to retail store and 
observe work related 
injuries while moving 
goods one place to 
another place. 

 3. Prepare 
personal 
presentations 

1. Procedure for 
collecting 
information 

2. Procedure for 
preparing 
presentations. 

3. Personal Hygiene 
procedure 

1. Collect suitable 
information which should 
help for preparing 
presentations 

2. Prepare presentation as 
per the requirement 

3. Follow the personal and 
organizational hygiene 

Interactive lecture: 
How to prepare personal 
presentation 
 
Activity: 
Involve to prepare 
presentation Demo 

 4. Develop 
Effective work 
habits 

1. Rules, Guidelines for 
work place situations. 

2. Describe the work 
habits 

1. Interpret, confirm and act 
on work place situations 

2. Follow the legal 
requirements 

3. Identify work and 
personal priorities 

4. Interpret personal habits 
in work situations 

Interactive lecture: 
How to develop effective 
work habits 
 
Activity: 
Role Plan on different work 
habits 
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NSQF Level – 3: Retail Marketing 
Unit Code: RS301-
NQ2014 

Unit Title: Fundamental of Retailing 

 Duration: 25 Hours 

 Session 1:Basics of Retailing 

 
Location:  
 
Classrooms, Retail 
Shop or 
Departmental 
Store 

Learning 
Outcome 

Knowledge Evaluation Performance 
Evaluation 

Teaching and 
Training Method 

1. Identify the  

Basics of 

Retailing 

1. Meaning of Retailing 
2. Retailing activities 
3. Importance of 

retailing activities 

1. Chart out retailing 
activities 

2. Explain various 
retailing activities 

Interactive Lecture:  
Retailing Activities 
 
Activity:  
Visit to a retail outlet and 
observe the basic retail activities 

2. Classification 

of retailers 

 

1. Classification of 
retailers based on 
legal form 
a. Sole Proprietorship 
b. Partnership 
c. Limited Company 
d. Cooperatives  

2. Classification of 
retailers based on 
operational structure 
a. Independent trader 
b. Chain store 
c. Cooperative stores 

3. Classification of     
retailers based on 
range of merchandise 

4. Classification of strong 
degree of services (i.e. 
Low and High) 

5. Classification based on 
pricing 
a. Lower price 
b. High Price 

6. Based on size of outlet 
7. Based on method of 

customer contact 

1. Classify the various 
types of retailers 

2. Explain the basis of 
classifying 
different retailers 

3. Identify the 
different   
characteristics of 
legal form of retail 
formats  

4. Find out the 
different    
characteristics of 
operational retail 
formats  

5. Chart out the 
different 
characteristics of 
other retail 
formats   

Interactive Lecture :  

Classification of retailers 

Activity:   

Visit to various types of retail 
outlet and identify the different  
characteristics 

Session 2: Retail formats 

1. Understand the 
concept of 
“Retail 
Format” 

1. Importance of retail 
formats 

2. Benefits of retail 
formats to generate 
cells and draw in 
customers 

1. Explain the 
importance and 
benefits of retail 
formats 

2. Identify the what 
are the for malities 
required to 
complete for 
establishment   

 

Interactive Lecture: 
Retail Formats & Highlight the 
structure and importance of 
retail formats in competitive 
market conditions 
 
Activity:  
Visit to various types of retail 
formats and observing their 
activities.  

2. Types of retail 
formats 

1.  Various types of retail 
formats for example 

a. Mom and Pop stores 
(Family-owned 
business stores) 

b. Category Killers( 
e.g. Best Price) 

c. Malls 
d. Spatiality store 
e. discount stores 
f. Departmental 
   stores 
g. Hyper markets 
h. Convenience store 
i. Multi brand outlets 
j. E-Retailers 

1. Chart out various 
types of retail 
formats 

2. Identify the 
different activities 
of various retail 
formats  

 

Interactive Lecture:   
Retail Formats & Highlight the 
structure and types of retail 
formats  
 
Activity:  
Visit to various types of retail 
formats and observing nature and 
list out the characteristics. 

Session 3: Functions of Retailers 

1.  Understand the 
functions of 

1. Functions of Retailers 
2. Importance of retailers 

1.  List out the 
functions of the 

Interactive Lecture:  
Functions of  Retailers 
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Retailers 
 

from the various points 
of view  

Retailers  
2.  Practices the 

functions   

 
Activity:  
Visit to a  Retail shops & observe 
the what kind of  functions the 
retailers are performed 

2.  Identify the 

duties and 

responsibilities 

of retailers 

 

1. Duties of the Retailers 
2. Responsibilities of the 

retailers 

1. Identify the  duties 

and responsibilities 

of retailers 

2. Practice the duties 

and responsibilities 

of retailers 

  

Interactive Lecture:  
Duties and Responsibilities of  
Retailers 
 
Activity:  
Visit to a  Retail shops & observe 
the what are the duties and 
responsibilities performed in the 
retail stores 

 Session 4: Trends in Retailing 

1. Identify the 

segments for 

urban and Rural 

areas 

1. Various segments in 
Indian retailing 

2. State the meaning of 
private brand retailing 

3. Describe the 
advantages and 
disadvantages of 
online retailing and 
street shopping 

1. Identify  the various 

segment in Indian 

retailing 

2. List out trends in 

different segments 

3. Differentiate 

between online 

retailing and street 

shopping 

Interactive Lecture: 

On various segments in Indian 

retailing.  

Activity: 

Visit to various retail stores for 

observation of various customers 

at different segments.  

2. Find out the 
Driving forces 
in Indian 
retailing 

1.  Demography factors, 
Plastic Money, 
Urbanization, 
Transportation and 
consumer behavior, E- 
Banking, E- Marketing 

1. Identify the      
various Driving 
Forces in Indian 
Retailing  

2.  Find out the which 
factors influencing 
the driving forces 
in Indian Retailing  

Interactive Lecture:  
Driving forces in Indian Retailing 
Group Discussion: GD on Driving 
Forces in Indian retailing  
 
Activity:  
Visit to a Retail shops & observe 
the various customers’ behavior 
and make a small report on it. 
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Unit Code:   
RS-302 NQ-2014 

Unit Title:    Retail Marketing Mix 

 
Location:  
 
Classrooms, 
Market survey,  
visit to Malls,  
Kirana stores, 
Manufacturing 
Units, Advertising 
agencies 

Duration: 25  hours 

Session –1: Product Mix 

Learning Outcome Knowledge 
Evaluation 

Performance 
Evaluation 

Teaching and 
Training Method 

1. Acquainted with 
the concept of  
Marketing  Mix 

1. Concept of 
Marketing Mix 

2. Importance of  7Ps 
3. Concept of Product 

Mix 
 4.Significance of 

product Mix 

1. Illuminate  the 
meaning of Marketing 
mix 

2. Explain the importance 
of  7Ps 

3. Light up  on 
significance of product 
Mix 

4. Identify the elements 
of product mix  

 

Interactive Lecture:  
Clear the terms of  Marketing 
Mix with the help of 
Advertisement through PPT 
 
Poster Making:   
Four students can prepare four 
“P”s posters and describe it 
through illustrations 
 
Activity:  
Visit to Manufacturing unit and 
tell the importance of 4Ps about 
Product to the students to 
showing them every “P” 

2. Features of 
Product Mix 

1. Various features of 
products like shape, 
size, color, brand, 
warranty etc. 

1. List out the features of 
Product and clarify the  
product Mix  

Interactive Lecture:  

Product Mix Features   
 
Activity:  
Conduct the Workshop and shows 
the product  examples and 
describe the features of  product 
Mix   
 

 3. Product Life 
Cycle  

1. Details about PLC 
and stages  

2. Strategies  at the 
stages of PLC 

1. Enumerate the  stages 
of PLC with the help of 
Diagram 

2. Analyze the which 
stage is beneficial for 
retailer how to sustain 
that stage years long  

Interactive Lecture:  
Stages of PLC with diagram to 
understand the stages. 
 
Activity:  
Take a real product which is 
presently sold in the market and 
analyze its stages and strategies 
at every level.  

Session – 2 : Price Mix 

1. Identify the  
Price Mix   
features  and its 
importance 

1. Various  Pricing 
features like Credit 
facilities , 
Installment, EMI 
etc. 

2. The significance of 
Price Mix 

1. Scrutinize the features  
of Price Mix 

2. Explain the 
importance of Price 
Mix 

3. Identify the factors 
influencing the pricing 
of retail products 

Interactive Lecture:  

Highlight on price Mix with giving 
examples of various products 
and services  

Activity:   
Visit to the Mall or Retail shops 
and show the students about the 
importance and methods of price 
Mix 

Assignment:  
Assign them work to make a 
small project about the impact 
of price changes on the 
consumers and thereby Retail 
Market  

2. Identify the 
methods of  
Pricing in retailing   

1.  Methods of  
Pricing in Retailing   

1. Identify the different 
methods available in 
fixing the prices in 
retailing  

Interactive Lecture:  

Highlight the methods of pricing  

Activity:  

Visit to the retail outlet and ask 
the marketing manger what 
methods are using to fix up the 
prices in the retailing  
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Session 3:  Promotion Mix   

1. Identify the 
concept of  
Promotion Mix  
and its 
importance 

 

1.  Meaning of 
Promotion Mix  

2.  Importance of 
Promotion Mix 

 

1. Clarify  the elements 
of  Promotion Mix 

2. List out the factions 
influencing the  
Promotion Mix 

Interactive Lecture: 

Promotion Mix  and its 
importance 

Activity:  

Write a brief note on  Promotion 
Mix    and its importance 

2. Identify the 
objectives  and 
Elements of  
Promotion Mix    

 

1. Various Objectives 
of  Promotion Mix   

2  Factors or 
elements of  
Promotion Mix  like 
Advertising, Public 
Relations,  
Publicity, Sales 
Promotion, 
Personal selling 
etc. 

1. Identify the various 
objectives of  
Promotion Mix   

2. List out the 
promotional aspects in 
retailing 

3.Classify the 
promotional aspects     

Interactive Lecture: 

Objectives of  the  Promotion 
Mix and list out the elements of  
the  Promotion Mix     
 
Activity:  
Visit to the retail shop and  
observe  the factors  influencing 
the  Promotion Mix  how it 
creates impact on the selling of 
products and services  
 
Role Play to act for each 
element and make them to 
understand the concepts.  

Session 4:   Place Mix 

1. Understand the 
concept of Place 
Mix and  its 
importance and 
Process 

1.  Meaning and 
importance of  
Place Mix   

2.  The process of  
Place Mix     

 

1. Discuss in detail about  
Place Mix  

2. Enlist the elements of  
Place Mix 

3. Demonstrate the 
process of  Place Mix 

Interactive Lecture: 
Importance and the concepts  
of  Place Mix 
 
Activity :   
Visit to a retail  store and find 
out the process of place mix 

 2. Find out the 
objectives and 
features of Place 
Mix 

1.  Various objectives 
& features of Place 
Mix 

1. List out and express 
the view on the 
objectives of  Place 
Mix 

2. Enumerate the 
features of  Place Mix 

Interactive Lecture: 

Objectives and the Features  
of Place Mix 
 
Activity :   
Assign the work to the students 
to write a small report on 
objectives and features of Place  
Mix. 

3. Describe the 

various modes of 

transportation 

and its objectives 

1. Common modes of 
retail 
transportation 

2. Factors affecting 
modes of 
transportation 

3. Describe the 
objectives of retail 
transport 

 

1. Differentiate between 
various modes of 
transportation 

2. Identify the factors 
determining 
combination of mode 
of transportation 

3. Enlist various 
objectives of retail 
transport 

Interactive lecture:  
Modes of transportation and 
their cost benefit analysis 
 
Activity:  
Make a small report on cost 
effective modes of retail 
transportation analyze the 
objectives of transportation.  

Session 5: Process,  People and Physical Evidence 

1. Identify the 
concept and 
features of  
Process 

1.  Meaning and 
features of 
Process 

1. Identify the elements 
of Process and 
explain its features 

2. Practice the process 
of the products 
before sale 

 
 

Interactive Lecture: 

Features of Process  
 
Activity :   
Visit to a retail shop and observe 
the features of Process and 
make a small report on it. 

 2. Identify the 
concept and 
features of  
People  

1.  Meaning and 
features of People  

1. List out the features 
“People Mix” 

2.Estimate the 
customers. 

Interactive Lecture: 

Features of People   
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3. Choose the target 
market for retail. 

Activity :   

Visit to a retail shop and observe 
the features of People and make 
a note on it. 

 3. Identify the 
concept and 
features of  
Physical evidence 

1.  Meaning and 
features of Physical 
evidence 

1. Explain the steps in 
Physical Evidence and 
enlist its features. 

2. Proof the 
evidences and 
demonstrate the 
product features and 
operations. 

Interactive Lecture: 

Features of Physical evidence  
 
Activity :  
Visit to a retail shop and observe 
the features of Physical Evidence 
and make a small case study on 
it. 
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Unit Code: RS303-
NQ2014 

Unit Title: Merchandising Management 

 
Location:  
 
Classrooms, Retail 
Shop or 
Departmental 
Store 

Duration: 25 Hours 

Session 1:Sources of Merchandise  

Learning 
Outcome 

Knowledge 
Evaluation 

Performance Evaluation Teaching and 
Training Method 

1. Describe the 
sources of 
merchandising 

1. Various sources of 
merchandising in 
retailing 

2. Describe the job 
ride of a 
merchandiser and 
responsibilities of 
the same. 

1. Differentiate between 
selling & 
merchandising in retail 
business 

2. Enlist the work done 
by a merchandiser 
while selling of goods 

Interactive Lecture: 
Merchandising & retail business 
Group work on selling goods 
through different source 
 
Activity:  
Role play to act as  how the 
selling will be done through 
merchandising  

2. Identify the 

functions of 

merchandising 

division 

1. State the various  
functions of 
merchandising 
division through 
organizational 
charts 

2. Display procedure 

1. Enlist the functions of 
a merchandising 
division 

2.  Practice buying  
functions 

3. Identify the need for 
display in retail store. 

Interactive lecture on:  
functions of Merchandising 
division 

Activity:   
Visit to the  merchandising  
division in retailing and observe 
the perform the buying function  

3.Understand how 
negotiation is 
done with 
vendor in 
retailing 

1. Describe the 
factor affecting 
better negotiation 
with the vendor in 
retailing 

1. Enlist the factors 
responsible for the 
success of negotiation 
with the vendors in 
retailing 

2. Demonstrate the 
better negotiation 
skills with vendors  

Interactive Lecture: 
Effective negotiation with 
vendors in retailing 
 
Activity:  
Role play on the process of 
negotiation with the vendors  

4. Describe the 
art of a 
successful 
negotiation 
with the vendor 
in 
merchandising 

1. State the various 
tips for art of 
successful 
negotiation. 

1. Enlist the various ways 
that makes the 
negotiation successful 
with vendors 

Interactive Lecture:  
Art of successful vendor 
negotiation with  the  vendor” 
 
Activity:  
Conduct a group discussion to 
discuss “Art of successful 
negotiation with vendor”. 

5.  Discuss various 
ethical and 
legal issues in 
buying 
merchandising 

1.  Understand the 
fundamental 
ethical & legal 
issue in buying 
merchandise 
including 
commercial 
bribing, exclusive 
trait etc. 

1. Differentiate between 
ethical and legal 
concern in buying 
merchandising 

2.  Identify the ethical 
and legal issues, 
pertaining to buying 
merchandise. 

Interactive Lecture:  
Ethical and legal issue in buying 
merchandise 
 
Activity:  
Conduct a seminar on “to discuss 
an ethical and legal issue in 
buying merchandise” 

6. Identify 
counterfeit and 
grey market 
merchandising 

1. Grey market and 
counterfeit 
merchandising 

1. Differentiate between 
counterfeit and grey 
market merchandising. 

2. Find out some of the 
example of grey 
market merchandising 

 

Interactive lecture:  
Counterfeit and grey market 
merchandising 
 
Activity:  
Conduct a seminar to identify the 
importance of counterfeit and 
grey market operations 

Session 2: Functions of Merchandising 

1. Identify the 
steps in 
determining the 
right assortment 
of Merchandise.  

1. Planning of the 
merchandise. 

2. Merchandise 
assortment planning 

3. Planning tools for 
merchandising 
management. 

1. Identify the steps 
involved in Planning 
of the merchandise. 

2. Identify the steps in 
determining the 
right assortment of 
Merchandise 

3. Select suitable 
planning tools for 
merchandising 
management. 

Interactive Lecture:  
Steps in determining the right 
assortment of Merchandise.  
 
Activity:  
Visit to the retail format and 
observe what are the steps in 
determining the right assortment 
of Merchandise  

2. Appreciate the 
pricing the 
merchandise 

1. Describe the Factors 
affecting the pricing 
decisions. 

1. Identify the Factors 
affecting the pricing 
decisions. 

Interactive Lecture:  
Pricing the merchandise 
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2. State Pricing strategies 2.Practice the Pricing 
strategies 

Activity:  
Visit to the retail format and 
observe what are the Factors 
affecting the pricing decisions 

3. Identify the 
methods of 
merchandise 
control 

1. Describe the  Aims of 
controlling merchandise 

2. State the Methods of 
merchandise control 

1. List out Describe 
the  Aims of 
controlling 
merchandise 

2. Identify the Methods 
of merchandise 
control 

Interactive Lecture:  
Methods of merchandise control 
 
Activity:  
Visit to the retail format and 
observe what are the methods 
adopting the merchandise 
control 

Session 3: Display Stock to Promote Sales 

1. Identify the 

basic aspects  

of visual 

merchandising 

1.  Meaning of visual 
Merchandising 

2.  Aspects of visual 
Merchandising 

3. Elements of visual 
merchandising 

4. Procedure of visual 
display  

1. Identify the 
elements of   
visual 
Merchandising 

2.  Find out the 
various aspects of  
visual 
Merchandising 

3. Check visual 
display attract 
customers. 

Interactive Lecture: 
On  visual Merchandising and PPT 

with interactive session 

Activity: 

Visit in various merchandise 

stores for observation of visual 

merchandise and find out the 

window display 

2. List out the 

functions, 

principles and 

techniques of  

visual 

merchandising 

1. Functions of visual 
Merchandiser 

 2. Principles of visual 
Merchandising 

3.  Techniques of visual 
Merchandising 

4.  Types of visual 
Merchandising 

1. Describe the 
functions of  visual 
Merchandising 

2.  List out the 
principles of  visual 
Merchandising 

3.  Identify the 
techniques of  
visual display 

4. Spot out the types 
of  visual display 

Interactive Lecture: 

On visual merchandise  

Activity: 

Visit in various merchandise 

stores for observation and find 

out the functions of  visual 

merchandiser at work-place  

3.  Evaluate the 

impact of 

display of 

merchandise 

2. Describe the factors 
(mannequins and 
alternatives fixtures, 
props  displays & 
signage, planograms 
and store views, etc.) 
responsible for better 
visual display of 
merchandise 

1. Differentiate 
between the 
various elements of 
display 

2.  Design window 
displays and visual 
presentations with 
an understanding 
of target consumer  

Interactive lecture: 
Evaluation of Impact of 
Display of Merchandise 
 
Activity:  
Visit to two retail stores to 
compare the display of 
Merchandise 

4.  Discuss various 
ethical and 
legal issues in 
buying 
merchandising 

1.  Understand the 
fundamental ethical & 
legal issue in buying 
merchandise including 
commercial bribing, 
exclusive trait etc. 

1. Differentiate 
between ethical 
and legal concern 
in buying 
merchandising 

2.  Identify the 
ethical and legal 
issues, pertaining 
to buying 
merchandise. 

Interactive Lecture:  
Ethical and legal issue in buying 
merchandise 
 
Activity:  
Conduct a seminar on “to discuss 
an ethical and legal issue in 
buying merchandise” 

5. Identify 
counterfeit and 
grey market 
merchandising 

1. Grey market and 
counterfeit 
merchandising 

1. Differentiate 
between 
counterfeit and 
grey market 
merchandising. 

2. Find out some of 
the example of 
grey market 
merchandising 

Interactive lecture:  
Counterfeit and grey market 
merchandising 
 
Activity:  
Conduct a seminar to identify the 
importance of counterfeit and 
grey market operations 

Session 4: Duties and Responsibilities of Visual Merchandiser 

1.  Describe the 

duties and 

responsibilities of 

Visual 

1. Describe the various 
career opportunities 
within the retail 
industry  

2. Describe the purpose of 

1.  Demonstrate the 
knowledge of core 
competencies of a 
Visual 
Merchandiser 

Interactive lecture: 
Role and Responsibility of 
Merchandiser 
 
Activity:  
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Merchandiser knowing job 
descriptions and 
responsibilities 

3. Describe the employee 
and employer rights 
and responsibilities in 
retail industry 

4. Describe the duties of 
Visual Merchandiser in 
a retail store 

5. Describe the role of 
Merchandiser in 
business promotion 

2. Check the labels 
are clear 

3. Collect feedback 
from customers 
displays are good 

4. Demonstrate the 
duties of Visual 
merchandise 

Visit to retail 
store to study the role and 
functions of Merchandiser 

2.  Plan and 

prepare Visual 

Merchandise 

display of 

products 

 

1. Describe the purpose of 
display of products 

2. Describe the standards 
that the display should 
meet 

3. Role of Visual display 
in Retail Stores 

4. Company Policies and 
procedures for visual 
design 

1. Identify the 
equipment, 
materials, 
merchandise and 
props used for 
creating and 
installing the 
display 

2. Demonstrate how to 
prepare the display 
area and put the 
display together in 
a way that causes 
the least 
inconvenience to 
customers  

3. Demonstrate the 
knowledge of 
checking that the 
assembled display 
conforms to 

company’s 
requirements and 
standards  

4. Demonstrate the 
knowledge of 
keeping up-to-date 
record of displays. 

Interactive lecture: 
Planning for merchandise display 
 
Activity: 
Visit to Retail Stores to 
understand how displays should 
conform to the company’s 

requirements and standards. 

 3. Get hold of 

merchandise 

and props to be 

features in retail 

display 

1. Merchandise Props 
procedure 

2. Monitoring procedure  
3. Stock records 
4. Different approaches 

to designing displays. 

1. Check the 
merchandise 
design and props 
design attract the 
customers 

2. Identifying the 
merchandise props 
suitable to 
customer needs 

3. Check the delivers 
progress 

4. Update the stock 
records to account 
for merchandise 
display 

5. Evaluate the 
potential places to 
put displays as per 
design brief 

6. Demonstrate and 
analyze the 
effectiveness of 
visual display. 

Interactive lecture: 
How merchandise and Props 
displays attract the customers 
 
Activity: 
Visit to the Retail market and 
observe how display were 
visualized and how attract the 
customers, 
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Unit Code:  
RS304-NQ2014 

Unit 4 : Retail Store Layout and Design 
 

 
 
Location:  
 
Classroom, 
Retail or 
Departmental 
store 

Duration: 25 Hours 

Session 1: Types of Retail Locations 

Learning Outcome Knowledge Evaluation Performance Evaluation Teaching and 
Training Method 

1. Classify the 
different 
Locations of 
retail store. 

1. Retail store location. 
2. Describe the various 

types of store location. 
3. Significance of different 

store locations.  

1. List out the various 
store locations. 

2. State the advantages 
and disadvantages of 
different store 
locations. 

3. Differentiate between 
the categorized, 
isolated and 
neighborhood retail 
stores. 

4.  Differentiate the 
existing and new store 
location. 

Interactive lecture:  
Introduction of different 
Store Locations. 
 
Activity:  
Visit to the retail store:  
1. List out criteria of 

customer oriented store 
location. 

2. List out criteria of 
market oriented store 
location. 

3. Formulate the group to 
prepare the report on 
better or effective store 
location. 

2.  Identify the 
factors affecting 
choice of store 
location. 

1. Describe the major 
factors in choosing store 
location. 

2. Explain laws and 
regulations in choosing 
store location.  

1.  Enlist the various 
factors affecting the 
choice of store location. 

2.  Identify the different 
laws and regulations in 
choosing store location. 

Interactive Lecture:  
Factors affecting choice of 
store location. 

 
Activity:  
1. Visit to the retail outlet 

list out the various 
factors affecting choice 
of store location on the 
basis of different goods. 

2. Prepare a report on 
establish a retail store 
at a location in the city 
of your choice. 

Session 2 : Store Layout 

1. Identify the Steps 
in store layout. 

1. Describe the concept of 
store layout. 

2. State different types of 
store layout 

 

1. Enlist the various types 
of store layout. 

2.  Analyze the different 
steps in store layout. 

3.  Differentiate between 
the straight floor plan 
and angular floor plan 

 

Interactive lecture:  
Store layout and its types. 
 
Activity:  
Visit a retail stores and 
prepare a chart of various 
store layouts. 
 
Discussion on store layout 
of different types of retail 
outlets. 

2. Competencies 
required for 
store operations 
in retail 
knowledge  

1. State whether the site is 
nearer to target 
market. 

2. Describe the store area. 
3. Describe the sources of 

power and water 
available. 

4. State the components of 
the store layout 

1. Differentiate between 
store area and retail 
area. 

2. Store site compatible 
with retail shopping. 

3. Describe the store 
layout. 

4. Design of store layout. 
5. Differentiate between 

different types of 
store layout  

Interactive lecture:   
Store Operations 
 
Activity: 
1. Visit a retail mall and 

understand the job 
responsibility of how 
store layout are 
designed and formed. 

2. Work in retail store with 
the responsibility and 
function as store 
assistant.  

3.  Identify the 
formalities 
required for 
store layout. 

1. State the design and 
location of stores. 

2. Steps involved in 
preparing store layout. 

3. Steps involved in 
identification of store 
location. 

 

1. Differentiate the store 
layout with business 
layout operation. 

2. Evaluate the 
compatibility of the 
store layout with 
location of potential 
customer. 

3. Identify the market in 
respect of store 

Interactive lecture:  

Forming Store Layout and 
Design.  

Activity: 
1. Visit retail store and 

learn how the store 
layout is drawn.  

2. Design a small 
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location. independent store 
layout for one product 
with reference to 
commercial operations 
in retail outlet. 

3. Visit to a retail format & 
formalities. 

4.  Describe the 
Location and 
proportion of 
space through 
numeric and 
visual space 
planning. 

1. Planning a layout for the 
stores interior. 

2. Describe the allocation 
of space based on sales, 
margins, products and 
strategy.  

1. Enlist the function of 
store space and 
planning of store 
layout. 

2. Differentiate store 
planner, architect and 
interior designer. 

3. Calculate proportion of 
space through numeric 
and visual space 
planning  

Interactive Lecture: 

Store planning, designing 
layouts, forming stores, 
planning and organizing 
retail store layouts.  

Activity: 

1. Work with retail store 
planner and learn the 
store layout designing. 

2. Visit a store in more 
than three  retail malls  
and note down the 
salient features of how 
store layout is formed. 

Session 3 : Design Visual Merchandise Displays 

1. Identify the 
elements of store 
design decision. 

1. Various store design and 
discuss store 
appearance. 

2. Describe the need and 
objective of store 
design. 

3. Guidelines for store 
displays 

4. Grouping merchandising 
display 

1.   Describe the store 
design for different 
types of retail outlets. 

2.   Identify the various 
factors that determine 
store design decision. 

3. Select the shapes, 
colors and groupings 

4. Check the lightings 
installed properly 

Interactive lecture:  
Brief about store design 
decision 
 
Activity:  
1. Group discussion on  

store design decision 
on the basis of 
different types of 
retail business. 

2. Visit different retail 
stores and find out 
the reasons of 
selecting even type of 
store design decision. 

2. Describe the 
elements of store 
planning and 
design 

1. Describe the elements 
(store design objectives, 
selling space, 
merchandise space, 
employee space, 
customer space, display 
areas, fixture 
arrangements, etc.) 

1. Demonstrate the 
knowledge of the 
elements of store design  

2. Differentiate between 
selling area, circulation 
area and back area 

Interactive lecture:  
Store Design 
 
Activity: 
Visit to a retail store to 
study the store layout and 
design 

3.  Formulate the 
process for Retail 
Store Design 

1. Store frontage, 
signage, furniture, 
display, lighting, 
decoration. 

2. Steps for retail Store 
design 

1. Differentiate the 
functions of stores 
space with store 
decoration. 

2. Identify the steps in 
valued in retail store 
design  

Interactive Lecture: 

Store space creation, 
furniture arrangements, 
merchandising display. 

Activity: 

Work with retail store 
planner and learn the store 
layout designing. 

4.  Identify the 
Product Delivery 
channel & put 
windows displays 

1. Describe the channels of 
product distributions to 
retail outlets. 

2. Guidelines for Windows 
displays 

1. Identify the methods of 
delivery channels. 

2. Measure the product 
movements from the 
store to the retail 
outlet. 

3. Check the window 
display are in proper 
way 

Interactive Lecture: 

How to identify the 
window displays in Retail 
Store. 

Activity: 
Visit to the retail Store & 
Observe what kind of 
delivery channels used for 
different products and 
attract of window display 
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5.  Handle the 
customer 
complaints 
properly & 
Evaluate and 
improve Retail 
displays. 

1. Understand customer 
complaints in respect of 
product quality and 
delivery. 

2. Evaluation procedure 
3. Suggestions for improve 

the retail displays. 

1. Differentiate between 
customer suggestion 
and complaint. 

2. Handle the customer 
complaints 

3. Check the display are 
arrange properly 

4. Identify the problems 
and record properly 

Interactive Lecture: 

How to handle customer 
complaints and suggest 
handle quarries 

Activity: 

Visit to the retail store & 
Work in retail store and 
learn to handle customers 
& note down the 
suggestions from the 
customers 

Session 4: Functions of Store Associate 

1. Identify the 
major functions 
of store associate 

1.  Describe the functions 
of the store 

     a. Customer profiling 
     b. The customer   

services 
      c. Customer relation 

management  
      d. Competitive 

analysis 
      e. Value addition 
      f. Promotion 
      g. Alternative 

Marketing Strategies 
      h. Image 

development 
      i.  Alternative 

delivery Channels 

1.   Identify the major 
functions of store 

2.   Practice the each and 
every functions 

 
  

Interactive Lecture: 

Functions of store 

 

Activity: 

On-the-job in a retail store 
and perform the functions 
of store. 
 

2. Identify the 
responsibilities of 
a store associate 

1.  Describe the 
responsibilities of a 
store associate 

2. Evaluate the Visual and 
Window displays. 

1.  List out the 
responsibilities of a 
store associate 

2. Check the display are 
properly arranged 

Interactive Lecture: 

Responsibilities of a store 
associate 

Activity: 

Visit to the retail Store & 
Observe what kind of 
responsibilities performed 
in retail store. 

3. Discriminate 
retail store 
displays 

1. Procedure to protect 
displays  

2. Material & Equipment 
Selection procedure 

1. Discriminate displays 
safely 

2. Protect the part of 
display equipments  

3. Returns back the 
display parts 

4. Cleaning displays sites 

Interactive Lecture: 
How to Discriminate Retail 
Store Displays 
 

Activity: 
Visit to the Retail Mall and 
Observe the How to 
discriminate display 
equipments. 

4. Arrange Store 
equipment Props 
and graphics for 
retail displays. 

1. Record Keeping of 
display equipments 

2. Repair & Maintenance 
of displays equipments 

1. Estimate accurately the 
storage space required 

2. Handle the display 
equipment carefully 

3. Keep accurate & 
Update recodes of the 
display 

4. Check the Storage 
equipment safely. 

Interactive Lecture: 

Handling of store 
equipments. 

Activity:  

On-the-Job to handle 
display equipments. 
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Unit Code: RS305-
NQ2014 

Unit Title: Retail Selling Skills 

 
Location:  
 
Classrooms, Retail 

Shop, Super 

Bazaar, Big 

Bazaar, Malls,  

Departmental 

Store, Retail 

Marketing, 

Agencies etc. 

Duration: 25 hours 

Session 1: Prepare Products for Sale 

Learning 
Outcome 

Knowledge Evaluation Performance Evaluation Teaching and 
Training Method 

1. Identify the 
Methods of 
selling in 
Retail. 

1. Methods of selling 
2. Selling ways 
3. Procedure for 

arranging the 
products 

4. Segment the 
products 

1. Classify the methods of 
selling in Retail. 

2.  Identify the methods 
of selling in different 
retail formats    

3. Check the product 
packaging proper 

4. Arrange the products in 
suitable segments 

Interactive lecture:  
Methods of selling in retailing   
 
Activity: 
Visit to the different retail 
formats and observe what 
kind of selling methods 
adopted for selling the 
products & services. 

2. Find out the 
sales promotion 
activities in 
store. 

1. Sales promotion 
Techniques  

2. Ways to convincing 
the customers. 

3. Identify the nature 
of product in retail 
trade and 
understand. 

 

1. List out the sales 
promotion techniques 
adapted different retail 
formats. 

2. Identify the which  
techniques are very 
much suitable for 
various retail formats 

Interactive Lecture:  

Sales promotion techniques. 

Activity: 

Visit to the various retail 
formats & list out the sales 
promotion techniques they 
used.  

Session: 2: Selling Process 

1. Identify the 
potential 
customers. 

1.  Understand customer 
behavior.  

2. Types & nature of 
customers. 

1. Analyses the business 
environment  

2. Approach the 
prospective customers  

3. Attract the customers  

Interactive lecture:   
Understanding of customers. 
 
 
Activity:  
Survey on collecting opinions 
of the customers. 

2. Receive and 
great the 
customers. 

1. Social values and 
customers  

2. Local language 
3. Procedure for 

receiving & greeting 
the customers 

1. Identify the 
techniques for greet 
the customers. 

2. Communicate properly 
products available in 
the retail store  

3. Listen & understand 
the customers & guide 
properly 

Interactive lecture:  

Procedure to Receive & Greet 
the Customers. 

Activity:  

Visit any retail mall and 
observe how to receive & 
great the customers  

3. Ascertain the 

needs of 

customers & 

arousing 

interest. 

1. Buying motives  
2. Selling techniques  
3. Product knowledge  
4. Sales presentation  

1. Ask relevant question 
& analyze response 

2.  Arouse interest and 
to match motives with 
proudest 

3.  Demonstrate the 
practical use of 
products and services 

4.  Present to highlight 
distinctive features of 
product    

Interactive lecture:  
Selling Activities. 
 
Activity:   
Visit to the retail format and 
observe how to convince the 
customers by motivate with 
sales demonstration and 
presentation. 

4. Promote loyalty 

schemes to 

customers 

1. Describe the Company 
loyalty schemes 

2. Sources of scheme 
information 

3. Effectiveness of 
schemes  

1. Pass on information 
about the scheme 
details to customers 

2. Display and announce 
scheme details 

3. Demonstrate about 
the Company schemes 

4. Politely Communicate 
with customers.  

Interactive Lecture: 
How to promote loyalty 
schemes to the customers 
 
Activity: 
Role play on to promote of 
the loyalty schemes 

5. Close the sales 
talk and 
Proceed other 
activities  

1. Counseling the 
customers in making 
preferences 

2. Knowledge of 
counting, weighing, 
measuring, packing 
etc. 

3. Billing & goods moving  
4. Installation of 

1. Identify the customers 
preferences & choices 

2. Demonstrate about 
the product features 
and installation  

3. Arrange the products 
for weighing, packing, 
billing & transporting 

4. Maintain the records 

Interactive lecture:  
Close the sales talks proceed 
other activities  
 
Activity:  
Visit to the any retail outlet 
and involve to practice close 
the sale talk and other 
remained activities. 
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equipments and 
products  

5. After Sale services 

of products  
5. Handle the complaints 

from customers and 
attending. 

Session-3: Salesmanship (Duties of Sales Personnel/ Trainee Associate) 

1. Maintain the 
availability of 
products for 
sale to 
customers in a 
retail 
environment. 

 

1.  Display techniques 
2.  Layout of the selling 

area 
3.  Legal requirements & 

standards 
4.  Quantity 

requirements and 
storage facilities  

5.  Security, health and 
safety requirements 

6.  Information gathering 
& recording 

7.  Pricing techniques  
 

1. Identify the display 
techniques 

2. Estimate the layout of 
selling area 

3. Adopt the standard 
procedures legal 
formalities 

4. Check up the quantity 
of products, maintain 
stock levels and 
arrange storing 
facilities 

5. Arrange the security, 
health and safety 
requirement 

6. Collect the relevant 
information in suitable  

7. Determine the prices 
after considering the 
selling costs 

Interactive Lecture:  
Product Availability for Sale 
to Customers.   
 
Activity:  
Visit to the Big bazaar and 
observe the activities done 
for availability of products for 
sale to customers. 

2.  Organize the 
receipt and 
storage of 
goods in a 
retail 
environment. 

 

1. Receive and handle 
different types of 
products 

2.Receiving procedures 
& formalities 

3. Storage procedures 
and formalities 

1.  Cheek that the 
deliveries unloaded 
safely and securely 

2.  Identify the steps for 
receiving the goods 

3.  Arrange the storage 
facilities as for the 
nature of products 

4.  Cheek the storage 
and movement of 
stock to reach the 
shop floor 

5.  Evaluate the storage, 
care and movement of 
stock and find the 
better ways. 

Interactive Lecture: 
Receipts & storage of goods 
in a retail store. 
 
Activity: 
Visit to the retail store of any 
outlet and observe the 
activities going on. 
 

3. Support 
customers 
service 
improvement  

1. Customer services 
2. Customer feedback. 
3. Customer services 

procedures   

1. Identify the customers 
services  

2.  Select the customer 
feedback procedure 

3.  Identify ways the 
services you give 
could be improve 
based on information 
you have gathered 

Interactive Lecture: 
Customer Services  
 
Activity:  
Visit a retail format and 
observe the what kind of 
customer services having in 
the farm.  
 

4. Develop 
Individual 
Retail Service 
opportunities 

1. Sales targets 
2. Company policies & 

procedures 
3. Business Relationships  
4. Competitions services 
5. Approach  potential 

clients  
6. Recording information  

1.  Identify the types of 
client who would 
baneful from your 
services 

2.  Adopt company 
policies properly 

3.  Identify the potential 
clients and approach 
properly 

4.  Compare your 
services to competitor 
for services  

Interactive Lecture: 
Individual Retail services  
 
Activity:  
Visit to the retail outlet and 
observe individual retail 
services of salesman  

5. Communicate 
retail 
information 
effectively with 
stake holders  

1. Ways of 
communication  

2. Communication 
equipment 

3. Principles of retail 
communication  

1.  Maintain the 
communication 
mediums in line your 
instruction and 
organization 
procedures 

2.  Make sure the 
communication 
equipment are 
working properly 

Interactive Lecture: 
Retail Information  
 
Activity:  
On-the- job on 
communication retail 
information in a retail outlet 
& learn how to intimate the 
information to stakeholders   
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3.  Deal with customers 
in a respectful, 
helpful and 
professional way at all 
times 

4.  Intimate the 
information to stake 
holders 

Session-4: Qualities of Goods Salesperson for Handling Queries 

1. Identify the 
Concept of 
Salesmanship 
and importance 
of Salesperson 

 

1. Meaning and terms of   
Salesmanship and 
Salesperson 

2. Importance of 

Salespersons 

1. List out the 
Importance of  
Salesmanship and 
Salesperson 

2. Explain the various 
tales invalid in the job 
of sales person  

Interactive Lecture:    

Salesmanship and importance 

of Salesperson  

Activity:  
Visit to a Retail Organizations 
and observe all kind of work 
of sales person and make a 
list on the same. 

2. Find out the 

qualities of 

good Sales 

person 

 

1. Consideration of 
Various qualities of 
good salesperson 

2. Find out the main 
qualities of sales 
persons 

1. Enumerate the various 
Qualities of  
Salesperson 

2. Practice the qualities & 
skills of the sales 
persons 

Interactive lecture:  
Qualities of  good Salesperson 
 
Activity:   
Role Play act as good 
salesman with one good 
quality of each student 

3. 3. Describe the 
process of 
handling 
objections in 
the retail 
sector. 

1. Understand the process 
of handling objections 
by going into the 
consumer complaints 
about product quality, 
performance, 
effectiveness and 
benefit of a product 
purchased from retail 
sector. 

1.  Demonstrate handling 
objections and 
questions from two 
customers who have 
objected regarding the 
difference in price and 
weight. 

Interactive Lecture: 
Ask question by issuing 
questionnaire on satisfaction 
and performance level 
observed by ten customers. 
 
Activity:  
Role play to identify 
customer who has objections 
after use of product. 
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Unit Code:  
RS306- NQ2014 

Unit Title:  Customer Relationship Management 

 
Location:  
Classroom, 
Retail  or 
Departmental 
Store 
 

Duration: 25 hours 

Session 1: CRM Process 

Learning 
Outcome 

Knowledge  
Evaluation 

Performance Evaluation Teaching and 
Training Method 

1. Describe 
concept of 
CRM and its 
importance 

1. Fundamental 
concept of CRM 
and its 
importance 

2. Significance of 
using technology 
in CRM 

1.  Explain basic concept 
and benefits of CRM 

Analyze technology used in 
CRM 

Interactive Lecture: Importance of 
CRM  
 
Activity:  
Prepare a brief report on CRM   

2. Apply the 
automating 
and 
synchronizing 
business for 
Marketing 

1. CRM software helps 
to manage 
relationships with 
customers 

2.  Technical service 
involved in CRM 

1. Examine the 
importance of CRM 
software  

2. Select technical 
service to improve CRM 

Interactive lecture:  
Automating & synchronizing business 
for marketing  
 
Activity:  
Visit a retail unit and enquire about 
working of CRM software 

3. Identify means 
of customer 
supports 

1.  State the 
relevance of 
customer support 

2.  Describe practical 
points to deal 
with customers. 

1. Explain customer 
support and its 
importance 

2. Demonstrate steps 
required to be taken to 
provide customer 
support 

Interactive Lecture:  
Customer support  
 
Activity:  
Hold a group discussion to analyze 
various points to be taken for 
customer support 

4. Discuss various 
steps to CRM 
success, core 
teams and 
configuring 
the system 

 

1. Steps in CRM success 
and CRM adoption 

2.  Configure the 
system to manage 
CRM 

1.  Explain steps to 
achieve success in CRM  

2.  Analyze efforts 
required for CRM 
adoption  

3.  Demonstrate the 
importance of core 
team for the success of 
CRM 

4.  Configure system to 
manage CRM 

Interactive Lecture:  
Steps to CRM success, core teams 
and system configuration 
 
Activity:  
Visit to the retail organization and 
have discussion with core team to 
state the steps their organization 
implements for managing 
relationships with customers. 

5. Identify the 
stakeholders 
motivation 
and CRM 
adoption 
benefits 

 

1. Importance of CRM 
implementation 
with respect to 
various roles and 
specific teams 

2. Express the 
benefits of CRM 
adoption for sales 

3. Describe how to 
improve working 
of CRM system 

1. Find out the significance 
of CRM implementation 
in relation with 
number of roles and 
teams  

2. Enlist CRM adoption 
benefits for sales 

3. Identify the mechanism 
for improve working of 
CRM system 

Interactive Lecture: Stakeholders 
motivation, benefits of CRM 
adoption and tips to improve 
working of CRM 
 
Activity:  
Make a brief report on how CRM 
practices can be improved 
 

6. Learn to 
improve 
customer 
relationship 

 

1.  Relevance of CRM 
applications 

2.  Steps involved in 
CRM process 

1.  Explain importance of 
CRM applications 

2.  Analyze various steps 
involved in CRM 
process 

Interactive Lecture:  
CRM applications and process 
 
Activity:  
Hold a group discussion to discuss 
various steps in CRM process 

Session 2: Duties and Responsibilities of Customer Services Associate 

1.  Organize the 
display of goods 
for retail sale.  

1. Types of displays 
help the store to 
reach its sales 
targets 

2. Standards for 
putting displays 

3. Security, health and 
safety requirements 
and procedures 
relating to displaying 
goods  

1. Confirm the purpose of 
the display and any 
relevant requirements 

2. Clearly explain to staff 
the purpose of the 
display and any relevant 
requirements and 
standards 

3.  Monitor the Security, 
health and safety 
requirements and 
procedures relating to 
displaying goods   

Interactive Lecture:  
Display of goods for retail sale.  
 
Activity:  
On-the-job in the retail outlet and 
perform the display of goods for 
retail sale.  

2.  Receive and 
check incoming 

1. Receive and handle 
the different types 

1.  Identify the procedure 
for receive and check 

Interactive Lecture:  
Receive and check incoming 
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delivering of goods.  
2. Procedure for 

receiving goods. 

incoming delivering 
2.  List out the receiving 

material in a particular 
day   

delivering 
 
Activity:  
On-the-job in the retail outlet and 
perform  the receive and check 
incoming delivering 

3. Organise and 
maintain 
storage 
facilities 

1. Standards apply for 
effective displays. 

2.  Assessing and 
changing displays  

1.  Identify the standards 
apply for effective 
displays 

2.  List out the changes 
occurred in display of 
the materials 

Interactive Lecture:  
Maintain storage facilities 
 
Activity:  
Visit to the retail organization and 
observed how to maintain storage 
facilities.  

4. Check the 
storage and 
care of stock 
available to 
customers 

1. Routine for 
checking storage 
facilities and stock 

2.  Information and 
training giving to 
the staff 

1. List out the routine for 
checking storage 
facilities and stock 

2.  Provide the Information 
and training to the staff  

Interactive Lecture:  
Check the storage and care of stock 
available to customers 
 
Activity:  
Visit to the store and observe how to 
check the stock available in the 
store 

5. Provide 
information and 
advise to 
customers 

1. Sources of 
information 

2. Procedure provides 
information to 
customers. 

1. Communicate 
information advices to 
customers 

2. Check the advices meet 
the needs of customers 

3. Attend the customer 
complaints properly 

Interactive Lecture: 
How to pass the information advices 
to customers. 
 
Activity: 
Visit to the retail store and ask to 
note down how to advice the 
customers 

 Session 3: Customer Retention Strategies 

1. Identify 
concept of 
customer 
retention and 
various 
customer 
retention 
strategies 

 
 

1.  Describe basic 
concept of 
customer 
retention 

2. State the customer 
retention 
strategies 

1. Explain the concept of 
customer retention 

2. Compile a list of 
customer retention 
strategies including 
customer lifetime 
value, maintaining 
database, loyalty 
programs etc.  

Interactive lecture:  
Concept of customer retention and 
customer retention strategies 
 
Activity:  
Visit a retail outlet or a mall located 
in your area and enquire about 
customer retention strategies they 
implement. 

2. Discuss the 
importance of 
customer 
retention 
strategies 

1. Importance of 
customer 
retention 
strategies  

2. State the retention 
strategies to state 
the how lost 
customers come 
back 

1. Explain the significance 
of customer retention 
strategies 

2.  Enlist the strategies 
that help to bring lost 
customers back 

Interactive Lecture:  
Importance and significance of 
customer retention strategies 
 
Activity:  
Hold a group discussion to discuss 
relevance of customer retention 
strategies 

Session 4: Handling Customer Grievances 

1. Discuss ways 
to respond to 
customer 
grievances 

1. Rules to respond to 
customer 
complaints 

2. State the how to 
handle complaints 
over e-mail 

1. Explain ways to respond 
to grievances from 
customers 

2. Identify means to 
handle complaints over 
e-mails 

Lecture and demonstration: 
Relevant state the ledge to respond 
to customer grievances 
 
Activity:  
Visit a nearby mall and enquire 
about various types of customer 
complaints 

2. Identify how 
to reward 
customer 
loyalty 

 

1.  State the 
importance of 
rewarding 
customer loyalty 

2.  Describe ways to 
reward customer 
loyalty 

1. Explain the significance 
to reward customers 
for loyalty 

2.  Enlist the ways to 
reward loyal customers 

Lecture and demonstration: 
Importance of rewarding customer 
loyalty and tips to reward 
appropriately  
 
Activity:  
Conduct a seminar to discuss 
importance of documentation in 
retail transportation 
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3.  Find out the 
complaint 
handling 
procedure 

1.  Procedure to be 
followed to 
handle customer 
complaints 

2.  State the four 
steps for system 
to deliver 
excellent 
customer service 

1. Demonstrate customer 
complaint handling 
procedure 

2. Analyze the four steps 
system to deliver 
outstanding service to 
customers 

Lecture and demonstration: 
Complaint handling procedure and 
ways to deliver outstanding 
customer service  
 
Activity:  
Visit to the retail store and observe 
how to handle customers complaints 
 

 4. Establish 
effective 
rapport with 
customers. 

1. Customers 
Relation 
procedures 

2. Guidelines 
standards 

1. Follow the standards to 
for appearances and 
behavior  

2. Attend customer 
questions and quarries 

Interactive Lecture: 
How to Develop effective rapport 
with customers 
 
Activity: 
Role play on customer Rapport 

 5. Communicate 
information to 
customers 

1. Sources of 
information 

2. Documen tation 

1. Quickly locate 
information that will 
help to customers 

2. Recognize information 
that your customer 
understand 

3. Politely attend the 
customer quarries  

Interactive Lecture: 
How to Communicate information 
 
Activity: 
Role play on communicate 
information to customers 
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Unit Code:   
RS-307 NQ-2014 

Unit Title:  Health Safety and Hygiene in Retailing 

 
 
Location:  
 
Classroom,  Malls 

and Departmental 

stores 

Duration: 15 hours 

Session 1: Health Care 

Learning 
Outcome 

Knowledge  
Evaluation 

Performance Evaluation Teaching and 
Training Method 

1. Describe the 
health care 
activities and 
heath care 
rights in retail 
organizations 

1. Recognize 
the relevance of 

healthcare 
activities 

2. State various rights 
to health and 
safety 

1. Analyze the health 
care aids and 
activities in retail 
organizations 

2. Demonstrate the 
rights to health and 
safety 

 

Interactive lecture:  
Best practices to manage health 
care in the retail store 
 
Activity:  
Visit to a retail store to observe 
relevant practices adopted to 
maintain hygiene  

2.  Identify the 

responsibilities 

of employers 

and employees 

for workplace 

health and 

safety 

1. State the 
responsibilities of 
employer 

2. Understand 
responsibilities of 
worker 

3. Describe 
responsibilities of 
supervisor 

1.  Enlist responsibilities 
of employers in 
provision of health 
and safety at work 

2.  Analyze 
responsibilities of  
workers and 
supervisors in 
managing health and 
safety at workplace 

 

Interactive lecture:  
Responsibilities of employers and 
employees in managing 
workplace health and safety 
 
Activity:  
Interview a retail store owner to 
state the measures adopted by 
him to ensure health and safety 
at the store 

3. Explain the 
principles of 
ergonomics, 
indoor air 
quality and 
pollution in 
retail 
organizations 

 

 

 

 

 

 

1. Discuss the 
meaning of 
ergonomics 

2. State the concepts 
of repetitive 
motion illness, 
lifting, carrying, 
standing, fire 
prevention 

3. Discuss importance 
of machine 
guarding, trash 
disposal and issues 
of working in cold 
places 

1. Demonstrate about the 
ergonomics at 
workplace 

2. Apply  measures for 
repetitive motion 
illness, lifting, 
carrying, standing and 
fire prevention 

3. Practice methods of 
prevention of floor 
slips, trips, falls and 
electric shocks 

4. Identify causes and 
prevention of floor 
slips, trips, falls, 
electric shocks 

5. Express the need for 
machine guarding, 
trash disposal & issues 
of working in cold 
places 

 

Interactive lecture: 
Significance of ergonomics and 
measures to check pollution in 
retail organizations 
Activity:  
Visit to a retail store to observe 
relevant practices adopted to 
prevent pollution. 

4. List out the 
unsafe working 
conditions & 
protect health 
safety 

1. State the working 
conditions that are 
unsafe for the 
employees 

2. Relate the situations 
where unsafe work 
should be refused 

3. Company procedure 
and legal 
requirements 

4. Unsafe equipments 

1. Identify the unsafe 
working conditions 

2. Differentiate between 
safe and unsafe work  

3. Follow the guidelines 
to refuse unsafe work 

4. Use the safety 
equipments properly 

5. Take advices from 
experienced persons 

Interactive lecture:  
Safe and unsafe working 
conditions and how to protect 
health safety 
 
Activity:  
Group discussion to find out ways 
to make conditions safer 

Session 2: Personal Grooming 

1. Describe the 
skills required 
for personal 
grooming 

 

 

1. Identify various 
skills and 
knowledge of self 
care 

2. State the 
conversation skills 

3. Explain the 
meaning of 
Balanced Diet 

1. Apply the self care 
including basic skin 
care, hair care and 
basic make up  

2. Practice conversation 
skills, social graces 
and deportment 

3. Practice the diet and 
nutrition and its 
significance 

Interactive lecture:  
Expert lecture on personal 
grooming.  
 
Activity:   
Make a small report on the basis 
of observation on groomed 
personalities. 
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2. Identify the food 
techniques 

 

 

 

1. Describe the  
relevance of 
dining with style in 
formal restaurant 

2. State the 
significance of  
stylish cutlery and 
crockery 

1. Demonstrate the art of 
table presentation 

2. Demonstrate the art of 
dining 

3.Use of crockery and 
cutlery 

4. Apply restaurant 
etiquettes  

Interactive lecture:  
Lecture of the specialist on food 
techniques.  
 
Activity:   
Visit a restaurant and record the 
ways of table presentation and 
dining. 

3. List out the 
grooming tips for 
business women  

 

 

 

1. Basic grooming tips 
for business 
women 

2. Describe hairstyle 
tips 

3. State basics of 
business makeup 

4. Identify appropriate 
jeweler 

 

1.  Apply the perfumes, 
scents and odors in 
workplace and 
present professional 
looking fingernails and 
hands 

2.  Carry proper hairstyle 
at workplace 

3.  Wear appropriate 
business makeup 

4.  Demonstrate about 
good jeweler 
selection 

 
Interactive lecture:  
Important grooming tips for 
working women 
  
Activity:   
Interact with the beautician to 
learn tips on women makeup 
 
 
 

4. Enlist the work 
related injuries 
and reporting 
them to 
supervisor 

 

1. Discuss about first 
aid facilities 

2. State how to report 
injuries 

3.  Identify how to 
investigate 
accidents 

 

1. Utilize first aid box 
items at the 
appropriate time 

2.  Develop how and 
whom to report 
injuries 

3.  Investigating accidents 

Interactive Discussion:  
Importance and use of first aid at 
workplace 
 
Activity:   

1. Visit a doctor to discuss first aid 
requirements with respect to 
work related injuries in retail. 

2. Visit to retail store and observe 
work related injuries while 
moving goods one place to 
another place.  

5. Maintain 
personal hygiene  

1. Personal Hygiene 
procedure 

2. Personal Practices 

1. Wear protective 
clothing 

2. Use effective 
techniques for 
keeping body parts 
properly 

Interactive Discussion:  
Importance and use of first aid at 
workplace 
 
Activity:   
Visit to retail store and observe 
how they maintain personal 
hygiene in workplace. 

Session 3: Hazards at Workplace 

1. Learn about 
hazardous 
products, 
preventive 
measures for 
using such 
products and 
equipments 
keeping work 
areas free from 
hazards and risk  

 

1. State the  concepts 
of various 
occupational 
hazards and 
understand their 
types 

2.Knowledge of 
handling hazards, 
safety tips, 
biological hazards, 
cleaning and 
preventing 
infections 

1. Enlist various 
categories of hazards 
and classify them 

2.Demonstrate the 
handling of hazards in 
retailing, use of safety 
tips, methods of 
handling biological 
hazards, cleaning and 
preventing infections 

Interactive Lecture:  
Occupational hazards with 
special reference to retail 
business 
 
Activity:  
Conduct a group discussion to 
find out more methods to keep 
work environment free of 
hazards and risks 

2. State various 
emergencies and 
escape routes 
free from 
obstructions 

 

1.State types of 
emergencies 

2.Procedures to 
escape at the time 
of emergency 

1. Point out methods of 
dealing with 
emergencies like 
earthquakes and fire 

2.  Investigate measures 
to escape in times of 
those emergencies 

 
 

Interactive Lecture:  
Dealing with emergencies and 
managing escape routes  
 
Activity:   
Make a report of an emergency 
occurred most recently in your 
locality or in any retail mall 
while handling products. 

Session 4: Safety Measures at Workplace 

1. Practice safety 

measures and 

tips to control 

1. Recognize some 
common health and 
safety concerns in 

1.  Classify various health 
and safety issues at the 
workplace 

Interactive lecture:  
Discussing health and safety 
measures and methods of 
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injuries, 

violence, 

harassment, 

shoplifting and 

robbery 

 

retail store 
2. State the reasons 

for violence, 
shoplifting and 
robbery at 
workplace and 
measures to prevent 
them 

2.  Select preventive 
measures to avoid 
harassment, violence, 
shoplifting and robbery 

preventing issues related to 
these concerns 
 
Activity:  
Visit to a retail store to study 
measures to prevent shoplifting 
and robbery 

2.  State how to 

handle money 

equipment, 

machines and 

irate customers 

1. Ways to handling of 
money 

2. State to manage 
and deal irate 
customers 

1. Demonstrate the 
understanding of safe 
handling of money  

2.  Develop guidelines for 
dealing with irate 
customers 

Interactive lecture:  
Discuss ways to safely handle 
money in stores  
 
Activity:   
Visit retail store and enquire 
about how they manage  irate 
customers 

3.  Guide the care 

taken for travel 

and personal 

safety 

equipment  

 

1. Outline the 
precautions to be 
taken while 
traveling to and 
from workplace 

2. State precautions 
adopted for power 
tools and equipment 

3. State significance of  
gas stations, petrol 
pumps, working 
alone, forklifts and 
pallet jacks 

1. Explain precautions 
while driving or taking 
a bus 

2. demonstrate how to 
safely handle knives, 
box cutters, other 
sharps, power tools 
and equipment in 
retail food stalls 

3. Work with gas stations, 
petrol pumps, take 
precautions while 
working alone, using 
forklifts and pallet 
jacks 

Interactive Lecture: 
Travel and personal safety 
equipment  - issues and 
preventive measures 
 
Activity:   
Group discussion on various 
issues related to working alone 

 4. Lift and handle 

safely 

1. Good handling 
mechanism  

2. Safety equipments 
3. Company guidelines 

for handling 
equipments 

4. Lifting and handling 
operations  

1. Follow the guidelines 
for goods handling  

2. Use approved lifting 
and handling 
techniques  

3. Check the equipments 
are properly placed 

4. Plan a safe and 
efficient route for 
moving goods. 

5. Properly operate the 
machinery and 
equipments 

Interactive Lecture: 
How to life and handle goods 
safely 
 
Activity: 
Visit to the retail Mall and 
practice how to lift and handle 
the retail operations properly. 
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Unit Code:   
RS-308 NQ-2014 

Unit Title:  Business Communication 

 
 
Location:  
 
Classroom,  Malls 

and Departmental 

stores 

Duration: 25 hours 

Session 1: Elements of Communication  

Learning Outcome Knowledge  
Evaluation 

Performance 
Evaluation 

Teaching and 
Training Method 

1. Introduce and greet 
in a proper way 

1. Describe how to 
introduce in 
different ways  

2. Describe the ways 
to greet 

3. Describe the tone 
and language change 
in a different 
situations 

1. Introduce 
himself/herself in a 
proper manner  

2. Greet others 
3. Differentiate between 

the various principles 
of communication as 
per the retail 
requirement. 

Interactive lecture:  
Basic Interaction. 
 
Activity:  
Introduction and greeting 
sessions. 

2.  Framing of question 
and sentence 

1. Describe proper 
question framing. 

2. Describe the 
important elements 
of complete 
sentence. 

3. Describe verb, 
adverb, subject and 
object 

 

1. Differentiate 
between types of 
questions. 

2. Differentiate 
between verb & 
adverb and subject & 
object 

Interactive lecture:  

Question framing on different 
situations 

Activity:  

Role play of small conversation 
of two students or a group.  

3. Dealing with 
customers while 
they are shopping 
for goods 

3. Asking for help for 
price and product 
information 

4. Dealing with 
negotiation 

3. Basic conversation 
exchange 

4. Providing proper 
information about 
product, offers and 
price 

Interactive lecture:  

Dealing with customers 

Activity:  

Role play of small conversation 
of product information offers ad 
price  

4. Identify elements of 
communication cycle 

1. Describe the 
meaning of 
communication 

2. State the different 
elements of 
communication 
cycle 

3. Differentiate 
between Sender, 
Message, Medium, 
Receiver and 
Feedback. 

1. Identify elements of 
communication cycle 

2. Draw a diagram of 
communication cycle 

3.Differentiate between 
the various principles 
of communication as 
per the retail 
requirement. 

Interactive lecture:  
Principles of communication. 
  
Activity:  
Drawing a communication cycle. 

Session 2: Forms of Communication & Communication Equipments  

1. Demonstrate 
effective use of 
verbal and nonverbal 
communication skills 

1.  Describe the 
various modes of 
communication 

2.  Describe the 
various sources of 
information (media, 
industry 
associations, 
industry 
publications, 
internet, information 
services, personal 
contacts, 
colleagues, 
supervisors and 
managers, etc.) 

3. State seven C’s of 

communication  
4.  Describe the role of 

sender and receiver 
in communication 

5.  Describe the 
barriers in 

1. Differentiate between 
internal and external 
communication 

2. Demonstrate the 
knowledge of 
collecting and 
processing 
information from 
different sources 

Interactive lecture: 
Communication Process 
 
Activity: 
 Practice sessions 
on effective use of verbal 
and non-verbal 
communication skills. 
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communication 

2.  Identify the types 
of communication 

1. Describe the 
meaning of Formal 
Communication. 

2. Describe the 
meaning of Informal 
Communication or 
grapevine 
communication. 

1. Differentiate 
between upward, 
downward and 
horizontal 
communication. 

2. Differentiate 
between verbal and 
nonverbal 
communication. 

3.  Enlist various static 
and dynamic features 
of non-verbal 
communication 

Interactive lecture:  
Types of Communication 
 
Activity:  
Role play to demonstrate 
various feature of verbal and 
nonverbal communication 

5. Operate the 
communication 
media and 
equipments properly 

1. Describe various 
communication 
equipments 

2.  Describe 
precaution followed 
to use the 
telephone 
etiquette. 

 
 
 

1. Demonstrate 
functions of 
electronic device and 
electronic media 

2. Enlist various 
equipments used for 
oral communication 
and written 
communication 

Interactive lecture: 
Communication media and 
equipments 
 
Activity:  

1. Role play to demonstrate the 
usage of various 
communication equipments 

2. Role play to demonstrate 
communication etiquette 

4. Select the Strategies 
for Overcome 
barriers in 
communication 

1. Describe the factors 
that act as 
communication 
barrier 

2. Differentiate 
between various 
types of barrier to 
effective 
communication 

3. Explain ways to 
overcome barriers in 
effective 
communication 

2. Compile a list of 
barriers  to effective 
communication at 
workplace 

3. Select strategies to 
overcome barriers in 
communication 

Interactive lecture:  
Barriers to effective 
communication and ways to 
overcome them 
 
Activity:  
Role play on barriers effect on 
communication. 

Session 3: Elements of Business communication  

1. Describe the 
importance of 
organizational 
culture in business 

     communication 

1.  Describe the 
characteristics of 
organizational 
culture and its 
relation with 
business 
communication 

1. Differentiate 
between healthy 
and unhealthy 
organizational 
culture 

Interactive lecture: 
Organizational Culture and 
Communication 
 
Activity:  
Visit to two retail stores to 
study the organizational 
procedures 

2. Communicate 
Effectively with 
      Customers 

1. Describe the 
meaning and 
importance of 
business 
communication 

2. Describe the 
benefits of 
effective 
communication 

1. Demonstrate how to 
communicate 
effectively. 

Interactive lecture: 
Communication with Customers 
 
Activity:  
Role play on communication 
with customers 

3. Describe the 
qualities that the 
team member should 
possess 

1. Describe the 
qualities of team 
members  

2. Describe the role of 
creativity, 
innovation, 
discovery, and 
expression across 
disciplines. 

3. Describe the 
opportunities and 
challenges that 
retailers face when 

1. Demonstrate the 
knowledge of team 
work, taking 
initiatives, 
commitment, etc. 

2. Identify different 
ethical perspectives 

Interactive lecture:  
Team Work 
 
Activity:  
Role play on qualities that the 
team members perform. 
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Session 4: Preparation of Project Report  

1.  Describe Project 
Work/ Assignment. 

1. Meaning and 
Concept of Project 
Work/ Assignment. 

2. Know the 
advantages of 
Project Work/ 
Assignment. 

3. Familiarity about 
Practical aspect 
retail 
management. 

1.  Describe 
the current climate 
and market situation 
in retail. 

2.  Discuss Retailer’s 
strengths and 
weaknesses. 

3.  Explain the detail 
format of project 
assignment. 

 

Interactive Lecture: 
Project Work/assignment. 
 
Activity:  
1. Make a assignment on-Impact 

of FDI in retail on economy 
of the nation and likewise. 

2. Formulate the group for 
project work and  allot  
them a topic and ask them 
to Provide a brief overview 
of the retail sector. 

 2. Outline the 
preparation of 
project report. 

1. Describe the 
importance of 
project report.  

2. List out the steps 
in project report. 

1. Explain the need and 
importance of 
project report. 

2. Detail out the 
various format of 
project report. 

3. Describe the steps 
involve in 
preparation of 
project report. 

 

Interactive lecture:  
Preparation of project 
report. 
 
Activity:  
1. Visit the libraries of different 

academic centers and 
observe how to prepare the 
project reports as per their 
nature. 

2. Prepare a project report 
demonstrate prepared 
project report through audio 
visual system. 
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NSQF Level – 4: Retail Management 
Unit Code:   
RS-401 NQ-2014 

Unit Title: Advances in Retailing  

Location: 
 
Classrooms, Retail 
Shop, Super 
Bazaar, Big 
Bazaar, Malls,  
Departmental 
Store, Retail 
Marketing, 
Agencies etc. 

Duration: 25  Hours 

Session – 1: Retail Organizational Structure 

Learning Outcome Knowledge Evaluation Performance Evaluation Teaching and 
Training Method 

1. Describe the 
guidelines for Retail 
Organizational 
structure. 

1. Describe the meaning 
of Retail Organization 
Structure 

2.  Understand the 
guidelines for 
Organizational 
Structure 

3. Types of 
organizational 
structure 

1. Identify the types of 
organizational structure 
in retail sector 

2. Apply the guidelines for 
organizational Structure.  

Interactive lecture:  
Guidelines for retail 
organizational Structure. 
 
Activity:  
Visit to a Retail Store and 
analyze its organizational 
Structure. 

2. Identify the factors 
which are 
influencing 
environmental and 
cultural change. 

1. Describe the 
environment affects 
on organizations. 

2. Understand the 
factors influencing 
cultural change. 

1. Identify the 
environmental factors 
effects organizational 
structure. 

2. Analyze the factors 
mainly influencing the 
cultural change. 

Interactive lecture:  
Environment and Cultural 
Change 
 
Activity:  
Estimate how the 
organizational Structure 
influences by the 
environment and cultural 
change. 

3. Identify the stages 
in Career 
development 

1.  Describe the 
stages in career 
development 

2. Scope for better 
employment 

3. Changes and growth 
in Retail Sector. 

1.  Identify the 
stages and analyze 
which Stage is very 
crucial for career 
development. 

2. Identify the better 
employment 
opportunities 

3. Update the changes & 
growth in Retail sector 

Interactive lecture:  
Stages in Career 
Development. 
 
Activity: 
Visit to retail organizations 
and asked to note down 
type of stages available in 
career development 
process. 

Session – 2   Retail Research 

1. Describe the 
importance of 
market information 
system (MIS)   

1.  Understand the 
components of MIS 

2.  Describe the 
importance of MIS 

1. Identify the components 
of MIS 

2. Explain the procedures 
followed in Marketing 
Research & Intelligence 
system 

 

Interactive lecture:   
Marketing Information 
System 
 
Activity:   
Visit to marketing research 
organization and asked to 
not down how the MIS is 
important for Retail 
Business.  

2. Identify the 
research methods 
for Retail Business. 

1. Describe the purpose 
& Research methods. 

2. Understand the types 
of Research methods. 

1. Analyze the retail 
manager’s decision 
making process. 

2. Identify the research 
methods which are 
suitable for retail 
research. 

Interactive lecture:   
Research methods for 
retail business. 
 
Activity:   
Visit to retail organizations 
and asked to note down 
which types of methods 
are using.  

Session 3: Retail Strategy 

1.  Identify the careful 
considerations for 
developing retail 
Strategy. 

 
 

1. Describe the 
importance of Retail 
Strategy. 

2. Understand the 
considerations for 
developing retail 
strategy.  

 
 

1. Analyze how to develop 
the retail strategy for 
satisfying the customers. 

2. Identify the careful 
considerations for 
developing retail 
strategies. 

Interactive Lecture: 
Considerations for 
Developing Retail Strategy. 
 
Activity: 
Visit to the retail stores 
and observe what kind of 
considerations are 
adopting to develop the 
strategies. 

2. Classify the retail 
Strategies & Explain 
how to implement 

1.  Describe the 
components of 
manufactures retail 

1. Identify the components 
of manufacturer’s retail 
strategy & select best 

Interactive Lecture: 
Classification of Retail 
Strategies and its 
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in Retail Business. strategy 
2. Understand the 

situation analysis.  
 

component. 
2. Analyze the SWOT 

appraisal and find out 
how to increase the 
strengths & decrease the 
weakness 

Implements. 
 
Activity: 
Select one of the retail 
Store & Analyze the SWOT 
Appraisal & prepare a 
report. 

3. Identify the 
retailing mix 
variables and apply 
strategy to take 
decisions. 

1.  Describe the 
retailing mix variables 

2. Understand the 
strategy 
implementation 
techniques. 

 

1. Identify the retail 
marketing mix variables. 

2. Apply the Strategy 
implementation 
techniques for taking 
retail decisions. 

3. Evaluate & control the 
competitive retail 
operations. 

Interactive Lecture: 

 Retailing mix variables  

 Group discussion on 
strategy 
implementation 
Strategies. 

 
Activity: 
Visit to retail hyper market 
and observe what kind 
techniques adopting to 
take the key retail 
decisions.  

4. Identify the growing 
opportunities in 
Indian Retail 
Business 

1.  Describe the scope of 
Indian Retail Markets. 

2. Understand the skills 
required for growing 
retail business. 

3. Classify the retail 
business houses & 
explain their 
potential. 

 

1. Estimate the growing 
scope of Indian Retail 
Markets. 

2. Identify the skills required 
for enhance the retail 
business. 

3. List out the retail business 
houses which are pumping 
the money to the country. 

Interactive Lecture: 

 Growing Opportunities 
in Indian Retail 
Business. 

 Group discussion on 
Growth Engines for 
Retail Business. 

 
Activity: 
Conduct a survey on 
growing opportunities of 
Indian Retail and prepare 
report. 

Session 4: Retail Consumer Behaviour 

1.  Identify the 
different types of 
consumer behaviour  

1. Describe the types of 
consumer behavior 

2. Understand the need 
for studying consumer 
behaviour 

3. Understand the 
consumer purchasing 
decisions. 

1. Identify the types of 
consumer behaviours 

2. Applying the techniques 
for understand the 
consumer behaviour. 

 3. List out the factors 
influencing consumer 
purchasing decisions. 

Interactive Lecture: 
Techniques for understand 
the consumer behaviour. 
 
Group Discussion:  
Visit to the retail hyper 
markets & to understand 
the retail consumer 
behaviour & prepare a 
report.  

2. Describe the forms 
of customer buying 
behaviours 

1.  Understand the 
forms of consumer 
behaviour. 

2. Describe the brand 
differentiation affect 
on consumers buying 
behaviours. 

1. Identify the forms of 
consumer behaviour. 

2. List out the situations to 
various consumer buying 
behaviours towards 
brand differences.     

 

Interactive Lecture: 
Customer buying 
Behaviour.  
 
Activity: 
On-the-job to find out the 
which, situation is 
influenced the customer 
buying behaviour. 

3. Process credit 
applications for 
purchase 

1. Features & Counters 
of the credit facilities 

2. Legal & Company 
requirements and 
procedures  

3. Sorting out difficulties 
in processing 
applications 

4. Desirable the credit 
worthiness of the 
buyers 

1. Identify the customer 
needs for credit 
facilities 

2. Demonstrate the feature 
& conditions of credit 
facilities 

3. Guide the customer how 
to avail credit facilities 

4. Fill the documents 
properly 

5. Check the legal aspects 
&  

6. Handle difficulties in 
proper way. 

Interactive Lecture:   
Sort out Credit applications 
for purchase 
 
Activity:  
1. Visit to the purchase 

department of Retail 
Malls and observe how 
to handle the credit 
purchase 

2. On-the Job practice 
process 
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Unit Code:   
RS-402 NQ-2014 

Unit Title : Inventory Management in Retailing  
 

Location:  
 
Classroom,  
Retail  or 
Departmental Store 

 Duration : 25 Hours 

 Session 1 : Types of Inventory  

Learning 
Outcome 

Knowledge Evaluation Performance Evaluation Teaching and 
Training Method 

1. Describe the 
concept of 
inventory and its 
types. 

 

1. Describe the 
importance of 
inventory. 

2. State the various 
types of inventory. 

3. Explain the 
advantages of various 
inventory processes. 

1. Classify the inventory 
on basis of usage, value 
and volume. 

2. Differentiate between 
merchandise inventory 
and manufacturing 
inventory. 

Interactive lecture: 
Introduction of inventory and 
its types. 
 
Activity:  
Visit a retail store and make a 
list of various types of 
inventory activities. 
 
Classify the inventory 
on basis of different 
Category of items. 

2. Identify the 
methods of 
Inventory in 
Retail 

1. Explain the planning 
of inventory 

2.  Describe the 
methods of Inventory 
in Retail 

1. Evaluate the inventory 
planning  

2. Find out the methods 
of Inventory in Retail 

Interactive lecture:  
Methods of Inventory in Retail 
 
Activity:  
Visit to retail store and make 
the methods adopted in the 
Inventory process. 

 
 
 

Session 2 : Inventory Management 

1. Identify the 
essentials of the 
inventory. 

1. Importance of 
purchase routine 

2. Describe the role of 
an inventory 
supervisor 

 

1. Analyze the better 
schedule of inventory 
purchase. 

2. Identify the role & 
responsibility of 
inventory supervisor. 

Interactive lecture: 
Purchase routine of inventory. 
 
Activity:  
Visit to the retail store and 
observe the requirements of 
inventory for merchandising. 
 
Group Discussion on the 
schedule of purchase on the 
basis of time and value. 

2. Describe the 
objectives of 
Inventory 
Management 

1. Identify the 
objectives of 
Inventory 
Management 

2. Importance of the 
objective of 
Inventory 
Management 

1. Describe the objectives 
of Inventory 
Management 

2. Find out the objective 
of Inventory 
Management 

Interactive lecture: 
Objectives of Inventory 
Management 
 
Activity:  
Visit to the retail store and 
observe the requirements of 
inventory management 

3. Identify the role 
and functions of 
Inventory 
Associate 

1. Describe the 
functions of Inventory 
Associate 

2. Understand the role 
inventory Associate 

1. Identify the functions 
of Inventory Associate 

2. Find out the specific 
role of inventory 
Associate 

Interactive session: 
Functions of Inventory 
Associate 
 
Activity: 
Visit to the retail store and 
observe the functions 
performed by the inventory 
Associate 

Session 3 : Inventory Control 

1. Describe the    
concepts of 
inventory 
control. 

1. State various 
concepts of inventory 
control. 

2. Describe the 
importance of 
inventory control. 

1. Explain the need of 
inventory control. 

2. Enlist the steps involve 
in inventory control. 

 
 
 
 
 
 

Interactive lecture:  
Inventory Control Mechanism. 
 
Activity:  
Visit to the retail store and 
find out the process of 
inventory control.  
Study of retail inventory 
management and its role in 
the success of retailing. 

2. Identify the 
methods of 
inventory 
control. 

1.  Need of inventory 
control methods. 

2.  Different methods of 
inventory control. 

1. Identify the various 
methods of applying 
inventory control. 

2. Explain the merits and 

Interactive lecture: 
Inventory control methods. 
 
Activity:  
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demerits of inventory 
control methods. 

Visit to the retail store and 
observe the methods of 
inventory control essential for 
various types of retail stores. 

3. Describe the 
duties and 
responsibilities 
of Inventory 
Control 
Associate 

1. Describe the duties  
of Inventory Control 
Associate 

2. State the 
responsibilities of 
Inventory Control 
Associate 

1. Identify the duties of 
Inventory Control 
Associate 

2. Find out the 
responsibilities of 
Inventory Control 
Associate 

Interactive Session: 
Duties and responsibilities of 
Inventory Control Associate 
 
Activity: 
Visit to the retail store and 
performed the responsibilities 
in Inventory Control Associate 

Session 4 : Stock Valuation and Recording 

1. Identify the 
inventory 
valuation in 
retail 

1. Describe the FIFO 
method of valuation. 

2. Understand the LIFO 
method of valuation. 

 

1. Identify the steps in 
FIFO method of 
valuation. 

2. List out the process of 
LIFO method of 
valuation.  

 

Interactive Session: 
Inventory valuation in Retail. 
 
Activity: 
On-the-job on inventory 
valuation. 

2. Describe the 
Stock recording 
& accounting 
systems 

1. Understand the stock 
recording system. 

2. State the inventory in 
accounting system. 

1. Identify the Stock 
recording procedures. 

2. Find out how the 
inventory is posted in 
accounts. 

Interactive Session: 
Stock recording accounting 
systems. 
 
Activity: 
Visit to the retail store and 
observe how the maintained 
Stock recording & accounting.  

 3. Find out the 
benefits of 
Inventory 
Maintenance 

1. Describe the benefits 
of Inventory 
Maintenance 

1. Identify the benefits of 
Inventory Maintenance 

Interactive lecture: 
Benefits of Inventory 
Maintenance 
 
Activity:  
Visit to the retail store and 
observe the requirements of 
inventory for merchandising. 
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Unit Code:  
RM403-NQ2014 

Unit Title : Security and Housekeeping Supervision in Retail Sector    

 
Location:  
 
Classroom, 
Retail or 
Departmental 
store 

Duration: 25 Hours 

Session 1 : Functions and Points of Security  

Learning 
Outcome 

Knowledge Evaluation Performance 
Evaluation 

Teaching and 
Training Method 

1. Identify the 
various security 
points & advise 
prompt action 

1. Purpose of security 
points in retail store. 

2. State the locations of 
security points in 
retail store. 

3. Describe the security 
risks 

1. Enlist the various 
security points. 

2. Identify the locations 
of the security points 
in retail stores. 

3. Analyze the multi 
utility of security 
points in retail 
stores 

4. Identify the security 
risks. 

Interactive lecture: Introduction of 
security points. 
Activity:  
1.  Visit a retail store and make the 

list of security check points. 
2. Develop a block model of retail 

store. 
3. Role play at security points and 

advice to change 

2. Describe the 
types & 
eligibility 
criteria of 
security guard 

 
 
 
 

1. Types of security 
guards  

2. Describe the 
eligibility of essential 
of security guards. 

3. Guidelines for security 
activities 

1.  Classify the 
different types of 
security guards. 

2. Identify the 
eligibility criteria of 
security guards. 

3. Guide security 
personnel  

Interactive lecture:  
Types & Eligibility criteria of 
security guards. 
 
Activity:  
Visit to a retail hyper market and 
ask to note down the guidelines 
followed in Retail Store regarding 
security. 

 3. Identify the 
role and 
functions of 
security/ 
personnel. 

 
 
 
 
 
 
 

1. Role of security in 
retail store. 

2. Functions of security 
in retail store. 

3. Training of security 
personnel 

1.  Analyze the role of 
security in each 
department of retail 
store. 

2.  Analyze the 
functions of security 
in each department 
of retail store. 

3.  Differentiate the 
role and functions 
of security in 
different 
departments of 
retail store. 

4. Train the security 
personnel as per the 
guidelines 

Interactive lecture:  
Knowing the role and function of 
security. 
Activity:  
Group discussion on advancement in 
security functions in retail store and 
training needs to be identified. 
 

Session 2: Safety and Surveillance Equipments 

1. Identify the 
Safety and 
Surveillance 
Equipments. 

1. Essential safety 
equipments. 

2. Describe the essential 
surveillance 
equipments. 

3. Advantages of safety 
and surveillance  

1. Enlist all the safety 
and surveillance 
used in retail store. 

2. Differentiate 
between various 
safeties equipments. 

3. Differentiate 
between various 
surveillance 
equipments. 

Interactive lecture:  
Safety and Surveillance Equipments. 
Activity:  
Visit to the retail store and observe 
the various safety & surveillance 
equipments and note down the 
functions of different safety and 
surveillance equipments operating 
by the security personnel 

2.  Identify the 
safety rules and 
regulations in 
retail store. 

1. State the various 
safety rules in retail 
store. 

2. Describe the safety 
regulations for retail 
store.  

1. Enlist the various 
safety rules and 
regulations in retail 
stores. 

2. Analyse the rules 
and regulations of 
retail store. 

Interactive lecture:  
Awerness and information about the 
safety rules and regulation. 
Activity:  
1. Visit to the retail store and list 

out the rules and regulations 
followed by them and advise 
properly 

2. Group discussion among the 
students on effective rules and 
regulations in retail store 
regarding security 

3.  Describe the 1. The work based on 1. Differentiate Interactive Lecture: 
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work ethics and 
values at work 
place. 

intrinsic value like 
honesty, integrity 
dedication, 
determination and 
commitment 

2. Work ethics and 
values 

3. Company policies & 
legal requirements 
regarding security 

between duties and 
ethics. 

2. Evaluate success in 
the context of 
motivation passion, 
stress and pressure. 

3. Work independently 
and to work with 
the team. 

4. Deal the security 
risks legally 

Work ethics & values training in 
communication skills, time 
management skills and decisions 
making skills. 
 
Activity: 
1. Group working, task analysis, 

attitudes and organization 
skills. 

2. Visit retail store and observe 
the behavior and attitude and 
characters of security 
personnel 

4. Evaluate the 
Work Ethic in 
day to day 
work. 

1. Comprehensive range 
of skills and qualities 
to interact effectively 
with customers. 

2. Company policies and 
procedures for 
security works 

1. Differentiate 
attitude and 
behavior within the 
office and 
treatment of 
customers.  

2. Check the approved 
procedures are 
adopting the 
security personnel 

Interactive Lecture: 
Work ethics & values  
 
Activity: 
1. Role play and case study of 

behavior, attitude and handling 
of people in the team and higher 
authority. 

2. Using of positive language within 
the organization and with the 
customers and security 
personnel. 

Session 3 : Handling of Material and Equipment in House Keeping  

1. Describe the 
competencies  
required for  
Material 
Handling in 
Housekeeping 
and advice 
them for proper 
handling 

1. Describe the 
competencies and 
skills  required for 
Housekeeping 

2. State the effective 
housekeeping results. 

3. Material handling 
procedures 

1. Measuring the 
Performance in 
Respect of 
Knowledge, Duties, 
Responsibilities & 
Accountability. 

2. Identify suitable 
competencies 
required for material 
handling in 
housekeeping. 

3. Train the 
housekeeping 
personnel how to 
handle the material 
properly 

Interactive lecture:  
1. Interaction and Exposure in Retail 

Housekeeping. 
2. Teach the Practical Methods of 

Material Handling. 
3. Practical Teaching of Advantages 

of Team Work, Policies and 
procedures of health and safety.  

Activity:  
1. Visit a Mall or working place where 

housekeeping materials are 
handled in the Retail store & learn 
from the experience of expert. 

2. Visit Retail Organization and 
interact with housekeeping 
supervisors regarding handling of 
housekeeping Materials, potential 
health hazards, handling of safety 
equipments. 

2. Examine the 
process of 
Material 
Handling 

1. Procedure to handle 
the material used in 
Retail Housekeeping 

1. Measure the 
Outcome of How 
successfully the 
Material have been  
handled 

Interactive lecture:  
Process of Material handling in 
Housekeeping. 
 
Activity:  
Role plan on cleaning the store.  

3. Learn 
Housekeeping 
Policies and 
safety 
requirements. 

1. Individual and Team 
Members should learn 
by visiting 
Departmental stores. 

2. Guidelines for 
housekeeping 

1. Individual 
responsibilities with 
the Team, Health 
and Safety 
measurement  

2. Check the 
housekeeping 
personnel followed 
the guidelines and 
procedures 

Interactive lecture:  
Housekeeping policies & safety 
requirements. 
 
Activity:  
Role plan on safety requirements of 
the store.  

4. Learn how to 
cleaning the 
rooms and 
furnishing of 
retail store. 

 
 
 
 
 

1. Cleaning, sweeping, 
moping, dusting, 
disinfecting, litter 
waste management  

1. Maintain work areas 
uncluttered and 
safety. 

2. Maintain the store 
cleaning equipment 
safely. 

3. Solve the problems 
regarding cleaning 
of particular areas. 

Interactive Lecture:  
1. Cleaning furnishing and the 

handling of housekeeping 
equipments. 

2. Teaching in class room to learn 
& handling equipment in retail 
housekeeping. 

Activity:  
1. Visit a Mall or Retail outlet and 

observe the cleaning procedures. 



NSQF Level 1 to 4 – Retail Marketing Management - Organized Retailing - Competency Based Curriculum 2014-15 

 

 
Page 62 of 83                                                                             PSS Central Institute of Vocational Education – DB&C -2014-15 

 
 

2. Visit point of sale area, 
counters, merchandise, store 
rooms, learns housekeeping 
equipment handling. 

5.   Identify and 
Operate 
housekeeping 
equipment in 
retail 
departmental 
stores  

1. The materials and 
equipments. 

2. Techniques of 
housekeeping 
practices and 
protection of 
materials.  

1. Measure the 
outcome or result 
after using the 
material. 

2. For cleanliness, 
safety, hygiene, 
hazardous and 
assess whether it is 
as per standards and 
procedures set by 
the retail industry 

3. Identify the 
equipment 

4. Operate the 
housekeeping 
equipment.   

Interactive lectures : 
Use of housekeeping equipments in 
retail industry. 
 
 
Activity: 
1. Role play on responsibilities of 

housekeep-ping work. 
2. Visit a Retail Mall and practically 

learn to operate housekeeping 
equipments. 

6.  Clean and use 
Equipments in 
accordance 
with 
manufacturers 
manual 

1. Manufacturer’s 
instructions of 
cleaning equipments. 

2. Use and storage of 
cleaning chemicals. 

1. Differentiate 
housekeeping 
equipments with 
safety equipments. 

2. Differentiate 
between hazardous 
and non hazardous 
housekeeping 
materials. 

3. Operate and 
maintain store 
cleaning, electrical 
equipments. 

Interactive lectures : 
Clean & use of equipments.  
 
Activity: 
Visit a Retail store & observe 
manufactures instructions followed 
to cleaning with housekeeping 
equipments. 

7. Identify the 
Competencies 
required for 
housekeeping in 
retail 
operations. 

3. To describe 
housekeeping in retail 
outlets, retail stores 
and retail malls. 

4. Competencies 
required for 
housekeeping  

1. Identify the 
responsibilities 
taken, involvement 
in housekeeping 
and measure the 
cleanliness and 
waste recycling. 

2. Identify the 
competencies 

3. Operate the 
housekeeping 
activity with 
required 
competency 

Interactive Lecture: 
1. Competencies required for 

housekeeping in retail sector 
2. To learn in the class room the 

procedures and job 
opportunities in retail sector. 

 
 
Activity: 
1. By role play the responsibilities 

& the functions of the 
housekeeping work in retail 
store. 

2. To visit and experience the 
housekeeping method in the 
work place of retail sector. 

8.  Applying 
Housekeeping 
in the area of 
cleanliness, 
hygiene, 
safety, disposal 
of waste. 

1. Competencies 
required in 
cleanliness, hygiene, 
waste disposal, 
safety, health 
hazards. 

1.  Evaluate the roles, 
responsibilities and 
effectiveness of 
jobs and 
housekeeping. 

2.  Identify the 
methods for 
applying house-
keeping work. 

Interactive Lecture: 
On the job opportunities in retail 
housekeeping. 
 
Activity: 
Visit to a retail store and observe 
what kind of methods applying for 
housekeeping of retail store. 

Session 4 : Duties and Responsibilities of Security & Housekeeping Associate 

1.  Identify the 

functions of 

security and 

housekeeping 

Associate 

 

1.  Describe the 
functions of security 
and housekeeping 
Associate 

2. Importance of the 
functions of security 
and housekeeping 
Associate 

1.  Identify the 
functions of security 
and housekeeping 
Associate 

2. Practice the 
functions in security 
& housekeeping 
supervision 

 

Interactive Lecture: 
Functions of security and 

housekeeping Associate 

 
Activity: 
Visit to a retail store and observe 
what kind of functions performing 
for housekeeping of retail store. 
 
Visit to a retail store and observe 
what kind of functions performing 
for security supervision in retail 
store. 
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2. Describe the 
duties and 
responsibilities 
of security and 
housekeeping 
Associate 

1. Describe the duties  
of security and 
housekeeping 
supervisor 

2. State the 
responsibilities of 
security and 
housekeeping 
Associate 

1. Identify the duties 
of security and 
housekeeping 
Associate 

2. Find out the 
responsibilities of 
security and 
housekeeping 
Associate 

Interactive Lecture: 
Duties and responsibilities of 
security and housekeeping Associate 
 
Activity: 
Visit to a retail store and observe 
the duties and responsibilities of the 
housekeeping Associate 
 
Visit to a retail store and observe 
the duties and responsibilities of the 
security Associate 

 3. Maintain the 
store secure 
and healthy & 
safety 

1. Company procedures 
and legal requirement 
regarding 
housekeeping and 
security risks 

2. Reporting of 
emergencies and 
accidents 

3. Evocation procedures 
4. Company Legal 

requirements  
 

1. Plan for how to 
reduce the security 
and housekeeping 
risks 

2. Check the security 
personnel and 
housekeepers are 
followed the 
company policies 
and procedures. 

3. Inspect the behavior 
of security 
personnel and 
housekeepers 

4. Handle the 
accidents and 
emergencies 

5. Check the evocation 
procedure 

Interactive Lecture: 
Store, security and health and 
safety procedures 
 
Activity: 
1. Visit to the retail store and 

observe how to control the 
security and housekeeping risks 

2. On-the-Job on how to handle 
the accidents and emergencies. 
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Unit Code:   
RS-404 NQ-2014 

Unit : Retail Sales Management 
 

 
Location:  
 
Classroom,  
Retail  or 
Departmental 
Retail Store 

 Duration : 25 Hours 

 Session 1 : Display of Products & Satisfy Customer Needs 

Learning Outcome Knowledge 
Evaluation 

Performance Evaluation Teaching and 
Training Method 

1. Organize the 
display of 
products at the 
retail store 

 

1. The products that 
are sold in the store 
and how they should 
be displayed 

2. Regularly check the 
quality and shelf life 
of products 

3. Prices of products  
4. Clean and maintain 

display areas, 
including 
refrigerators and 
chillers 

1. Check that display areas are 
clean and in the correct 
condition for the stock to be 
displayed 

2. Make displays attractive to 
interest customers 

3. Place specific products in the 
correct display areas 

4. Regularly check the quality and 
shelf life of products on display 

5. Take prompt action to deal with 
items which have little or no 
shelf life or which have 
deteriorated in quality 

6. Correctly rotate the stock of 
items according to their shelf 
life 

7. Check that ticketing and coding 
is accurate and correct 

8. Regularly check the condition 
and cleanliness of displays and 
correct them if needed 

Interactive lecture:  
Organize the display 
of products at the 
retail store 
 
Activity:  
Visit a retail store 
and observe how to 
organize the display 
of products at the 
retail store 
 

2.  Establishing 

customer needs 

1. Observe the 
behavior of  
customers in a retail 
environment & guide  

2. Provide facilities to 
the customers  

3. Measurement and 
calibration of the 
quantity and quality 
of product and 
supplies the 
customer wants 

4. Provide logical, 
intelligent or 
creative suggestions  

5. Preferences of 
different types of 
customers  

6. Provide appropriate 
assistance, 
information or 
advise, at 
appropriate stages 

1. Stay alert to, and make 
unobtrusive observations about, 
customer choices and 
movements within the store 

2.  Need to customer queries 
about the products and supplies  

3. Confirm with customers that 
the products and supplies being 
packed, wrapped and billed 
exactly match their selections. 

4. Provide information on variants 
of product and supplies 
available in the store and 
enable customers to make 
informed purchase decisions 

5. Ensuring that customers fulfill 
their purchase process smoothly 
from start to billing by 
minimizing waiting times at 
different stages of the process 

 

Interactive lecture:  
Establishing customer 
needs of retail store 
 
Activity:  
Visit a retail store 
and observe how to 
Establishing customer 
needs of retail store 
 

3. Demonstrate the 
products features 
and operations 

1. Prepare and 
organize the 
demonstration into 
logical steps 

2. Communication 
procedures 

3. Contents and 
products knowledge 
for demonstration 

4. Warranty and 
replacement 
procedures 

1. Check the demonstration is well 
prepared 

2. Check the resources are 
arranged properly for 
demonstration 

3. Present the demonstration 
4. Identify the warranty check 

Interactive lecture:   
Product 
demonstration 
 
Activity:  
Visit to the retail 
store and observe to 
present the 
demonstration on 
product features and 
operations. 

4. Improve 
customer’s 
relationship 
through monitor 
and solve 
customer service 
concerns. 

1. Methods of 
communication 

2. Customer 
relationship  

3. Balance the needs of 
customer and 
organization 

4. Procedure to resolve 
problems. 

1. Use best method of 
communication to meet 
customer expectations correctly  

2. Identify the cost-benefit 
analysis of solutions 

3. Identify the repeated customers 
service problems 

Interactive lecture:   
Customer relationship 
management 
 
Activity:  
Visit to the retail 
mall and observe how 
to develop customer 
relationship through 
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resolve problems 

Session 2 : Sale and Delivery of Products  

1. Processing the sale 
of products  

1. Describe the  
method(s) of 
processing payment  

2. Describe the 
functioning of point 
of sale billing systems 
or traditional 
methods of raising a 
bill 

3. The appropriate mode 
of cash and loose cash 
handling, counting 
and settlements with 
the customer 

4. Efficiently conclude 
the customer 
purchase process with 
quick packing / 
wrapping of customer 
orders and billing 

5. Operate suitable 
devices and 
equipment  

1. Confirm prices of 
product and supplies 
with customers and 
ensure customers are 
agreeable to the pricing, 
terms and the store's 
business policies 

2. Process payment or 
credit in line with store 
or business policies and 
ensure accurate 
accounting of units of 
purchased product  

3. Ensure safe handling and 
movement of product 
and supplies off the 
racks and through to 
billing counters 

4. Ensure proper 
functioning of store 
processes 

5. Conclude dealing with 
customers with 
appropriate and 
prescribed mannerisms 

Interactive lecture: 
Processing the sale of 
products  
 
Activity:  
Visit to the retail store 
and observe the 
Processing the sale of 
products  
 

2.  Delivery of products 
to customers  

1. Describe the 
importance of 
planning an efficient 
delivery schedule and 
how to do this 

2. How to transport 
products and 
equipment safely and 
securely 

3. The company 
procedures  

4. Relevant legal 
restrictions on who 
can receive delivery 

5. How to unload goods 
safely and in ways 
which protect goods 
from damage 

6. The records to keep 
of deliveries and 
non‐deliveries and 
company procedures 
for completing these 

1. Plan a schedule of 
deliveries, which makes 
the best use of time and 
other resources 

2. Transport products and 
equipment safely and 
securely 

3. Deliver products at the 
times agreed with the 
customer 

4. Follow company 
procedures for ensuring 
that deliveries are left 
only with individuals 
who may legally receive 
them 

5. Unload orders safely and 
in ways which protect 
the orders from damage 

6. Update records of 
delivery and 
non‐delivery promptly 
and in line with company 
procedures 

Interactive lecture: 
Delivery of products to 
customers   
 
Activity:  
Visit to the retail store 
and observe the  
Delivery of products to 
customers  
 

3. Help customers to 
choose right 
products in a right 
place 

1. Product features and 
knowledge  

2. Interpreting 
customers responses 

3. Buying signals from 
customers 

4. Legal rights and 
responsibilities 

1. Demonstrate about the 
product features and 
operations 

2. Check the customers 
responses 

3. Encourage the customers 
to ask questions 
regarding products 

4. Guide customers to tell 
about discounts and 
promotional aspects. 

Interactive lecture:   
Convincing the 
customers 
 
Activity:  
Visit to the Big Bazaar 
and observe how to 
handle the customers 
questions and quarries 

Session 3 : Maintenance of Store Area & Communicate effectively with Stakeholders 

1. Maintenance and 
cleaning of store 
area 

1. Cleaning procedure & 
specifications, 
personal hygiene 
levels  

2. Appropriate 
procedures to be 
followed for 

1.  Acquaint yourself / the 
service team with 
cleaning specifications in 
the business’ product 
safety management 
procedures and ensure 
conformance  

Interactive lecture:  
Maintenance and 
cleaning of store area 
 
Activity:  
Visit to the retail store 
and find out the 
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dismantling and 
re‐assembling  

3. Ensuring that the 
correct procedures 
for disposing of waste 
and slurry are 
followed 

2. Ensure the team follows 
instructions and safe 
working practices while 
disassembling, handling 
and re‐assembling shelf 
/rack/ display / 
merchandise areas / 
spaces and other 
materials 

3. Ensure the use of safe 
procedures while going 
about the cleaning 
process 

4. Identify the problems 
with shelf / rack / 
display / merchandise 
areas / spaces and the 
correct procedures for 
reporting them 

process to Maintenance 
and cleaning of store 
area  
 

2. Communicate 
effectively with 
stakeholders 

1. The different 
documents / report 
formats that you are 
required to keep 

2. Organization’s 
procedures & policies 
for preparing and 
passing on written 
information 

3. Communication 
equipments  

4. The regulations or 
policies that you 
should follow for 
using communications 
systems, including for 
private use 

5. How to talk and work 
with others to work 
efficiently, without 
adversely affecting 
your own work; the 
difference between 
hearing and listening 

6. The relevant 
legislation, 
organizational 
policies and 
procedures that apply 
to joint working 

 

1. Keep the information in 
written documents as 
required by your 
organization; 

2. Make sure the 
communication 
equipment you use is 
working properly, take 
corrective action as 
required 

3. Accurately interpret and 
act upon instructions 
that you receive 

4. Consult with and help 
your team members to 
maximise efficiency in 
carrying out tasks 

5. Give instructions to 
others clearly, at a pace 
and in a manner that 
helps them to 
understand 

6. Summarize information 
for customers 

7. Deal with customers in a 
respectful, helpful and 
professional way at all 
times 

8. Understand the roles and 
responsibilities of the 
different people you will 
be working with 

9. Seek appropriate support 
when you are having 
difficulty working 
effectively with staff in 
other agencies 

Interactive lecture: 
Communicate 
effectively with 
stakeholders 
 
Activity:  
Visit to the retail store 
and observe what 
communication the 
using to methods 
effectively with 
stakeholders of retail 
stores. 

Session 4 : Duties and Responsibilities of Sales Associate 

1.  Identify the 
functions of Retail 
Sales Associate 

1. Describe the 
functions of Retail 
Sales Associate 

2. Importance of the 
functions of Retail 
Sales Associate 

1.  Identify the functions of 
Retail Sales Associate 

2. Practice the functions in 
Retail Sales Associate 

 

Interactive Lecture: 
Functions of Retail 

Sales Associate 

Activity: 
Visit to a retail store 
and observe what kind 
of functions performing 
for Retail Sales 
Associate of retail 
store. 

2. Describe the duties 
and responsibilities 
of Retail Sales 
Associate 

1. Describe the duties  
of security and Retail 
Sales Associate 

2. State the 

1. Identify the duties of  
Retail Sales Associate 

2. Find out the 
responsibilities of Retail 

Interactive Lecture: 
Duties and 
responsibilities of 
Retail Sales Associate 
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responsibilities of 
Retail Sales Associate 

Sales Associate  
Activity: 
Visit to a retail store 
and observe the duties 
and responsibilities of 
the  Retail Sales 
Associate 

 3. Support to the 
customers 

1. Customers 
information and 
advice on Special 
products 

2. Company Policy on 
customer services 

3. Effective 
demonstration on 
Specialized products 

4. Handling responses 

1. Explain clearly and 
accurately about the 
product features and 
benefits 

2. Promote the products to 
suitable means 

3. Control the safety & 
security aspects 

4. Demonstrate the 
specialist products to 
customers 

Interactive lecture:   
Specialist product 
demonstration 
 
Activity:  
Visit to the Retail Store 
and observe how to 
demonstrate the 
features and operations 
of special products. 

 4. Maximize sale of 
good & services and 
provide post-sale 
service support 

1. Procedure to increase 
the sale of particular 
products 

2. Promotional aspects 
3. Seasonal trends & 

promotional 
opportunities 

4. Techniques for 
inquiring customers 

5. Procedure for 
personalized services 
and post-sale services 

6. Company standards 
for customers 
services 

1. Identify the promotional 
opportunities for 
increasing sales 

2. Report promotional 
opportunities effect on 
increase the sales 

3. Check the personalized 
services are properly 
provided 

4. Record the client 
information regarding 
post-sale services 

Interactive lecture:   
Maximization of sales 
through suitable 
promotional 
opportunities 
 
Activity:  
1. Prepare project on 

Maximization of the 
sales 

2.Conduct survey on 
post-sale services 
provided 

 5. Create positive 
image in the 
customers mind and 
resolve concerns 

1. Effective rapport with 
customers 

2. Organization 
guidelines for 
standards  

3. Spot customers 
problem 

4. Customers feedback 

1. Check the customers are 
satisfy 

2. Communicate 
information to the 
customers properly 

3. Handle Spot customers 
problems 

4. Collect customers 
feedback regularly 

Interactive lecture:   
How to attract 
customers with good 
communication and 
resolve their problems 
 
Activity:  
Hands on experience to 
communicate with 
customers and resolve 
their problems within 
the Company g 
guidelines 
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Unit Code:   
RS-405 NQ-2014 

Unit Title: Supply Chain Management in Retailing 

 
 
Location:  
 
Classrooms, 
Logistic centers 
and companies 

Duration: 25  hours 

Session – 1: Introduction to SCM 

Learning 
Outcome 

Knowledge 
Evaluation 

Performance Evaluation Teaching and 
Training Method 

1. Acquainted with 
terms and 
concept of 
Supply Chain 
Management 

1. Concept of Physical 
distribution 

2. Concept of Logistics 
3. Concept of SCM 
4. Evolution of Supply 

Chain Management 

1. Identify the steps in 
physical distribution 

2. Classify Logistic in SCM  
3. Find out the processes 

of supply chain 
management (SCM). 

 

Interactive lecture: Introduction 
to Supply Chain Management  
Group discussion:  
On every area of Logistics and 
SCM  
 
Activity:  
Visit to a Logistic company and 
observe the work going on and 
make a report on distribution 
channels. 

2. Describe the 
Importance, 
advantages and   
Limitations of 
SCM  

1. Explain the 
importance of SCM 

2. List out the benefits 
of SCM in Retailing 

3. Importance and 
Advantages of SCM 
in retailing 

1. Why SCM does 
necessary in the 
organization? 

2. List out the limitations 
of SCM 

Interactive lecture:  
SCM’s significance and 
limitations in retailing 
Seminars:  
Conduct the seminars to discuss 
about pros and corns of SCM  

Session – 2    Principles of Supply Chain Management 

1. Identify the  
principles  of 
SCM  

1.  Seven principles of 
Supply Chain 
Management 

2. Process of SCM 
 
  

4. Scrutinize the  seven 
principle of SCM 

 
5. Practice the principles 

of SCM 
  

Interactive Lecture:  
Highlight  the seven principles of 
SCM with the help of PPT in 
interactive session 
Activity:   
Visit to logistic centers of retail 
outlets observe how practice the 
seven principles of SCM  

2. List out the 
parameters of 
direct and 
indirect 
distribution 

1.  Parameters of 
direct and indirect 
distribution  

2.  Factors influencing 
the direct and 
indirect distribute 
SCM 

1. Investigate the 
Parameters of direct 
and indirect 
distribution 

2. Identify the factors 
which influence the 
direct and indirect 
distribution    

Interactive Lecture:  
Parameters of Direct and Indirect 
distribution. 
Activity:   
On-the-job on Logistic centers of 
SCM and find out which factors 
more influencing the direct and 
indirect distribution goods and 
services. 

Session 3:  Participants in the Process of SCM   

1. Categorize the 
types of 
intermediaries  

 
 
 

1.  Information about 
intermediaries. 

2.  Types of 
Intermediaries & 
their job roles 

 
 

1. Scrutinize the 
information about 
intermediaries 

2. Find out the various  
Types of Intermediaries 

3. Identify the job roles of 
different intermediaries 

Interactive Lecture: 
Intermediaries and Channels of 
distribution 
 
Activity:  
Visit to logistic centers and 
companies to observe the types  
of  intermediaries & their job 
roles 
 
Pragmatic work:  
1. Assign the work to the 

students like make a project 
on any one type of 
intermediaries.  

2.  Take an interview of any one 
intermediary and find out his 
lifestyle.  

2. Choose the   
Channels of 
distribution for 
industrial and 
Consumer Goods  

1. Channels of 
distribution for 
Industrial Goods 

2. Channels of 
distribution for 
Consumer Goods 

 

1. Spot out the various 
channel of distribution 
for industrial goods 

2. Identify the  Channels 
of distribution for 
consumer Goods 

3. Identify the job roles of 
different intermediaries   

Interactive Lecture: 
Intermediaries and Channels of 
distribution for Industrial & 
Consumer goods 
 
Activity:  
Role Play acts in the classroom as 
various intermediaries and tell 
the students to recognize the 
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type of them. 

3. Find out the 
Channel of 
distribution for 
services  

1.  Channel of 
distribution at 
services level 

1. Evaluate the Channel of 
distribution at services 
level 

2. Identify the steps in 
Channels which can be 
easily distributing 
services 

Interactive Lecture: 
Channel of distribution for 
services 
 
Activity:  
Visit to logistic centers and 
companies to find out the 
suitable channels of distribution 
for services. 

Session 4:   Steps in Supply Chain Management 

1. Indentify  Steps 
in SCM 

 
 

1. Steps and Process of 
SCM 

2. The proper process 
of SCM 

1. Elucidate the various 
Steps in the SCM 

2. Practice how to 
compete each and 
every step. 

Interactive Lecture:   
Steps includes in the SCM  
 
Play Game:  
Keep stand one student on each 
step and they will demonstrate 
each step by every student 

2. Five basic 
Components 
included  in the 
process of SCM  

1. Demand planning & 
Forecasting 

2.  Source of 
Procurement 

3.  Production or 
Assembly step 

4.  Distribution of 
Goods/ Services 

5.  Sales return-
Defective or excess 
goods 

1. Examine the five 
components included 
in the steps of SCM 

2. Practice each and 
every component to 
full-fill the 
distribution of goods & 
services.  

Interactive Lecture:   
Components included in the 
process of SCM 
 
Activity:  
Students should visit to Logistic 
centers and find out five 
components. 
 
Role Play:  
Five students can play a role of  
Plan, Source, Make, Deliver and 
Return with the help of posters 
& other related material. 

 3. Identify the 
components 
consider while 
supply chain 
management 

1. Private labels  
2. LIFO-methods 
3. FIFO-methods 
4. Distribution 

channels 
5. Cold chains 

1. Practice how to 
private labels 

2. Identify the 
mechanism under LIFO 
& FIFO methods 

3. List out the 
distribution channel 
for retail products 

4. Practice Cold chain 
operations 

Interactive lecture:   
Importance of Supply chain 
components and its management 
 
Activity:  
Visit to the retail organization/ 
retails storekeeping unit and 
observe the supply chain 
components. 
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Unit Code: 
RS-406 NQ-2014  

Unit Title: Non-Store Retailing 

 
Location:  
 
Classroom, Call 
Center 
 
 

Duration: 25 hours 

Session 1: E-Retailing 

Learning Outcome Knowledge 
Evaluation 

Performance Evaluation Teaching and 
Training Method 

1. Explain the 
meaning, 
advantages and 
shortcomings of e-
retailing 

 
 

1. Concept of e-
retailing 

2. Describe the 
advantages of e-
retailing 

3. Shortcomings of e-
retailing 

 

1. Explain basic concept of 
e-retailing 

2. Enlist the advantages of 
e-retailing 

3. Find out the various 
limitations of e-retailing 

Interactive lecture: 
Advantages and shortcomings of 
e-retailing 
 
Activity:  
Visit to the e-retailing centre  
& list out to the products/ 
services offered in e-retailing 
 

2. Identify relevance 
of e-retailing 
resources and 
Information & 
communication 
Technology 

1. Various e-retailing 
resources  

2. Significance & role 
of ICT in E-retailing 

 

1. Enlist the different 
resources for e-retailing  

2. Explain the importance of 
ICT 

Interactive Lecture:  
E-retailing resources and ICT  
 
Activity:  
Make a brief report on impact 
of ICT on educational services 

3. Identify success 
factors for e-
retailing 

1. Factors that 
contribute to 
success of e-
retailing 

1. Identify the factors 
responsible for the 
success of e-retailing 

2. Practice e-retailing 
activities. 

Interactive lecture:  
Success Factors for E-Retailing   
 
Activity:  
Hold a group discussion on 
factors contributing to the 
success in e-retailing 

Session 2: E-Marketing 

1. Discuss the concept 
of e-marketing 

 
 

1.  Meaning of e-
marketing 

2.  Various objectives 
of e-marketing 

 

1.  Explain the meaning of 
e-marketing 

2.  Enlist objectives of e-
marketing 

 

Interactive Lecture:  
Concept and objectives of e-
marketing 
 
Activity: Make a brief note on 5 
companies which are engaged 
in e-marketing 

2. State importance, 
advantages and 
shortcomings of e-
marketing 

1. Significance of e-
marketing 

2.  Advantages and 
shortcomings of e-
marketing 

1.  Analyze the importance 
of e-marketing 

2.  Enlist various advantages 
and limitations of e-
marketing 

Interactive Lecture:  
Importance, advantages and 
shortcomings of e-marketing 
 
Activity:  
Hold a group discussion on 
merits and demerits of e-
marketing & prepare a report 

3. Differentiate e- 
marketing v/s 
Traditional 
marketing 

1.  Discuss how to 
compare 
traditional 
marketing with e-
marketing 

2. Differences in 
traditional & e-
marketing 

1. Make distinction between 
e-marketing and 
traditional marketing 

2. Identify the steps 
involved in traditional & 
e-marketing 

Interactive Lecture:  
Traditional marketing v/s e-
marketing 
 
Activity:  
Conduct a seminar on transition 
of traditional marketing into e-
marketing 

Session 3: Telemarketing 

1. Discuss the 
concept, 
advantages and 
shortcomings of 
tele-marketing 

 
 
 

1. Concept of 
telemarketing 

2. Advantages and 
disadvantages of tele-
marketing 

 
 
 

1. Explain the concept of 
telemarketing 

2. Enlist merits and 
demerits of 
telemarketing 

 
 
 

Interactive lecture:  
Telemarketing its advantages 
and disadvantages 
 
 
Activity:  
1. Write a brief note on merits 

& demerits of telemarketing 
2. Conduct group discussion on 

merits & demerits of 
telemarketing  
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 2. Identify the various 
tele-marketing 
technologies 

1. Telemarketing 
technologies   

1. Enlist  telemarketing 
technologies 

2. Practice the 
telemarketing 
technologies 

Interactive Lecture:  
Telemarketing technologies 
 
Activity:  
Hold a group discussion to 
discuss the use of 
telemarketing technologies & 
prepare a report 

3.  Categorize the 
tele-marketing 
activities 

1. State the B2B process 
of telemarketing 

2. State B2C process of 
telemarketing 

1. Explain B2B category 
of telemarketing 

2. Analyze B2C category 
of telemarketing 

3. Practice & find out 
steps involved 

Interactive Lecture:  
Telemarketing categories 
 
Activity:  
Visit a call center, make 
observation on categories and 
write a small report on B2C and 
B2B telemarketing 

Session 4: Internet Business 

1. Apprise the 
concept of Internet 
Business and its 
objectives 

 
 

1. Concept of internet 
business 

2. Classify  various 
objectives of internet 
business 

1. Enlist the objectives of 
internet business 

2. Practice the different 
objectives 

 

Interactive Lecture: 
Internet business and its 
objectives 
 
Activity:  
Buy a product through the 
website and observe how 
companies sell their products 
through internet 

 2. Identify internet 
business subsets 

1.  Important subsets of 
internet business 

2. Classification of 
subsets 

3.  Internal business 
Systems 

4. Enterprise 
communication  
collaboration 

5. E-commerce system 

1. Express internal 
business systems as IB 
subset 

2. Examine Enterprise 
communication and 
collaboration 

3. Analyze the 
significance of e-
commerce in the e-
retailing processes 

Interactive Lecture  
Internet Business Subsets   
 
Activity:  
On-the-job in Internet business 
and practice with different 
subsets of Internet Business. 

3. Discuss various 
issues on internet 
business 

1. Classify the issues. 
2. Describe main issues 

of security, privacy, 
non repudiation, 
authenticity, data 
integrity, access 
control & availability 

1. Explain the problems 
of security and privacy 
in internet business 

2. Compile a list of 
challenges of non 
repudiation, 
authenticity, data 
integrity, access 
control and availability 
in internet business 

Interactive Lecture: 
Issues of Internet Business 
 
Activity:  
On-the-job Internet Business 
Centers and handle the 
problems to run the e-retailing 
through Internet business. 
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Unit Code:  
RS-407 NQ-2014 

Unit Title : Event Management in Retailing 
 

 

 
Location:  
 
Classroom,  
Retail  or 
Departmental Store 

Duration: 25 Hours  

Session 1: Understanding Event Management   

Learning Outcome Knowledge Evaluation Performance 
Evaluation 

Teaching and 
Training Method 

1. Planning and 
Designing Event 

2. Describe the plan to 
organize the events  

3. Describe the 
arrangements for 
organizing the events. 

4. Describe the 
manpower 
requirements for the 
event 

5. Describe the work 
formulated for 
execution of the 
event 

1. Ability to forecast the 
work related to the 
event  

2. Ability to assess the 
capabilities of staff to 
entrust the work. 

3. Ability to motivate and 
coordinate the staff. 

4. Ability to assess the 
manpower /resources 
requirements. 

5. Ability to formulate 
the work design. 

6. Ability to identify the 
opportunities of events 

Interactive Lecture: 
Planning and Designing 
Event 
 
Activity:  
Visit a retail store and 
enlist various problems 
and planning and 
designing in retail 
management. 

 Session 2: Documentation for conducting events  

1.  Monitoring Records 
& collecting 
feedback 

 

1. Describe the various 
records that are 
maintained for 
monitoring event 
management 
activities 

2. Describe the contents 
of feedback forms 
that are useful for 
correction and further 
maintaining long term 
relations with the 
clients. 

1. Ability to guide the 
staff in the preparation 
of maintaining records  

2. Ability to develop 
feedback forms to get 
opinions from clients 
and service providers 

3. Ability to analyze 
contents of feedback 
and initiating 
corrective actions. 

Interactive lecture: 
Monitoring Records & 
collecting feedback in 
retailing. 
 
Activity:  
1. On-the-job and 

monitor the legal rules 
and regulations 
followed in retailing 

2.  Analyze the situations 
that enforce legal 
compliances receiving 
from the customers. 

Session 3:  Logistics & Standard Operating Procedures (SOP)  

1. Legal and Statutory 

Aspects (Advanced) 

& Standard 

Operating 

Procedures (SOP) 

1. Describe the legal and 
statutory aspects 
relating to the event 
management. 

2. Describe the risks and 
contingencies that are 
likely to arise during 
the event.  

3. Describe the conflicts 
that arise between 
clients and firm and 
service providers. 

4. Describe the conflict 
management 
machinery useful to 
deal with conflicts 

1. Ability to understand 
the various laws, rules 
and regulations. 

2. Identify the risks that 
are likely to arise in 
the event 
management. 

3. Identify the conflicts 
that are likely to arise 
between firms, service 
providers and clients. 

 

Interactive Lecture: 
 Legal and Statutory 
Aspects (Advanced) &  
Standard Operating 
Procedures  
 
Activity:  
On-the-Job Supervision & 
Coordinating with various 
Agencies &  Reporting 
 

Session 4 : Supervising Events  

1. Identify the 
activities for 
smoothly conducting 
events 

 
 

1. Describe the steps in 
the execution of 
events. 

2. Describe the duties 
and responsibilities 
being delegated to 
staff for execution of 
an event. 

3. Describe the social 
and cultural aspects 

1. Ability to supervise the 
work for smooth flow of 
events. 

2. Ability to allocate the 
duties and responsibilities 
to the right person. 

3. Ability to coordinate 
social gatherings and 
cultural programmes in 
the event management. 

Interactive lecture:  
Supervision of events to 
Identify the activities 
for smoothly 
conducting  
 
Activity:  
Visit to the event place 
and observe how to 
supervise the event 
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required in the 
execution of an 
event. 

4. Describe the public 
relations required  

5. Describe different 
media available. 

6. Describe the choice of 
the media selection. 

4. Ability to manage public 
relations constantly. 

5. Ability to decide /select 
the best media for 
promotion. 

management activities   
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Unit Code: RS408-
NQ2014 

Unit Title: Accounting Procedures in Retailing 

 
Location:  
 
Classrooms, Retail 

Shop or 

Departmental 

Store 

Duration: 25 hours 

Session 1: Managing Cash in Retail 

Learning 
Outcome 

Knowledge Evaluation Performance 
Evaluation 

Teaching and 
Training Method 

1. Describes the 
Basic 
Understanding & 
Competencies 
for Billing 
Personnel 

1. State various types of 
Billing and Accounting 
Heads 

2. Understanding basic 
accounting 
terminologies related 
with Billing & 
Accounting Procedures. 
Example: Service Tax, 
Sales Tax, VAT, Other 
Duties etc.  

1. Calculate the 
routine Accounting 
and Billing 
Transactions 

2. Explain the various 
taxes and duties 
related with Billing 
to Customer 

 

Interactive lecture:   
 
Understanding Basic Accounting 
and Billing Procedures. 
 
Activity: 
Role Plays and Activities based 
on Billing and Accounting 
Procedures. 

2. Handle the 
various Modes of 
Payments during 
Billing Process 

1. Describe various Modes 
of Payment. 

2. State the precaution to 
be taken while handling 
the modes of Payments 

3. Understanding uses of 
Various Equipments 
used in Payment 
Process 

1. Differentiate 
between various 
modes of Payments 

2. Collect and Operate 
various Payment 
Modes 

3. Operational 
Knowledge of 
Various Equipments 
in Payment Process 

Interactive Lecture : 
 
Based on Modes of Payment 
 
Activity: 
 
On-the-job to handle payments 
in retail organization. 

Session 2: Fundamentals of Accounting  

1. Understand the 
objectives, 
characteristics 
and types  of 
accounting  

1. Describe the objectives 
of accounting procedure 
in retailing  

2. List out the 
characteristic of 
accounting  

3. Describe the types of 
accounting  

1. Apply the 
fundamental 
accounting 
procedure 

2. Identify the 
characteristics of 
accounting  

3. Explain the types of 
accounting   

Interactive lecture:  
Objectives, Characteristics and 
types of Accounting 
 
Activity:  
Visit to retail store and observe 
what kind of fundamentals 
applying while preparation of 
retail business accounts. 

2. Describe the 
functions of 
accounting and  
explain the 
functions of an 
accountant 

 

1. Describe the functions 
of accounting 

2. State the functions of 
an accountant  

1. Identify the 
functions of 
accounting 

2. Identify the 
functions of an 
accountant 

Interactive lecture:  
Functions of accounting and 
accountant. 
 
Activity:  
On-the-job on functions of an 
accountant in the retail hyper 
market. 

3. Explain the 

formalities in 

bookkeeping & 

accounting &   

classify the 

accounts as per 

the double entry 

bookkeeping 

system. 

1. Describe the 
formalities for book 
keeping and accounting 

2. Types of the accounts 
as per the double entry 
bookkeeping system. 

1. Select the suitable 
formalities for book 
keeping and 
accounting 

2. Classify the 
accounts as per the 
double entry 
bookkeeping 
system. 

Interactive lecture:  
Formalities for book keeping and 
accounting  
 
Group Discussion on 
Classification of the accounts 
 
Activity:  
Visit to retail store and observe 
what are the formalities adopting 
per bookkeeping & accounting  

4. Demonstrate 

about systems of 

accounting and 

identify who are 

the users of 

accounting 

information. 

1. Describe the systems of 
accounting 

2. Users of accounting 
information.  

1. Select the systems 
of accounting 

2. Identify the Users of 
accounting 
information.  

Interactive lecture:  
System of accounting and users 
of accounting information. 
 
Activity:  
Visit to retail hyper market and 
observe who the users of 
accounting information are. 

5.  Analyze the 

applicability of 

the accounting 

principles and 

explain the 

advantages and 

1. Describe the 
accounting principles. 

2. State the advantages 
and limitations of 
accounting 

1. Adopt the suitable 
accounting 
principles as per the 
retail business. 

2. Identify the 
advantages and 
limitations of 

Interactive lecture:  
Accounting Principles and 
advantages & limitations of 
accounting 
 
Activity:  
Visit to retail store and observe 
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limitations of 

accounting. 

accounting what kind of accounting 
principles adopted in the retail 
business. 

Session 3: Preparation of Journal and Ledger 

1. Describe the 

features, 

contents of 

journal 

1. Describe the features 
of journal 

2. State the contents of 
journal 

1. Identify the 
features of journal 

2. Select the suitable 
contents of journal 

Interactive lecture:  
Features and contents of journal 
 
Activity:  
Visit to retail hyper market and 
on-the-job to prepare journal 
based on giving retail 
transactions.  

2. Explain how to 
posting the 
entries in the 
ledger and what 
are the 
formalities 
followed for 
preparation 
ledger 

1. Describe the features 
of ledger 

2. Understand the 
formalities followed for 
preparation of ledger  

1. Identify the 
features of ledger 

2. Select the 
formalities followed 
for posting, entries 
in the ledger 

Interactive lecture:  
Preparation of ledger  
 
Activity:  
Visit to retail hyper market and 
on-the-job to posting retail 
accounting entries in the ledger.  

Session 4: Preparation of Subsidiary Books & Bank Reconciliation Statement 

1. Classify the 
subsidiary books 
and explain how 
to prepare them 

1. Describe the meaning 
of subsidiary books  

2. Procedure to record 
the transaction in 
subsidiary books  

3. Procedure to posting 
entries in ledger 
account from the 
subsidiary books  

1. Appreciate the 
important of 
subsidiary books  

2. How to record the 
transaction in 
subsidiary books  

3. How to posting 
entries in ledger 
account from the 
subsidiary books  

Interactive lecture: 
Preparation of subsidiary books 
 
Activity:   
Visit to the retail store and on-
the-job training to preparation of 
subsidiary books from the giving 
retail business transactions. 

2. Explain the 
types of cash 
book and how to 
prepare 
different cash 
books 

1. Describe the types of 
cash book. 

2. Procedure to prepared 
different types of cash 
books.  

1. Identify the types of 
cash book. 

2. Prepare different 
types of cash books. 

Interactive lecture:  
Preparation of different types of 
cash books.  
 
Activity:  
Visit to retail hyper market and 
on-the-job to preparation of  
different types of cash books and 
balancing correctly. 

3. Describe the 

features of bank 

reconciliation 

statement and 

explain the 

procedure for 

reconciliation of 

the cash and 

pass books 

1. Describe the features 
of bank reconciliation 
statement 

2. Procedure for 
reconciliation of the 
cash and pass-books 
transactions 

1. Identify the 
features of bank 
reconciliation 
statement 

2. Prepared the bank 
reconciliation 
statement.  

Interactive lecture:  
Preparation of bank 
reconciliation statement 
 
Activity:  
Visit to the retail store and on-
the-job to preparation of bank 
reconciliation statement. 



NSQF Level 1 to 4 – Retail Marketing Management - Organized Retailing - Competency Based Curriculum 2014-15 

 

 
Page 76 of 83                                                                             PSS Central Institute of Vocational Education – DB&C -2014-15 

 
 

List of Reference Books and Instructional Material 

1 David Gilbert, (2000), Retail Marketing Management, Prentice Hall Publications an impact of Pearson Education, New 

Delhi. 
2. Andrew J. Newman & Peter Culten, (2002), Retailing: Environment & Operations, Cengage Learning India Pvt. Ltd., 

New Delhi. 
3. Madhukant Jha, (2009), Retail Management, Gennext Publiction, New Delhi 
4. Patrick M. Dunne, Robert F. Lusch & david A. Gni Hith, (2007), Retailing, Fowth Edition, Akash Press, New Delhi. 
5. Gibson G. Vedamani, (2007), Retail Management, Functional Principles and Practices, Jaico Publishing House, Mumbai. 
6. Suja Nair, (2011), Retail Management, Himalaya Publishing House, Mumbai. 
7. D.P. Sharma, (2009), E-Retailing-Principles and Practice, Himalaya Publishing House, Mumbai. 
8. Arif Sheikh & Kaneez Fatima, (2012), Himalaya Publishing House, Mumbai. 
9. R.S. Tiwari, (2009), Himalaya Publishing House, Mumbai. 
10. Sumit Kati, (2010), Himalaya Publishing House, Mumbai. 
11. J.K. Sachdeva & Abhishek Sachdeva, (2011), Mathematics for Indian Retail Business, Himalaya Publishing House, 

Mumbai. 
12. M.N. Rudrabasvaraj, (2010), Dynamic Global Retailing Management, Himalaya Publishing House, Mumbai. 
13. Phillip Kotler, (1988), Marketing Management- Analysis, Planning, Implementation & Control, Sixth Edition, Prentice 

Hall of India, Pvt. Ltd. New Delhi 
14. C. Mohan Juneja, R.C. Chawla, K.K. Saxena, (1999), Elements of Book Keeping, Kalyani Publishers, Ludhiyana. 
15. Harper, Douglas, (2008), "Retail", Online Etymology Dictionary.  
16. Ferrara, J. Susan, (2014), "The World of Retail: Hardlines vs. Softlines", Value Line.  
17. Time, Forest, (2014), "What Is Soft Merchandising?", Houston Chronicle.  
18. Charles Lamb, Joe Hair, Carl McDaniel, (2008), Essentials of Marketing,  Cengage Learning. p. 363.  
19. William M Pride, Robert James Hughes, Jack R. Kapoor, (2011), Business, Cengage Learning. ISBN 978-0538478083.  
20. Jones Lang LaSalle, (2014), Retail Realty in India: Evolution and Potential. p. 6.  
21. Deloitte, (2014), "Global Powers of Retailing 2014", Retrieved March 2014.  
22. Mohammad Amin (2007), Competition and Labor Productivity in India’s Retail Stores, p.1. World Bank. p. 57.  
23. Steven Greenhouse, (2012), "A Part-Time Life, as Hours Shrink and Shift", The New York Times.  
24. Philip H. Mitchell (2008), Discovery-Based Retail, Bascom Hill Publishing Group ISBN 978-0-9798467-9-3  

 

List of Tools, Equipment and Materials 
 
The list given below is suggestive and an exhaustive list should be prepared by the teacher.  Only basic tools, equipment and 
accessories should be procured by the Institution so that the routine tasks can be performed by the students regularly for 
practice and acquiring adequate practical experience.    
 
Equipments/Tools  
1. Shelves for Stacking Products  
2. Shopping Cart  
3. Signage Board  
4. Offer Signages 
5. End Cap  
6. Table (POS)  
7. Chair (POS)  
8. Poster (POS)  
9. Card Swiping Machine  
10. Mannequins  
11. Gondolas  
12. Display Photographs   
13. Products    
14. Danglers  
15. Coupons and Vouchers 
16. Credit Notes  
17. Currency Notes of different Denominations  
18. Carry Bags 
19. Neck-Locks for Carry Bags  
20. Physical Bill Copy  
21. Photographs of Stacked Notes 
22. Housekeeping equipments 

23. Goods moving equipments   

 
Teaching/Training Aids 
24. Computer   
25. LCD Projector  
26. Projection Screen   
27. White/Black Boards  
28. Flip Chart Holder  

 

http://books.google.co.uk/books?id=9Kf_O1eI0J4C&pg=PA363
http://en.wikipedia.org/wiki/International_Standard_Book_Number
http://www.indiaretailing.com/uploads/Market_Research_pdf/Retail-Realty-in-India-Evolution-and-Potential.pdf
http://en.wikipedia.org/wiki/Deloitte
http://en.wikipedia.org/wiki/Special:BookSources/9780979846793
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Teacher’s Qualifications 
 
Qualification, competencies and other requirements for appointment of Graduate Teacher (Retail Marketing Management) on 
contractual basis should be as follow: 
 

S.No. Qualification  Minimum Competencies Age Limit 

1. Graduate or Diploma in 
Retail Management, P.G. 
Diploma in Marketing with at 
least 50% marks and 1 year 
experience. Preference given 
to higher education with MBA 
(Retail Marketing) and PG 
Diploma in Retail 
Management. 

 Effective communication skills (oral and written)  

 Basic computing skills. 

 Technical competencies (e.g. in areas such as 
marketing, sales promotion, store maintenance, 
marketing and merchandising etc.) 

 

18-37 years  
Age relaxation to be 
provided as per Govt. 
rules. 
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