Management Development Program
National Certificate in Retailing Level 4

Credits required: 

Compulsory  


    
44

Elective      


   

36

Total




  
80

Reasons for implementing this program in your organisation:

· Identify talent within your organisation
· Develop this talent
· Develop sound retail business acumen and people management skills
· Build a succession plan and a team of talented managers to act as mentors for other up and coming youngsters
· Improve staff retention, reduce staff turnover at junior and senior management level
· Enable staff to access a recognised qualification
· Empower people
· Equip your people with additional skills and information with which to make sound business decisions
· Reduce cost of recruitment

Attract and retain a better level of future managers and leaders 

Course outline
	Venue
	Module
	Duration
	Dates
	Coach
	Level
	Credits

	



	1. Customer Service

Customer Service and Sales workshop (One day)

	4 weeks
	
	
	3 and 4
	4 Compulsory

15

Elective
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2. Administration Management  

	2 weeks


	
	
	Levels 3 and 4

7

Elective

	
	3.  Staff Administration


	2 weeks
	
	
	

	
	4.  Store Communication

Effective Communication workshop (One Day) 1st  day of leadership training


	2 weeks
	
	
	3 and 5
	7

Elective



	



	5.  Stock Control


	2 weeks
	
	
	Level 3 and 4

4

Compulsory

11

Elective

	
	6. Security and loss prevention


	4 weeks


	
	
	

	
	7. Stock Take/Events


	Concurrent


	
	
	4
	5

Elective

	Venue
	Module
	Duration
	Dates
	Coach
	Level
	Credits

	



	8. Management of financial services and facilities


	1 Week
	
	
	4
	3

Electives

	
	9. HR / Payroll

HR to conduct Health and Safety training (Half day)


	2 Weeks
	
	
	Levels 

3 and 4

4 

Electives

4 

 Compulsory

	
	10.  Employee relations
HR to conduct Employee Relations workshop (Half Day)


	4 Weeks
	
	
	

	
	11. Marketing / Visual Merchandising

Visual Merchandising full day with elected mentor


	2 Weeks
	
	
	4
	4

Electives

	
	12. Merchandise Management

	1 Week


	
	
	3
	4

Electives



	Venue
	Module
	Duration
	Dates
	Coach
	Level
	Credits

	
	13.  Interim Assessment
	1 day
	
	
	
	

	


	14. Recruitment
Interviewing and Recruitment Skills workshop (One Day)
	4 Weeks


	
	
	Level 4

18

Electives

	
	15.  Managing & Developing Your People

Managing Staff Performance workshop (One Day)


	4 Weeks
	
	
	

	
	16. Performance Appraisals

Conducting Performance Appraisals workshop (One Day)
	2 Weeks
	
	
	

	
	17. Counselling and discipline

Counselling and Disciplining workshop (One Day)
	2 weeks
	
	
	

	
	18. Leadership

Attend selected leadership workshops includes On-the-job training

	8 weeks
	
	
	4 and 5
	5 Compulsory

10 

Electives

	
	19.Interim Assessment
	1 day
	
	
	
	

	Venue
	Module
	Duration
	Dates
	Coach
	Level
	Credits

	


	20.Sales Management

Refer Business acumen for numbers component


	4 Weeks
	
	
	3 and

4
	5

Elective 



	
	21.  Operational Management


	4 Weeks
	
	
	4
	4

Compulsory

	
	22.  Financial Management 

Business Acumen workshop (Half Day)


	2 Weeks
	
	
	4
	6

Compulsory

	
	23.  Store/Department Management

Managing Multiple Priorities

Workshop (1 Day)


	Concurrent

	
	
	4 and 5
	17

Compulsory

	
	24.  Final Project


	1 Month
	
	
	
	

	
	25.  Final Retail ITO Assessment
	1 day


	
	
	
	

	                                                                                                                                                                             Total credits
	44 Compulsory

103

Electives


Notes:

1. This program is designed to prepare employees for future management and leadership roles in retail.

2. Employees should be invited to attend by the management group, based on transparent selection criteria. It’s not for everyone, as it requires time and effort beyond the current job commitments. Having a limited number of candidates ensures it is recognised as a sought after program for high achievers.

3. After each module employees will be required to complete practical and/ or written assignments.

4. Interim assessments should be conducted internally.

5. In order for employees to gain a National Certificate in Retailing level 4, the final assessment will have to be conducted by an approved assessor from the Retail ITO. 

6. Formal classroom training modules may be delivered jointly by the organisation and McMeeking Training and Development.

7. Some modules will require customisation prior to commencement. This applies to the assignments as well.

8. The recommended time frame for the program is 12 to 18 months. This can be extended, but should not exceed a period of more than two years. 

9. Participants should be assigned a mentor for the duration of the program.

10. Employees not on the management development program can join the formal training sessions at any time.

Sample only
MODULE 1
Duration


Customer Service
4 weeks
Purpose: Participants will be able to: 

1. Maintain product knowledge in a specific area and provide this information to customers

2. Create the customer first impression of customer service, identify and meet customers needs and expectations and close the customer encounter
3. Serve customers fact to face in a wide range of contexts
4. Sell goods on a consultancy basis
Coach:
Store Manager

	
	
	
	SIGNATURE

	
	Standard
	Resource
	Trainee
	Coach

	1.
	Ensure that correct telephone technique is used for both incoming and outgoing calls.
	
	
	

	2.
	Ensure that the following are done correctly and in a timely manner, to ensure customer satisfaction:

· Refunds

· Exchanges

· Random Audit on Refunds and other sensitive P.O.S       transactions.
	
	
	

	3.
	Ensure that all customer complaints /difficult customers are handled to the satisfaction of all concerned
	
	
	

	4.
	Ensure that staff provide excellent after sales service, where necessary.

· Follow up on rain checks

· Follow up on customer credits
	
	
	

	5.
	Provide feedback to staff on selling skills and adherence to customer service standards
	
	
	

	6.
	Ensure that all staff are receiving regular product knowledge updates
	
	
	

	7.
	Ensure that all staff understand the concept of add-on-selling, that it is happening and how it is measured
	
	
	

	8.
	Manage and provide feedback to staff regarding the stepped sales process your organisation has adopted
	
	
	

	9.
	Ensure all customer service communication “tools” are up to date e.g. directional signage
	
	
	

	10.
	Conduct a staff meeting to discuss the previous mystery shopping reports with a focus on establishing ways to improve.


	
	
	

	11.
	Ensure that the checkout “rules” are being adhered to:

· Customer greetings

· Cue length

· Housekeeping

· Staff attitude
	
	
	

	12.
	Establish 5 ways to effectively measure customer performance 
	
	
	

	13.
	Ensure all staff know and adhere to the personal hygiene rules and regulations
	
	
	


Attend Customer Service and Selling Workshop. 

The assessment focus for this section will be as follows: 11817, 11999, 12009 and 61 

Performance criteria:

Serve customers face to face in a wide range of contexts: 11817

1. Workplace is clean and tidy

2. Personal hygiene and grooming are applied in accordance with the organisations requirements

3. Customer is greeted and approached in accordance with the organisations procedures

4. Active listening skills are evident

5. Customers needs are established using the appropriate questioning technique

6. Customers needs and expectations are met when the product and or service in not immediately available

7. Ability to identify product solutions based on the customers needs this includes the ability to offer the customer product  options in the sales process

Demonstrate product knowledge in a specific area 11999
1. Ability to locate (read and or retain) and pass onto the customer information relevant to their requests: catalogues, websites, product specialists etc.

2. Ability to identify features and benefits in a sale and relate this to advantages and disadvantages relating to the customers needs and how this information may benefit the customer

3. Ability to close the sale in a timely and accurate fashion 

4. Ability to solve customers queries after the sale. This would include returned goods and or after sales service offering

5. Ability to close the sale in an appropriate fashion and send the customer away knowing that we have done enough to encourage the customer to return

6. Relevant legislative information is passed onto the customer from a Health and Safety perspective and or how the incorrect use of the product may impact the customers expectations and safety

Sales Transactions: 12009
1. Customer motivation is identified accurately.

2. Approach matches customer motivation

3. Requirements are established and agreed with customer

4. Communication techniques for dealing with complexity of sales transactions are demonstrated

5. Information provided is accurate

6. Conditions of sale are communicated

7. Documentation is completed accurately

Sells goods on a consultancy basis: 61
1. Client base is established

2. Prospecting is carried out, leads followed or handed over

3. Client profiles maintained

4. Promotions are directed to the correct client base

5. Clients needs are met

6. Buying recommendations are passed onto purchasing for procurement

7. Objections are dealt with

8. Clients with special needs are identified and their needs met.

9. Add on sales and service opportunities are taken

10.  Documentation is completed in detail;

11. Financial arrangements and contractual agreements are finalised

12. Follow-up action is taken in the after sales activity
Project One: Customer service
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Prepare and deliver a training session to new staff on the customer service policies and requirements for delivering superior service.





You will be expected to cover the following:





The customer service policies for the Group


Generic acceptable practices for customer service


Consequences of delivering poor service


Rewards for delivering good service





Your Manager and/or the Operations Manager will observe the session. It should include a hand out and be interactive as opposed to a lecture style delivery.





A formal individual feedback session should be planned with each attendee within 3 days of the training session.





Written preparation will be used as part of the final assessment.





Managers Comments:








Retail Training Ltd, Management Development Program
1
Retail Training Ltd, Managers Development Program
2









