Draft Study Material
TEXTBOOK FOR GRADE XI

JOB ROLE:
RETAIL ASSOCIATE-CUM-,
CASHIER &

N
(QUALIFICATION PACK: Ref. Id.RAslg?@;QS)
SECTOR: ORGANISED RETQ&L

()

PSS CENTRAL INSTITUTE OF VOCATIONAL EDUCATION
(a constituent unit of NCERT, under MOE, Government of India)
Shyamala Hills, Bhopal- 462 002, M.P.,

Indiahttp://www.psscive.ac.in



http://www.psscive.ac.in/

—

R

Gandhiji’s Talisman

I will give you a talisman. Whenever
you are in doubt or when the self
becomes too much with you, apply the
following test:

Recall the face of the poorest and
the weaKest man whom you may have
seen and ask yourself if the step you
contemplate is going to be of any use
to him. Will he gain anything by it?
Will it restore him to a control over
his own life and destiny? In other
words, will it lead to Swaraj for the
hungry and spiritually starving
millions?

Then you will find your doubts and |
your self melting away.
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FOREWORD

The National Education Policy (NEP) 2020 envisions an education system
that is deeply rooted in India's cultural heritage and achievements, while
also preparing students to effectively engage with the challenges and
opportunities of the 21st century. This aspirational vision is built upon the
National Curriculum Framework for School Education (NCF-SE) 2023,
which outlines a comprehensive approach to education across various
stages. In the early stages, the NCF-SE 2023 fosters the holistic

development of students by focusing on the five dimensions of h n
existence, known as the panchakoshas, creating a solid founda for
further learning. \'},

High-quality vocational textbooks play a vital role in bridginiz@cical skills
and theoretical knowledge.

These textbooks must balance direct instruction witK)opportunities for
hands-on experience, helping students to apply what@hey learn in real-life
settings. The National Council of Educational xResearch and Training
(NCERT) is providing such high-quality teachir%&rning resources. A team
of experts, educators, and practitioners have-collaborated to develop these
vocational textbooks to ensure students e@ell—prepared for the demands
of their chosen fields. QO

The textbook on Retail Associate—){'@}'—\éashier for Grade 11 introduces
students to essential concepts in(dtore operations, visual merchandising,
customer service, and work e safety, while also highlighting the
importance of enhancing tomer experience and maintaining store
standards. It aims to equ% udents with practical skills, such as creating
attractive store displaygs; managing stock, assisting customers, and ensuring
safety and hygiene 'x{/t e retail environment so that they are well prepared
for the job roleéﬁ Retail Associate-cum-Cashier. The textbook also
emphasises v@l'és such as communication skills, customer orientation,
tadl, and teamwork, which are crucial in the retail sector.

attention to §$
In additj o textbooks, it is important to encourage students to explore
other (legtning resources, such as visiting retail stores, observing

me ndising practices, and participating in role-play activities. Teachers
arents play a vital role in guiding students as they apply their learning
in real or simulated retail environments.

[ am grateful to all who contributed to the development of this vocational
textbook and look forward to feedback from its users to make future
improvements.

New Delhi Dr. Dinesh Prasad Saklani
July, 2025 Director
National Council of Educational

Research and Training






ABOUT THE TEXTBOOK

The role of a Retail Associate-cum-Cashier is a vital one in the retail
sector, including customer service and sales responsibilities with the
accurate handling of financial transactions. Positioned at the forefront of a
store’s operations, individuals in this role serve as the primary point of
contact for customers. They are responsible for greeting shoppers,
addressing their queries, assisting with product selection, and ensuring that
the shopping experience is smooth and pleasant. In addition to these sales
floor duties, they also manage the checkout counter by operating the €ash
register, scanning items, processing payments through various mo such
as cash, cards, or digital platforms, and issuing receipts. They handle
returns and exchanges as well, ensuring customer s%i@action and
adherence to store policies.

Retail Associates-cum-Cashiers also contribute to maﬁﬁining the store’s
appearance and functionality by stocking shelves, &@—mging merchandise
attractively, and keeping the store environment n and organized. They
assist with inventory tasks such as conducti ck counts and reporting
low inventory levels to supervisors. Accyracy is critical in this role,
especially in pricing and billing, to prevent errors and maintain customer
trust. Moreover, they play a role in stQ¥e security by being alert to any
discrepancies or signs of theft. To s éed in this position, individuals need
strong communication and interpédsonal skills, basic math and computer
knowledge, attention to detail, the ability to multitask in a fast-paced
environment. Overall, the il Associate cum Cashier plays a key role in
enhancing customer ex@ence, ensuring smooth store operations, and
es

supporting the retail b@ s’s success.

The textbook for t %ob role of ‘Retail Associate cum Cashier’ has been
developed to i knowledge and skills through the hands-on learning
experience, whieh forms a part of experiential learning. Experiential learning
focuses OQ] learning process for an individual. Adequate care has been
taken l\,a ign the textbook’s content with the National Occupational
Stan&s (NOSs) for the job role so that the students acquire the necessary
k edge and skills as per the performance criteria mentioned in the
rgpective NOSs of the Qualification Pack (QP). The textbook has been
reviewed by experts to ensure that the content is not only aligned with the
NOSs but is also of high quality.

This textbook covers five Modules: Modulel: Store Display and Visual
Merchandising Basics, Module 2: Dressing and Dismantling Visual
Merchandising Displays, Module 3: Preparing Products for Sale and
Promotion, Module 4: Providing Information and Customer Service and
Module 5: Health, Safety, and Store Hygiene. It provides a comprehensive



understanding of Visual Merchandising and Store Operations, equipping
learners with the essential skills to enhance customer experience and
improve overall retail performance. The textbook begins with foundational
concepts such as store display, assembling and stocking merchandise,
labelling, and maintaining stock records. It then progresses to advanced
practices in planning, evaluating, and dismantling visual displays.
Emphasis is also placed on product packaging, condition management, and
customer loyalty schemes to support effective product promotion. A focused
Module on customer service trains learners to address customer ne@s,
manage grievances, and promote a positive brand image. The final ule
ensures awareness of health, safety, and hygiene protocols in retail
environment. Each Module is carefully structured with theory ats@’practical
insights, making this textbook an ideal resource for st S pursuing
vocational education in the retail sector. <

O
xO
Xy .
Dr. Pravin Narayan Mahamuni

Associate Professor,
© DBC - PSSCIVE.
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MODULE 1: STORE DISPLAY AND VISUAL
MERCHANDISING BASICS

Visual merchandising and store displays are essential components of retail
strategy which aim at creating an engaging shopping environment that
attracts customers and drives sales. This practice is the art and science of
presenting products in a visually appealing manner and utilizing various
techniques to enhance the aesthetic appeal of a store.

Effective visual merchandising involves careful consideration of la@’c,
lighting, signage, and product arrangement which is all designed %‘uide
customer behavior and encourage purchases. Retailers can tran g their
spaces into immersive experiences that not only showcase t products
but also resonate with their target audience which ultif%tely leads to
increased customer loyalty and business growth by ma g the basics of
store display and visual merchandising.

The module “Store Display and Visual Merchan s&g Basics” consists of
four sessions. Session 1 deals with store dlspI%Qeds and planning which
identifies the need for store planning and light on the importance of
store display. Session 2 aims to enha @Le retail experience through
process of merchandising with the help,8Dvarious materials which includes
maintenance and safe handling of theﬁmaterlals and equipment. Session 3
focuses on assembling, stockin @)&1 enhancing the display in the retail
environment. This is the critica\&ect of visual merchandising as it directly
impacts and enhances the omer shopping experience. Lastly, Session 4
deals with the understar@ib{g of concepts of labeling, stock records and

are of utmost importance to gain the place in

delivery coordination @c
the competitive retatlér/n rket situation.
&
R\
o
P
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SESSION 1: STORE DISPLAY

Store display refers to the strategic arrangement of products and visual
elements in a retail space to attract customers, enhance their shopping
experience, and encourage purchases. A well-planned display not only
showcases the products effectively but also reflects the brand’s identity and
engages customers through appealing visuals and themes.

The fundamental aspects of store display and visual merchandising,
specifically in the context of planning and identifying the needs for effec@e
displays. It covers the purpose and style of visual merchandisi Crhe
significance of displays concerning stock and space, and the &@ ssary

equipment and materials for creating impactful displays. By un@ tanding
these elements, retailers can enhance the shopping experi and drive
sales.

&
VISUAL MERCHANDISING DISPLAY O

Visual merchandising is an essential practice in r ta’fﬂ that focuses on how
products are displayed in stores to attract custom€ds and encourage them to
make purchases. It involves a combination of design, layout, and
presentation techniques which aim at,creating an engaging shopping
experience. . (b\/

Purpose of Visual Merchandising \'@(’
The main purposes of visual me dising include:

e Attracting Customers<) The first goal is to grab the attention of
potential buyers. E atching displays can draw people into the
store, making th urious about what’s inside.

e Enhancing Séopping Experience: A well-organized store with
appealin Q@lays makes it easier for customers to find what they
need, Cr@ng a more enjoyable shopping experience.

o Inq'Aa ng Sales: Effective visual merchandising can lead to higher
leés. By showcasing products in a way that highlights their features
%nd benefits, retailers can persuade customers to make purchases.

S

¢~ Brand Identity: Visual merchandising helps reinforce a brand's
identity. Consistent use of colors, styles, and themes in displays can
help customers recognize and remember a brand.

Content of Visual Merchandising Display

The content of visual merchandising involves various elements that
contribute to the overall display.
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Fig. 1.1: Content of Visual Merchandising Displdy

These include: \/O

X
Products: The main focus of any displa)ﬁhe products themselves.
0

Retailers must choose which items wcase based on trends,
seasons, or promotions that attract k{e ustomers.

Signage: Signages provide im .?gnt information about products,
such as prices or special on&s. They can also communicate the
brand’s message or theme.

For example, a clothi ore might use mannequins dressed in outfits

Props and Decorationsé Props enhance the visual appeal of displays.
to show how clot ;ook when worn.

Lighting: Prof¥y lighting can highlight specific products and create an
inviting atr&@phere. Bright lights can draw attention to new arrivals,

while so ighting can create a cozy feel for home goods.
Forﬁgﬁﬂple, in a shoe store (Table 1.1):

@’ble 1.1: Example of Content of Visual Merchandising Display

%‘/ Products Signage
%arious styles of shoes arranged by type (e.g., Clear labels indicating
sneakers, sandals). sales or new arrivals.
Props Lighting
Decorative elements like colorful shoeboxes or Spotlights on featured
themed backgrounds (like a running track for products to draw
athletic shoes). attention




RETAIL ASSOCIATE-CUM-CASHIER GRADE XI

Style of Visual Merchandising Display

The style of visual merchandising refers to how these elements are combined
and presented. Visual merchandising is about more than just making a
store look good, it is about creating an engaging environment that attracts
customers, enhances their shopping experience, and ultimately drives sales
through thoughtful planning and execution of displays. This includes:

e Theme-Based Displays: Retailers often create displays around
specific themes or seasons (e.g., summer beachwear). This h@s
customers connect emotionally with the products. <

>

e Color Coordination: Using complementary colors can maK%Splays
more visually appealing and create a cohesive look th@@ out the

store. Q

e Arrangement Techniques: The way products\®€é arranged can
influence customer behavior. o

e Zoning: Grouping similar items together (lik&all kitchen gadgets) and
placing complementary items besides e% ther makes it easier for
customers to find what they need. @

e Focal Points: Creating a central(%’isplay that draws the eye can
encourage customers to explore otthr areas of the store.

e For example, in a cosmetic § Table 1.2):

Table 1.2: Example of of Visual Merchandising Display

p)
Theme-Based D1splaég Color Coordination

RE
A “Spring Collectiorﬁbection Products arranged by color gradient on
featuring pastel cogié-*s and floral shelves for an aesthetically pleasing

deceg@%ns. effect.

Y
@ Arrangement Techniques

Best s at eye level with new arrivals on lower shelves for easy access.
3

S
I ORTANCE OF DISPLAYS IN RELATION TO STOCK, SPACE,
POSITION AND TIMING

Displays play a crucial role in retail environments which impacts various
aspects such as stock management, space utilization, product positioning,
and timing of promotions. Understanding the importance of these factors
can help retailers create effective displays that enhance the shopping
experience and drive sales. Displays are not just about aesthetics but they
are strategic tools that help retailers manage stock effectively, optimize




space usage, position products advantageously, and time promotions
appropriately. By understanding and leveraging these aspects, retailers can
create engaging shopping environments that attract customers and boost
sales. (Table 1.3)

Table 1.3: Importance of Displays in Relation to Stock, Space, Position
and Timing

Importance of Importance of

Importance of

Importance of

Displ i Displ i
Displays in Displays in 1P .ays = 1P .'ays
. , Relation to Relati
Relation to Stock | Relation to Space o -
Position ming
AN
O
e Managing e Optimizing e Strategic Q‘\%easonal
Stock Levels

Store Layout Placement >, Promotions

{

Focal NO .

Limited-
Points \,O

Time Offers

e Highlighting J
New Arrivals

Creating o
Zones

Kvl
Importance of Displays in Relation to Stock:%O

e Managing Stock Levels: Displays {Q retailers manage their stock
effectively. By showcasing popu]arbl ems prominently, retailers can
ensure that customers see a ({,\E:onsider them for purchase. For
example, if a store has a limipg./supply of a trendy item, placing it in a
well-designed display ca te

buy before it runs out,

urgency and encourage customers to

e Highlighting New als: Displays are also essential for introducing
new products. V@Xn a retailer launches a new product line, an eye-
catching disp% can draw attention and inform customers about the
new offering§)>For example, a cosmetics store might create a vibrant
display new makeup collection, making it hard for customers to
mi

Ss
Impor §o)f Displays in Relation to Space:

making it crucial to utilize every inch effectively. Displays can help
organize products in an aesthetically pleasing way while ensuring that
customers can navigate the store easily. For example, using vertical
space with tall shelving units allows for more products to be displayed
without cluttering the floor area.

%@ptimizing Store Layout: Space is often limited in retail stores,

e Creating Zones: Retailers can use displays to create distinct zones
within the store. This helps guide customers through different
sections, such as seasonal items or clearance sales. A grocery store



might set up a display at the entrance featuring fresh produce,
enticing customers to explore further into the store.

Importance of Displays in Relation to Position:

e Strategic Placement: The position of displays within a store is critical
for attracting customer attention. High-traffic areas, such as near the
entrance or checkout counters, are ideal spots for displays. For
example, placing an attractive display of snacks near the checkout can

encourage impulse purchases as customers wait in line. b,
e Focal Points: Creating focal points with displays can draw cu @ers’

eyes to specific products or promotions. A clothing store Q%ht use
mannequins dressed in the latest fashion trends posié%@ed at the
front of the store to capture attention and entice shop}Q to enter.

Importance of Displays in Relation to Timing: «Q@

e Seasonal Promotions: Timing is vital whenOit comes to visual
merchandising. Retailers should align theik displays with seasonal
events or holidays. For example, creatin tive holiday display with
decorations and themed products C@a tract shoppers looking for
gifts during the holiday season. \,

e Limited-Time Offers: Displays d@n also highlight special promotions
or limited-time offers. By usin ld signage and eye-catching designs,
retailers can create a se urgency that encourages customers to
act quickly. For instanc sign reading “50% off today only!” placed
prominently on a dis\%’@can prompt immediate purchases.

STYLE OF DISPLAY uipment, Materials, Merchandise and Props
Needed for Displa &

Visual merchan '@ig relies heavily on the style and materials used in

displays. The@ t equipment, materials, merchandise, and props can

signiﬁcan@nhance the shopping experience and influence customer
y

behavio focusing on these elements and implementing effective
strategies, retailers can create engaging displays that attract customers and
en e their shopping experience. (Fig 1.2)

<



Display Equipment

Countertop
Displays
. Promote impulse buys .
Mannequins with eye-catching, Gondola Displays
smaller displays. i
Help customers Allow for flexible
visualize clothing by product arrangement

showcasing garments. and easy access.

Display Cases b,

Securely showcase 6
high-value items while "\
allowing visibility. »

Shelving Units

Essential for organizing
and displaying products
in an accessible
manner.

ﬂ

™
N\

h

~

Fig. 1.2: Types of Display Equipment <

Following are the examples of where the various ty%s of equipment are

displayed. (Figure 1.3) \\/

Uh. Iving — > Bookstores
Nnits
Clothing

i _—
—> MNMannequins Stores

Display Countertop Candy
i _ﬁ _ é

Equipment Displays Stores

Gondola Grocery

% _ é

Displavs Stores

- CDiSplay > JdJewellery
ases stores

’\l
F{%oa .3: Examples Of Display Equipment
Materials Used inésplaysz

The materials @men for displays impact their durability, appearance, and
overall effe ness. Common materials include:

J : Offers a classic and warm aesthetic, making it suitable for
tique stores or high-end retailers. Wooden displays can be custom-
made to fit specific themes.

e Acrylic: A versatile plastic material that is clear and durable often
used for signage and product holders. Acrylic displays can be
designed in various shapes and sizes, making them ideal for modern
retail environments.

e Metal: Provides a sleek and contemporary look, commonly used in
fashion or technology stores. Metal displays can support heavier items
and add an industrial feel to the store design.



e Cardboard: An economical choice for temporary displays or
promotions. Cardboard is lightweight and easy to transport, making it
suitable for seasonal sales or new product launches.

e FEco-Friendly Materials: With growing awareness of sustainability,
many retailers opt for recycled or biodegradable materials for their
displays to appeal to environmentally conscious consumers.

Props Needed for Display:

Props enhance the visual storytelling aspect of displays by adding Co%é!t
and interest. Examples include: %Q

e Thematic Decorations: Items that relate to the season or pro ion can
create an engaging atmosphere. For instance, a ho ecor store
might use autumn leaves and pumpkins in their fall display.

e Signage: Effective signage communicates importat¥)information such
as prices or special offers. Clear and attractiv&@igns can help guide

customers through the store. O\,

e Interactive Elements: Some displays incorporate technology like QR
codes or touch screens that allow tomers to learn more about
products or access special pro tons directly from their smart

phones. @(’\’
MAKING DISPLAYS EFFECTIVE (D)S’

sales, consider the following tegies (Figure 1.4):

v&

Keep it Simple @
Reduces clutter and focuses Highlights products and
attention on key items creates inviting ambiance

To ensure that displays are if tive in attracting customers and driving

Change Displays Regularly Engage the Senses
Maintains store freshness Creates memorable
and encourages repeat visits experiences through sensory
appeal

Fig. 1.4: How to make store displays effective



e Understand Your Audience: Tailor your displays to meet the
preferences of your target market. For example, a toy store should use
bright colors and playful designs that appeal to children.

e Create Eye-Catching Designs: Use bold colors, interesting shapes,
and lighting effects to make displays stand out. A well-lit display can
draw attention from across the store.

e Use Clear Messaging: Ensure that any signs or labels are easy to read
and convey important information quickly. Avoid cluttering the dis@y
with too much text; instead, keep it simple and direct. \Q'

e Rotate Displays Regularly: Changing displays frequently\%eae’ps the
store fresh and encourages repeat visits from customers o want to
see what’s new. Q

e Monitor Performance: Track sales data related ta&éciﬁc displays to
understand what works best. Adjust your @trategles based on
customer feedback and sales trends.

PRACTICAL EXERCISES %O
Activity 1: Retail Store Visit for Display A a@ls

Materials Required: Notebook and Pe@{@éncﬂ Camera or Smartphone (To
capture images of displays if permltt,e&@, Checklist, Sample Survey Quest

Procedure: (0'
1. Students to gather in class at the given time.
2. Students to be d1v1 in a group of 4 to S.

3. Each group to s@arately visit the store during peak hours to observe
customer in ctions with displays.

4. Begin v&@&an exterior assessment: Take note of the window displays
andgf effectiveness in attracting customers. Assess the overall
a s&l ic appeal and branding consistency.

S%Cnterior Analysis: Walk through the store, paying attention to:
Q% e Layout and organization of products
e Types of displays used (e.g., themed displays, promotional setups)
e Placement of signage and its clarity.

e Customer engagement with displays (e.g., stopping to look, taking
items)

e Conduct Interviews with some customers and store salesman and
manager.



e Recording of observations in notebook.

e Capture photos for reference (ensure compliance with store
policies).

6. Present the report before the class and teacher discussion on findings
and observations.

7. Teacher will give Feedback

8. Submit final report to teacher. b’
Activity 2: Role Play on Displaying Products. \QQJ
Materials Required: .Ne

e Product Samples: Various items for display (e.g., cloth@gcessories)
e Display Props: Mannequins, shelves, or tables <
e Role Play Scripts: Scenarios for participants to f(%aw
e Display Evaluation Checklist: Criteria for ass€ssing displays
e Feedback Forms: For peer evaluation %O
e Pen, Pencil, Papers and Notebooks \,
Procedure: \fbﬁ
1. Students to assemble in the ((‘gé’asqé at the given time.
2. Students to be divided int@éirs or small groups.

3. Gather materials andé%ange a space for role play. Prepare role play
scenarios focusir%@different displaying techniques.

4. Teacher to explairr the activity’s goals and the importance of effective
displays in ail. Assign roles (sales associate and customer) to
particip

5. Stu to switch roles after each scenario under teacher directions.

6. "&b group to perform their assigned scenario. Focus on how
ducts are displayed and customer engagement.

Q% After each role play, discuss what worked well and areas for
improvement using the evaluation checklist. Encourage constructive
feedback from peers.

8. Complete feedback forms on their performance and that of others.
Hold a brief discussion to share key insights.

9. Present their analysis before class and teacher.

10. Teacher to share feedback on learning.

10



11. Summarize lessons learned about effective product displays and
customer interaction skills should be submitted as report.

CHECK YOUR PROGRESS
A. Fill in the Blanks

1. Props enhance the visual appeal of displays. For example, a
clothing store might use dressed in outfits to show how
clothes look when worn. b,

2. Effective signage communicates important information suckl as
or special offers. . %Q

D
3. Props enhance the visual storytelling aspect of displ@y adding
and interest.

4. Displays play a crucial role in retail environme which impacts
various aspects such as stock managemeit, space utilization,

product positioning, and of promoti
5. Tailor your displays to meet the prefer%@s of your market.
B. Multiple Choice Questions @

1. Which material provides a slee,k@rd contemporary look, commonly
used in fashion or technolog%ﬁt\ires'P

a) Wood @'
b) Metal @
c) Acrylic
d) Cardboardcv)\'
2. Whatis a iéy benefit of using cardboard for displays?
a) Iti 'gzry durable
b @s lightweight and easy to transport
‘)" It provides a high-end aesthetic
%CQ d) It is suitable for permanent installations

Q 3. Why do many retailers opt for eco-friendly materials for their
displays?

a) They are cheaper than other materials

b) They appeal to environmentally conscious consumers
c) They are more durable

d) They are easier to customize

4. What is the purpose of rotating displays regularly in a store?
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a) To reduce costs
b) To keep the store fresh and encourage repeat visits
c) To maintain a consistent store layout
d) To highlight seasonal products only
5. What should be considered to make store displays effective?

a) Use of expensive materials

b) Clear messaging and eye-catching designs @b’

c) Keeping the same display for long periods \Q
\

d) Avoiding the use of technology \’

C. State whether the following statement are True or Q?

1. Effective signage in a store should be cluttered\@ﬁh a lot of text to
convey detailed information. Q)

2. Interactive elements in displays, suchXas QR codes or touch
screens, allow customers to learn 11%9 about products directly
from their smartphones. @

3. Props in visual merchandising (ﬁsplays do not contribute to the
visual storytelling aspect. '{,

4. Rotating displays regu a(gﬁ‘ can help keep a store fresh and
encourage repeat visit m customers.

5. The materials chos %for displays do not impact their durability or
appearance. \»}'}'

0. Understan our audience is not necessary when tailoring store
dlsplays

D. Match t@#’bllowmg

Column Q Column B

P@}Jse of Visual Merchandising | A. Products, sinage, props Lighting

(\
QQImportance of Displays in

Relation to Stock B. Enhancing shopping experience

3. Materials Used in Displays C. Wood, Acrylic, Metal, Cardboard

4. Content of Visual Merchandising | D. Thematic decorations and
Display interactive elements

5. Props Needed for Display E. Managing stock levels
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E. Short Answer Questions
1. What role does light play in visual merchandising display?
2. How can props be used in visual merchandising displays?
3. What is the purpose of using theme-based displays in retail?
F. Long Answer Questions

1. Discuss the importance of effective signage in a retail environment
and how it contributes to the shopping experience. b,

2. Explain the significance of display materials in \@isual
merchandising and how they impact the effectiveness of 8\, play.

3. Describe the strategies retailers can use to create engaging displays
that attract customers and enhance their shopping ekperience.

G. Check Your Performance A ®)

1. Give examples of various display equipﬁgnt and conduct a
discussion on the effectiveness of eac}%@lay equipment.

2. Identify and explain the different types of visual merchandising
displays in a retail store throu a power-point presentation
activity. .

N

3. Carry out a Group Discussi '%n effectiveness of displays in stores.

‘Zr
b@“
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RETAIL ASSOCIATE-CUM-CASHIER GRADE XI

SESSION 2: VISUAL MERCHANDISING DISPLAYS

Visual merchandising displays are the artistic and strategic presentation of
products in a retail environment to attract customers and influence their
buying decisions. These displays combine elements like color, lighting,
layout, signage, and props to create a visually appealing shopping
experience. Effective visual merchandising not only draws attention but also
communicates product value, brand image, and seasonal themes, ultimately
boosting foot traffic and sales. b’

VISUAL DISPLAYS IN STORE \QQJ

Visual displays play a crucial role in retail environments which s&s as a
bridge between products and customers. Understanding their &ning and
importance can significantly enhance a store’s ability to at and retain
shoppers. Visual displays are not merely decorative but_they are essential
tools for engaging customers, promoting sales, and building brand identity
in retail settings. Retailers can create inviting envir ents that encourage
customer interaction and drive business succ \by understanding their
significance and implementing effective visual Iéchandising strategies.

Visual merchandising is the practice of e@ning and arranging products
in a retail space to create an appealiné’hopping experience. It involves
using various elements such as co fs) lighting, displays, and layout to
highlight products and engage cus Smers effectively. The ultimate goal is to
encourage purchases by maki %e shopping environment inviting and
informative. 4%

Importance of Visual Di)i@gs

e First Impressio% Matter: Customers often form opinions about a
store within %éé first 90 seconds of entering. A visually appealing
display c @eate a positive first impression, making it more likely
that cus ers will explore further. Research indicates that 52% of
sho may not return if the store does not match their aesthetic

@(prences.

%CEBnhancing Brand Identity: Visual displays help communicate a
{2 brand’s identity and values. For example, a high-end fashion store
might use elegant displays with soft lighting to convey luxury, while a
family-oriented store might wutilize bright colors and playful
arrangements to appeal to children and parents alike.

e Driving Sales: Effective visual merchandising can lead to increased
sales. By strategically placing products at eye level or creating themed
displays, retailers can direct customer attention to specific items
which encourages impulse buys. For example, placing complementary
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items together (like shoes next to clothing) can prompt customers to
purchase more than they originally intended.

e Creating Memorable Experiences: A well-designed store environment
enhances the overall shopping experience, making it enjoyable and
memorable for customers. This positive experience can lead to repeat
visits and customer loyalty. Engaging displays that tell a story or
evoke emotions can leave lasting impressions on shoppers.

¢ Guiding Customer Flow: Visual merchandising helps manage @e
flow of customer traffic within a store. By designing pathways %&gh
displays, retailers can guide customers toward high—demand\dj as or
promotional sections, optimizing their shopping journey. «{)\/

e Highlighting Promotions: Seasonal or promotiona plays draw
attention to special offers or new products. For ex@mple, a holiday-
themed display can create excitement arour?&) seasonal items,
encouraging customers to make purchases K&ey might not have
considered otherwise. O&

e Utilizing Sensory Elements: Effecti isual merchandising goes
beyond just sight; it incorporates o h@
pleasant scents or background.r®\1§ic can enhance the shopping
atmosphere, making customers more comfortable and inclined to
spend time (and money ultim@’ﬁe y) in the store.

TYPES OF VISUAL MERCHAN NG

senses as well. Elements like

Visual merchandising invol@ arious techniques and strategies to present
products attractively i%’;?&tail environment some common types of visual
merchandising that retailers use to engage customers and boost sales are
shown in (Figure 1 (§§"

I'd

Window E@ Point-of-Sale
Displays Displays
C
Q - Interactive (g @ Mannequin
Displays é’ Displays
Thematic @ﬁ Product
Displays B/ Grouping

Fig. 1.5: Visual Merchandising Technique
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1. Window Displays: Window displays are often the first impression
customers have of a store. They showcase featured products or
themes in the storefront windows, enticing passersby to enter. A
creative and eye-catching window display can highlight seasonal
items, promotions, or new arrivals. For example, a clothing store might
use mannequins dressed in the latest fashion trends surrounded by
themed props to attract attention.

2. Point-of-Sale (POS) Displays: Point-of-sale displays are strategically
placed near checkout areas to promote impulse purchases. &e
displays often feature small, low-cost items that customers mi add
to their cart while waiting in line. For example, a cosmetics st@; might
place travel-sized beauty products near the cash registe{,\ﬁcouraging
last-minute buys.

3. Interactive Displays: Interactive displays eng@@ customers by
allowing them to interact with products physi@lly or digitally. For
example, electronics stores might have ch screens where
customers can explore product features rtual reality setups that
let them experience products in a s1m@% environment. This hands-
on approach can significantly en]x customer engagement and
interest.

\/

4. Mannequin Displays: Mann ,'(ﬁs are commonly used in clothing
stores to showcase outfits @ffit styles without requiring customers to
try them on. By dressing‘mannequins in appealing combinations,
retailers can inspire tomers and help them visualize how the
clothes might loo @a themselves. For example, a sportswear store
might display mémyiequins in active wear paired with accessories like
shoes and bagé,,

5. Themati plays: Thematic displays revolve around specific ideas
or ev @such as holidays or seasons. These displays create a
cohesiye look that tells a story about the products being showcased.

anmple, during back-to-school season, a bookstore might set up a
isplay featuring school supplies, educational books, and themed
Q decorations that evoke a classroom environment.

6. Product Grouping: This technique involves arranging related
products together to encourage customers to buy complementary
items. For example, a grocery store might group all barbecue
essentials grills, sauces, and condiments - together to make it easier
for customers planning a summer cookout to find everything they
need.
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RETAIL ASSOCIATE-CUM-CASHIER GRADE XI

7. Point-of-Purchase (POP) Displays: Similar to POS displays but
broader in scope, point-of-purchase displays can be found throughout
the store in high-traffic areas. They are designed to catch the
customer’s eye and promote specific products or brands effectively.
For instance, a beverage company might set up an attractive display
featuring their drinks near the entrance of a supermarket.

8. Seasonal Displays: Seasonal displays highlight limited-time products
tied to specific seasons or holidays. These displays motivate
customers to purchase items that fit the time of year. For example,
during Halloween, a store might create a spooky display f% ring

costumes, decorations, and candy. \'},

9. Signage and Graphics: Effective signage is crucial fmdﬁ;@«?nunicating
important information about products or promotions hin the store.
Clear and attractive signs can guide customers t gh the shopping
experience while highlighting special offers or newarrivals.

10. Store Layout Design: The overall design’and layout of the store
influence how customers navigate th it and interact with
products. A well-organized layout ma@ it easy for shoppers to find
what they need while also encou}gging them to explore different
sections of the store. ,{:\,

DISPLAY AREA SIZE AND REPOR&& ISSUES

The size of the display area an w it is managed are crucial elements of
effective visual merchandisi Understanding these aspects helps retailers
optimize their space, en e customer experience and ultimately drive
sales. These aspects a iscussed below:

Display Area Size Q/\/

Display area #@efers to the physical space allocated for showcasing
products withinYa retail environment. This can vary significantly between
different of stores, such as small boutiques versus large department
stores. lhe size of the display area influences how products are presented
and &customers interact with them.

Qo Maximizing Space: Retailers must utilize available space effectively.
In smaller stores, every inch count, and creative solutions like vertical
displays or multi-functional furniture can help maximize product
visibility. For example, using wall-mounted shelves allows for more
floor space while still showcasing products.

e Zoning in Larger Stores: In larger retail spaces, zoning is essential.
This means dividing the store into distinct areas or sections for
different product categories. For example, a department store might
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have separate zones for clothing, electronics, and home goods. This
organization helps customers navigate the store easily and find what
they need without feeling overwhelmed.

e Eye-Level Placement: Research indicates that products placed at eye
level tend to sell better because they are more visible to customers.
Therefore, understanding the height and layout of display areas is
vital for maximizing product exposure.

Reporting Issues Related to Display Areas b,
Managing display areas involves ongoing assessment and report@% to
ensure that merchandising strategies are effective. \>

e Foot Traffic Analysis: Retailers can use data analytics s to track

foot traffic patterns within the store. This informatioi¥, helps identify
which display areas attract the most visitors au%fhich do not. For
example, if a particular section receives little ic, it may need a
redesign or repositioning of products to enhg&ée’ visibility.

e Sales Data Correlation: Analyzing sal ta in relation to specific
displays can provide insights into eir effectiveness. If certain
products consistently sell well When displayed together, this
information can inform future merchandising strategies. Conversely, if

some items do not sell despi eing prominently displayed, it may
indicate a need for better()marketing or a reevaluation of their
placement. &

e Customer Feedbackb%}athering customer feedback about their
shopping experi can highlight issues with display areas. For
example, if custo%rs report difficulty finding specific products due to
poor signag layout, retailers should address these concerns
promptly

S
e Visu ?rchandising Audits: Regular audits of display areas can
heg aintain high standards in visual merchandising. These audits
@ ss the cleanliness of displays, product availability, and overall
%esthetic appeal. For example, ensuring that displays are not cluttered
Q% and that products are well-stocked can enhance customer
satisfaction.

Challenges in Display Area Management
Managing display areas comes with its own set of challenges:

e Overcrowding: A common issue in smaller stores is overcrowding
displays with too many products. This can overwhelm customers and
make it difficult for them to find what they want. A principle known as
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“less is more” suggests that simplifying displays can lead to better
customer engagement.

e Seasonal Changes: Retailers must frequently update their displays to
reflect seasonal changes or promotions. This requires careful planning
and execution to ensure that displays remain fresh and relevant
throughout the year.

o Safety Concerns: Ensuring safety in display areas is crucial. Displays
should be stable and not obstruct pathways to prevent accidents. Eor
example, heavy items should be placed on lower shelves thgloid
falling hazards.

.xe
COMPANY PROCEDURES FOR CLEARING AND CLEANING T@ISPLAY

AREA Q

Maintaining a clean and organized display area is e ial for effective
visual merchandising. It not only enhances the shopping €xperience but also
ensures safety and promotes a positive brand image.“ollowing are detailed
explanation of the procedures that companies<sfiould follow to clear and
clean their display areas (Figure 1.6).

(@)

Daily
Inspection

7 T~

Cleaning
6 Procedures

Safety
Considerations

Display Area

Maintenance
Reporting Regular
Issues Cleaning

S @ " Schedule

Organizing
Merchandise

Fig. 1.6: Cycle of Display Area Maintenance

1. Daily Inspection: Every day, staff should perform a thorough
inspection of the display areas. This includes:
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e Checking for Dust and Dirt: Look for any signs of dust, dirt, or
stains on displays. Regular cleaning prevents buildup and keeps
displays looking fresh.

e Identifying Damaged Items: Remove any broken or damaged
items immediately. This helps maintain the store's aesthetic and
ensures customer safety.

e Stock Monitoring: Check for expired products or items that are
out of stock. Replace them promptly to ensure customers héoe
access to fresh merchandise. <

2. Cleaning Procedures: Once the inspection is complete, i’({%, ime to
clean the display areas. Below are the key steps involved‘:\go

e Use Appropriate Cleaning Tools: Depending é% the type of
display, use suitable cleaning tools like clot ipes, sprays, or
vacuums. For example, glass displays req}{"@ glass cleaner and
microfiber cloths to avoid streaks. X,

e Follow Manufacturer Instruction ays follow the cleaning
product instructions to avoid d ging displays. Using harsh
chemicals can harm surfaces or diécolor materials.

e Focus on High-Touch At:g’é\’Pay special attention to surfaces
that customers frequentl uch, such as handles, countertops,
and product displaysﬁéése areas should be cleaned multiple
times a day to redu0§g ms and maintain hygiene.

3. Regular Cleaning S ule: Establishing a routine cleaning schedule
is crucial for ma@ining cleanliness in display areas:

e Daily Cleﬁéu‘ng Tasks: Include tasks such as dusting shelves,
wipin d@’)%'n surfaces, sanitizing high-touch areas, and emptying
trash s as part of daily operations.

. J@ ly Deep Cleaning: Set aside time each week for more
orough cleaning tasks. This can include vacuuming carpets,
%% mopping floors, and cleaning windows or mirrors.

e Seasonal Overhauls: At the change of seasons or holidays,
conduct a comprehensive review of all displays. Refresh themes
and merchandise to keep the store engaging for returning
customers.

4. Organizing Merchandise: A well-organized display area enhances
customer experience:
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e Arrange Products Neatly: Ensure that products are arranged
neatly on shelves or in displays. This makes it easier for customers
to find what they need.

e Group Similar Items Together: Place related products near each
other to encourage cross-selling. For example, if you have a display
of cooking utensils, consider placing them near cookbooks.

e Label Clearly: Ensure all products are clearly labeled with prices
and descriptions. Replace any missing or damaged labels promp@z.

5. Reporting Issues: Employees should be trained to report any iSSli@Y ey
encounter during cleaning: \>

o Document Problems: If staff notice damaged . (displays or
maintenance issues (like broken lights), they should document
these problems and report them to managemem@%‘mediately.

e Feedback Loop: Encourage open comm&@cation among staff
about what works well in the displayXareas and what needs
improvement based on customer feedh%é

6. Safety Considerations: Safety is paramc@t in retail environments. This
could be practiced through: o

N
e Clear Pathways: Ensure Qﬁat display areas do not obstruct
walkways. This preve te). ccidents and makes it easier for
customers to navigate store.

e Proper Handling @leaning Supplies: Staff should be trained in
the safe handli;&g&ff cleaning supplies, including wearing gloves or
masks if nece's§ary.

SAFE HANDLING @MATERIALS AND EQUIPMENT

Safe handling <frlaterials and equipment is crucial in merchandising to
ensure the ety of employees, protect products, and maintain an efficient
workina ironment. (Fig.1.7)

)
P
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—

Fig. 1.7: Safe Handli Materials and Equipment

Below given are some of the pr@{@és and procedures for safe handling of
material and equipment.

1. Training and Educatio bﬁ

Proper training is t undatlon of safe material handling. All employees
involved in merq{gndlsmg should receive comprehensive training that
covers:

e Equip 9 Use: Employees should learn how to use various tools and
equi ént safely, such as dollies, carts, and forklifts.

@ght Limits: Understanding the weight limits of items they handle
%elps prevent injuries. Employees should know when to ask for help
ch) or use mechanical aids.

e Hazard Recognition: Training should include identifying potential
hazards in the workplace, such as sharp edges on products or slippery
floors. Regular refresher courses can reinforce these safety protocols
and keep safety at the forefront of employees' minds.

2. Using the Right Equipment

Selecting the appropriate equipment for specific tasks significantly
reduces the risk of accidents.
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e Mechanical Aids: Use carts, hand trucks, or forklifts to transport
heavy or bulky items instead of carrying them manually. This
minimizes strain on the body.

e Personal Protective Equipment (PPE): Depending on the materials
being handled, employees should wear appropriate PPE such as
gloves, safety goggles, helmets, and steel-toed shoes to protect against
injuries.

3. Proper Lifting Techniques b,

Using correct lifting techniques are essential to avoid back injut’i{,s and
other physical strains. as shown in (Fig 1.8) \',\,
0

OV

PROPER LIFTING
TECHNIQUE

QS

&'J Fig. 1.8: Proper Lifting Technique

e Assess ‘Load: Before lifting, check the item for sharp edges or
unsta parts.

e P ning: Stand close to the load with feet shoulder-width apart for
nce. Bend at your knees rather than your waist.

Q%Lift with Your Legs: Use your leg muscles to lift while keeping your
back straight. Hold the load close to your body to reduce strain on
your back.

e Avoid Twisting: When turning while carrying a load, move your feet
instead of twisting your torso. If an item is too heavy or awkwardly
shaped, it’s important to seek help or use lifting aids.

4. Maintaining a Clean Workspace

Clean and organized workspace is vital for safety in material handling:
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e Clear Pathways: Ensure that aisles and walkways are free from
clutter and obstacles to prevent trips and falls.

¢ Regular Cleaning: Schedule regular cleaning to remove spills or
debris that could cause accidents.

e Proper Lighting: Ensure that all areas are well-lit so employees can
see clearly while handling materials.

5. Effective Communication

Clear communication among team members is essential for safe ma@%ﬂ
handling: .
2

e Use Signals and Signs: Establish clear signals for com&lnicating
during operations, especially when moving heavy itemsQ

¢ Team Coordination: Ensure that everyone knov%@:leir roles during
material handling tasks to avoid confusion and 36c1 ents.
X

6. Regular Equipment Inspections X,

Regularly inspecting equipment used in m 81 handling helps identify
potential issues before they lead to accide@s.

e Check for Damage: Before usin @y equipment, inspect it for wear
and tear. If any equipment 1%’@ maged, it should be repaired or
replaced immediately. (O’S«

e Maintenance Schedule: Establish a routine maintenance schedule
for all mechanical aid%ﬁ%ensure they function properly.

7. Promoting a Safety G‘@&ure

Creating a cu }{Ee% of safety within the organization encourages
employees to pripritize safe practices.

o Reporti@ Hazards: Encourage employees to report any unsafe
condi s or near-miss incidents without fear of repercussions.

o @ognizing Safe Practices: Acknowledge and reward employees who
C‘§> ow safety protocols consistently.

Q king Breaks

Fatigue can lead to accidents; therefore, it’s important for employees to
take regular breaks.

e Scheduled Breaks: Encourage employees to rest periodically,
especially during physically demanding tasks.

e Stay Hydrated: Remind staff to drink water regularly, especially if
they are working in warm conditions.
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PRACTICAL EXERCISES
Activity 1: Visiting the Retail Shop and Cleaning the Display Area.

Materials Required: Cleaning supplies (cloths spray cleaner), Trash bags,
Checklist of company protocols.

Procedure:

1. Students to gather in the class.

2. Organise a visit a Retail Store. b,
3. Take Permission from the store manager to perform the activ}tgoe
4. Students to be divided in small groups. ~<}>

5. Each group has to participate in the cleaning process.Q'O'

6. Look at the display area. NOQJ

7. Use the checklist to follow company rules. \,O

8. Remove any trash and old items. O\J

9. Wipe surfaces with cleaning supplies. %

10. Arrange products neatly on display.\,©

11. Carry out a discussion on the activity performed by each group.

12. Teacher and the store mana ill give feedback to the students.

13. Make a detailed report andysubmit it to the subject teacher.
Activity 2: Role Play on EV@ ing Display Areas.
Materials Required: Gv)\l

e Measuring ta &

e Paper a ncil for notes

e Sam roducts for display
Procedcj‘tg:

%tudents to gather in the class.

QZ. Students to be divided into pairs or small groups.

@

One person acts as the store manager; the other as an employee.

ns

The employee measures the display area using the measuring tape.

o

The employee notes down the size and evaluates if it fits products
well.

6. Switch roles and repeat the activity.

7. Discuss what worked well and what could be improved.
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8. Teacher to observe the activity and share feedback for improvement.
9. Make the report and show it to the teacher.
10. Teacher will give the feedback.

11. Students will Incorporate the changes suggested and prepare final
report.

12. Submit the report to the teacher.
Activity 3: Safe Handling of Materials and Equipment’s. b,
Materials Required: Pen, Pencil, Eraser, and Notebook. \Q@
Procedure: N
1. Students will gather in the class. Q‘\}’
2. Students to be divided into pairs or small groups. &)
3. Organize a visit the Retail Stores. Q)
4

. Observe how goods are handled. Organlza%&n Policy with respect to
safe handling of materials and equipmen

5. Discuss with store manager impm@ioe of policy towards safe
handling of material and equipmen

6. Students to note down their ob@vatlons in notebook.

7. Students to present their @ervatlons in classroom before another
students and teachers.

8. Teacher will rpovide &ack
9. Student to submit-a“report of his learning.

CHECK YOUR ggbGREss
A. Fill in tanks

1. yees should document and report any displays or
intenance issues to management immediately.
-“Products should be arranged on shelves to make it easier
Q for customers to find what they need.

3. Seasonal overhauls involve conducting a comprehensive review of
all displays at the change of or holidays.

4. Point-of-purchase displays are designed to catch the customer's
eye and promote specific products or effectively.

5. Overcrowding displays with too many products can overwhelm
customers, making it difficult for them to find what they
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B. Multiple Choice Questions

1. Which areas should be cleaned multiple times a day to maintain
hygiene?

a) Floors

b) High-touch areas like handles and countertops

c) Ceilings

d) Windows b,
2. What is essential for safe material handling in merchandi?n&»

a) Quick handling ~O\}/

b) Effective communication among team members Q’\}’

c) Using the most expensive equipment <

d) Minimal training ONO

3. What is the purpose of establishing Xa routine maintenance
schedule for mechanical aids? %O

a) To save money
b) To ensure they function propé&ity
c) To make them last longG{J@
d) To avoid using ther@(b’
4. Why is maintainin%a%lean and organized display area important?
a) It enhances @shopping experience
b) It redu0§ltch>e need for staff
o}

c) Itall r more products to be displayed

d)é@reases the store's temperature

5. t is the foundation of safe material handling?
Qa) Proper training and education
% b) Using the latest technology
Q c) Hiring more staff
d) Reducing work hours
C. State whether the following Statement are True or False.

1. Employees should be trained to report any issues they encounter
during cleaning.
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2. It is not necessary to replace expired products promptly in display
areas.

3. Using the right equipment for specific tasks can significantly
reduce the risk of accidents.

4. Employees should be discouraged from reporting unsafe conditions
to avoid unnecessary panic.

5. Recognizing and rewarding employees who follow safety protocols is
an effective practice.

D. Match the following . \Q
AN
Column A Column B .\O\r’

AN
A. Check for dust, dirt, damaged if&ns, and stock
1. POS Displays levels. <
O

B. First impression for Cus‘cqgaers, showcasing
2. Product Grouping featured products. O\/

C. Encourages im@s% purchases near checkout

3. Daily Inspection
Procedures areas. N

D. Arrangin «ﬁéféted items together to encourage
4. Mannequin Displays compl%iq%ﬁtary purchases
N\

E. Showcase outfits and styles in clothing stores.

O
E. Short Answer Qut;{@ons
1. What is theﬁl%ary goal of visual merchandising in retail spaces?

5. Window Displays

2. Why is ifpsnhportant to have a routine maintenance schedule for

mech@ al aids?

3. &) should be done if a display area is overcrowded with
«g ducts?

%@ ng Answer Questions
<

1. Discuss the significance of visual displays in enhancing a store’s
ability to attract and retain shoppers. Include examples of how
different types of stores might use visual displays to communicate
their brand identity.

2. Explain the importance of safety in display areas and describe
some measures that can be taken to ensure safety.
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3. How can effective visual merchandising strategies lead to increased
sales and customer loyalty? Provide examples of techniques that
can be used.

G. Check Your Performance
1. Discuss cycle of display area maintenance.

2. Demonstrate the safe handling of materials and equipment in the
retail store.

3. List out various types of visual merchandising with the he@béf
power-point presentation and discuss the effectiveness of h of

em. D
th @r
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SESSION 3: ASSEMBLING, STOCKING AND DISPLAYS

SAFE AND TIMELY SETUP

Setting up retail displays is a critical aspect of visual merchandising, which
aims to attract customers and enhance their shopping experience. This
process involves several stages such as; planning, assembling, stocking, and
enhancing displays. Each stage must be executed safely and efficiently to
ensure a successful retail environment.

1. Planning the Setup @b

e Visual Merchandising Plan: The first step in setting up displ%fg is to

develop a visual merchandising plan that aligns with the s brand
and target audience. This plan should detail the types of displays and
fixtures needed, as well as their placement within the stere.

9,

Sourcing Fixtures: Retailers must coordinate \With suppliers to
procure the necessary display fixtures. This in@des considering the
materials, styles, and sizes that will best wcase products while
adhering to safety standards. %

Scheduling Installation: Timing i cial. The installation should
ideally occur during off-peak .h;rs to minimize disruption to
customers. This requires carefu 'ﬁl\anning to ensure that all necessary
personnel and equipment are Available when needed.

O

2. Assembling Displays

Inventory Check: B@‘%e starting assembly, it is essential to take
inventory of all itq@needed for the display. This includes checking
that all compone are present and in good condition.

Clear Instrqbgﬁons: Providing clear assembly instructions with visual
aids ca 'g}p ensure that the display is set up correctly. Retailers
shoul@e vision the final product to guide their assembly process
effectively.

J éjety Precautions: During assembly, safety must be a priority. This

P

includes using appropriate tools, ensuring that displays are stable
and secure, and avoiding overcrowding workspaces to prevent
accidents.

3. Stocking Displays

Product Placement: Once displays are assembled, stocking them
involves strategically placing products to maximize visibility and
accessibility. High-demand items should be placed in high-traffic
areas, while impulse buys can be positioned near checkout counters.
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e Regular Updates: Displays should be refreshed regularly to keep the
store looking vibrant and engaging. This not only attracts repeat
customers but also allows for seasonal promotions or new product
launches.

4. Enhancing Displays

e Aesthetic Appeal: Enhancing displays involves optimizing lighting,
color schemes, and signage to create an inviting atmosphere. Effective
use of these elements can significantly influence customer beha@r
and purchasing decisions. \Q@

e Maintenance: Regular maintenance of displays is crucia safety
and aesthetics. This includes cleaning surfaces, checkin damaged
items, and ensuring that products are well-stocked anQJ anized.

DISMANTLING OF DISPLAYS NO

Dismantling displays in a retail store refers to the proédss of taking apart or
removing visual merchandising setups that showcase products. This
procedure is essential for maintaining the sto:§ ppearance and adapting
to changing inventory or promotional need@ llowing are the aspects of

Dismantling Displays: \,
e To dismantle means to take som@}hing apart or down. In the context
of retail, it involves carefully oving display fixtures, products, and
any decorative elements o attract customers.

e Displays are often dia%ntled to refresh the store layout, introduce
new merchandise, o ake way for seasonal promotions. This helps
keep the shoppir%’&nvironment dynamic and engaging for customers.

e The dlsmantl%’process must be conducted safely to prevent damage
to display cé&fponents and ensure the safety of staff and customers.
This includes using appropriate tools and techniques to avoid injuries
and ct merchandise.

J ing dismantling, it is important to keep track of all display parts.
ome components may be reused in future setups, while others may

Q% need repair or disposal. Maintaining a clear inventory helps streamline
this process.

o After displays are taken down, the area should be cleaned thoroughly.
This ensures that the store remains tidy and appealing, which is
crucial for customer satisfaction. (Figure 1.9 and 1.10)
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Fig. 1.9 and 1.10: Dismantling the displays '0'
Source: https://eds.classicexhibits.com/ trade-shovwi S

CLEANLINESS, TIDINESS AND STOCK LEVELS O

Maintaining cleanliness, tidiness, and appropria,ReJKStock levels in retail
stores is crucial for creating a positive shopping éXperience and reflects the
brand's image. A clean and tidy store notr only enhances customer
satisfaction but also contributes to safety n@wgiene, especially in contexts
like food retailing or during health cri:z; To achieve this, retailers can
implement several strategies. éﬁ\’

First, creating a cleaning checkli t@l}at outlines daily, weekly, and monthly
tasks ensures that all nece§sary cleaning activities are completed
consistently. Assigning specifte cleaning responsibilities to employees helps
maintain accountability thoroughness. Establishing a routine cleaning
schedule, which inch@’ quick daily clean-ups and thorough weekly or
monthly deep cledds, prevents dirt buildup and maintains hygiene
standards. Speciallattention should be paid to high-traffic areas such as
entrances, ch ut counters, and restrooms, which should be cleaned
eate a welcoming environment. Further, equipping staff with
cleaning supplies tailored for different surfaces ensures effective
ithout damaging store fixtures.

frequently

e stock management side, maintaining adequate stock levels is
essential for meeting customer demand and maximizing sales opportunities.
Retailers should implement inventory management practices by using
software to track stock levels in real-time, allowing for quick identification of
low-stock items that need reordering. Regular stock audits help compare
physical stock with inventory records to ensure accuracy. Organizing
storage areas logically by categorizing products and labeling shelves clearly
facilitates easy access for staff when restocking the sales floor. Training
employees on stock management is also vital as they should understand the
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importance of maintaining stock levels and how to handle inventory
management tasks effectively.

Retailers can create an inviting shopping environment that enhances
customer satisfaction and loyalty while optimizing operational efficiency by
implementing these strategies for cleanliness, tidiness, and stock
management. (Figure 1.11 and 1.12)

say they will not go back to a store ®
they feel is unsanitary and will 1 ] D
instead shop at a competitor. I | I 'J

92%

SAY A CLEAN, ORGANIZED

STORE ENVIRONMENT
INCREASES THE PROBABILITY
THEY WILL MAKE A PURCHASE.

AT =

that prioritizes cleanliness and making a purchase due to its

say they would rather visit a store have left a store without
hygiene over technology. poor physical appearance.

37546 OF SHOPPERS

with a store preference say that

STORE CLEANLINESS

is the driving force behind their choice.
~r
Fig. 1.11: Ens& cleanliness and tidiness
Source: https:// www@nercialzone.com/ the-importance-of-store
=

=

B

Fig. 1.12: Ensuring cleanliness and tidiness

Source: https://www.fortador-usa.com/blog/cleaning-in-retail-stores
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Stock Level Management and Its Techniques:
1. Planning and Ordering

Retail inventory management starts with careful planning of the types
and quantities of products to purchase. This planning should be
based on sales forecasts, customer preferences, and market trends.
Once a strategy is in place, retailers must order products from
suppliers based on anticipated demand and current stock levels.
Using purchase orders helps track orders made and recei‘@j,
ensuring efficient procurement. <

s

To avoid running out of popular items, retailers sho establish
reorder points, which are specific inventory levels t@t trigger new
orders. This proactive approach helps prevent s%@/outs, especially
during spikes in demand. Also, implementing minimum stock levels
ensures that there is always enough invenf%ry on hand to meet

customer needs. S Q)

3. Automation

2. Restocking and Reordering

Utilizing technology can greatly enhayce stock management efficiency.
Retailers can implement a tofmated systems like inventory
management software, barcod{l@canners, or RFID tags to track stock
levels in real-time. Automatféf reduces human error, saves time on
manual processes, and provides better visibility into inventory across
multiple channels. b

4. Regular Monitori nd Forecasting

Consistent rr@toring of stock counts is essential for accuracy.
Regular au}%@ help identify discrepancies between actual stock and
recorde els. Retailers should also utilize forecasting tools to
prediet. future demand based on historical sales data, market trends,
a sonal variations.

Sé;/entory Ordering Systems

Q% Implementing automated inventory ordering systems can streamline
the procurement process by generating purchase orders based on
predefined reorder points and supplier lead times. This approach
helps improve inventory availability while reducing the risk of over
ordering or under ordering.

6. Performance Review and Adjustment

Regularly reviewing inventory strategies against Key Performance
Indicators (KPIs) helps retailers assess their effectiveness.
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Adjustments should be made based on performance data, market
conditions, and customer feedback to optimize inventory management
continually.

Stock / Inventory Management Techniques

Following are the various inventory management techniques which help in
optimal utilization of stock in retail store environment:

1.

e

Economic Order Quantity (EOQ): The Economic Order Quantity
(EOQ) method calculates the optimal order quantity that minir&
total inventory costs, including ordering and holding cos@» By

determining the ideal amount to order, retailers can redg’@@exoess

inventory and associated costs while ensuring they have gh stock
to meet customer demand. Q

. Just-in-Time (JIT): Just-in-Time inventory m ement involves
ordering stock only as needed, rather tha aintaining large

inventories. This method helps reduce holdin’évcosts and minimizes
the risk of overstocking or dead stock. Hqwever, it requires reliable
suppliers who can deliver products quickly to avoid stock outs.

Demand Forecasting: This strate ses historical sales data and
market trends to predict futum{@roduct demand. By accurately
forecasting demand, retailersgean adjust their inventory levels
accordingly, preventing bo @Verstocking and stock outs. Effective
demand forecasting is @ntial for making informed purchasing
decisions. 4%

. Vendor-Managed entory (VMI): In Vendor-Managed Inventory,

suppliers take résponsibility for managing the inventory levels at the
retailer's loc . The supplier monitors stock levels and makes
replenishm&l@' decisions based on pre-established agreements. This
approac an help reduce stock shortages and minimize excess
i while fostering a collaborative relationship between retailers
ppliers.

op Shipping: With drop shipping, retailers do not hold inventory
ut instead transfer customer orders directly to a third-party supplier
who ships the products to the customer. This method eliminates the
need for warehousing and reduces handling costs, allowing retailers to
offer a wider range of products without significant upfront investment.

Cross-Docking: Cross-docking is a logistics practice where incoming
shipments are directly transferred to outgoing trucks with minimal or
no storage time in between. This method streamlines the supply chain
by reducing handling and storage costs while speeding up delivery
times.
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7. Consignment Inventory: In a consignment arrangement, a supplier
retains ownership of the merchandise until it is sold by the retailer.
This reduces upfront costs for retailers since they only pay for
products after they sell them, minimizing financial risk.

8. FIFO and LIFO Methods: Retailers can use the FIFO (First-In, First-
Out) method. It is an inventory management method where the oldest
stock (first received) is sold or used first. For example, if a store
receives a batch of milk cartons on Monday and another batch.on
Wednesday, the milk from Monday (first in) is sold beforeege
Wednesday batch. On the other hand, LIFO stands for Last irst
Out. It is an inventory method where the newest stock (laS& ceived)
is sold or used first. For example, if a hardware store rec '\Qs a batch
of paint on Monday and another on Friday, the paint f@m Friday (last
in) is sold before the Monday batch. <

9. ABC Analysis: ABC analysis is a method used toycategorize inventory
based on its importance. Products are divide i)éfo three categories:

e A - Items are high-value items that reqﬂ%eofrequent reordering.
e B -items are of moderate value and @ ordered less frequently.
e C -items are low-value items thaf{an be ordered sporadically.

This categorization allows retailers t&?dcus their resources on managing the
most critical stock efficiently.

VISUAL EFFECTS WITHIN §E§N LIMITS

Improving visual effects in design limits in retail store management
involves creating an @ﬁiging and appealing shopping environment that
attracts customers 4id enhances their experience. One of the crucial factors
is effective use o&‘% ting, which can create different moods and highlight
specific produ

For exa g)bright lights can energize a space and draw attention to
feature ’\i¢ems, while softer lighting can create a cozy atmosphere that
enco es customers to linger. Compelling window displays serve as the
fi mpression for potential customers where the themed and visually
striking displays can tell a story about the brand and entice passersby to
enter the store. Seasonal themes or creative concepts that reflect current
trends can keep the display fresh and engaging, prompting repeat visits
from customers eager to see what's new.

Color schemes also play a significant role in retail design, as colors influence
customer emotions and perceptions. Warm colors like red and orange can
create excitement and urgency, while cool colors like blue and green evoke
calmness and trust. Retailers should carefully choose color palettes that
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align with their brand identity and the feelings they want to evoke in
customers. Further, strategic product placement affects customer flow and
purchasing behavior; retailers should consider using eye-catching displays
at key points throughout the store, such as near entrances or checkout
areas. Grouping related items together or using thematic displays can
encourage customers to explore more products, increasing sales
opportunities. (Figure 1.13)

N
e

Fig. 1.13: Color §5§eme in Visual Effects

Source: http@’www.insider-trends.com

Incorporating art or unique xisual elements into merchandising can create a
memorable shopping ex nce. Custom art pieces that relate to the
products or brand s can intrigue customers and foster a deeper

connection with the lrand. Clear signage is essential for guiding customers
through the store ile providing information about promotions or product
features; crea '(’signage that incorporates bold visuals can enhance the
of the store while effectively communicating messages.
consistent branding across all visual elements helps reinforce
bran @ ntity, including similar fonts, colors, and styles in signage,
pa ng, and displays, creating a professional appearance that builds
t@ with customers. (Figure 1.14)
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Fig. 1.14: Visual Effects in retail store ,0,‘

Source: https://en.wikipedia.org/wiki/Visual merchandising

Finally, utilizing technology in visual merchandising caf(gnhance customer
engagement; for instance, interactive displays or digital)signage can provide
dynamic content that changes frequently, keepingxthe shopping experience
fresh and exciting. Retailers can significantly @ve visual effects within
their design limits by implementing these s@t gies. This not only attracts
more customers but also enhances their—overall shopping experience,
ultimately driving sales and fostering b%@’ loyalty. (Figure 1.15 and 1.16)

x&

Fig. 1.15 Visual Effect in Retail Store

Source: https://www.insider-trends.com/50-of-the-worlds-best-retail-displays/
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Fig. 1.16: Visual Effect in Retail Store Q

Source: https://www.pickcel.com/blog/ retail-visual-merc'}@ldising-trends

PRACTICAL EXERCISES &,O

Activity 1: Mock Display to set up a mock dis within a time limit while
following safety protocols. @

Materials Required: N

e Display items (e.g., posters, pro%\’(b'
e Table or display board ®(5&

e Tape or pins %
e Watch for time—keep\isg’

e Safety gloves %K'
e Notebook, P %apers

e Measuri apes
Proceduﬁ@
1. @udents to gather in classroom/lab.
%cw) Students to be divided in group of appropriate numbers.
3. Gather all display items and materials.

4. Each group to measure the area available for display using
measuring tape and record their area’s in the notebook.

Choose a location for the display.
6. Wear safety gloves if needed.

Start the timer for 15 minutes.
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8. Place items on the table or board neatly.

9. Ensure everything is stable and secure.

10. summarize your observations in a notebook.

11. Present your observations before the classroom and teacher.
12. Teacher to sum-up the discussion with feedback.

Activity 2: Demonstrate how to dismantle displays safely and effectively.

Materials Required: @b’
e Display items (from Activity 1) .N%Q
e Box or bag for storage O
e Safety gloves (optional) Q\}
Procedure: NQQJ
1. Students to gather in classroom/lab. \,O

2. Watch the Material available for dismant@mock display.

3. Discuss the role of each equipment@l method of handling it by
teacher/master trainer / expert. \,

Students to be divided in group o.@rppropriate numbers.
Gather all necessary materia}f;for dismantling.

Put on safety gloves if required.

Carefully take down e item from the display.

Place items in t X or bag for storage.

© ® N o 0 b

Ensure the ar@éuis clean and free of any leftover materials.
10. Discuss went well and what could be improved.
11. Prepa@report on the observations.
12. P t your observations to the class and teacher.
1 .ﬁher to share observations and learning for students.
éCK YOUR PROGRESS
A. Fill in the Blanks

1. Setting up retail displays is a critical aspect of , which aims
to attract customers and enhance their shopping experience.

2. During assembly, must be a priority. This includes using
appropriate tools, ensuring that displays are stable and secure,
and avoiding overcrowding workspaces to prevent accidents.
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3. To avoid running out of popular items, retailers should establish
, which are specific inventory levels that trigger new

orders.

4. The (EOQ) method calculates the optimal
order quantity that minimizes total inventory costs, including
ordering and holding costs.

5. play a significant role in retail design, as they influence
customer emotions and perceptions. b’

B. Multiple Choice Questions \Qe
.xe

S,

a) Assembling fixtures Q«(}'

1. What is the first step in setting up retail displays?

b) Stocking products <
c) Developing a visual merchandising plan o
d) Enhancing displays X,

2. Which inventory management techni@ involves suppliers taking
responsibility for managing inv@)ry levels at the retailer's

location?
‘O
a) Just-in-Time (JIT) @\’
X

b) Economic Order Qu@@y (EOQ)
c) Vendor-Managequv ntory (VMI)
d) Drop Shippin%’

3. What does t@;%\BC analysis method in inventory management
categorize?({\/

a) C (be;r types
b) re layouts
%iduct importance
Q)Qd) Sales strategies
Q% 4. Which of the following is NOT mentioned as a way to improve
visual effects within design limits?
a) Effective use of lighting
b) Compelling window displays
c) Strategic product placement

d) Increasing store size
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5. What type of colors can create excitement and urgency in retail
design?

a) Cool colors
b) Warm colors
c) Neutral colors
d) Pastel colors
C. State whether the following Statement are True or False b,

1. The Economic Order Quantity (EOQ) method aims to minim otal
inventory costs.

2. In drop shipping, retailers hold large inventories of p cts

3. Utilizing technology like inventory manageme@t software can
enhance stock management efficiency.

4. Clear signage in retail stores is only used fof&omotlonal purposes.

5. Demand forecasting uses historical s data and market trends
to predict future product demand. @

D. Match the following N

<Y
Column A Column Q&QJ

‘o
1. Merchandising Plan A. P%mpg the setup QUrlng off-peak hours to
Qﬂu imize customer disruption.

UJ
AB. A structured list outlining daily, weekly, and
2. Inventory Check o\ monthly cleaning tasks for store upkeep

2%
o
3 Scheduli (’@a C. A strategy that .ahgns Wlth .the s‘.cores brand
. and target audience, detailing display types
Installation
and placements

L
@uet Placement D. Strateglpally arranging products .1r.1.dlsplays
for maximum visibility and accessibility.
S
i E. A pre-assembly step to ensure all necessary
5. Cleaning Checklist display components are present and in good
condition.

E. Short Answer Questions
1. Describe the key aspects of dismantling displays in a retail store?

2. What are the benefits of implementing automated inventory
ordering systems in retail stores?
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3. How can retailers enhance visual effects within their design limits
to attract customers and improve the shopping experience?

F. Long Answer Questions

1. Explain the key stages involved in setting up retail displays and
discuss the importance of planning, assembling, stocking, and
enhancing these displays. Highlight the best practices and safety
considerations for each stage.

2. Discuss the importance of maintaining cleanliness, tidiness, %d

appropriate stock levels in retail stores. Describe the st ies
retailers can implement to achieve these objectives and t@eneﬁts
they provide.

3. Explain the various types of stock managementgc niques and
how they can help in the optimal utilization tock in a retail
store environment.

xO
F. Check Your Performance X,
1. Carry out a Group discussion on 1gn improvements for an

existing display setup. ©

2. Discuss the concept of cleanlme& and tidiness in the retail store
environment.
@”i,

3. Discuss the impact of ipegrporating unique visual elements, such
as art pieces, on the o 1 shopping experience.
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SESSION 4: LABELLING, STOCK RECORDS AND DELIVERY
LABELLING

Labelling plays a crucial role in the retail industry, serving multiple
functions that benefit both retailers and consumers. It involves attaching
tags, stickers, or markings to products to convey essential information.
“Labeling is a multifaceted aspect of retailing that significantly impacts
consumer behavior and business operations.” Effective labeling contributes to
a successful retail environment. Retailers who prioritize proper label@g
stand to gain a competitive edge in the marketplace. (Figure 1.17) \Q
=)

NS

y
Differentiation fromm Competitors
Enhanced Product Memorability
Attractiveness and Appeal

|
.
.
.
* Strategic Marketing Campaigns
* Product Grading
* Legal Compliance and
Protection
* Strategic Positioning
* Brand Consistency
* Feedback Mechanism
* Sales and Profit Generation

From the Marketer's Point of View

From the Consumer Point of View

Easy Product Identification
Access to Detailed
Product Information

» Safety and Compliance

¢ Value Alignment
.
L]

Safety and Trust
Authenticity Check

~ O

Y
Fig. @{mportance of Labelling and Competitive edge in the marketplace

Source: https://tritonstore.com.au/what-is-labelling/

1. @munication and Information
QLabels provide vital information about products, such as:

e Pricing: Clearly displayed prices help customers make informed
purchasing decisions.

e Ingredients and Usage Instructions: For food items and other
consumables, labels inform customers about what is in the product
and how to use it safely.
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e Product Origin: Consumers increasingly want to know where their
products come from, making transparency essential.

This information helps customers understand the value of a product,
ensuring they feel confident in their purchases.

2. Brand Recognition and Trust

Effective labelling is key to establishing brand identity. Well-designed
labels:

e Enhance Branding: Consistent use of logos, colors, and dqus

helps customers recognize and remember brands. S
S
e Build Trust: Clear and informative labels foster tm@\’ between
consumers and brands. When customers see accurate/iférmation on
labels, they are more likely to feel secure in 81 r purchasing
decisions. O
3. Differentiation of Products \,O

X
In a crowded marketplace, labels help dis‘@shes products from one
another. This includes:

e Highlighting Differences: Labels\;an indicate variations in size,
flavor, or formulation. This @l&fity reduces confusion among
consumers and minimizes ret&ﬁls due to misunderstandings about a

product's features. &
e Visual Appeal: Attractive labels can draw attention to a product on
the shelf, encouragi ulse buys.
4. Inventory Manage@it

Labelling is ess&ﬁvial for effective inventory control in retail settings.
Accurate lab ]&@élp:

e Trac ck Levels: Retailers can maintain an up-to-date inventory
by u& g barcodes or RFID tags on labels.

o étxvent Stock-outs: By knowing what is available on the shelves,
% etailers can ensure that popular items are always in stock, enhancing
Q customer satisfaction.

5. Legal Compliance

Certain products require specific labelling to comply with regulations.
This includes:

e Safety Information: Labels must include warnings or instructions for
hazardous materials or food products to protect consumers.
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e Nutritional Information: Food products often need to display
nutritional facts as mandated by law, ensuring consumers are
informed about what they are consuming.

6. Promotion and Sales

Labels are also a powerful marketing tool. They play a vital part in
promotion and sales by:

e Highlighting Promotions: Special offers or discounts can ,be
prominently displayed on labels to attract customers' attention. e

e Encouraging Purchases: Well-crafted promotional labels ca ad to
increased sales by creating urgency or highlighting value. ~<}>

Types of Labelling Q’\}'
Following are the different types of labeling: <

1. Brand: Brand labels focus on the identity of the product and its
manufacturer. These labels help customers recogriize and trust brands,
making them more likely to choose familiar @Cts over unknown ones.
They typically include (Figure 1.18).

e Brand Name: The name of the companqy or product.

e Logo: A visual symbol that repreéé}ts the brand.

e Design Elements: Colors d& graphics that convey the brand's
message. @
. A

Brand Label

X

Q
4@ superior

o T-SHIRTZZ
P
<

Fig. 1.18: Example of Brand Label

Source: https://tritonstore.com.au/what-is-labelling/
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2. Descriptive: These labels are crucial for informing customers about what
they are buying, especially for food and health-related products.
Descriptive labels provide detailed information about a product (Fig.
1.19), including:

e Ingredients: What the product is made of.
e Usage Instructions: How to use or apply the product.

e Warnings and Allergen Information: Safety information to prog’:t
consumers.
<

- e
Descriptive Label &

BrandName <@ mh,

Ingredients

1003 Fresh Apple \/ ’ -
Cinnamons

Brown Sugar Best Product
oves

Organic Apple

From Our Farm
Since 1998
Sweet: 99000

So =R S 0 Premium Quality

Sweet and Sour Flavour r
— | . M

~~ MadeinUSA —

'Q Fig. 1.19: Example of Descriptive Label
; Source: https://tritonstore.com.au/what-is-labelling/
3. Grad%@ ade labels indicate the quality or standard of a product based
fi

on p c criteria. These labels help consumers make informed choices
d on quality expectations. They may include: (Figure 1.20)

Qo Quality Ratings: Such as A, B, C grades or terms like “premium” or
“standard”.

e Certification Marks: Symbols that show the product meets certain
standards set by regulatory bodies.
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Grade Label

AA A B

= Egg white thick and e Whites are * Whites may be thinner

firm reasonably firm = Yolks may be wider b'
e Yolks high, round & e Yolks high, round & and flatter ]

practically free practically free = Shells unbroken, but

from defects from defects. may show slight stains
e Clean, unbroken e Clean, unbroken e Usually used in liquid,

shell shells. frozen & dried

products
@ 5 oo

Fig. 1.20: Example of descriptive label NO
Source: https://tritonstore.com.au/ what-is@elling/

4. Informative: These labels ensure compliance Wwith regulations and help
consumers understand what they are p sing. Informative labels
contain essential information required by@v, such as: (Figure 1.21)

e Expiration Dates: When the produg%hould no longer be used.
e Nutritional Information: Detaik@out calories, fats, sugars, etc.

e Contact Information: For @@'mer inquiries or complaints.

Informative Labels

Cooking instructions:

UA =
S O woe & . EERL
: \
O

~0006~ —~ ~000~
<D {stop 3 1

00

Pasta : chickpea flour,
cauliflower, water, potato starch,
salt, xanthan gum, calcium
propionate, modified food starch,
garlic powder, dried vegetables,
ground turmeric, onion powder, H | ” ’” ‘ I ‘ H ”

Manufactured by:
XYZ Foods

Saturated Fat
Trans Fat
holesterol

chili powder, dried red onion.

4799 mg E 54698726114

Fig. 1.21: Example of Informative Labels
Source: https://tritonstore.com.au/what-is-labelling/
5. Promotional: Promotional labels are designed to encourage purchases by

highlighting special offers or discounts. These labels aim to boost sales
and attract customer attention. They may include: (Figurel.22)
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¢ Coupons: Discounts on future purchases.

e Limited-Time Offers: Promotions that create urgency.

Fig. 1.22: Example of PromotionalLabel

Source: https://www.resourcelabel.com/produ té%omotional-product-labels/
u%t

6. Regulatory: These labels ensure that p@ s meet legal requirements
and inform consumers about importa ety aspects. Regulatory labels

provide information required by g\’ rnment regulations, including:
(Figure 1.23) QJ'(’

X0
e Safety Warnings: Alerts at@potential hazards.
fi

e Certification Details: %
standards.
A

(- =)\
ISOBUTYL ALCOHOL
CAS Number: 78-83-1
DOT Number: UN 112
DANGER —
Highly flammable liquid and vapor. Causes serious eye f é

rmation about compliance with safety

ge. May cause dr i and dizzi

<
Q Keep away from heat/sparks/open flames/hot surfaces. No smoking
% Avoid breathing fumes/mist/vapors/spray. Wear protective gloves/

% protective clothing/eye protection/face protection. IF IN EYES: Rinse cau

tiously with water for several minutes, Remove contact lenses if present,
Continue rinsing

Fill Weight: 123.45 Ibs. Lot No,: 6305051700

Gross Weight: 145.60 Ibs. IIII"IIIIIIIIIIII“I"II“III". See SDS for further Information

Fill Date: 10/9/2013

kIMPRlNTENTERPRI%"-H 555 N. Commons Dr. * Aurora, IL. 60504 * 800.433.4512 * www.imprint-e.com j

Fig. 1.23: Example of Regulatory Label
Source: https://imprint-e.com/labeling/regulatory-labels/

49


https://www.resourcelabel.com/products/promotional-product-labels/
https://imprint-e.com/labeling/regulatory-labels/

7. Security: Security labels help prevent tampering and counterfeiting.
These labels reassure consumers that the product is safe and genuine.
They may contain: (Figure 1.24)

e Tamper-Evident Seals: Indicate if a product has been opened.

e Holograms or RFID Tags: Verify authenticity.

N
Fig. 1.24: Example ofurity Label
Source: https://www.ubuy.co.in/ p;?act /IXSQFQQS8-100pcs-tamper

8. Environmental: With growing cﬁ;\umer interest in sustainability,

environmental labels indicate duct's eco-friendliness. These labels
appeal to environmentally c ous consumers. They can show: (Figure
1.25)

e Recyclability: Whetl—@e packaging can be recycled.

X
e Sustainable Pracfi¢es: Information about how the product was made
with minimal ironmental impact.

Fig. 1.25: Example of Environmental Label

Source: https://www.adweek.com/brand-marketing/eco-labeling-in-fashi
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LABELLING STOCK

Labelling stock in retail is critical for compliance with legal standards,
ensuring accuracy in the information provided, and proper placement of
labels on products. It involves adhering to legal requirements, ensuring
accuracy in the information provided, and strategically placing labels for
maximum visibility and compliance. By understanding these elements,
retailers can enhance consumer trust, ensure safety, and avoid legal issues
while effectively managing their inventory. b'

Legal Requirements <

In many countries, including India, labelling is governed by speci Kg’aws to
protect consumers and ensure fair trade practices. Th ey legal
requirements include: Q

e Legal Metrology Act, 2009: This act mandate,g&'at all packaged
goods must have clear and accurate labels. It coyefrs essential details
such as the manufacturer's name and addres& net quantity, date of
manufacture, and maximum retail price (%@ﬁ’

e Food Safety and Standards Act, 2 Y For food products, this act
requires additional information 4ike nutritional facts, allergen
warnings, and expiry dates. Labi@hust also display the FSSAI logo
for food items.

e Language Requiremen %@E)els must be in English or Hindi, and
may also need to incl ocal languages depending on where the
product is sold. ThlSG sures that consumers can understand the

information easﬂﬁ&

e Prohibition isleading Information: Labels must not contain
false or mis ing claims about the product. This is enforced under
the Con r Protection Act, 2019 to ensure that consumers are not
decei

Failure onmply with these legal requirements can lead to penalties,
incl fines or product seizures.

acy
Accuracy in labelling is vital for several reasons:

e Consumer Trust: Accurate labels build trust between consumers and
brands. When customers see truthful information about a product's
ingredients or usage instructions, they are more likely to feel confident
in their purchases.

e Safety: For products like food and cosmetics, accurate labelling is
crucial for consumer safety. Mislabeled products can lead to allergic
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reactions or health risks if consumers are unaware of certain
ingredients.

e Traceability: Accurate labels often include batch numbers or lot
numbers, which are essential for tracking products in case of recalls.
This traceability helps ensure consumer safety and compliance with
regulations.

e Legal Compliance: Retailers must ensure that all declarations on
labels are correct to avoid legal repercussions. Errors can lea
significant fines or legal action against the retailer or manufactQ{@J

Placement \>%

Labels on products need to be put in the right spot so people & see them
easily.

e Visibility: Labels should be placed where they @eeasﬂy visible to
consumers. This includes ensuring that key information like pricing
and product details are not obscured by pac%ﬂging design.

e Conspicuousness: The law requires thﬁmandatory information be
displayed clearly and prominently. Th@neans using legible fonts and
contrasting colors that make the t.e@\asy to read.

e Positioning on Packaging: @'%\éls should be affixed securely to
prevent them from peeling r becoming damaged during handling
or transport. Additionallyfat¥a product has multiple components (like
a gift set), each comp a?:t should have its own label or there should
be clear instructions\yé’t e main package.

e Compliance wi@%peciﬁc Regulations: Different types of products
may have spﬁéiﬁc placement requirements based on their category
(e.g., food v@%lectronics). Retailers need to be aware of these nuances
to ensur mpliance with relevant laws.

MANAGIN&%)I‘OCK RECORDS AND DELIVERY ARRANGEMENTS

Effec '@}nanagement of stock records and delivery arrangements is
es 1 for retail operations. This ensures that products are available when

mers want them while minimizing excess inventory and associated
costs.

Stock Records

Stock records are crucial for keeping track of inventory levels, sales, and
orders. Proper management of these records helps retailers avoid stock-outs
(running out of products) and overstock situations (having too much
inventory). Below are the Components of Stock Record Management:
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e Inventory Tracking: Retailers must continuously monitor the
quantity of each product available. This involves recording every item
received, sold, or returned. Using tools like barcode scanners or RFID
tags can automate this process, ensuring accuracy and efficiency.

e Centralized Record Keeping: All product information, including
stock keeping units (SKUs), prices, and suppliers, should be recorded
in one central system. This makes it easier to access data and analyze
inventory trends.

¢ Regular Stock Counts: Conducting regular physical cog@ of
inventory helps verify the accuracy of stock records. This c done
through cycle counts (counting a portion of inventory r‘Kfarly) or
annual full counts. Discrepancies between actual sto ~ahd recorded
stock can indicate issues such as theft or errors in d%a ntry.

e Data Analysis: Analyzing sales data helps retailel&nderstand which
products are selling well and which are not. information is vital
for making informed decisions about reordé%ng and managing stock
levels effectively.

Delivery Arrangements @

Once stock levels are managed effe "s;%ly, ensuring timely delivery to
customers is the next critical % Delivery arrangements involve
coordinating how products reach, the store or directly to customers. Below
are some aspects of Delivery agement:

e Supplier Coordinati Establishing strong relationships with
suppliers is esse @ for ensuring timely deliveries. Retailers should
communicate re%arly with suppliers about order quantities, lead
times, and a otential delays.

e Order M@'§gement: Retailers need to set up a systematic process for

placi@ orders with suppliers based on stock levels and sales

fo s. This includes determining reorder points-specific inventory

167)3 s at which new orders should be placed to avoid running out of
ock.

Qo Logistics Planning: Efficient logistics are crucial for managing
delivery schedules. Retailers must plan how products will be
transported from suppliers to warehouses or stores. This includes
selecting transportation methods (e.g., trucks, ships) and optimizing
routes to reduce costs and delivery times.

e Customer Communication: Keeping customers informed about their
orders is essential for good service. Retailers should provide updates
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on order status, expected delivery dates, and any changes that may
occur during the delivery process.

Integration of Stock Records and Delivery Arrangements

Integrating stock record management with delivery arrangements enhances
overall efficiency through:

e Real-Time Data Sharing: Using integrated software systems allow
real-time sharing of inventory data with suppliers and logistics
providers. This ensures that everyone involved has up-to-date
information on stock levels and order statuses. \Q

when stock levels reach predefined thresholds. This minigizes manual
intervention and reduces the risk of human errd¢r in ordering

e Automated Reordering: Automation tools can trigger ﬁ&r alerts

rocesses. &
P «O

e Performance Metrics: Establishing Key Perfor ce Indicators (KPIs)
related to inventory turnover rates, delivery times, and order accuracy
helps retailers evaluate their performana§ managing stock records
and deliveries. Regularly reviewing the@ etrics allows for continuous
improvement. \,

PRACTICAL EXERCISES @.\(b'

Activity 1: Demonstrate Labell% Stock.

Materials Required: Noteboolé, per, Pen, Pencil, Blank labels or stickers,

Markers or pens, Sample st items (can be boxes, containers, etc.)
Procedure: X
1. Students to gq&h)er at retail store shop/Classroom/ Lab.
. Students og&'divided in pairs or small groups.

- wite

ce the labels on the front of the stock items.

2
3. Each P to collect labels and stock items.
4 ?ﬁe name and details of each item on a label.
5
Q 7 Ensure all labels are easy to read from a distance.
7. Discuss how clear labels help in finding items quickly.
8. Write their observations in the notebook.
9. Present their observations before entire class and teachers.
10. Teachers will provide observations and feedback.

11. Submit activity report to the teacher.
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12. Students will prepare power-point presentation with key observations
and images of their work.

13. Present the power point presentation in class and teachers.
14. Teachers will provide feedback for improvements (if any).
Activity 2: Role Play for Updating Stock Records.

Materials Required: Notebook, Paper, Pen, Pencil, Blank labels or stickers,

Markers or pens, Sample stock items (can be boxes, containers, etc.) b’
Procedure: \Q@
1. Students to gather in classroom/lab. .\%

\S)

3. Each member of a group will be given a different role &e played (E.g.
Stock manager, Store Manager, Customer hé@%ing Supervisor,

2. Ask the Students to be grouped in 5/6 students.

Delivery Person and Customer).

xO
4. Each group to use the material used 'r&“{ctivity 1 for role play
purpose. é

5. Stock Manager role is to update sto k@cords, Store manager to cross
verify them, customer handling &risor to facilitate customer with
right selection of stock, delive rson for safe handling and reading
of correct stock, customer is @yer of stock.

6. Act out the scenario, focysing on updating records and discussing

delays. bﬂ

7. Observe how de a@r wrong stock updated creates confusion in
organizational set=tp.

8. Students to e their observations in notebook.

9. Present @H observations in class for different roles they played in
this play.

10. ’J‘C’%;her to observe and give feedback.

cx—ggol( YOUR PROGRESS

A. Fill in the Blanks

1. Labelling plays a crucial role in the retail industry, serving multiple
functions that benefit both retailers and

2. labels indicate the quality or standard of a product based on
specific criteria.

3. In India, the Act, 2009 mandates that all packaged goods
must have clear and accurate labels.
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4. Accurate labels build between consumers and brands.

5. Proper management of stock records helps retailers avoid and
overstock situations.

B. Multiple Choice Questions

1. What is one of the key benefits of effective labelling in establishing
brand identity?

a) It enhances branding through consistent use of logos, COI%?
and designs

b) It helps track stock levels using barcodes or RFID tag%%o
c) It ensures compliance with safety regulations S
d) It promotes sales through special offers and discounts

2. What type of label indicates the quality or sté«@%trd of a product

based on specific criteria? \,O
a) Brand label %O

b) Descriptive label

c) Grade label N

d) Informative label '(,\/(b'

3. Why is accuracy in labe iréstrucial for consumer trust?
a) It builds trust bet consumers and brands
b) It ensures trac @%
c) It helps co@‘ky with legal requirements
d) All of th(éabove

4. Wth 1n India mandates that all packaged goods must have
cle@ d accurate labels?

od Safety and Standards Act, 2006
%C)b) Legal Metrology Act, 2009 3

ty of products in case of recalls

Q c) Consumer Protection Act
d) Both a and b

5. What is the primary purpose of conducting regular physical counts
of inventory?

a) To verify the accuracy of stock records 4
b) To analyze sales data

c) To establish reorder points
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d) To coordinate with suppliers
C. State whether the following statement are True or False

1. Labelling is not important for inventory management in retail
settings.

2. Descriptive labels only provide information about a product's
ingredients.

3. The Legal Metrology Act in India requires labels to be in Englisl‘bo’r
Hindi only. 4

4. Conducting regular physical stock counts is not neces@ if a
retailer has an automated inventory tracking system. O

5. Integrating stock record management with delivePQ rangements

does not improve overall efficiency. <
D. Match the followings ONO
Kv‘
X
Column A Colgg B
©
1. Brand Labels A. Indicate produ.ct@ahty with ratings or certification
marks. AN
oy
>
2. Descriptive B. Highlig@special offers or discounts to encourage
Labels purc%ses.

D
cus on product identity, including brand name,

3. Grade Labels & logo, and design elements.

O
&V
4. Informat'v@ D. Contain legally required information like expiration
LabelsQé) dates and nutritional facts.
A
2 Z
5. @notional E. Provide detailed product information such as
bels ingredients and usage instructions.

<

E. Short Answer Questions

1. What are the key legal requirements for labelling in India?
2. How does accurate labelling contribute to consumer trust?

3. Describe the main components of effective stock record
management?
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F. Long Answer Questions

1. Explain the different types of labels used in retail and the purpose
of each type.

2. Discuss the importance of proper placement of labels on products
and the factors to consider for effective label placement.

3. Describe the key aspects of delivery management and how it
integrates with stock record management to enhance overall
efficiency in retail operations o

G. Check Your Performance %Q’

1. Create a power-point presentation for the 1mportance\@qabelhng
and various types of labels. 0

2. Discuss the key aspects of delivery management. ¢,

3. Carry out a group discussion on the varloﬁﬂgal requirements
associated with labelling in India.
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MODULE 2: DRESSING AND DISMANTLING VISUAL
MERCHANDISING

The term Visual Merchandising is nothing but the way retailer design and
display the retail store to engage customers with the motive to drive sales.
Retailer can achieve this by highlighting their product’s look, features,
benefits, and usage in a visually appealing way. The main idea behind visual
merchandising is to engage customers, increase the interactions as well as
sales, along with creating memorable experiences for customers

@)
This module is divided into four sessions i.e. Sessionl: Planning & Designing

Visual Displays deals with how Planning & Designing Visual Displays
happen for a Company or a brand. This session highlights the importance of
display design which is simply a way of representing information regarding
various objects, events, situations to people with the help of their eyes. In
addition, the visual display is used by brands to give information gained by
observing the event or situation directly. The sessioR2: Assembling Visual
Displays to promote Sales deals with how the po i@\ﬁng of Merchandising is
done with the main aim of increasing sales. It hlights the importance of
lighting in visual displays and positioning o@‘aphics and signs. It explains
the importance of compliance with legal, Xalth and requirements of safety
and effectiveness in the evaluation ofg}hsplay. Session 3: Evaluating and
Adjusting Visual Displays focuses the visual effect of displays. Visual
displays are important for cust as they feel attracted, it improves their
shopping experience and encourages them to make purchases. This session
also explains how the retaﬂe@' re adjusting the displays to meet their safety
and security aspects with the feedback tips to improve displays.
Session 4: Dismantlin, d Storing Visual Displays deals with the procedures
adopted for dismaﬁ‘ng the visual displays with safety aspects. It also
throws light on the steps taken for storing the materials of display parts
after proper, dismantling. It helps to identify and report the damaged and
missing it along with the ways and means to dispose of the unwanted
materi and maintain their proper records. It also elaborates on the
imp@ce of clean display sites.

e
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SESSION1: PLANNING AND DESIGNING VISUAL DISPLAYS

Visual merchandising includes all the things right from the displays at the
front of retail store to all the products displays inside the store. It basically
provides a visually pleasing experience. It can be better understood as the
first step towards establishing a direct connection with all its customers or
shoppers who are visiting the store physically. Visual merchandising is
essentially how a store looks and feels, both inside and out. Think of it as
setting the stage for shoppers. It covers everything from the eye-catching
window displays that draw you in, to how products are arranged on shelves
and in different sections once you're inside. o)
AAN

The main goal is to create a pleasant and attractive shopping experience.
When a store is well-organized and visually appealing, it makes you want to
explore and spend time there. This visual appeal is actually the first real
interaction a store has with its customers. Before a salesperson even says
hello, the way the store is presented starts to build a connection and draw
people in. It's all about making a great first impression and encouraging
shoppers to engage with the products and the brand.

VISUAL DISPLAYS ©
A

Visual displays refer to the strategic arrangement of products and signage in
a retail space to attract customers, highlight key items, and encourage
purchases. These displays use elements like colour, lighting, themes, props,
and layout to create an appealing shopping environment. The goal is to grab
attention, communicate product features, and influence buying behavior.
Effective visual displays not only enhance the aesthetic appeal of the store
but also reflect the brand’s identity and help guide customers through their

hobbi . D
shopping exper1enc<; X,

Dressing and dismantling the Visual Merchandising Displays: It is about
designing a unique experience for customers for any company, brand or
store to appear different from their competitors and focus to increase sales.
It can also be termed as Grabbing the attention of the consumers, attracting
and convincing them to buy something.

D 6§} Visual Merchandising: Visual merchandising are the ways to
s%wcase a product to attract the customers to increase sales. It is not only
an artistic way but also the strategic approach to understand the psychology
of the customer.
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Enhanced Sales

Product ’F.%. Customer
Display 62 D Engagement
—_— o .

\ 4
Fig. 2.1: Art of visual merchandising %Q’
e Mannequins styling: It refers to the Strategic arran \gﬁts and
presentation of various garments, dress materials, acc€®rries mainly
to attract customers in order to increase sales.

e Visual color impacts: As colors are directly associated with a (Fig 2.1)
persons mood, passion, nature thus retaﬂe&@use this to attach
feelings with their products for e.g.; Blue 8@1 Trustworthiness, Red
with Passion.

e Display space for movement: As ox@ient is required for customers
to see the products there must .b&nough space for them to move
easily, without disturbing the di@&l}{y section.

e Use of props for conveyiffg message to the customer: As the
retention of things we seeytouch, feel, smell or listen is more, props
can be used effective y the retailers conveying messages to their

customers. ,\‘},
X
e Creating produ@ group of similar products: This is done by
Company to ket their products in the same market which can be

grouped §Q one brand and sold by the same company.
i

o Appr?‘ te signage for directions: They helps people to show the
p h& ys or guide them to reach their destination. They are best used
t Junctions.

PU SE OF DRESSING IN STORE

The main purpose of dressing in a store to attract the potential customers to
increase the sales and their shopping experience through visual
merchandising.

Encourage the entry of | Increase the pause time of a customer to
customers a product or store

Create positive atmosphere to | Making aware the customer about the
feel comfortable uses and accessories
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EFFECT OF DRESSING TYPES OF DISPLAY

Through visual merchandising practices the retail business can be affected
in many ways.

) Improving the customer | Strengthen the Brand
Increase in sales

experiences Loyalty
Communication of ) Marketing tool as
Increase in product value ..
brand story advertising b,
<
FOCAL POINTS OF DISPLAY . %Q

Focal points in a retail display refer “to the specific areas or e‘b&ents that
immediately attract the customer’s attention when they v'g?&' a display’.
These points guide the viewer’s eye and highlight keyQJ erchandise or
themes. A well-designed focal point can draw people intd¢he store, influence
buying decisions, and make the display more effe&@ze. Below are some
features of focal points include: OK,

e Usually placed at eye level or center of thexdisplay.
e Highlight best-selling, new, or high—p{,o items.

e Use of color contrast, lighting, Q’?;%s or signage to make the focal
point stand out. ’&

e Should be uncluttered an@tpported by surrounding merchandise.

The focal point of display i inly to draw the attention of a customer in
display of the product. This can be done through simply putting only one
item or some time a p of items and even some time focusing on a
specific visual featuf& _Below are some common points to create a focal point
in visual mercha ng are:

e It sho %ﬁgways be placed at the eye level of customers so that it can
cre e maximum impact.

o I@important to make a balanced visual appeal through surrounding
supporting items.

QA Always try to create a focal point for a new arrival product, may be a
bestselling product and some time it could be a product needs an
attention of customers.

e Using mannequins to demonstrate specially the garments fit always
create a good picture in customer’s mind.

e Using the digital signage is also very helpful as it is easy to update
and helpful to spread a quick message regarding the product. (Fig.2.2)
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Eye Level
Digital Signage Placement

Provides dynamic and Ensures maximum
updateable information visibility and impact

Use of

Mannequins Balanced Appeal
Demonstrates garment @ Creates a harmonious
fit effectively ﬁ and attractive display

Highlights new and
attention-worthy
products

R 4

Fig. 2.2: Strategies for Effective Visual Merchandisi@o
Eye Level Placement: NOQJ
e It helps to ensure maximum visibility for every &@tomer.
e Customer is able to explore products in t é%lves or racks.

e Strategically placed products lead to ir@e sed sales.

>

e It helps to create a harmonious %@ﬁraotive display.

Balanced Appeal:

X0
e Well-designed merchandi&ates a positive impact.

e The key features of PRroducts are highlighted which helps the
customers in their buiga decisions.

Focus on New Arrivals: v

e Companies/ biéads highlight their new arrivals which are unique and
attention WQ y.

o Disco&t & Freebies are offered with fresh arrivals.
Use of M@nequins:
o nds often demonstrate garment fit effectively.

Q Mannequins attract attention of customers & convey the message of
Brand or Company.

Digital Signage:
e Provides dynamic and update information.

e Elements like color schemes, digital signage, visual merchandising
conveys brands personality and messages.
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PURPOSE AND STYLE OF DISPLAY

The main purpose of the visual merchandising and display is to attract the
customers to a retail store and which directly create an impact on increasing
sales and even improving the customer experiences in the store. The main
purpose of retail displays is to:

e Attract customers and draw them into the store or section.

e Promote products effectively by showcasing features or uses. b,

e Stimulate impulse buying by making products look appealing. <

e Communicate brand identity and seasonal themes (L%@ sales,
festivals, new arrivals).

e Educate customers about new products or offers. Q’O’
Styles of Display: Mainly there are two types of display&@@l be categorized,;

O
Window Displays In;&f&re Displays

\¥
Closed back windows with a glass | High Po display above the eye
panel heigh
A\

24
Corner Windows facing the street @ated Focal points
e

“Island displays to be viewed from all

Open back window without a W@(b' )
sides

Some other styles of displ \5One—time display, Line of goods display, and
specific merchandise dj

~

There are various s(g@s of product displays, each with a specific use:
1. Window lays
at the storefront to attract outside foot traffic.

«Sften themed and changed regularly (e.g., seasonal or promotional

% themes).

Q . Counter Displays
e Located near cash counters.

¢ Meant for impulse purchases like candy, accessories, or trial
products.

3. Floor Displays
e Freestanding displays inside the store.

e Used to showcase bulk items or new collections.
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4. End Cap Displays
e Placed at the end of aisles.
e Highlight featured or promotional items.
5. Themed/Seasonal Displays
e Designed around a holiday, season, or event.
e Create a shopping mood and promote related products.
6. Informational Displays @b'
&
e Educate customers on product features, usage, or ber@.

e Include signage, posters, or digital screens.

Some other purposes that can quote for display and style as:Q

e It is helpful to increase sales in a direct way™ahd to attract the
customers. &O

e It is always helpful to improve the brand.image and maintaining the
consistency to a loyal customer base by cﬁting a proper display.

e [t is also helpful to educate the cu tc@er about the appropriate use
and the accessories of the particui@'product.

e Last but most important tha&@ helps in lasting the memories of a
product or service for a Cl?&er.
CREATING EYE-CATCHIN w AL POINTS
Some suggested points creating Eye catching focal point for visual
merchandising: Y
e Understand }gﬁf target audience

e Create a@d story or theme

o Us@isual impact through color, pattern, symmetry, lighting and
n

a ce
) rouping of related products

Qo% Inclusion of interactive elements in display

Inclusion of Local and traditional artistry and craftsmanship
e Focus on seasonal, holiday and festival display

e Display of props and other decorative elements

e Make it clean and systematic

e Always keep a fresh rotation of displays
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e Monitor the changes and adjust accordingly

Target
Cleanliness Audience

\ /

Seasonal
Displays o — Story or Theme b’
b; @)
I RS
Local Artistry Visual Impact Q
7 A\ ’
Interactive Grouping
Elements Products

Fig. 2.3: Strategies for eye-catching visual merchandising
DESIGN BRIEFS

A Design Brief is known as a plq\.!x of visual merchandising which
communicate how one retail store zﬁ) attract their customers to enhance
the sales. A design brief is a wri ébvdocument that outlines the objectives,
requirements, and guidelines a design project. In the context of retail
displays or visual mercha ing, a design brief helps communicate the
vision and expectations fi ow a display should look, feel, and function. It
serves as a roadmap f@ e design team, providing clarity on what needs to
be achieved.

A design brief t (Qﬂy includes:
e The @pose of the display (e.g., promotes a sale, launch a new

q)’giget audience or customer group.
% Key messages or themes.
e Style and color preferences.
e Budget and timeline.
e Location and space details for the display.
A design brief includes three basic elements;

e The Purpose: it helps in aligning the company’s goal and designer’s
goals while finalizing the product.
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e Elements of Design brief: [t mainly includes goals, guidelines, target
customers and budget.

e Benefits of Design brief: It can help to identify the consumer needs,
and the organization goals.

g =N ,

Eliminate = = " "
Define Goals : - Set Standards
Misunderstandings

Clarifying the Reducing Establishing Building

. A N consistent confidence
objectives and confusion and bonahinarks i
client's vision ensuring clarity for quality stakel?olders

Fig. 2.4: Enhancing Visual Merchandisin ﬁl&h Design Brief
Importance of Design Briefs @
Design briefs are important because they @%ﬂ:
e Provide clear direction to the de%én or visual merchandising team.

« Ensure that all stakeholder§){designers, store managers, marketers)
are on the same page.

e Help avoid misund\;} dings and reduce the risk of errors or

miscommunicati
« Keep the projegt focused on the objective, such as increasing sales or
improving c mer experience.

e Serve a eference tool during the design process to stay aligned with
goal constraints.
. % time and resources by streamlining the planning and execution
ocess.

good design brief always helpful in developing the trust of the clients
and define the goals for both client and organization.

APPROPRIATE SHAPES AND FORMS FOR VISUAL IMPACT

Using appropriate shapes and forms in visual merchandising enhances the
aesthetic appeal and draws customer attention. Geometric shapes like
squares, circles, and triangles can create balance and harmony in displays.
Vertical forms add height and suggest strength, while horizontal forms
convey stability. Curved shapes often appear friendly and inviting, whereas
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angular shapes may appear modern and dynamic. Combining various
shapes strategically can guide the customer’s eye, create focal points, and
emphasize featured products, ultimately boosting visual interest and sales.

Selecting Appropriate Shapes and Forms for Visual Impact
1. Understanding Shapes and Forms:

e« Shapes are flat (2D), enclosed areas created by lines, textures, or
colours. Examples: circles, squares, triangles.

e Forms are three-dimensional (3D) shapes that have depth as W@,Qs
height and width. Examples: spheres, cubes, pyramids. . %Q’
5

2. Types of Shapes: O

e Geometric Shapes — precise and regular (e.g., rec gés, circles).
Often used in corporate design for clarity and professfgnalism.

e Organic Shapes - free-form, natural (e.g., leaﬁs, clouds). Used to
convey comfort, nature, or creativity. X,

e Abstract Shapes — simplified or stylized é@ons of real objects, often
used in modern or conceptual designs@

3. Purpose of Using Shapes and Form.s:(b\/
« Draw attention — Bold or contragting shapes catch the viewer’s eye.

o Convey meaning or mood «‘®ircles suggest unity, triangles suggest
direction or tension, squar€s suggest stability.

e Create hierarchy — La@r or complex shapes can denote importance.

e Balance the cor%ﬂltion — Shapes help in structuring content and
achieving syrr%g or dynamic balance.

4. Visual Impac(@trough Selection:
. Consi@g vy — Use similar shapes for a unified look.
e C st — Combine different shapes for emphasis and visual interest.
. le and Proportion — Vary size to show relationships or importance.
% Alignment — Position shapes strategically for readability and flow.

5. Practical Applications:

o In Advertising: Triangles can guide the eye to a call-to-action; circles
can suggest harmony in wellness brands.

e In Architecture: Forms are used to shape physical space and evoke
emotional responses.

o« In UI/UX Design: Rounded rectangles (buttons) enhance usability and
aesthetics.
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e In Art and Ilustration: Abstract forms express complex ideas or
moods.

6. Tips for Designers and Artists:

e Start with a visual goal: What emotion or message should the shape
convey?

e Consider audience and context: Children's materials use fun, organic
shapes; tech brands may use sleek geometric forms.

e Use repetition and variation of shapes to create rhythm and intere@p
CHOOSING COLOURS TO INFLUENCE CUSTOMER PERCEPTIOI\[»%Q

Colour plays a vital role in how customers perceive a brand ~@oduot, or
service. It is one of the first things people notice and c Agéate strong
emotional responses, even before a single word is read, In marketing,
advertising, and design, choosing the right colours §¢ not just about
aesthetics, it’s about strategically influencing custo behaviour, building
brand identity, and communicating messages effectively. A well-thought-out
colour scheme can attract attention, inspi rust, create desire, and
ultimately drive action. @

Below table showcase color association @their impact on behavior:
N

Y
Color codes Impactggx‘l behavior associated

r'S
Red Love, passion, H&?Speed, Energy Excitement and urgency

AA)

Pink Femininity rturing, Romance, Love, hope and sweetness

Yellow WaerKl';QIappiness, Creativity, Joy, Optimistic

Yy
Orange 3@{%&, Creativity, Spiritual, Confidence and Affordability
Y

Blue /ﬁ) Wisdom, Strength, Depth, Loyalty, Authority and Coolness

Greea\C} Natural, liveliness, Health, Growth and Organic

Q%l‘e/ Prestige, Mystery, Fun, Courage, Wealth and Imagination
Black Authority, luxury, Power, Elegance, Modern, Strength
White Peace, Spirituality, Cleanliness, Innocence and Purity
Brown Tradition, Wholesomeness, Dependability and Stability
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Fig. 2.5: Choosing Colors to Influence Customer Perception
GROUPING AND ARRANGING PRODUCTS

Under visual merchandising grouping and arranging products activity helps
to increase the sales and also enhance the appealing shopping experiences
of customers. There are several ways to create proper grouping of products
such as;
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e List out those products which are commonly purchased together.
Many products are purchased with accessories so pairing the item
displayed in retail store.

e Grouping of items can also be done on the basis of the usage or the
theme designed for it.

e The rule of three item is also used to group the product and to
influence the customer to move around.

e Use a proper space in between different groups minimum a widtl—@’a

finger to segregate the products. \Q'
e Group by balancing the size, height and color can also b osen for
differentiating it. A

e Grouping of high demand products at the eye level is another way of
grouping and arranging of products. AS)
e Frequent rotation of the group of produg&tjs\gs also required for
grouping and arranging of products. $Q
ble

e Using of different shelves mainly adj selves are also creating a

visual impact while arranging the prm,:lucts in a retail store.
ALIGNING DISPLAYS WITH COMPAN\{:&’SUAL POLICIES

Alignment of displays with com \ay visual policies should follow the
following tips to make it impact nd eye catchy.

e Knowing your custo is the first key of aligning the product with
the company Visuaklﬂg icy. One should consider the preferences and of
10)gl

choices on first ty before designing the displays.

e The visual r{%’&handising display needs to define the purpose very
clearly s it can inspire the right customer group.

e Choose the pattern and format as per the company policy and nature
of praduct is also an important factor in displaying the products.

J %ﬁwing the right artistry and craftwork also helpful in alignment of
Q% isplay of the merchandising.

e It should be supporting to the story designed for the product or the
theme of sales designed for it.

e An interactive theme of displays plays a vital role on alignment of
displays with the company policy.
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How to align displays with company visual policies?

Define Purpose Choose

Know Customer Clearly defining the Pattern/Format
display's purpose
inspires the right
customer group.

Understanding
customer preferences patterns and formats
ensures displays meet aligns with company

their needs and align policy and product

with company Eolicies. nature.
f —

Selecting appropriate b'
<

L 4

,&' Fig. 2.6: Aligning displays
Below are some str g% adopted for attracting customers:

e Replace sta{@‘images with moving ones (Videos, animation, GIFs)

e Keep iﬁj@ple and concise
. Pr‘@r

o st appear unique and different from competitors

short but clear messages for customers

Q% Displays must be located in high traffic areas
e Use Visual images as storytellers
e Make it Look attractive & eye catchy
e Offer value to customers
e Provide solutions to customers’ problems

e Choose contrast colors with crisp messages.

72



PRACTICAL EXERCISES

Activity 1: Group Discussion on Identifying the Key Focal Points and
Customer Targets in Retail Displays.

Materials Required:

e Pen
e Pencil
o Notebook or Worksheets b,
e Chart paper (optional, for group notes) ) %Q’e
e Markers or sketch pens ~<}>
Procedure: Q’O'
1. Divide the class into groups of 4-5 students. NOQJ
2. Brief the class on the concepts: \,O
e Focal Point: The area in a display that neﬁ&zrally draws the viewer’s
eye first (e.g., eye-level shelf, centrepie€e} lighting focus).

e Customer Targeting: Identifying h@he display is meant to attract
(e.g., kids, teens, working profe‘s\é'nals, elderly, women).

3. Assign each group a different ;@gﬂl scenario such as:

e A toy store during a holi sale

e A fashion outlet la n.%—ling a summer collection

e A grocery store %gmoting organic products

e An electronics%ore during a new smartphone launch
4. Ask each gr to discuss and identify:

e The 1@ ocal point(s) they would use in the display

. m arget customer segment they are focusing on

O’he reasoning behind their display choices (colour, shape,
C,) placement)

QS. Each group prepares a short presentation or shares findings verbally
with the class (3—-5 minutes per group).

6. The teacher will moderate and summarize key points on the board,
helping reinforce the link between focal points and customer
psychology.

Activity 2: Display Expo: Prepare Paper Models of Showroom Displays
(Focus: Shape, Colour, and Arrangement of Retail Displays).
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Materials Required:

e Coloured papers

e Scissors

e Glue

o Sketch pens

e Chart paper or cardboard base

e Rulers, pencils @b’
Procedure: . éo

Y
1. Divide students into small groups and assign each gro@ specific
retail business category: Q

o Cosmetics <

e Electronics

xO
e Grocery X

O
o Footwear %
©

e Apparels \,

2. Ask students to brainstorm and pigh a mini showroom layout using
appropriate shapes (e.g., roun@dlsplay for cosmetics, square shelves
for electronics) and colour mes (e.g., pastel for cosmetics, bold for
electronics).

3. Students will cons‘@a paper model of the display area showing
product zones, c%@ er flow, and signage placement.

4. Encourage cr vity in arrangement and aesthetics.
g y g

5. Each gro %‘ill present their model, explaining the colour scheme,
shapes v@ and purpose of the display layout.

6. Teac&g)will evaluate and provide feedback.

7. .Models can be displayed in class as part of a “Retail Display Expo”.

AQ@ y 3: Role Play on Presenting a Design Brief for a Specific FMCG
Preduct

Materials Required:

e« Pen
e Pencil
e Notebook

e Chart paper or A4 sheets for sketching design ideas
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e Markers or sketch pens

e Printed product labels or mock packaging (optional props)
Procedure:

1. Divide the class into groups of 4-5 students.

2. Assign one FMCG (Fast-Moving Consumer Goods) product to each
group. Examples:

o Toothpaste b’
e Snack item (e.g., chips) \Qe
e Soap or shampoo \"\,

o Packaged juice Q’\}’
e Detergent powder

3. Give each group 10-15 minutes of planning t11@ to create a design
brief, which should include:

o Target audience %O
o Purpose of the display \,@
» Key message or theme ’\’(b'

o Display style (colours, shapg@ ayout)
e Product placement str

4. Ask each group to ro@lay as a marketing/design team presenting
their design brief to@ lient (the rest of the class). One member may
act as the client ai}sk questions.

5. Role plays sh&@d be 5-7 minutes long and cover:
« Expl ‘&on of the display concept
. @iﬁcation of design choices
collaboration
@%ﬂe one group performs, non-performing students act as evaluators

Q using a simple rubric (criteria: creativity, clarity, relevance to product,
teamwork).

7. The teacher facilitates feedback and announces the group with the
most effective presentation based on peer scoring.
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CHECK YOUR PROGRESS
A. Fill in the Blanks

1. Visual merchandising are the ways to a product to
attract the customers to increase sales.

2. By creating a proper display, it is always helpful to improve the
brand and maintaining the consistency to a loyal
customer base. b,

Y
0
\%

3. The color codes are associated with impact on

4. A design brief is known as a plan of

B. Match the followings \S'O
<
Column A Column Bg,
s
1. To Know Customer A. Select appropriatq{@mats and patterns
2. Define Purpose B. Understandi ustomer Preferences
3. Choose Format C. Clearly di@lay purpose
N

4. Know Your Customer D. Firs %rity of Company
5. Preferences of Customers &@’C

-~

C. Short Answer Questi n%
1. Name the stra;@es for Eye catching Visual merchandising. (Any

2) )

2. Write th \’i‘poses for display and style. (Any 2)
3. Stat@% elements of design brief. (Any 2)
4. e the term ‘Perception’.
G}Name the High traffic areas for effective display. (Any 2).
CJS. Define the term ‘Know your customer’.
QD. Long Answer Questions

1. Write a Note on: ‘Strategies followed by Brands or Companies for
effective Visual Merchandising with examples.

2. Define the term Visual Merchandising’ also gives importance of key
points to create a focal point in Visual Merchandising.

3. Explain ‘Color association and their impact on Customer Behavior’.
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4. Is grouping and arranging of products helpful in increasing the
sales of a Company, Brand or Product-Explain.

E. Check Your Performance

1. Discuss Tips to make Visual merchandising impactful and eye
catchy’ with suitable examples.

2. Explain the Strategies adopted by companies to attract customers.

(o

<
A\
.\,@

S,

77



SESSION 2: ASSEMBLING VISUAL DISPLAYS

Whenever visual merchandising is done effectively, it will always help to
boost the maximization of sale that’s why it is an important activity of sales
promotion. By the help of this the products are presented to the customers
which appeals visually to them and at the same time are desirable for them.

One can easily differentiate its business identity and establish the brand, by
adapting and using the right visual merchandising display. Through these
techniques can explore the brand visibility and counter the competition. b,

POSITIONING MERCHANDISE TO PROMOTE SALES @

Customers are always interested to buy goods at their eye leve &mally it
could be considered as an average height of 5 feet 5.5 feet ht. Items
placed on aisle always attracts customer to go through the ntlre display.
For this there are many ways to position the merchandis&g.zﬂ

Steps to Enhance Merchandise Placement

l lﬂl Using Planogram
[ | | 1

Focus on Foot Traffic

Customizing the Shelves

Strategic Placement

Eye-Catching Placements

Cross Merchandising

Motivate Shopping Experience

Qﬂ"‘; 2.7: Positioning Merchandise to Promote Sales
e Usi anogram' Keeping in mind the product placement one should
consider important factors like demand of product, available
%ﬁ f-space and more importantly the flow of customers. Usually
erchandise should be placed in such a way which is easy for
customers to find out the products as per their choices, taste, habits
or preference.

e Focus on foot traffic: Find the area where you find the maximum
foot fall in the store and then plan the display of merchandising. It is
said that higher the footfall higher will be the sales so; every retailer
must optimize their store layout. They must offer good customer
experience with targeted promotions in order to turn the visitors into
buyers of their products.
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RETAIL ASSOCIATE-CUM-CASHIER GRADE XI

e Customizing the shelves: Keeping in mind the theme of store one
should plan the customization of shelves so that customer’s attention
can be attracted. This could be an excitement for the customers thus
leading to increase in sales. The personal touch of a brand on the
shelves can lighten up the visibility of a brand which in turn help to
boost up the sales.

e Making a strategic placement: A strategic placement of profitable
product is also a way of positioning of merchandising. It shouldabe
placed at eye contact level of customers. The placing can be &e
vertically as well as horizontally to provide a better and enhan view
to the customers. If the products are placed properly it’@ould be
appealing and visibility can be increased. \S,Q

e Eye catching placements: The display of merchandising should be so
creative and aesthetic by using eye catchy sigh@ge and attractive
visuals which would be helpful in effective positiohing of the products.
By dynamic announcements and providing u,pl’glates brand can stand
out from the others. It would also helpJin-on the spot buying and
would be cost-effective for the retailers©

e Applying cross merchandising: uping of products which are
complimentary to each other another way of positioning of
merchandising mainly to attran{%e customers and influence them for
more buying.

e Motivate shopping e rience: Creating the welcoming atmosphere
for customers in th helps increasing retention time which leads
to more visits an% ger stay in the store. A motivated customer often
feels happy a er to purchase a product. The loyal customers may

be rewarded (§xlch in turn help in increasing the sales.

Beside these s‘@e other things should also take care like, the store should

have a pro ighting, use of technology and digital displays, using banners
and sig are also important for a suitable positioning of display.

POS ING GRAPHICS AND SIGNS Proper positioning of graphics and
S'@IS essential to attract customer attention and guide them through the
store effectively. Signs should be placed at eye level for easy visibility and
should clearly convey important information like discounts, directions, or
product details. Graphics should align with the store's theme and be
positioned near relevant products to create visual appeal. Well-placed signs
help improve customer navigation, promote offers, and reinforce brand
messaging, ultimately enhancing the shopping experience (Fig.2.8).
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Fig. 2.8: Positioning Graphics and SignsNO

Some of the prompt retail strategies are promoting&ge products through
effective visual signage which includes mainly %@ eployment of attractive
and appealing signage to the place where it ¢ait attract all the customers
easily. Below are some tips for making signa@visually effective;

e Signage is a conversation tool with)customer so it should be simple
gnag p

and attractive both. <
X0
e It should be of a good qu@@fnaterial which will reflect the quality of
brand too.

e Colors used in dis@ihould be motivational and psychologically
positive mood. XU

e Add fun elemgét,s on graphics and signage used for positioning.

e Usea W%@ace for signage as it helps in highlighting the elements.
o Make,@)a d keep it always fresh with content and idea for the store.

e U f visual signage makes customer buying decision and ease of
saction comfortably like putting complementary retail signage,
% oint of sales signage and point of purchase signage as well.

Using graphics in retail display can also make a big difference in sales
promotion. To choose a right retail graphic one should think creative, think
big, bold and memorable visual image which a buyer can carry in his/her
mind and attract him to come again and again for more purchasing. For this
both the Exterior retail graphics and Interior retail graphics are important.
(Fig:2.9)
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Fig. 2.9: Exterior retail graphics and Interior retail gra@g'

Exterior Retail Graphics

Interior Retail Graphics

» Use of permanent retail

graphics at the entry

» Exterior graphic should be
clearly showing the brand or

. \J e
> Nav1git})8n graphics inside the
store))

» (Promotional messaging
\, graphics inside the store.

store.

7,&\' Highlighting a group of
» Some temporary retai(gJ products through interior
graphics like win graphics
displays, bollard pS, » Seasonal display graphics for
bf'mners, flags be season or festivals
displayed. O)\&’
<
>

LIGHTING IN @%L DISPLAYS

Lighting pl a'vital role in enhancing the appeal and effectiveness of visual
displays aws attention to key products, highlights textures and colours,
and cr@ s the desired mood or ambiance in the store. Proper lighting can
m displays more attractive and guide customers’ focus toward
p% otional or featured items. Using a combination of spotlighting, ambient
lighting, and accent lighting helps create depth and interest in the display,

ultimately influencing customer behaviour and increasing sales.

No one can imagine a dim, dull and improper lights in a retail store rather a
retail store is always visualized as a brighten, colorful and decorated place
with various lights inside as well as outside the retail store.

Below points helps to understand why and how the lighting is creating an
impactful impression on the customers buying psychology?
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e It creates a positive and welcoming atmosphere.
e It highlights the key items displayed in the store.
e It aligns with the brand identity and creates a supportive atmosphere.

e It gives guidance to the customer about the various parts of store and
different types of product.

e It influences the purchase decisions of customers as a proper display
informs about the various details of product like quality size @d

offers. <
N>
Enhancing Retail Experience Through Strategic
Lighting Design
Influencing Decisions Positive Atmosphere
Proper lighting informs Lighting creates a welcoming
customers about product and friendly environment for
details, influencing their customers.
choices.

Customer Guidance Highlighting Key

Itt grran% attention to important
products and features in the
store.

It helps direct customers
through the store and
understand product categories.

vV

Brand Alignment

Lighting reflects and supports
the brand's identity and values.

£
Q)Q Fig. 2.10: Strategic Lighting design
Q@rent types of lighting used in a display of merchandising
e Base lighting or ambient lighting for proper visibility.
e Specific Lighting or Accent lighting to highlight a product.

e Task lighting for focused illumination at checkout counters and other
functional areas.

e Decorative lighting for aesthetic effect to create a focal point.

¢ Dynamic lighting for different time and mood reflections.
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e Fluorescent lighting for fun and excitement creation and setting tone
for atmosphere.

e LED lighting for efficiency and versatility.

e Halogen lighting for brightness and enhancement of color and
contrast.

e Incandescent lighting for a warm, cozy and inviting atmosphere.
e Multicolor lighting for grouping of products display. b,
COMPLIANCE WITH LEGAL, HEALTH, AND SAFETY REQUIREMEP{&

While planning and execution of visual merchandising certain 1 health
and safety requirements are also needed to be considered. The re vital in
visual merchandising mainly to ensure the display and prGQASZ'on of items
which should not be compromised in any case. &

AS)

e The store management should take care of the s@fety signage and do a
continuous audit of them to ensure that "all necessary safety
precautions and signage are placed in thei oper places.

e Don’t wait for any accident to occur bt@lways do the risk assessment
of potential hazardous situations al?g»places of possible accidents.

e Ensure that all products are @(s?éed as the place and shelves are
designed planogram. (5&

e Store should check that alf’products are priced accordingly as it is also
required to complete al compliance of fair pricing.

e Do a proper and@?}iar inventory management to minimize the risks
of stock outs 0{&? n overstocking.

J Compliance’g& health and safety is not only required to avoid the
accident: ut also to avoid the unnecessary financial cost of

con@ation and damages.
Some ¢ on risks and hazards which should be taken care by any retail
stor d

Q% Hazards of Slips, Trips and Falls: It includes hazards like uneven
floors, sharp edged corners and aisles, wet floor, improper footwear of
staff.

2. Hazards of improper use and place electrical appliance like damaged
cords, open circuits etc.

3. Hazards and injuries of manual handling of heavy objects and
equipment in the store.

4. Hazards due to fire occurrence also need a proper care and
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compliances to by providing adequate safety arrangements in this
regard.

5. Proper sanitation and availability of rest rooms are also required as
per legal compliances.

6. Information and display of availability of first aid kit is required to
ensure the health safety.

7. Emergency contact numbers and the floor plans with emergency exit
should be ensured in a retail store.

.
8. Appointment of trained staff for various risk potential | \Qand
equipment is also required like liftman, security person, %&ctrician

etc. 00

Identify
Hazards
Address Ensure Safe Manage Implement
Slips, Trips, Use of Manual Fire Safety
and Falls Electrical Handling of Measures
Appliances Heavy
Objects
Ensure
Proper

Sanitation
Facilities

Display First

Aid Kit
Aovailability
I
N 1
Post Include
Emergency Emergency
Contact Exit Plans
Numbers
l |
€1

Appoint
Trained Staff

-
%’ Fig. 2.11: Common Hazards
EVALUATING LAY EFFECTIVENESS

to have ear thought about the objective and vision of the store and the
purp @ f display. Retailer should know very clearly who are target
audicnce and how to approach them. The KPI (Key performance indictors)

a major role in analyzing the effect and also to align the overall
marketing strategy.

It is impor§ in the beginning before planning of any promotional display

The evaluation of display effectiveness can be measured by using following
methods:

Count Footfall: The most common method to evaluate the display
effectiveness is to analyze by the revenue generation in the store as sales per
square foot generated. How much sales are motivated by different ways of
display? and what to do more for future can be decided in this basis?
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The footfall can be tracked by using video cameras in different point of store.

Click Through Rate: The effectiveness of display can also be counter
through the click through rate of a particular segment by which the range of
reaching out can be measured to offline and online customer both.

Change in Displays: By replacing the older display with a new display
design then recording of footfall and analyzing you can evaluate the
effectiveness of both the displays.

Feedback from Customers: Retailer can evaluate the effectivenes 6f
display by using various methods of collecting customer feedback as
paper feedback, online feedback or face to face survey. This type @dback
is very useful in analyzing the type of display and its various ents like
color used, effect of lighting, background images and eVQ e product
positioning. <

Consulting the professionals: A proper market rese gﬁ)from outsourcing
it to the research consultant can be more specific 5@ effective method to
analyze the impact of display. Based o GKétailers expertise and
recommendation the display can be modified or improved for better and
impactful results. @

Analyzing the conversion rate of custéifiers from awareness to buying
decision can also be evaluated the effeefiveness of display. (Fig. 2.12)

Start
Evaluation

|
N \ N 1 1

Count Click Change Feedback Consulting
Footfall Through Displays from Professionals
Rate Customers
Analyze Measure Compare Gather Obtain Expert
Footfall Data Online and Display Customer Recommendations
Offline Designs Insights
Impact
( Implement

%% Improvements

Fig. 2.12: Analyzing the conversion rate of customers
EXERCISES

Activity 1: Mall Visit and Collage Preparation — Merchandise Display
Analysis.

Material Required:

e Smartphone or digital camera (for taking photographs)
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e Scissors and glue

e A4 sheets, chart papers or cardboard (for collage base)
o Sketch pens, markers, colour pencils

e Ruler and stapler

e Notebook and pen (for writing analysis and suggestions)

Procedures:
1. Organise a visit a local mall or retail complex. @b’
2. Capture photographs of store displays (outside and inside) er@Q
different retail outlets. «{)\>
3. Create a collage using these photographs. N

4. For each image, state the logic behind the merchandige positioning
(e.g., visibility, accessibility, impulse buying).

5. Evaluate the possible impact on customer deg{%&ﬂns and store sales.

6. Write a suggestion list to improve visual %Qhandising in those
stores based on observations. @

7. Submit report to the teacher. . (b"\’
Activity 2: Lighting Plan Chart — Pur@'g\e’ and Product Impact.
Materials Required: (b)s/

e Chart paper or A3 drawing sheets

e Coloured pens, sket@, ens, and highlighters

e Pencil, eraser, n%?\l

e Reference irqé)}é or sample product cut-outs (optional)

. Noteboo@% write explanations and effects)
Procedures:

1. @\dents will gather in the computer lab

%%xplain the activity and distribute the materials

Students will draw or digitally create a lighting plan chart for a retail
store layout.

4. Indicate the type of lighting used in different areas (ambient, task,
accent).

5. Show how color temperatures and light intensity vary for:
a) Apparel

b) Electronics
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c) Cosmetics
d) Grocery items
e) Luxury goods

6. Include the purpose and effect of each lighting choice (e.g., creating
warmth, highlighting premium products, enhancing clarity).

7. Add notes explaining how different shades and colors of lighting affect

buying decisions. b’

8. Make a presentation on the activity \QQJ

9. Prepare the report on the activity 'x%

10. Submit the report to the subject Teacher ,\S,O
Activity 3: Group Discussions on Legal, Health, and Safet%c mpliance.
Materials Required: O

xO

e Notebook and pen for each student X,

e Chart paper or whiteboard for summarizi lecussion points

e Markers @

e Printed topic guidelines or prompt@emions (for clarity)
Procedures: \/@

1. Divide the class into sma]@&:‘ussion groups.

2. Assign each group on%o’%the following topics:

(a) “Legal Conseque@&s in Case of Accidents or Misrepresentation of
Price/ Product”

X
o Discu%xamples such as pricing errors, misleading displays,
or ical injuries.
o @entify laws and potential liabilities.
\Health and Safety Measures in Local Retail Stores and Suggestions
Improvement”

Q e Investigate existing measures in a known store (ventilation,
emergency exits, signage, etc.)

e Propose practical ways to enhance customer and employee
safety.

3. Each group presents a S-minute summary of their discussion to the
class.

4. One group will observe and note down the observation
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5. Prepare the report and submit the same to the Subject teacher.
Activity 4: Mock Drill on Retail Safety Vigilance.
Materials Required:
o Used boxes, wrappers, cartons, packets (for creating store setup)
e Paper bags, dummy price tags, fake product labels

o Feedback register or feedback sheets

o Safety signage cut-outs (e.g., “Wet Floor,” “Fire Exit”) @b’
o Tape, glue, scissors . %Q
e Role cards (for sales team, customer, vigilance roles) Nox
e Notebook and pen for each team (for planning and rep@i g)
Procedures: «OQ’
1. Divide the class into three teams: &O
a) Sales Team O\’
b) Customer Team @é
c) Safety Vigilance Team . (b"\,

2. Create a Demo Retail Store in t %assroom using:
a) Wrappers, used boxes, Ky packets, old product packaging
b) Create shelves and aisles with improvised materials

3. The Customer Team Q’c the demo store and interacts with the Sales
Team. They note observations and feedback in a feedback
register. X,

4. The Vigilan eam conducts a mock inspection, checking for
hazardsyfmislabelling, improper pricing, and takes notes from the

feed register.
5. ales Team analyses the feedback and prepares a corrective safety
n, including:

Q% a) Placement corrections
b) Signage improvement
c) Pricing adjustments
d) Cleanliness and safety recommendations
6. Presentation and Review:
a) Each team presents their findings, actions, and learnings.

b) The teacher acts as a moderator and provides feedback.
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7. Prepare a detailed report on the presentation and submit to the
teacher.

CHECK YOUR PROGRESS
A. Fill in the Blanks

1. Maximum Footfall leads to sales

2. Using graphics in retail display can also make a big difference in

connecting with customers.

3. Visual merchandising is considered the s{e& in
S

4. A Design Brief outlines the details of the product, {%Q)bjectives,

and the customers. Q
B. Multiple Choice Questions «OQ’
1. KPI is the acronym used for: \JO
a) Key Production Index %O&

b) Key Performance Indicators @

S
.x®
d) Key Performance Input é(,

c) Known Performance Index

2. The store management s(]@éﬁld take care of the safety and do a
continuous audit. Wh&&of the following is most relevant to this

practice? b%

a) Board \‘}}’
S

b) Valve X,

c) Sign

d) (@ of the above

3. “&u h of the following is most crucial when assembling a visual
C}isplay to attract customer attention?

% a) Using only one-color theme
b) Placing all products at floor level
c) Creating a clear focal point
d) Hiding price tags

4. When arranging products in a display, what is the primary goal
related to customer interaction?

a) To make products difficult to reach
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b) To encourage customers to touch and explore
c) To display as many products as possible in a small space
d) To make the display look very expensive

5. The use of proper lighting in a visual display primarily helps to:
a) Increase the store's electricity bill
b) Highlight key products and create atmosphere
c) Make the store darker for a cozier feel @b’
d) Distract customers from product flaws . %Q

C. State weather the following statements are True or Fal@\’

1. Grouping of products which are complimentary thach other is
another way of positioning of merchandise. <

2. Managing inventory is not related to minimizipg the risks of stock
outs or even overstocking. Y

X
3. Proper signage in a retail store help Qure customer safety and
provides important information. @

4. Visual displays should be cl.up%ed with as many products as
possible to attract more custo;@%r attention.

D. Short Answer Questions (b),&'
1. Name some of the c on risks and hazards which should be
taken care by any @g’l store.
2. List down somexips for making signage visually effective.
3. Define ‘er%lmerchandising’ with examples.
E. Long Answe’%uestions

1. De 1& in detailed the Importance of Customer Feedback’ and
@ impact on business.

ZCJ on’t wait for any accidents to occur but always do the risk
% assessment of potential hazardous situations “Elaborate.

Q 3. How the lighting creates an impactful impression on the customers
buying psychology? Explain with help of examples.

F. Check Your Performance

1. Arrange products into different groupings (by size, color, theme)
and evaluate how each arrangement affects the visual flow and
customer engagement.
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RETAIL ASSOCIATE-CUM-CASHIER GRADE XI

SESSION 3: EVALUATING AND ADJUSTING VISUAL DISPLAYS

In the dynamic world of retail, visual displays play a crucial role in
attracting customers, communicating brand identity, and influencing
purchase decisions. However, a display that worked yesterday may not be
effective today. This session focuses on the importance of regularly
evaluating and adjusting visual merchandising displays to ensure they
remain engaging, relevant, and aligned with store objectives.

DISPLAY EVALUATION b,

Evaluating a visual display means reviewing how well a product presés@ation
attracts customers, supports the brand image, and influences\’gtrchase
decisions. It is not just about checking for neatness; it is abo }Qleasuring
how effectively a display performs its job. A good displaﬂéreases foot
traffic, boosts sales, and creates a lasting impression o, ,customers. If a
display is not engaging or informative, it may result in_ missed opportunities
or reduced customer interest. LS

Retailers invest time and resources in designin%@)&ﬂays, so it is essential to
ensure that these displays remain appealing effective over time. Regular
evaluation helps identify what works and Kh needs to be improved.

VISUAL EFFECT OF DISPLAYS »\(b’

The visual effect of a display refers t&glow well it attracts customer attention,
communicates the theme, and e ces the shopping experience. An effective
display should be:

e Visually Balanced d\chieves harmony through symmetry or
asymmetry to cr@&visual interest and guide the customer’s eye.

J Colour-Coortﬁéated: Uses a colour scheme that aligns with the brand
identity, é;{r&ct category, and seasonal or promotional themes.

e Well-Lit: *Employs proper lighting to highlight key products, create
mo nd direct customer attention.

o ﬁg n and Clutter-Free: Ensures that the display space is tidy and
rganized, avoiding visual overload.

Qo Theme-Driven: Tells a clear story or supports a marketing message,
such as festive occasions, product launches, or discounts.

Evaluating and Adjusting the Visual Effect of Displays

It is important to analyze the effect of light reflection of display to evaluate
the impact on atmosphere of store and also to confirm the glare effect of
lighting on display and on store as they may cause the inconvenience to
customer and the staff both. When evaluating a visual display, it is
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important to assess how well the display performs visually and how flexible
it is for adjustments. Adjustments may be required to meet store standards
or respond to feedback from staff and customers.

1. Lighting Effects

Lighting plays a critical role in visual merchandising while evaluating
displays:

e Assess Light Reflection: Examine how light reflects off
surfaces, especially glass or shiny materials. Excessive glare
cause discomfort to customers and staff, reducing visibik nd

diminishing the shopping experience. \>%

e Avoid Harsh Glares: Ensure that lighting is @tioned to
highlight products without creating glare s@)ts that can
interfere with visibility or aesthetics. N()QJ

xO

Colour influences perception, mood, and bu behaviour:

2. Colour Impact

o« Evaluate Colour Acuity: Diff @ colours evoke different
psychological responses. Fo @ample, black may suggest
elegance or luxury, white .si';lfies cleanliness, and gray may
appear neutral or dull. @'ﬂ,\'

« Enhance Object Re dgn\'ition: Use colour contrasts effectively
to help customerséickly identify products and differentiate
between categori

3. Soothing and Suit@b Lighting

aviour:

Lighting not oply~<impacts product visibility but also affects customer
emotion and‘/&

e S he Mood: Warm lighting can create a welcoming
osphere, while cool lighting may be better suited for high-
\Qtech or modern displays.

% o« Create Focal Points: Use spotlights or accent lights to draw
Q% attention to specific items or promotional areas.

« Ensure Consistency: Regularly evaluate lighting setups to
ensure that they are still effective and have not been altered or
degraded over time.

The visual effect of a display should be evaluated regularly to ensure it
aligns with the store’s merchandising strategy, enhances the customer
experience, and supports sales goals. By thoughtfully adjusting lighting,
colour, and layout elements, retail staff and visual merchandisers can
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maintain compelling and customer-friendly displays that reflect brand
values and seasonal trends.

1
—\O,— Light Reflection Effects
rd ' ~

Visual Effects on Lo .
Store Atmosphere Color Perception Impact

@ Lighting Influence on Mood

Fig. 2.13: Unveiling the impact of store displag
Adjustments of Displays within Authority Limits «OQ’

In a retail environment, maintaining the visual a@eal of merchandise
displays is essential to creating a positive %S:)pping experience and
supporting sales. However, any adjustments odifications to displays
must align with the store’s policies, brand @1 elines, and authority limits
set by store management. \,

To maintain a visual appeal and ﬁbsitive shopping environment the
adjustment of visual display becomé&s important to change and modify time
to time in store but these adj nts are must to comply with the policy
and limitations of organization. 'There may be certain guidelines from the
store’s authority like brand @a dards and layout principles as mentioned by
the rules and regulatio s@?’the store management. The following points can
be considered while making the adjustment of displays in a retail store.
(Fig.2.14)

Fig. 2.14: displays in a retail store
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1. Scope of Display Adjustments

Visual merchandising adjustments are made to maintain relevance,
freshness, and customer engagement. Common types of display
adjustments include:

e Repositioning of merchandise to highlight new or promotional
items.

e Updating signage to reflect new pricing, offers, or seasog?l
messages.
s <

e Rearranging display fixtures for improved visibility and ﬂo@o

5
These changes should always enhance the customer experieﬁ@t\{ support
sales objectives, and reflect current marketing or promotng campaigns.

2. Authority Limitation <

While minor changes are often permitted, there age)limits to what floor
staff and visual merchandisers can change inde;@n ently.

e Authorized Adjustments: Stor ssociates and  visual
merchandisers are authorized to e minor changes within the
scope of the planned layout\ and approved merchandising
guidelines. {\.

e Restricted Changes: Sig ﬁ%ant changes or displays that involve
alterations to store s ure, equipment, or product placement
must be approved 1by store management or the designated
authority. Major 3@1& cations such as:

v Structural &nges to fixtures
4 Alterati&és affecting store layout

4 Re@é&ation of high-value products require approval from store
afagement or a designated visual merchandising authority.

3. The Atggol)val Process

I tail store, not all visual merchandising changes can be carried out
&pendenﬂy by floor staff or even visual merchandisers. Adjustments

chat go beyond the standard daily practices must follow a formal approval
process to ensure consistency with the brand’s identity, customer safety,
store layout, and overall marketing strategy.

This process ensures that all changes are well-planned, legally compliant,
and in line with the store’s operational goals. For adjustments beyond
daily operational scope, a structured approval process must be followed:

e Proposal Submission: Any display changes that deviate from
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standard procedures must be proposed formally.

e Manager Review: The proposal is reviewed by the store manager or
visual merchandising lead for alignment with brand guidelines,
safety standards, and operational feasibility.

e Implementation: Only after receiving approval, the proposed
changes can be executed on the shop floor.

4. Brand Consistency

In visual merchandising, brand consistency refers to the un@br'n
presentation of a retail brand's image, values, and message a s all
store displays and customer touch points. It plays a crit'\ﬂ* role in
shaping how customers perceive the store, build trusj\sénd make
purchasing decisions.

When adjusting visual displays, it is essential ﬂ@? these changes
reinforce, not weaken, the brand’s identity. It is &@essary to know why
Brand Consistency Matters. X,

O
¢ Builds Trust and Recognition: A co%stent look and feel across
all displays helps customers instantly recognize the brand, whether
in a small outlet or a large cha.in(.b’

e Enhances Customer Exper'?j:ce: Familiar color schemes, signage
styles, and thematic 1 y@)}(s make navigation easier and more
enjoyable. &

e Supports Market@ Goals: Alignment with brand campaigns,
promotional th , and seasonal strategies increases the impact
of marketing @rts.

o Strengthé}’ Emotional Connection: Consistent storytelling and
Visuabﬁes help customers form a deeper connection with the

brz;)d.
5. Com cation and Feedback

ure that visual merchandising adjustments are successful,
Qconsistent, and continuously improving. A display is not just a static
arrangement; it is a dynamic tool that interacts with customers, staff,
and the retail environment. To maintain coherence and maximize
effectiveness, communication among team members and active feedback
collection are necessary.

E% ve communication and feedback mechanisms are essential to

Clear communication is key when adjusting visual displays:

e Inform all team members about changes to maintain consistency
across shifts.
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o Use briefings, update logs, or staff notices to share details of the
adjustments.

e Provide visual guides (photos or layouts) to help teams follow new
setups.

Collect feedback from customers, sales data, and staff observations to
evaluate the impact:

e Monitor customer reactions and sales trends after changes.
e Record observations and suggestions for improvement. "8

o« Use feedback to make ongoing adjustments and enhan&é%ture
displays. «Q\/
This communication and feedback loop ensure displays%%y effective,
aligned with brand standards, and improve continuously. ¢,

Retailer can ensure that visual displays continue tocyromote the brand's
values and objectives, support sales goals, and mai thin a positive shopping
experience within the scope of store operations @ authority by adhering to
these guidelines

SAFETY AND SECURITY RISKS IN DISP @

Visual merchandising involves creati.@g attractive displays, but it also
requires careful attention to safety x& security to protect customers, staff,
and merchandise. Regular insp%* s and proactive measures help reduce
risks and maintain a safe shopping environment. Following steps should be
taken into consideration to @ tify and ensure the security risks checkups:

1. Continuous che and inspection of store

It is necess{ﬁg, for retailer to continuously checkup and do the
inspection ,2’ e retail store as it helps to identify and reduce risk if
arise.

J @uot daily inspections of all displays to check for any damage,
deirt, stains, or wear and tear.

%% Remove any broken, expired, or out-of-stock items immediately to
Q avoid hazards and maintain neatness.

e Check all labels, tags, and signage to ensure they are intact,
accurate, and clearly visible; replace any faulty or missing ones.

e Ensure displays are properly aligned and well-lit to prevent
accidents and improve visibility.

e Report and resolve any issues found during inspection promptly to
maintain safety standards.
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2. Update the store layout

As a retailer, regularly updating the store layout is essential not just
for improving customer experience, but also for ensuring security and
safety.

e Identify and eliminate blind spots in the store where theft or
accidents could occur unnoticed.

e Arrange merchandise to prevent easy theft by ensuring tga}t
valuable items are visible and monitored. O

e Position displays to maintain clear sightlines for staff and urity
cameras. ~O\,N

3. Identify the Safety Risks N

In retail stores, it is crucial to identify various gafety hazards to
ensure a secure environment for customers 6?1@ staff. Key risks

include: o

X
e Physical Hazards: Watch for tripping@rds such as loose cables

or uneven flooring, falling risks fr0@ stable fixtures, and sharp

edges on furniture or broken ite at may cause injuries.

e Fire Hazards: Inspect elect f& outlets for overloading, faulty
wiring, or poor insulati@@J Identify and properly store any
flammable materials t?@ent fire risks.

e Structural and ign Risks: Poorly designed layouts can
facilitate theft ndalism. Implement vigilant monitoring,
especially aro aluable products, to deter such activities.

e Shoplifting<Prevention: Maintain an accurate inventory and track
displaye%@ems carefully to reduce theft incidents.

e Secur Systems: Use hidden cameras and surveillance to
@or displays and deter stealing or tampering with products.

ragile Items: Protect delicate displays to avoid damage and
potential hazards.

Q e Technological Security: Safeguard against data breaches or
technological losses by implementing proper security protocols for
digital systems in the store.

4. Common Risk Factors in Displays

Visual displays in retail stores must be safe for both customers and
staff. Identifying common risk factors helps prevent accidents,
ensures smooth store operations, and maintains legal compliance.
Regular checks can reduce hazards and improve the overall shopping
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experience.

e Blocked walkways or fire exits: These can prevent quick
evacuation during emergencies, posing serious safety hazards.

e Overhanging or unstable props: [tems that are not securely fixed
may fall and injure customers or staff.

o Exposed electrical wiring: Wires from lighting or digital displays
can cause tripping or electrical shocks if not properly managed.

e Sharp edges or fragile items within children’s reach: Thes&can
lead to accidents or injuries, especially in family-friendly st&

5
e Incorrect pricing or labelling: Mislabelling can ca§ ustomer
confusion and legal problems related to fair trade pQ: ices.

5. Risk Reduction Measures <

To keep stores safe and compliant, it is esse;{@l to regularly check
displays, secure hazards, provide clear Warr{i"ngs, maintain accurate
pricing, and train staff on safety procgﬁks. Following steps help
prevent accidents and protect both cu rs and employees.

e Perform regular daily walk-thro and inspections.
e Secure all electrical cords éafl fragile merchandise to prevent
accidents. X0
o
e Place safety signage rding to store policy to warn customers
and staff.

e Ensure all priq?}ags and product information is accurate and
updated to comiply with legal requirements.

e Train sto g\staff on emergency procedures and how to handle
safetyodncerns effectively.

PRACTC XERCISES
Activi@g Enhancing Visual Displays in Retail.

Maéﬁls Required: Pen, Pencil, Note Book, Used or old displays, Chart
F@) r, and Markers.

Procedure:

1. Create a basic mock display using classroom items (e.g., books, boxes,
product packages, props).

2. Divide students into small groups.
3. Ask each group to:
a. Observe the display carefully
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b. Note the visual appeal, focal point, product arrangement, color
usage, and lighting (if any)

c. Suggest 3 specific improvements to enhance the visual effect
4. Every group will present the observation in the class on:
a. The new ideas

b. Effectiveness of the display

c. Attraction b,
d. Seasonable %Qe
Mark the different observation presented. %

S,

Teacher will give the required feedback for improvisatng'\}’

N oo

Students will incorporate the changes required. <

8. Each Group will prepare a report and submit it t@the Teacher.
Activity 2: Group Discussion on Improving Displ%@&
Materials Required: Classroom items, chart paper, markers.
Procedure: \,@

1. Form a circle for an open group digsiission.

N

Prompt students with these g#gﬁg questions:

a. What makes a display att ve to customers?

b. How can we make our @gﬂay safer without affecting its appearance?
c. What are some creative low-cost display ideas?

3. Analyze visual%grchandising elements.

4. Recognize @mitigate display-related risks.

5. Collab ?to brainstorm and communicate ideas for improvement.
6 Eae@reup shares their ideas.

7

. are a detailed report on the discussion by compiling all the ideas
8%:1nd prepare one fine draft.

. Discuss the report in the class and take feedback to incorporate in the
report.

9. Submit report to the teacher.
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CHECK YOUR PROGRESS
A. Fill in the Blanks

1. A visually balanced display creates harmony through or
2. lighting can create a warm and welcoming shopping
atmosphere.

3. Display adjustments that go beyond daily operational scope m8§t
follow a formal process.

4. Visual merchandising adjustments must always comply\w,@h store

policies and limits.
5. hazards include risks like tripping onQoose wires or
uneven flooring. “OQJ
B. Multiple Choice Questions \,O

1. Which of the following is NOT a reason to luate a visual display?
a) Enhance product appeal %
b) Create a cluttered look \,©
c) Attract customer attention ,(,\,(b'
d) Support brand image (b’}z@

2. What type of lighting™is*'used to highlight specific products in a
display? b%
a) Ambient 11%},@%
b) Ceiling
c) Spotligbting
d) lﬁescent lighting

3. “&1 is typically responsible for approving major display
C}\odiﬁcations?

% a) Floor staff
b) Store cleaner
c) Store management
d) Sales assistant

4. Which of the following is considered a safety risk in visual
displays?

a) Consistent signage
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b) Clear walkways
c) Unstable props
d) Color-coded tags
5. What is a benefit of brand consistency in displays?
a) It confuses new customers
b) It prevents communication
c) It supports marketing goals @b’
d) It limits store creativity . %Q
C. State weather the following statements are True or Fal@\’

1. Color schemes used in displays have no effecQon customer

perception. <

2. Staff can independently make structural Ch@ges to fixtures in a
store.

3. Evaluating lighting includes checkmg\@ glare that might affect
visibility. @

4. Display themes should align(b,\ivith promotional or seasonal
campaigns. {,\/

5. Blocked walkways are eptable as long as displays look

attractive. @

D. Match the followmgsb%

Column A Cv;&' Column B

1. Light reﬂectior'l( é}uation A. Approval from management needed

R4
2. Brand C%sgpency B. Identifies glare impact

Y
3. E@i I changes  to C. Reduces confusion, builds trust

Qaily display inspection D. Prevents hazards and damage
5. Visual handisi
1§ua merchandisimg | g Repositioning and signage updates
adjustments

E. Short Answer Questions
1. What does evaluate a display involve beyond checking neatness?

2. Why should lighting be regularly evaluated in displays?
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3. What type of color effect helps in object recognition in displays?
4. Mention one authority limitation when making display adjustments.
5. List one-way feedback helps improve visual merchandising.

F. Long Answer Questions

1. Explain the importance of evaluating and adjusting visual displays
in a retail environment.

2. Describe how lighting and color affect the visual impact of displé(,s
and customer behavior. \Q

3. What is the process to follow when making display chang@qfhat g0
beyond daily operations?

4. How can safety and security risks be identified and réduced in retail
displays? NOQJ
5. Discuss the role of brand consistency in Visu,QOnerchandising.

G. Check Your Progress O&
1. Demonstrate the ideal Visual Displa@n Retail Store.
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SESSION 4: DISMANTLING AND STORING VISUAL DISPLAYS

Once a promotional period or display campaign ends, it is essential to
dismantle visual displays in an organized and safe manner. Proper
dismantling ensures the protection of reusable materials and avoids damage
to store property or merchandise. Effective dismantling and storage
practices help reduce waste, control costs, and ensure readiness for
upcoming visual merchandising activities. The dismantling and storing
visual displays need a good care and a pre planning to execute this. Frgm
planning to execution, it requires certain steps to be followed and do itgifr a
scientific way. (Fig. 2.195) . éo
AN

[ Disposal or Recycling %u}\ ,"[\é Cleanup J

Sort Components —ﬂ: : : :r— Wipe Area
Recycle E-Waste -~ E E '~- Wash Hands
[ Preparation ]"1@] -\ a & I L [@1 Safety Precautions ]
Gather Tools -+ ] %’ - r- Wear Safety Gear
: Display ; . . .
Power Off -~ . 4 r - Avoid Static Electricity
: Dismantling :
Ventilation -- Process ~- Check for Capacitors
N _
[ Dismantling the Display %} 3 s { Hazardous Materials ]
External Shell --i i—- Identify Components
Internal Components - '~ Handle with Care
QY . _
X Fig. 2.15: Dismantling Process

DIS@*LING PROCEDURES FOR VISUAL DISPLAYS

l@ismantling visual displays, such as computer monitors, televisions, or
other electronic screens, it should be done with a necessary care to ensure
safety for both the human involve in the task and the environment. Below
are some step-by-step guidelines for a safe dismantling procedure of visual
displays.

Step 1: Do the prerequisite process

e Collect all tools and materials like Screwdrivers, pliers, gloves, and all
other necessary important and even small parts.
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e Check the Power supply and unplug them before ensuring the display
is turned off and disconnected from any power source to avoid
electrical shock.

e [Ensure a well-ventilated area for work as some components may emit
fumes if broken, so ensure proper ventilation.

Step 2: Take all safety Precautions

o Always Wear safety gear like gloves to avoid cuts from sharp edges
and goggles to protect your eyes. @g

e Use an anti-static wrist strap to prevent damage to sensitive p@ggonic

components and shocks to yourself. '\O\,\

e Displays often contain capacitors that can retain chg;@' even after
being powered off. So be cautious when h@n ing internal
components. O

Step 3: Dismantling the Display K,O

X
e It includes the external dismantling proc%@ind internal components
dismantling both so both needs separa<té>p ecautions to be taken-

External components . (b\” Internal components
A,
e Trace all hidden and open}g.@ Disconnect all cables
viewed screws @ e Remove the visual display screen
* Remove them with care keep | ¢ Handle with care the LCD and
safe them proper casm&Q extract all circuit and boards
Con

\—

Step 4: Identifying;&giérdous Materials

Next step tq’%entify the hazardous material like components having
harmful Yiquids, crystals and some time may be toxic materials like
mer . Some electronic items may have residual charge so it
r@g es to handle them with care.

i

EH

sposal or Recycling of materials or components

sorting is required for separate materials for plastic, metal and
electronics for proper recycling or disposal pf them.

o« Take hazardous components, such as the LCD panel and circuit
boards, to an authorized e-waste recycling facility.

o It is important to follow necessary regulations for hazardous waste
disposal.
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Step 6: Do the proper cleaning

Use a damp cloth to clean your workspace, especially if there’s dust or
residue from the dismantling process and thoroughly wash your
hands after handling electronic components.

STEPS ON PROPER STORAGE OF DISPLAY PARTS AND MATERIALS
FROM DAMAGE DURING DISMANTLING

The proper storage of visual display parts and materials during dismantling
process is important to ensure they all remain in good condition for fi
uses. Below are some steps to be followed: \Q.

2

1. Preparation before Dismantling the display

o Use stickers, tags, or markers to label parts for easy Q@sembly and
identification.
&

o List all display parts and materials to keep trabk of them during
dismantling process. LS

e Prepare protective wraps, boxes, contai @KJand padding materials
like bubble wrap, foam sheets, and packirnig paper.

e Make sure the storage space is 'QLean, dry, and free of extreme

temperatures or humidity. A
2. Does all necessary care requireigl‘ it?

o If available, use any follé%le provided guidelines in manuals to
disassemble the displgﬂa ely.

« Avoid to make shift,teols that could damage screws, joints, or other
components. %

e Dismantle og&éction at a time to prevent confusion and damage.

3. Protect an@'&ck materials

Wrap t@agile items like glass or mirrors in bubble wrap or foam and

plac «% screws, bolts, and smaller items in labeled resalable bags or

] containers. Avoid placing heavy items on top of fragile or
weight materials.

&tore them in a safe and secured environment

o It is important to use a climate-controlled area to avoid exposure to
humidity, temperature changes, or pests.

e Always avoid Floor Storage of elevate boxes or items off the floor to
prevent water damage from spills or flooding.

e Arrange items so they can be easily retrieved without disturbing
others.
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5. The regular monitoring is always required

Do a periodically regular check of the storage area for pests, moisture, or
structural issues and ensure that all parts are still securely packed and
labeled for future use. (Fig. 2.16)

Prepare
Ahead of ) =
. . Dismantle Z ]
Dismantling .
with Care Clean Before
. Protect and
Storing Pack
Gather X Label and .
. Materials Store in a
materials and  Follow Document
. . Safe
label instructions Dust and .
. Environment
components and use tools inspect parts Use covers and
organize parts  Tag
containers Control climate
and include and maintain
instructions accessibility
~/

Fig. 2.16: Dismantling and storage process
IDENTIFYING AND REPORTING DAMAGED OR MLé‘S’ING ITEMS

It is an important process to maintain the.%guracy of inventory and
minimizing the future losses, and improv, iciency by identifying and
reporting about the damaged or missing\items during the dismantling of
visual displays. Below discussed a step—%@gtep guide:

Steps to Identify and Re%;&'gt’ Damaged or Missing Items
«

N
° Maﬁ&heck list of all items

Preparation Before J $ cl.ear pictures of the display before
smantling

Dismantling
§<'\,o Inform the dismantling team about the importance

o of identifying damages or missing items.
O

@V e Assign specific role to team members like item

Careful ,\ andling removal, inspection and packing

Duri@ismantling e Use appropriate tools and safety measures
Q% e Place items in specific area already planned

e Inspect thoroughly for any damages and check the

e Cross check the items with inventory list

Reporting and | ¢ Prepare a report template containing — Name,
Documentation Type, Damage and supporting proof or photograph
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Make tag for damage components

Submission of the
report

Report to inventory manager or store in charge

Specify to all stakeholders for

replacement

repair or

Packaging and
Storage

Segregate damaged and undamaged items

Pack undamaged items to keep safe for further
uses

Follow ups after

o
Y
Make a review report for replacement 1;68Qi?ement,
repair required or update required 0

dismantling Q«h
completion e Analyze cause and effect to find ‘the pattern of
damage for prevention in futur@
O
e Provide training to the co%:&ned staff
Other steps e Use barcode scanner%a@inventory tracking

e Arrange regular {L@s of display materials

o h 4

,(,\/
DISPOSING OF UNWANTED @&RIALS SAFELY AND KEEPING
ACCURATE RECORDS

During the dismantling or adjustment of visual displays, several materials
such as damaged props, signage, packaging waste, or broken fixtures
may become unusable_Itvis important to dispose of these materials safely
and maintain accgrate records to ensure store hygiene, safety, and

compliance with ironmental regulations.

Below points @@n into consideration to ensure a safe, efficient, and
environma y responsible process:

J a Disposal Checklist: For disposing off the unwanted material
% separate check list to be prepared for it and identify the materials
Q% and parts which are hazardous.

e Use Protective Equipment and Label Items: While dismantling the
items the protective tools and equipment should applied and a proper
labelling should be done for this purpose.

e Sort the Waste Properly: Items should be categorized as per the
nature of Recyclable, Reusable, Hazardous waste and General waste.

e Follow Store Guidelines: For recyclable item they should be sent to
authorized recycle center, hazardous material should be disposed as
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per guidelines authorized by such authorities. While general waste
should be disposed through different bins authorized for this purpose.

e Maintain Proper Records: Complete all documentation for removal
and disposal of items or handling to the authorized department and
also keep a receipt or certification for record purpose.

CLEAN DISPLAY SITES

A clean display area is essential in any retail store because it affects how
customers feel and behave while shopping. Keeping the display site cleafis
not just about looks, it also ensures safety, hygiene, and a positive sh@s ing

experience. \»>
The cleaning display sites after dismantling visual displays is @Qortant for

several reasons. Maintaining a clean site has practical, “gesthetic, and
professional benefits: N<)QJ

e It is important for safety purpose and also tq@event from slip and
trip accidents. X,

e It is also important to clean a site ‘%show the positivity and
responsibility towards the clients and @iety.

e It also prevents from damages to, € surface and the structure and
also to maintain the integrity of space for future uses.

e It also spread the messag g%nse of environmental responsibility and
discourages the pollutio shows the alignment with CSR initiatives
of the organization. %

e A cleaned site 1% ays ready for immediate use or reinstallation
which helps }{J inimizing the downtime and avoids the possible
delays. e\

o Itisa c@ﬁlance with regulations too to avoid the possible fines and

J Q;nproves the overall look and feel good the environment. An
thetic value leaves a lasting positive impression on clients and
Q% customers.

108



PRACTICAL EXCERCISES
Activity 1: Role play on safe Dismantling.

Materials Required: Props required performing the stores, Pen, Pencil and
Note Book etc.

Procedure:
1. Take the students to the retail lab

2. Divide the class in different groups and ask them to perform role ﬁy

of safe dismantling to different stores. \Q
(a) Cloth store .'\6
(b) Grocery store Q\S«O

(c) Toy store <

(d) Electronic goods store ONO

2. Ask the students measuring and calculatingxthe storage requirements
for dismantled display parts and arran m in a designated space
efficiently @

3. Ask students to do a mock show ismantling visual displays of a
local mall and then list out in ually the missing and damaged
items. \/QJ

4. Prepare a flow chart sh g the procedure of disposing unwanted
material.

5. Assume you are a g@ée’ in charge and a dismantling process is just
completed by yo “team. Assign the cleaning exercise with necessary
safety points %@p analyze them individually before the class.

7. Sub

6. Teacher 'L(’@étch and give feedback on the performance.
§ort to the teacher.

Activit @List out damaged /missed items and demonstrate the procedure
of di é

sing unwanted material.
1als Required: Pen, Pencil, Note Book etc.
Procedure:
1. Take the students to the Retail store.
2. Ask permission from the retail manager to conduct the activity.

3. Students will list out the out damaged /missed items from the store
as per the list given.

4. Once finished with the listing they will go to the manager and submit
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their list.
5. Here the manager will give inputs.

6. Students will make group to demonstrate the procedure of disposing
unwanted material.

7. One person from the store will train and guide the students the
procedure.

8. Now the group will be watching the different store workers act ong
same. <

A\
&
O

11. Show the report to the store manager and take th&inputs on the

report. NOQJ

12. If any feedback given, incorporate it and make,@nal report.

9. Students will note down the procedures step by step.

10. Prepare a detailed report.

13. Submit report to the teacher. Q)
CHECK YOUR PROGRESS @é
A. Fill in the Blanks . ‘b\"
1. A sorting is required for se e materials for plastic, metal and

for proper recyc](% or disposal of them.
2. Dismantling the displa n be divided in to parts.

3. It is also importa@,ﬂo clean a site to show the positivity and
responsibility tq@ds the clients and

4. An y@l e leaves a lasting positive impression on clients and
customersb}/

B. Multlplt@‘lome Questions

1. g)ls the recommended approach for dismantling a visual display
'&,ensure safety?

%QD a) Bottom-up, removing heavy items first
Q b) Randomly removing items as they become accessible
c) Top-down, beginning from the highest components
d) Dismantling without any specific order

2. When storing fragile display items like glass shelves, what is the
best practice to prevent damage?

a) Stack them directly on top of each other

b) Place them loosely in a large box

110



c) Wrap them in protective materials like bubble wrap or foam
sheets

d) Store them exposed on an open shelf

3. What is the primary reason for labelling all stored display
components?

a) To make them look more professional

b) To easily identify contents and aid in future reassembly b’
c) To comply with fire safety regulations \QQJ
d) To determine their market value 'x%

4. If you discover a broken acrylic panel during dism irg, what is
the immediate next step you should take

a) Continue dismantling and deal with it later “QQJ

b) Try to repair it on the spot \,O

c) Set it aside immediately and report%é&}’four supervisor
d) Dispose of it in the general Wast@in

5. Which of the following is cons@red a hazardous material that
requires specific disposal proce@res’?

a) Cardboard boxes (b)}’@
b) Plastic mannequin @

c) Fabric backdro @

d) Fluorescer@ght bulbs

6. Why is ﬂ{&ntaining a clean display site important after
disman L@(Qﬁ
a) kes the store look empty

,\ It attracts more customers

C,) c) It ensures safety, maintains professionalism, and prevents
Q% damage to other merchandise

C. State whether the following statements are True or False.

d) It allows for quick reassembly of the same display

1. It is always safe to dismantle large visual displays alone if you have
experience.

2. All screws and small hardware from a dismantled display should
be discarded immediately to avoid clutter.
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3. Taking photos of the display before dismantling can help in
identifying missing components later.

4. Damaged visual merchandising items should be immediately mixed
with functional items to save storage space.

5. All unwanted materials from a display should be placed in the
general waste bin.

6. A clean display site contributes to a positive brand image for the
retail store.
.

D. Short Answer Questions . éQ’
1. Name the Steps to Identify and Report Damaged or Mix@% Items
2. What is the importance of clean display sites? Q’O
3. Why is it important to report damaged or missi%@dsplay items?
4

. What is one reason for keeping the dgi@ay site clean after
dismantling?

O
E. Long Answer Questions %

1. Elaborate ‘Dismantling of Vis 1@15p1ays Crucial element for
Company’s Success’ (b"

2. Describe the safety meﬁj@'ﬁ‘es taken by a Company while
dismantling process ha

3. ‘An aesthetic value %a es a lasting positive impression on clients
and customer’ Ela

4. Explain the s ismantling procedures for visual displays and the
steps invo \;Qd in properly storing display parts and materials to
prevent d ge.

F. Check Y@r Performance

1. gﬁre and calculate the storage requirements for dismantled
C’};splay parts and arrange them in a designated space efficiently.

)
P
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MODULE 3: PRODUCTS FOR SALE AND PROMOTION

Preparing products for sale and promotion is an important step in the retail
and marketing process. It involves making sure that products are ready,
attractive, and appealing to customers in a competitive market. This
includes tasks like checking product quality, proper packaging, correct
labeling, attractive pricing, and strategic display. Further, it ensures that
products meet any legal, safety, and brand standards before reaching the
customer. Effective preparation not only enhances the product’s visibilit
but also increases its chances of being sold. By focusing on_®oth
presentation and promotion, businesses can create a positive im@ sion,
boost customer interest, and ultimately drive sales growth. N

Before products are offered to customers, it is essential toQi\%fully check
and prepare them for sale. This process ensures that all i%ms meet quality
standards, are safe to use, and are presented in the bes@ossible condition.
Checking involves inspecting products for any dama@ defects, or missing
parts, and confirming that labeling and pricing accurate. Preparation
may include cleaning, assembling, tagging, ging, and arranging the
products to make them more appealing tg buyers. By maintaining high
standards during this stage, businesses ‘san build customer trust, reduce
returns, and improve overall satisfactio@,

This module focuses on the key e&gécts of preparing products for sale,
ensuring their safety, mainta@ display conditions, and sustainable
packaging, assembling products *safely and maintaining product conditions
on Display retail setting. I %‘ns to understand how to manage products
effectively and present in a way that attracts customers while following

store policies.
S
S
R\
o
P
<
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SESSION1: PACKAGING

Packaging plays a crucial role in influencing customer perception and
purchasing decisions. As a retailer, recognize that good packaging not only
protects the product during handling and transportation but also serves as
a powerful marketing tool. Attractive, informative, and well-designed
packaging draws customer attention on shelves, communicates the brand
message, and highlights key product features. In addition to that retailer
have to ensure packaging is easy to handle, tamper-proof, and eco-friendly
wherever possible, aligning with modern consumer expectations. &'
packaged products enhance the overall shopping experience and a lue,
helping us build trust and customer loyalty. \,\

Before products can be placed on display or sold to custome '\Q'Iey must be
thoroughly checked and properly prepared. Proper checking atid preparation
not only build customer trust but also help reduce)returns, improve
satisfaction, and support smooth retail operations. To(Prepare a product for
sale and promotion effectively, it’s essential to focus on several key aspects,
including product preparation, promotion stra%gs, and sales techniques.
Following is the structured approach discus@ ih this session:

VERIFYING PRODUCT CONTENTS (b’\,

Verifying product contents is the pro \é of checking that all components,
items, or materials that should *yncluded with a product are present,
undamaged, and in proper cond@m before it is sold to customers.

This is a critical part o@ity control in retail and ensures customer

satisfaction, safety, and E&, in the brand or store.
-~

Fig. 3.1: Product Verification
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Example: If retailer selling a smartphone, they need to verify that the
charger, earphones, user manual, and warranty card are inside the box.

Following are the important of verification of product contents. (Fig.3.1)

e Customer Satisfaction: A complete product makes customers happy
and prevents returns or complaints.

e Store Reputation: Selling incomplete or faulty products can harm the
image of the store.

e Legal Compliance: Products must meet certain legal stand&uds
Missing or incorrect items can cause legal trouble. 6

e Safety: Some products may be unsafe if a part is mlssu‘t@ .g., toys
with small parts, electronics with missing adapters).

e Cost Saving: It reduces the number of pr%ﬁzt returns and
exchanges, which can be costly for the business.

xO

Prepairing Products for Sale and Promotion X,

N
q) Fig. 3.2: Preparing a product for sale and promotion
ﬂlowing are the steps used for preparing products for sale and promotion:
1. Product Preparation

Before any product is offered for sale in a store, it must go through a
proper preparation process. This ensures the product is in good
condition, properly labeled, and ready to attract buyers. Good
preparation helps in gaining customer trust and encourages purchases.
Below are the steps involved in product preparation:
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i) Quality Check: Ensure the product meets all quality standards
and is free from defects.

ii) Packaging: Use attractive, durable, and informative packaging that
reflects the brand and appeals to the target audience.

iii) Labeling: Include all necessary information such as product name,
ingredients, usage instructions, safety warnings, and expiration

dates.
iv) Pricing: Set a competitive and profitable price based on m t
research and cost analysis. \Q.
2. Promotion Strategies \,\

Promotion strategies are plans and actions used to customers
aware of products and encourage them to buy. The é%rategles help
increase product visibility, attract attention, and bo@@ sales. Below are
the main elements involved: &Q

i) Target Audience Analysis: Underst the demographics,
preferences, and needs of the target audi

ii) Marketing Channels: @

o Digital Marketing: Utilize soc%ﬁ%edia, email marketing, SEO, and
PPC campaigns.

e Traditional Media: gé%er print ads, TV, radio, and outdoor
advertising if relevan our audience.

iiij Sales Promotions: 0
e Discounts: O@Eé&mtroductory discounts or bundles.

e Loyalty (él\é’grams: Implement programs to reward repeat
custo

e F Samples: Provide samples to encourage trial and word-of-
uth.

iv) uencers and Partnerships: Collaborate with influencers or
Q% artner with complementary brands for co-promotions.

3. Sales Techniques

Sales techniques are the methods used to attract customers, explain
product benefits, and encourage them to make a purchase. These
techniques help improve customer experience and increase the chances
of making a sale.

i) Product Demonstrations: Showcase the product's features and
benefits through live or recorded demonstrations.
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ii) Customer Engagement: Train sales staff to engage effectively with
customers, addressing their needs and concerns.

iii) Point of Sale (POS) Displays: Design eye-catching displays to attract
attention and encourage impulse purchases.

iv) Feedback Collection: Gather and analyze customer feedback to
improve the product and promotional strategies.

4. Monitoring and Evaluation

Monitoring and evaluation help businesses check how well their prq@ét
sales and promotions are working. This process allows them to ‘g@rove
strategies and make better decisions in the future. \}

\S)

i) Sales Data Analysis: Track sales performance Qoassess the
effectiveness of the promotion. e

ii) Customer Feedback: Use surveys and reviews o gauge customer
satisfaction and areas for improvement. X

iii) Adjust Strategies: Refine marketing ar%@fes strategies based on
performance data and feedback.

Verifying product contents is an essential 'pe@of ensuring quality assurance
before items are put on display or soé@k% customers. This process helps
confirm that each product is complet¢), Safe, and meets expected standards.
Before a product is displayed fqr(dale, it’s important to open the box or
package (if store policy allows d check if all the necessary items are
inside. This includes checki accessories, instruction manuals, warranty
cards, or any additiona rts that are promised. It ensures customer
satisfaction, reduces @’%rns, and prevents customer complaints about

missing parts. g{&
IDENTIFYING @ AFELY DISPOSING OF UNWANTED PACKAGING

In a retail jor 6&ffice area, a lot of packaging waste is generated during
product p& aration, unpacking, or display setup. Proper handling and
dispos this packaging material is important to maintain cleanliness,
ens& safety, and support environmental responsibility. Many products

ive at the store with extra packaging to protect them during shipping.
gg‘ne of packaging (like extra cardboard, plastic wraps, foam, etc.) is not
needed for display. Staff must decide what can be removed and then dispose
of it properly by recycling or following waste guidelines.

Example: When receiving a new television, it may be covered in several
layers of foam and plastic wrap. Only the main protective layers should be
kept if necessary, the rest can be safely removed and recycled.
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It is important keeps the sales area clean, prevents clutter, and improves the
visual appeal of products.

The steps to be followed in identifying and safely disposing of unwanted
packaging as below:

1. Identify Unwanted Packaging: The first step in managing packaging
waste is to identify what materials are no longer needed after unpacking
products. Common unwanted packaging includes cardboard boxes,
plastic wraps, bubble wrap, foam inserts, paper fillers, shredded
materials, and any damaged or torn packaging. These material t
have served their purpose during shipping or storage but are now&gﬁer
and potential safety hazards if left unattended. It is i }tant to

distinguish between packaging that can still be reused hat which
must be discarded. For example, clean boxes or bubble wrap might be
saved for future use, whereas damaged or dirty rials should be
removed.
K j &&O

ey points:

Y O

e Includes cardboard, plastic, bubble Wr@, am, shredded paper
o Identify materials that are damaged'% o longer needed
e Separate reusable packaging frori\%ste

2. Sort Packaging Material: Onc ’\b%e unwanted packaging is identified,
the next important step is s& it properly. Sorting helps ensure that
recyclable materials are sent to the correct recycling centres, reusable

items are saved, and ous or non-recyclable waste is disposed of

safely. Cardboard, , and some plastics are typically recyclable and
should be kept separate from other waste. Clean and intact boxes or
bubble wraps e reused to save costs and reduce waste. However,
packaging @ﬁﬁrials that are stained with food, coated with foil or
laminates; o?’contain sharp elements like staples should be considered

non—re&X ble or hazardous and handled accordingly.

Ké@gy nts:
% ecyclable: Cardboard, paper, certain plastics
Q. Reusable: Clean boxes, bubble wrap

e Non-recyclable/hazardous: Food-stained, laminated packaging, sharp
items

3. Handle Materials Safely: Safety during disposal is crucial. When
handling packaging waste, especially damaged or bulky materials,
wearing gloves is recommended to protect against cuts from staples,
broken cardboard edges, or sharp plastic fragments. Be cautious with
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plastic wraps or strings that may cause slipping or get tangled. Packaging
should never be left lying in aisles or near fire exits as this could create
tripping hazards and obstruct emergency evacuation routes. Proper
handling ensures the safety of employees and customers in the store.

Key points:
e« Wear gloves to protect hands

e Be cautious of slipping hazards from plastic wraps or strings

e Avoid blocking walkways and fire exits @b'
4. Dispose According to Store Policy: Disposal must follow t tore’s
guidelines and local regulations. Most stores have clearly lab bins for

different types of waste such as “Plastic,” “Cardboard,* A@Id “General
Waste.” It is important to place packaging waste in t gorrect bins to
facilitate recycling and proper waste management. Fop Targe volumes of
packaging material, such as flattened boxes, ensux€)they are compacted
to save space. Some stores arrange for regular pickup or recycling
collection services. Always stay updated %Ostore policies and legal
requirements for waste disposal. @

>

e Use labelled bins for different Wé&’ types

Key points:

« Flatten boxes to save spaceg Q»
e Follow store and local re tions for disposal

5. Keep Accurate Recor required): In some cases, especially in large
retail operations o &ehouses, keeping records of packaging waste
disposal is necessary. This helps in inventory management, tracking
waste volumes d meeting sustainability goals. Documentation may
include loggingrquantities of discarded materials, receipts from recycling
centres, sor "certificates for hazardous waste disposal. Maintaining
accur ecords supports environmental responsibility and may be
requi for compliance with company policies or local laws.

@ points:

Qw Log disposal details for bulk waste
o Keep receipts or certificates from recycling/disposal services
e Supports waste tracking and sustainability efforts

The stores and offices can maintain a clean, safe, and environmentally
responsible work environment by following these steps carefully. Proper
disposal of unwanted packaging reduces clutter, prevents accidents, and
helps conserve resources through recycling and reuse.
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INSPECTING PRODUCT PACKAGING

Inspecting product packaging for damage is an essential step to ensure that
the products reach customers in perfect condition and maintain the brand’s
reputation. Packaging protects the product during transportation, handling,
and storage, so any damage to it can indicate possible harm to the product
inside. Careful inspection helps identify issues early, preventing customer
complaints, returns, or safety risks.

Example: If a box of kitchen appliances has a torn corner, it may look @e
the product inside is broken even if it is fine. It's better to repe&l&ge,
discount it, or remove it. )

Following are some points to be considered while inspecting pac ng:

e Check for Tears, Holes, or Rips: Look closely for angvisible breaks
in cardboard boxes, plastic wraps, or seals th%@@uld expose the
product to dirt, moisture, or damage. o)

e Examine Seals and Closures: Ensure that all seals, caps, or tamper-
evident stickers are intact and not brokeé issing. This guarantees
product freshness and security. @

e Look for Dents or Crush Marks: Ispecially for rigid packaging like
boxes or tins, dents may suggesb@\yugh handling or impact that could
have damaged the product inside.

e Check for Water Damag@ Stains: Moisture or stains on packaging
can indicate exposur liquids, which could spoil or weaken the
product or packagin@éﬁ erials.

e Verify Labels a@ Barcodes: Make sure that product labels, price
tags, and bar%des are legible, correctly placed, and not peeling off.
Damaged ]Q&ls can cause confusion during sales and inventory
manage t.

o Ins@) for Missing Parts: If the packaging contains multiple
onents, check that all parts, accessories, and instruction
Cfglanuals are included and properly secured.

performing thorough packaging inspections before products are
displayed or sold, businesses can maintain product quality, reduce the risk
of returns, and improve overall customer satisfaction.

REMOVING UNWANTED PACKAGING

Removing unwanted packaging is an important part of preparing products
for sale and maintaining a clean, safe retail environment. After unpacking,
excess packaging materials such as cardboard boxes, plastic wraps, bubble
wrap, and protective fillers need to be carefully cleared away to avoid clutter
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and hazards. Always follow store guidelines, some stores prefer minimal
packaging, others might require certain parts to stay covered.

For Example, Clothing items might come folded in plastic bags. Removing
the plastic and neatly hanging or folding them makes them more attractive
to shoppers. (Fig3.3)

Fig. 3.3: RemoVving unwanted Package
Following are the steps to b owed for removing unwanted packaging:

1. Collect all packq@g materials: Gather all leftover boxes, plastic
films, foam inserts) and other packaging scraps in one place to avoid
leaving them %tered around.

2. Separat?'sv type: Sort materials into recyclable (cardboard, paper,
certa§ p stics), reusable (clean bubble wrap or boxes), and non-
rec le or hazardous waste (soiled or laminated packaging).

S&dle safely: Use gloves if handling sharp staples or torn materials.
void leaving packaging in walkways to prevent slips and falls.

Q4. Dispose according to guidelines: Place materials in designated bins
or recycling areas as per store or local regulations. Flatten boxes to
save space.

5. Reuse when possible: Save clean, intact packaging materials for
future use, such as protecting products during storage or shipping.

Removing unwanted packaging promptly helps maintain a tidy workspace,
reduces waste, promotes safety, and supports environmental responsibility
in the retail setting.
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Importance of removal: It helps customers touch, view, or test the product
easily and improves the shopping experience.

In simple words;
o First, make sure everything inside is complete.
e Second, check and throw away extra packaging properly.
e Third, look closely at the box or package for damage.

e Finally, remove any extra wraps or covers before putting the prod@et

on display. \Q.
SUSTAINABLE PACKAGING .\%

Sustainable packaging is packaging that is good for the enyirgmment. It is
made from materials that can be reused, recycled, or that break down
naturally without harming nature. The goal of sustain packaging is to

reduce waste, save natural resources, and protect’%@e planet. Examples
include using paper instead of plastic, packaging de from plants, or using
less material to wrap a product. It helps busin@@ and people become eco-
friendlier and reduce pollution.

Some examples of brands that use sust 'h;able packaging:

Some companies are making efforts tg'@otect the environment by using

smart and sustainable packaging s ions.
e Patagonia: Uses recycled recyclable materials for packaging and
reduces plastic use. b%
e Lush: Offers packaging-free (No Package) products and uses recycled

plastic for contairiers.

e IKEA: Uses biodegradable mushroom-based packaging and aims to
use 100% 'gnewable or recycled materials.

o PumgdReplaced traditional shoeboxes with reusable bags made from
r dgg d materials.

o stlé: Working to make all packaging recyclable or reusable by 2025.

Qo Coca-Cola: Has launched “Plant Bottle” packaging made partly from
plant materials.

e Dell: Uses bamboo and mushroom-based packaging that is
compostable.

¢ Unilever: Committed to reducing plastic use and using recyclable,
reusable, or compostable packaging.
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PRACTICAL EXERCISES

Activity 1: Demonstrate how to use packing lists and product manuals for
comparison.

Materials Required: A variety of product packages (e.g., electronics,
household items, clothing), packing lists or product manuals, Inspection
checklists, Notepads and pens.

Procedure:

1. Divide students into small groups, assigning each group a diffétent
product package. "

D

a. Each group carefully unpacks their assigned product. N0

b. Using the packing list or product manual, each @up compares
the actual contents with the listed items. <

c. Check for quantity, specifications (size, colog)y and any additional
accessories. &\’

d. Groups use the inspection checkhst@ note any discrepancies,
missing items, or damage. @

e. Each group presents their ﬁn,dir&s to the class, highlighting any
discrepancies or interesting c%@%rvations.

f. Facilitate a discussio (&Sﬁ common issues found and the
importance of addressi hem promptly.

g. Discuss best prac %s for ensuring accurate product packaging
and the steps tqé&(e when discrepancies are found.

2. Learn how to cheek product contents against packing lists or manuals
to ensure ac cy and identify any missing or damaged items.

3. Summar@'(key learnings from the activity.

4. En% ge students to reflect on how this exercise can apply to real-
scenarios, such as quality control in retail or logistics.

%C‘gartlmpatlon in the inspection process.
Q Accuracy and thoroughness of the inspection checklist.
. Contribution to the group presentation and discussion.

8. Write a brief report on the importance of proper packaging and
inspection in a business context, emphasizing the role it plays in
customer satisfaction and operational efficiency.

9. Submit report to the teacher.
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Activity 2: Group Discussion on Inspecting and Comparing Product
Packages.

Materials Required:

o Different product packages (e.g., electronics, food items, office
supplies)

o Packing lists or user manuals

o Inspection checklist b’
e Pen, notebook \Q@
Procedure: 'x%

S,

1. Divide students into small groups. O

2. Provide each group with a sealed product packa% long with its
packing list or manual. O

3. Ask them to carefully inspect the packaging’QQd verify whether all
listed items are present. N

S
4. Each group will record any missing or '@c rect items in an inspection

log. \,

5. Groups will then discuss findingsnadnd suggest solutions for handling
discrepancies. \/Q

6. Practice inspecting prod@aokages, verify their contents against
packing lists, and discu ow to handle discrepancies professionally

7. Ask the students th b’
a) What did you@\s'erve about the packaging and contents?
b) Were theré{ér’ly missing or extra items?
c) How ’@&d you report an issue if you were in a workplace setting?

Activity ﬁ@émoving Packaging and Segregating Waste.

Materi@Required:

%Qéyarious packaging materials (cardboard, plastic, Styrofoam, metal
Q cans)

e Three labeled bins: Recyclable, Reusable, and Waste
Procedure:
1. Provide each learner with a product to unbox.

2. Ask them to carefully remove the packaging, ensuring the product
remains undamaged.
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3. Segregate the waste into the appropriate bins (recyclable, reusable, or
waste).

4. After sorting, discuss how different materials impact the environment.
e Which materials were recyclable or reusable?
e How can businesses reduce unnecessary packaging?

e What challenges did you face while sorting the waste?

5. Students will note down the activity and prepare a report b,

6. Submit report to the teacher. ) %Q’e
Activity 4: Reporting Missing or Damaged Parts. ’\Ox
Materials Required: Q'\}'

e Sample products with intentionally missing or dar;la.&d parts

e Template for report writing &O
Procedure: O\’

1. Provide each group with a product that has a missing or damaged part
(e.g., a broken phone charger, missix% rews in a furniture kit).

2. Ask students to inspect the prod 'G&.'{nd document the issue.

3. Using the provided template, (g& learner will write a report including:

e Description of the issu@&

e Possible cause of d@%ge

e Suggested actiofi[feplacement, refund, or repair)

4. Groups will sent their reports and discuss how to effectively
communic efects in a workplace setting.

e Ho @Jld you escalate this issue in a real workplace?
. XB&- is accurate reporting important in customer service?
%}/ hat should a good damage report include?
6. Make a detailed report on this and submit it to the teacher.

CHECK YOUR PROGRESS
A. Fill in the Blanks

ractice inspecting products for missing or damaged parts and learn
how to write clear and effective reports

1. To prepare a product for sale, it is important to perform a
check to ensure it meets standards and is defect-free.
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2. should be attractive, durable, and provide essential
brand and product information.

3. Proper must include details like product name,
ingredients, usage instructions, and safety warnings.

4. A competitive and profitable should be set based on
market research and cost analysis.

5. Offering discounts, loyalty programs, and free can boost
product promotion. e
6. Properly disposing of packaging helps maintain %Q’lean
and appealing sales area. «{)\>
B. Match the followings Q'Q'
Column A Column ROQ’

A. Can be processed and\roeused to create new

products AO
. o~ Y,
B. Checking  ifC) the  product  matches

speciﬁcat.io%,

1. Product Verification

2. Recyclable Packaging

Y
C. Brea @'%wn naturally without harming the

envi ment
s

3. Tamper-Proof Seal

4. Minimalist Packaging I}ﬁses only essential materials to reduce waste

5. Biodegradable \‘\-}; Ensures product security and prevents

V
Packaging contamination

g
,(,"0'

C. State weather the statement is True or False.

1. ﬁ%’lfying product contents is not necessary as long as the
C}ackaging is intact.

%%. Damaged packaging can indicate potential contamination or
Q defects in the product.

3. Unwanted packaging should always be discarded, even if it can be
recycled or reused.

4. Minimalist packaging helps in reducing waste by using only
essential materials.

5. Sustainable packaging is only beneficial for the environment and
does not affect business reputation.
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D. Short Answer Questions
1. What are the steps to verifying product contents?

2. Why is it important to check for damaged packaging before selling
or using a product?

3. Name two methods of safe disposal of unwanted packaging.

4. What is the difference between recyclable and biodegradable

packaging?
5. Give one example of a company that uses sustainable par{&ing
and explain its method. \;\,@
E. Long Answer Questions 0

1. What are the different types of packaging damagegf‘ How do they
affect product quality and safety? e

2. Explain the importance of verifying prody{’@ contents. What are
the key steps involved in this process? X,

3. Compare and contrast traditional %ckaging with sustainable
packaging. What steps can bu@esses take to transition to
sustainable packaging? . (b'\,

4. Describe the process of i ifying, removing, and disposing of
unwanted packaging in a&%rkplace setting.

5. Discuss sustainable kaging in detail. How does it benefit the
environment and6 inesses? Provide examples.

F. Check Your Perfi nce
1. Practice g&%ing packaging and segregating waste for recycling
or dispo@ .
O
o
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RETAIL ASSOCIATE-CUM-CASHIER GRADE XI

SESSION2: PRODUCTS ASSEMBLY

Assembling products correctly and safely is an important step in preparing
items for sale or use. Whether it is putting together furniture, electronics, or
display items, following the right procedures helps prevent damage to the
product and reduces the risk of injury to the person assembling it. Safe
assembly ensures that the product works properly, lasts longer, and meets
quality standards. It also protects customers and staff by avoiding accidents
caused by poorly assembled or unstable products. In this session, we will
learn the key steps and safety measures to follow when assembling diffi t
types of products.

G
SAFE PRODUCT ASSEMBLY ,\Q\/\’

Safe Product Assembly refers to the process of putting t(@}?er parts or
components of a product while following proper safety?procedures and
guidelines. It ensures that the product is assembleas%(frrectly without
causing harm to the assembler or the end user LS

Following examples shows what safe product as @%ly looks like in practice:

e Wearing PPE (Personal Protective ipment): Just like a helmet
keeps you safe while riding a bike,\gloves, goggles, or ear protection
keep you safe while working with $01s or materials.

o Following Instructions: Eveﬁgbroduct comes with a manual for a
reason. Stick to the steps t skip or guess.

e Using Tools Properly: Agways use the right tool for the job, and make
sure it’s in good sha@

« Keeping Things@'&gonomic: Set up your workspace so that you don’t
strain your bd@o Good posture and proper movements matter!

« Doing % Checks: Look at your work as you go. Catching
i s ‘early saves time and prevents problems later.

eing.
ﬁés AND METHODS FOR ASSEMBLY

To assemble products safely and efficiently, it is important to use the right
tools and follow proper methods. This ensures the product is put together
correctly, reduces the risk of injury, and maintains the quality and
functionality of the item. Common tools and methods vary depending on the
product but typically include;

e Hand tools: Screwdrivers, wrenches, pliers, and hammers.
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e Power tools: Drills, electric screwdrivers, saws with safety guards.
e Measuring tools: Rulers, tape measures, calipers.

e PPE: Gloves, safety glasses, hearing protection.

Y

Fig. 3.4: Tools and Methods for Assembly
Assemb g%hods

Asse methods refer to the systematic steps and techniques used to
pu al;Dgether products safely and accurately. These methods ensure that
esch component fits correctly, the product functions as intended, and safety
standards are maintained. Common assembly methods include manual
assembly using hand tools, semi-automated processes with power tools, and
fully automated assembly lines for large-scale production. Following clear

instructions and safety guidelines during assembly helps prevent errors,
damage, and accidents.

Below is a detailed explanation of common assembly methods:
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1. Manual Assembly: This involves assembling products by hand using
basic hand tools such as screwdrivers, hammers, pliers, wrenches,
and measuring devices.

e When Used: Suitable for small-scale production, custom products,
or when precision and care are required.

o Advantages: Greater control and flexibility; easy to adapt to
changes or unique requirements.

equipment (PPE) like gloves and goggles, follow ergonomic p ces

e« Safety Considerations: Workers must use personal protegée
to avoid strain, and be trained on tool use to prevent inju&'

2. Semi-Automated Assembly: Combines manual labou ith power
tools or simple machines such as electric screwdrivers, pneumatic
tools, or conveyors to speed up the process. &

» When Used: Suitable for medium-scale prodQction where speed is
needed but human judgment is still requust

e Advantages: Improves efficiency and%onsmtency while retaining
some human oversight. @

e Safety Considerations: Requirg\s’ training to operate power tools
safely; protective gear is essegtjdl to prevent accidents.

3. Automated Assembly: F 1@;& automated processes use machines,
robots, or assembly liné§*to put together products with minimal
human involvement.

e When Used: Ic\@for large-scale manufacturing, repetitive tasks,
and precision*fork.

. Advantag§ High speed, consistency, and reduced human error;
suita '%or mass production.

. :?y Considerations: Machines must have safety guards and
ergency stop functions; operators must be trained in monitoring
% quipment and responding to malfunctions.

odular Assembly: Products are assembled in modules or sections,
which are later combined to form the final product.

e When Used: Common in electronics, furniture, and automotive
industries.

e Advantages: Easier to manage, allows parallel work on different
modules, and simplifies repair or replacement.

e Safety Considerations: Proper handling of each module to avoid
damage or injury; clear instructions for module integration.
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5. Step-by-Step or Sequential Assembly: Follows a specific sequence of
steps to ensure components are assembled in the correct order.

e When Used: For complex products where order of assembly is
critical.

e Advantages: Prevents assembly errors, ensures structural
integrity.

e Safety Considerations: Workers must follow instructions
carefully; improper sequencing can cause safety risks or pro bzt

failure.
X

FOLLOWING MANUFACTURER’S INSTRUCTIONS AND SAF#) WORK
PRACTICES 0

Following the manufacturer's instructions and safe work practices is
essential to ensure both personal safety and produco eliability during
assembly. These guidelines help prevent injuries, p ct the product from
damage, and ensure it functions as intended. Using the right tools, wearing
safety gear, and working step-by-step accord@o instructions not only
improves efficiency but also maintains p@d ct quality and reliability.
Instructions and Safe Work Practices N\

Before Begin: .‘\(b’
« Read the Manual: Understax?g\ge whole process before starting.

o« Follow the Order: Instru€tions are designed to prevent errors. Don’t
skip steps. b%

e Heed Warnings: \M@h for highlighted caution signs in the guide.
During the Job: X,

e Workinac , bright, and open area.

e Keept errkspace free of clutter-trip hazards can be dangerous.

e U p.ml power tools when not in use or when changing attachments.

. ays wear the right PPE, and make sure it fits well.

@ns for following manufactures instructions and safe work
practices

Following manufacturer instructions and safe work practices, retailer is
doing more than just being careful for protecting and ensuring the final
product works as it should. (Fig. 3.5)
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(/

<

o Safety First: Instructions include safety Warnigs and correct steps
to prevent accidents like electric shock& njuries, or product
malfunctions. @)

Fig. 3.5: Safe work practices

e Correct Assembly: Ensures that ev part is placed in the right
position using the right techni%}e or tool, leading to proper

functioning. A

o Avoiding Damage: Prevents iﬁi&i’rect handling or over-tightening that
could damage sensitive ¢ ents.

o Warranty Complianc@lmproper assembly may void the warranty,
following instructior%, ps protect the product's coverage.

QUALITY AND SAFET@HECKS FOR ASSEMBLED PRODUCTS

Once a product h g‘been assembled, it is important to perform quality and
safety checks 'énsure it is safe to use, functions correctly, and meets all
required st @ These checks help identify any issues before the
product i é}wered to customers or used in further operations. The key
checks inelude:

%®1sual Inspection: Begin by closely examining the assembled product
Q for any visible defects. This includes checking for loose parts, cracks,
dents, scratches, or any signs of misalignment. All components should
be securely attached, aligned properly, and finished neatly to maintain

both appearance and structural integrity.

e Functionality Test: Next, test the product to ensure it functions as
intended. For example, switches should turn on without issue, doors
or drawers should open and close smoothly, and wheels should roll

132



evenly. It is important to confirm that all moving or interactive parts
work without any obstruction or unusual resistance.

e Stability and Strength: Check the product's stability by gently
applying pressure or weight as it would experience during normal use.
It should sit or stand firmly without wobbling. Further, ensure that
the product is strong enough to support its intended load or purpose,
which is crucial for user safety and durability.

o Safety Features: Inspect the product for built-in safety measu@s.
These may include safety locks, protective covers, corner guar §) or
shields for moving parts. Be on the lookout for potential hazq\ such
as sharp edges, loose screws, protruding nails, or expos ring, all
of which could pose a risk of injury.

e Labelling and Documentation: Confirm that, all essential
documentation is included with the product. T}% may consist of
instruction manuals, warranty cards, and rning labels. Also,
ensure that labels showing important infor ion such as size, weight
limits, care instructions, or safety warni are present, accurate, and
clearly visible. @

e Cleanliness: Finally, clean the assd@}ﬂed product to remove any dust,
fingerprints, or leftover packagi \fnaterials. Presenting the item in a
clean and well-maintained c ition enhances its appeal and shows
attention to detail, whic ects positively on both quality control
and brand image.

Before finalizing any assex@ge’d product, it is essential to perform thorough
quality and safety Chec@‘é.&’

Quality Checks: ;é,,

e Areall p@r(fau:mly in place?

« Do ble pieces operate smoothly?

. 1@%5 it match the size, shape, or functionality described in the guide?
Sa Checks:

Q. Look out for sharp edges, wobbly joints, or anything that could cause
harm.

o Test stability and strength.
o For electrical products, make sure connections are safe and insulated.

These checks are final assurance that everything is good to go and safe to
use.
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IMPORTANCE OF CORRECT AND SAFE PRODUCT ASSEMBLING

Correct and safe product assembly is crucial to ensure the product
functions as intended, lasts longer, and keeps users safe. When products
are assembled properly, they are more stable, efficient, and reliable. Safety
during assembly prevents accidents like cuts, electric shocks, or breakage. It
also reduces the chances of product malfunction or failure. In workplaces,
correct assembly reflects professionalism and builds customer trust. Overall,
careful and accurate assembling protects both the user and the brgd
reputation. Below is a breakdown of why this process is so important: 0

1. Ensures Proper Functioning: When a product is assembled Corégtly, it
works the way it is designed to. For example, a chair must ble and
able to bear weight without collapsing, or a fan must o@e smoothly
without noise or overheating. Misaligned parts, missing serews, or loose
fittings can cause the product to malfunction or break@wn early.

2. Prevents Accidents and Injuries: Improper asse@ly can lead to safety

hazards. A loosely connected part may fall off, harp edge could cause
cuts, or an incorrectly wired electronic d might result in electric
shock. Following safety instructions hel@avoid such risks to both the
user and the assembler. \,

3. Increases Product Durability: Se@@?& and accurate assembly enhances
the product's strength and abilitfito withstand regular use over time. If
parts are tightly fitted and t rrect tools and techniques are used, the
product is less likely to WG%O t or get damaged quickly.

4. Builds Customer Trus Satisfaction: Customers expect products to
be ready-to-use a fe when they buy them. If a product is poorly
assembled, it may cause dissatisfaction, negative reviews, and returns.
Correct asse &ensnres customer satisfaction and maintains the
reputation &e company or store.

5. Compli ith Legal and Safety Standards: Many products must meet
speci safety standards and regulations. Proper assembly ensures
C ance with these rules, reducing the risk of penalties, recalls, or

issues. This is especially important in industries like electronics,
urniture, toys, and medical equipment.

6. Reduces Costs and Rework: When a product is assembled correctly the
first time, it saves time, money, and effort. Incorrect assembly can lead to
customer complaints, product returns, and the need to repair or replace
items. This adds to operational costs and can damage the brand image.

7. Supports Workplace Safety and Efficiency: In a professional setting,
assembling products safely helps prevent workplace accidents and
ensures a smooth workflow. Workers are more efficient when they have
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clear instructions and follow safe practices, reducing downtime and
boosting productivity.

Safe product assembly is not just about avoiding mistakes. It is about
creating something that lasts, works properly, and keeps people safe.

PRACTICAL EXCERCISES

Activity 1: Assemble a simple product following manufacturer instruction.

Materials Required: b’
e Simple product kits (e.g., a table lamp, plastic chair, DIY s%@,’ or
stationery organizer) \>

e Printed manufacturer instructions 0
e Basic hand tools (e.g., screwdrivers, pliers, hex keys) Q
e Personal Protective Equipment (PPE) — gloves and Qety goggles
¢ Quality and safety checklists K’O
e Notepads and pens for documentation %O
Procedures: @
1. Divide students in small groups. ‘\{b"

Distribute one product kit andq/@é instruction manual to each group.

. Ask them to review the in@b\(@tions carefully before beginning.

s W N

Instruct students to fg%)v each step precisely, using the correct tools
and PPE. ,\'},

X
5. Once the produ@is assembled, ask them to perform a quality and
safety check (Sﬂ(éi’ng a checklist you provide).

6. Groups willthen briefly explain;

(a) A hallenges faced while following the instructions

eps they took to ensure safety
qm) Completion of the product assembly
Q (d) Proper use of tools and PPE

(e) Adherence to steps in the manual
7. Teacher will check the accuracy and neatness of the final product.
8. Students will participate in discussion and give feedback.

9. Submit report to the teacher.
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Activity 2: Group Discussion — Importance of Correct and Safe Product
Assembling.

Materials Required:
e Chart paper or whiteboard
e Markers

e Prompt questions

e Notepad for notes b'
.
Procedure: éQ
1. Divide the class into small groups. ’\Ox
2. Present the topic: “Why is correct and safe prod@passembling
important in the real world?” <
3. Provide guiding questions such as: ONO

(a) What could go wrong if assembly steps are&sﬁfpped?

(b) How can incorrect assembly affect usd%end businesses?

(c) What role does safety play in qua,Q@ontrol?

(d) Can safe assembly reduce accidents at home or at work?
4. Give the groups 10 minutes to’@écuss and note key points.
5. Each group presents thei@cussion points in 2-3 minutes.

6. End with a short clas ‘(A_jde discussion led by the teacher, reinforcing
key ideas and ex%l@a es from industry (e.g., furniture, electronics,

toys). Q)

7. Make a repo;gjéf’ the activity performed and take feedback
8. Incorpor@‘tbe feedback and make a final report.
9. Subutit report to the teacher.

CHE(@\Y OUR PROGRESS
%%ill in the Blanks
<

. Safe product assembly ensures the product is assembled correctly
without causing harm to the or the

2. PPE stands for

3. Before starting assembly, one should always read the

4. Using the correct tool for each task helps to maintain
and
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5. Keeping the workspace clean and clutter-free prevents
hazards.

B. Multiple Choice Questions
1. What is the first step before beginning any assembly task?
a) Plugging in all tools
b) Cleaning the tools
c) Reading the instruction manual b,
d) Skipping unnecessary steps %Qe
2. Which of the following is NOT considered PPE?

a) Gloves Q\}’

b) Safety glasses <
O
c) Wrench Q)
. X
d) Ear protection O\,

3. Why should tools be checked before s@ing the job?
a) To save time \
b) To ensure they’re clean anc& e to use
c) To make the job look h@q%'r
d) To avoid reading th&mranual
4. Quality checks inc]@%:
a) Leaving out-tinhecessary parts

b) Makingg@re all parts are firmly in place

c) Igw minor defects
d) jS g more glue

5 e product assembly helps in:
%Oa) Breaking the product quickly
Q% b) Voiding the warranty

c) Preventing workplace accidents

d) Reducing team collaboration
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C. Match the followings

Column A Column B

1. Gloves and goggles A. Prevent tripping and slipping hazards

w

2. Following step-by-step guide Common hand tools

3. Clean and bright workspace Personal Protective Equipment

A\
. Ensures correct and safe assen%@'

~

oo

4. Screwdrivers and pliers

&

5. Safety and quality checks

A
Final assurance of product{b\%ability

Q’\)’
D. State whether the statements are True or False\QeJ

1. Wearing PPE is optional if you' are experiean@With tools.

2. A clear and well-lit workspace h%é&improve safety during
assembly.

3. Skipping a few steps in the man&e@can speed up the process and
.x®

4. Unplugging power tools whw\ghot in use is a good safety practice.

is recommended.

5. Quality and safety ch are only required for electrical products.
E. Short Answer Questi&%
1. What is one ke a%ect of safe product assembly?

2. Name two,@r es of tools that might be used for assembling
products.‘g,\'

3. Why ‘@t important to follow a manufacturer's instructions during
a bly?

W at are two things that should be checked for in assembled
% products?

Q . Long Answer Questions

1. Elaborate on the various tools and methods that can be employed
for assembling products, and discuss the importance of selecting
the appropriate ones for safe and efficient work.

2. Describe the critical role of following manufacturer's instructions
and safe work practices during product assembly. What are the
potential consequences of neglecting these guidelines?
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3. Discuss the comprehensive quality and safety checks that should
be performed on assembled products. Explain why these checks
are crucial before a product is deemed ready for use or sale.

4. Explain the overarching importance of correct and safe product
assembly, detailing how it impacts product functionality, user
safety, and overall brand reputation.

G. Check Your Performance

1. Conduct a quality and safety check for the assembled produ&bo
ensure it is usable. \Q
.x%

S,
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SESSION 3: PRODUCT CONDITIONS ON DISPLAYS
CONCEPT OF DISPLAY PRODUCT MAINTENANCE

Display Product Maintenance refers to the regular care, cleaning, inspection,
and upkeep of products that are placed on display in retail stores,
showrooms, or promotional events. These products are showcased to attract
customers, represent the brand, and drive sales, so it is essential to
maintain them in pristine condition.

Display product maintenance involves the regular upkeep of pro s
showcased in a retail or exhibition setting to ensure they remain attr@etive,
functional, and safe for customers. \'},

Example of Display Product Maintenance

Imagine a retail electronics store that showcases the lates ﬁlartphones on
display tables. To maintain these display products effectively, the store staff
follows these steps: \/O

e Daily Cleaning: Every morning, staff cl QKt'he phones and display
tables to remove fingerprints, dust, and udges so the devices look
new and attractive.

o Functionality Check: Staff test{ach smartphone’s touchscreen,
buttons, and charging ports neéularly to ensure they are working
perfectly for customers who q«é&it to try the devices.

o Safety Inspection: The 1%1 checks that security cables are secure
and that no wires exposed, preventing theft and ensuring
customer safety. \5}

e Accurate Labeling: Price tags and promotional information beside
each phone \éhecked daily to ensure they reflect current offers and
are easy te/fead.

e Repl ent of Damaged Items: If any display phone gets scratched
or aged, it is immediately removed and replaced with a new one
@l stock.

Th ore creates a clean, safe, and inviting shopping environment that
ehcourages customers to engage with the products and make purchases by
maintaining the display products well.

REGULAR CHECKING OF PRODUCTS ON DISPLAY

Regular checking of products on display involves inspecting the items
frequently to ensure they remain in good condition and visually appealing to
customers. This includes looking for signs of damage, dust, dirt, or
misplaced products. It also means verifying that pricing labels and
promotional signs are clear and up to date.
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Retailer can quickly fix any issues, keep the display organized, and provide a
safe shopping environment by performing these checks consistently. Regular
maintenance of displays helps attract customers, supports brand image,
and ultimately increases the chances of sales.

Following are the importance of Regular checking of products on display:

1. Enhances Visual Appeal: Regular checks help keep displays tidy and
attractive, drawing customers' attention.

2. Maintains Product Integrity: Identifying and addressing issues g@}y

prevents deterioration, ensuring products are in good conditi for
purchase. \»,\,%

3. Boosts Customer Confidence: A well-maintained di conveys
professionalism and care, encouraging custom& trust and
satisfaction.

4. Prevents Safety Hazards: Regular checks h€lp identify potential
hazards, such as broken parts or unstable setups, reducing the risk of
accidents. O

PROCEDURES FOR HANDLING DAMAGED@ODUCTS

Handling damaged products properly.i&ssential to maintain customer
satisfaction, ensure safety, and p ct the store’s reputation. When
products get damaged during stor§§s«, display, or transit, it is important to
follow clear and organized step ddress the issue quickly and effectively.
Proper procedures help prevent  damaged goods from being sold, reduce
losses, and keep invent %lccurate. This process involves identifying
damage, reporting it, iding the best course of action, and updating
records to ensure smopoth store operations and customer trust.

Fig. 3.6: Procedures for Handling Damaged Products
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The procedures are discussed as below:
1. Identify the Damage

o Inspect the product carefully to confirm the type and extent of damage
(e.g., broken, scratched, expired, and defective).

e Check whether the damage occurred in-store, during transit, or as a
result of mishandling by the customer.

2. Isolate the Item

e Immediately remove the damaged product from the display ck
area to prevent accidental sale. . '\6

e Tag the item as “Damaged” or “Do Not Sell” to avoid confusioh.
3. Inform the Supervisor or Manager Q
« Report the damage to a supervisor or the responsib@%eam member.

e Provide details such as the product name, SKU’&ature of the damage,
and how it was discovered.

O
4. Record the Incident %
e Log the damaged product in the dmaged goods register or inventory
management system. '\,
e Include relevant details: dateitime, product code, quantity, type of

damage, and staff initials@
5. Decide on the Action ﬁ

Based on store policy an@anufacturer guidelines, decide whether the item
should be:

e Returned to %%&é’upplier for replacement or credit.

o Written @ﬁs a loss.

e Mar or disposal if unsellable.

. @aired or repackaged if minor damage and still salable.
6. %ess According to Company Policy

Q— If returning to supplier, follow return documentation and packaging
procedures.

o If disposing, do so safely and in accordance with waste management
guidelines.

o Update inventory levels accordingly to avoid stock discrepancies.
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7. Follow Up and Review

o Investigate causes of damage (e.g., poor handling, packaging issues,
customer returns).

« Implement preventive measures such as better packaging, staff
training, or handling procedures to reduce future incidents. Properly
handling damaged products not only protects the business from
financial losses but also helps maintain a professional store

environment and builds trust with customers. b’
PRACTICAL EXCERCISES \Q@
Activity 1: Inspect products on display in a mock store environqé&.%
Materials Required: Q’O'

e Retail Props, racks NOQJ

e Mock store shelves or tables with assorted proq@s
o Price tags, signage, promotional materials O&
e Product inspection checklist (see below@
e Clipboards and pens \,
e Mobile phone or tablet (optional ny igital recording)
Procedures: Q;@
1. Arrange a display area simwylating a real store.
2. Place products in Vag conditions:
e Correctly display@iftems
a. Misplaced J(‘i.ncorrectly labeled items
b. Dusty y items
c. O ted promotional materials

3. ain that students are playing the role of a Retail Floor Associate
o is responsible for inspecting product displays.

@ Help students understand the importance of inspecting product
displays and maintaining a clean, organized, and accurate retail
environment

5. Go over inspection criteria:
a. Are products neatly arranged?
b. Are price tags visible and correct?

c. Are promotional signs current and properly placed?
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d. Is the display clean and dust-free?
e. Are there any missing or misplaced items?

6. Students walk through the display with the Product Display
Inspection Checklist. They will;

a. Tick off items that are in order.
b. Note any issues (e.g., incorrect pricing, poor layout, dirty display).
c. Suggest corrections if needed. b,

Sample Display Inspection Checklist: \Q@

r‘»"
Inspection Point Yes/No Comme@

Products are front-facing

<
O

Price tags are clearly visible
x O

Items are in correct locations N

Display is clean and dust-free @

No expired or outdated products ’,\’(b‘\”

e
Promotional signs are correct X
T

Y
No empty spaces on shelve
A
J

7. Review findings as@}oyup.

8. Discuss how Q{s ay inspection impacts customer satisfaction and
store operati

9. Provide ack on common mistakes and best practices.
10. Pre detailed report and submit it to the subject Teacher

Act1v1 : Identify and remove damaged products from the display
foll @g store protocols.

rials Required:
Mock store display setup (shelves or tables)

e A mix of products (some intact, others intentionally “damaged” — e.g.,
dented boxes, torn packaging, broken items)

e Store protocol sheet for damaged goods

« “Damaged Goods” tags or removal slips
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e Gloves (for safety), a disposal bin, and clipboard with removal log
sheet

e Clipboard with Product Damage Log Sheet
Procedure:

1. Take the students to the Retail Lab or classroom and arrange
products on shelves like in a real store.

2. Mix in some intentionally damaged items, for example: b’
¢ Crushed or dented boxes \QQJ
e Leaking or unsealed bottles «&6
e Torn, faded, or missing labels (}
e Broken or cracked items @Q

e Expired goods labelled with mock expiry dateb

3. Explain the activity’s purpose: simulating real store procedures for
identifying and removing damaged prod :

4. Properly identify and remove damage@n‘oducts from retail displays,
following store safety and quality pr\oﬁdures

5. Discuss why removing damagedeg;;%ducts is important:
e To protect customer saft
e To maintain the stor ﬁtation
e To comply with 1 and quality standards
6. Review store pro@ols including:
e Always Weé)}éloves when handling broken or leaking items
e Fill o@t Product Damage Log Sheet accurately

o Qg&he damaged item as “Damaged — Do Not Sell”

C}emove the item from the sales floor and place it in the designated
bin or return area

Q7. Students walk through the mock store to:
e Visually inspect all displayed products
e Identify and tag damaged products

e Record details on the log sheet (product name, barcode, type of
damage, action taken)

e Remove tagged items and place them in the “Damaged Goods” bin
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8. After the activity, hold a group discussion:
e What types of damage were most common?
e How effective was the identification and removal process?
e Were any items incorrectly flagged or missed?

9. Provide feedback and corrections based on observations.

10. Students will prepare and submit a report by summarizing the activity
and their findings to the teacher.

&
CHECK YOUR PROGRESS &
A. Fill in the Blanks »\<)x
1. Display product maintenance includes —,anizing, and

replacing items to maintain presentation quality. ¢,

2. Regular checking of display items hel{b prevent
hazards.

X
3. Proper handling of damaged produoéQelps maintain customer
and store reputation. @

4. Products that are damaged m}l%’\be tagged as “ ” or “Do
Not Sell.” @{,\/
5. The damaged goods sho lpﬁre recorded in the register or
inventory system.
B. Multiple Choice Queﬁgns

1. Which of the féi)oQ'mg is not a reason to maintain display products
regularly?

a) Enhaneirig visual appeal
b) Pl‘@nting safety hazards
QA creasing warehouse space
Boosting customer confidence
Oj*} What should be done after identifying a damaged product?
Q a) Leave it on the shelf
b) Immediately sell it at a lower price
c) Remove it from display and assess
d) Ignore it unless a customer complains

3. Which of the following actions should be taken after removing a
damaged item?

146



a) Throw it away directly
b) Re-display it
c) Record it and inform the supervisor
d) Keep it hidden in a drawer
4. If a damaged product is repairable, what should be done?
a) Send it to another store
b) Repair it according to guidelines @b’
c) Sell it without repair . %Q
d) Discard it immediately Nox
5. Which step comes last when handling damaged goo@}}'
a) Informing the supervisor «OQ’
b) Isolating the item \JO
c) Deciding the next action O\’
d) Following up and reviewing the s%
C. State whether the following stai.:e nts are True or False
1. Display product maintenanc%é}ly involves replacing items.
2. Properly maintained displ can help boost customer confidence.

3. All damaged products should be immediately thrown away without
assessment. b.

4. It’s necessary, lﬁﬁform a supervisor when a damaged product is
discovered X,

5. Removi@amaged products from display helps avoid accidental

sale. Q

D. Sho swer Questions

%("J'\Jhy is it important to isolate a damaged product immediately?

3

List three possible decisions that can be made after assessing a
damaged product.

. What information should be recorded when logging a damaged
item?

4. Mention two ways regular display checks contribute to customer
satisfaction.

5. How can businesses prevent future product damage?
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E. Long Answer Questions

1. Explain the importance of regular display maintenance and how it
contributes to store presentation and customer trust.

2. Describe in detail the step-by-step procedure for handling a
damaged product found on the sales floor.

3. Discuss the consequences a business might face if damaged
products are not handled properly. Include customer trust, safety,
and financial aspects. e

F. Check Your Performance %Q’

1. Prepare a Chart for Implementing preventive measurs{}%uch as
better packaging, staff training, or handling proceéz@s to reduce
future incidents
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SESSION 4: CUSTOMERS LOYALTY SCHEMES

Loyalty Schemes are marketing strategies used by businesses to encourage
customers to continue buying their products. These programs reward repeat
purchases and build long-term relationships with customers by offering
incentives like discounts, points, or exclusive services.

Fig. 3.7: Cu{l@}mer Loyalty
CUSTOMER LOYALTY SCHE 4

Customer loyalty schemes ;% a thoughtful way for businesses to thank
their regular customers. se programs are designed to reward you for
choosing to shop Wit}%e same store or brand over time. Whether it is
earning points ongpu chases, getting access to special discounts, or
receiving a little s ise on your birthday, loyalty schemes add extra value
to customer ping experience. They are becoming more and more
popular, angjn st of them are really simple to use often through an app or
a card y n scan at checkout.

As s ne assisting customers, introducing them to a loyalty program is
all t making them feel welcomed and appreciated. When retialer see a
CQ'stomer at the counter or on the shop floor, it helps to gently mention the
benefits of the program in a friendly tone.

For example, you might say, “We actually have a loyalty program that gives
you points every time you shop with us—you can use those points later to
save money. Would you like me to help you join?”

Once the customer is interested, take a moment to explain how it works in a
clear, easygoing manner. Let them know that it’s free, how they earn
rewards, and what kind of perks they can look forward to. Then, assist them
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in signing up, this might mean filling out a simple form with their name and
contact details or helping them install the app and guiding them through
the setup. Make sure to reassure them that their information is safe and will
only be used for the purpose of the program.

After the registration is complete, let them know how they can start using
the loyalty program right away whether itis scanning a barcode from their
phone, using their phone number at checkout, or showing a card. Itis also
nice to encourage them by saying something like, “Don’t forget to use }78,1’1'
points next time you will be surprised how quickly they add up!” 0

Helping someone join a loyalty scheme is not just about com ﬁlg a
process, it is about creating a pleasant experience where the c er feels
valued and taken care of. A warm smile, a little patience,n@nd genuine
interest in helping can go a long way. Q

Meaning: Loyalty schemes are marketing strategies de%@ned to encourage
customers to continue purchasing from a brand or;@re. These programs
reward customers for their repeated busin&?s, fostering long-term
relationships.

N

How a Loyalty
Program Pays Off

S

Attracts more Increases average
customers order value
@ -

&

\"‘

Improves Encourages
retention rate brand advocacy

Fig. 3.8: Customer Loyalty Programs
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Following are the Types of Customer Loyalty Programs:

Be

4. Cashback Programs: Cust

1. Points-Based Programs: Customers earn points for each purchase,

which can be redeemed for discounts or free products. a bakery. For
example, for every T100 you spend, you earn 10 points. Once you
collect 500 points, you can get a free loaf of bread. So, the more
delicious treats you buy, the closer you get to a free one! It encourages
customers to shop more frequently to collect more points and receive
rewards.

2. Tiered Programs: Offers increasing benefits as customel;ﬁch

higher spending levels. For example, Airlines like IndiGo orcVistara

have frequent flyer programs. When you fly more, you mo a higher
tier. Platinum members may get lounge access, priority ing, or free
upgrades. It motivates customers to remain loyal and ‘spend more to
enjoy higher-level benefits. O

3. Paid Membership Programs: Customers pa@a fee for exclusive

benefits, such as free shipping or early accé&s to sales. For example,
Amazon Prime charges a yearly fee. Me s get free delivery, Prime-
only sales, and access to movies and ws on Prime Video. It builds a
sense of belonging and makes cusmymers feel they are getting more
value for their money. {\.

rs receive a percentage of their
spending back as a credi cash reward. For example, Credit cards
like HDFC or ICICI offer<5% cashback on grocery purchases or fuel. If
you spend <1,000, yo@f 250 back as cashback. It gives instant value
and encourages ¢ @ners to use the same store or card again.

S. Partnership (Rrograms: Collaborations with other businesses to

provide ad%'h' al rewards or benefits. For example, Payback India
partner. ith Big Bazaar, HPCL (petrol pumps), and online stores. You

earn ack points at one brand and redeem them at another. It gives
C ers more flexibility and more opportunities to earn and use

@1 rewards.

s to Customers:

1. Savings: Loyalty programs are a fantastic way to keep more money in

your pocket over time. Companies essentially give you a discount on
your future purchases by rewarding your repeat business. For
example, a customer shopping regularly at Reliance Trends earns points
through their loyalty program. After collecting enough points, they can
redeem them for a free T-shirt or get 200 off their next bill. Customers
feel rewarded for their loyalty, and it makes repeated shopping more
affordable.
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2. Exclusive Offers: Being a loyal customer often means getting treated
like an insider. Businesses like to show their appreciation by giving
their loyalty program members special access to deals and experiences
that aren't available to everyone else. For example, Shoppers Stop First
Citizen members may get early access to end-of-season sales or special
discounts during festivals. It makes customers feel special and valued,
encouraging them to stay loyal to the brand.

Businesses are getting smarter about understanding what yo e
and what you buy. Loyalty programs allow them to u?this
information to offer you rewards that are actually rel'eQ& t and

3. Personalized Rewards: This is where things get really interestﬁ' g!

appealing to you. For example, a customer who often skincare
items at Nykaa might receive a coupon for 20% off on aQewly launched
moisturizer or recommendations based on their skin_fype. Personalized
rewards make customers feel understood increase their
satisfaction and trust in the brand. LY

X
4. Enhanced Shopping Experience: Loyal%@rograms can go beyond
just discounts and offers. They ca
experience smoother, more convenient;-and even make you feel valued

ke your entire shopping

as a customer. For example, Shop Stop First Citizen Members may
get early access to end—of-seaén sales or special discounts during
festivals. It makes custo e@-‘feel special and valued, encouraging
them to stay loyal to the I%xd

Opportunities Loyalty Schg;;s Create:

1. Increased Value fQ\} Spending: Customers feel that their money is
being better use@oecause they are getting extra benefits with every
purchase lik?g’é%counts, points, or freebies.

Examp@h‘ Reliance Smart, every 2100 spent earns loyalty points.
Later,@e e points can be redeemed for discounts, making the shopping
m warding.

Zéionger Brand Connection: Loyalty programs help customers build
deeper, emotional bond with the brand. This leads to trust and long-
term preference.

Example: Customers who regularly shop on Amazon Prime often
choose Amazon over other sites because of the reliable service and
perks like faster delivery and exclusive deals.

3. Belonging to a Community: Customers feel like they are part of
something special. They may receive member-only updates, offers, or
even be part of events and experiences that regular buyers don't get.
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Example: Starbucks Rewards members get early access to new drinks
and exclusive invites to special events, which creates a feeling of being
valued.

4. Frequent Engagement: Loyalty programs often use apps, email, and
SMS to keep in touch with customers. This increases brand visibility
and keeps customers updated and active.

Example: The Myntra Insider app reminds users of how many points
they’ve earned and offers flash deals that motivating them to visit&e
app more often. <

SIGNING CUSTOMERS FOR LOYALTY SCHEMES N%Q

Enrolling customers into a loyalty scheme is an important p '\Qf building
long-term relationships in retail. As a Retail Sales Associate™egum Cashier or
customer service representative, it is their job to clear1y~§@lain the benefits
of the loyalty program, answer any customer questions, and guide them
through the membership application process. Thig&@;lps customers feel
informed, valued, and confident in joining the ram leading to greater
satisfaction and repeat business. @gy

Handling Customer Queries N\

Effectively managing customer questio & about a loyalty program requires a
balance of clarity, product knowled@and empathetic communication. The
following best practices will help re a positive customer experience:

1. Provide Clear Infor ion: Customers appreciate straight forward
and honest informati nsuring they understand the loyalty scheme
builds trust and rages participation.

e Explain th%beneﬁts, terms, and conditions of the loyalty scheme
o

clearly. <
e Ad @ common concerns such as potryints expiration, eligibility,
rivacy.

2. e\l{nowledgeable: A well-informed staff member inspires customer
%qgonﬁdence and trust in the loyalty scheme.

e Understand the program thoroughly to answer any questions
confidently.

e Use examples to illustrate how customers can benefit from the
program.

3. Empathy and Patience: Many customers may have concerns,
confusion, or past negative experiences. Handling these with care
ensures satisfaction and retention.

153



e Listen actively to customer concerns.
e Provide reassuring and patient responses to any hesitations.
Filling Out Membership Applications

Helping customers sign up for a loyalty scheme is more than just handing
them a form. It is about making the process easy, clear, and comfortable.
Whether done online or on paper, the goal is to ensure that customers
understand what they are signing up for and feel confident about sharing
their information. Clear communication and supportive assistance p]é a
vital role in encouraging participation and building customer trust. \Q

1. Simplify the Process: A simple and accessible applicatiq@@ocess is
key to encouraging more customers to join. ,\},

e Offer digital and physical options: Give customers the choice to
fill out the form online using a tablet, mobile &€Yice, or website or
provide paper forms for those who prefer thq@

Example: “Would you like to fill out the, f@%ﬂ on our tablet, or would
you prefer a paper version?” %
e Make forms easy to under a@: Avoid complex terms or

unnecessary questions. Use si e language and a logical layout
so customers don'’t feel overv@'(e med.
X0

2. Assist as Needed: Some gé8tomers may need guidance, especially
first-time users or those unhfamiliar with digital platforms.

e Guide through t éa plication: Walk the customer through each
section and e what kind of information is needed.

Example: ¢Here, just write your full name and preferred contact
number. will be used to track your rewards.”

e Su Q non-tech-savvy customers: Be especially helpful to
@y customers or those who struggle with digital devices. Offer

éj@ enter the information for them if appropriate.
o

é nfirm Information: Verifying the accuracy of submitted
Q information avoids issues down the line and ensures a seamless
customer experience.

e Double-check accuracy: Before submitting the form, ensure that
details like phone numbers, emails, and names are spelled
correctly to avoid login or communication issues later.

o Explain next steps: Let customers know what happens after they
sign up-how they will earn rewards, when to expect welcome offers,
and how to check their points.
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Example: “You will receive a confirmation SMS shortly. After that,
every time you shop, just mention your registered number to earn
points.”

GOOD GOVERNANCE IN CUSTOMER SCHEMES

Good governance refers to the responsible management, transparency,
fairness, and accountability of a loyalty program to ensure it operates
effectively, ethically, and in the best interest of both the business and its
customers. For customer loyalty schemes, good governance is critica@o
maintaining customer trust, legal compliance, and long-term success, &

AN

1. Transparency: Good governance starts with transparency. %&omers
must clearly understand the loyalty program’s terms an nditions,
including how points are earned, redeemed, and expiration
policies. Transparent communication helps build tpust by ensuring
that customers know exactly what to expect. Tr@sparent practices
prevent misunderstandings and create a positiy@elationship between
the business and its customers. X

O
Example: A store publishes all loyalt %ﬁeme rules on its website

and provides printed brochures explaining how the program works.

N

2. Fairness and Accessibility: A {Pgoverned loyalty scheme must be
fair and accessible to all eligibl stomers. This means designing the
program without complica les or hidden restrictions that could
confuse or exclude certai oups. The redemption process should be
straightforward, with ievable rewards that motivate customers to
participate without stration. By ensuring fairness, businesses
promote inclusi and encourage wider participation, which helps
foster long—te@sﬂcustomer loyalty and satisfaction.

Example: nts should not expire too quickly, and customers
shouldn’tlave to spend excessive amounts to redeem basic rewards.

3. Da a@otection and Privacy: Protecting customer data is a vital

t of good governance. Loyalty programs collect personal

ormation that must be handled responsibly to comply with data

Q% protection laws such as local privacy regulations. Collecting only

necessary data, securing it against breaches, and offering customers

control over their information are essential practices. Respecting

privacy not only fulfills legal obligations but also strengthens

customer trust, making them more willing to engage with the
program.

Example: A loyalty scheme encrypts customer data and regularly
audits security protocols to prevent leaks.
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4. Accountability and Customer Support: Good governance requires

&

companies to be accountable and responsive. Customers must have
access to reliable support channels to address complaints or resolve
issues like missing points or incorrect account balances. Clear
processes for handling disputes and regular auditing of the program
ensure problems are minimized and addressed quickly. This
responsiveness reassures customers that their concerns matter and
that the company is committed to maintaining a high standard of

service. 6

<
Example: If a customer’s points don’t appear after a purchXE{ the
company has a dedicated team to investigate and resolve\t,‘h issue

promptly. &O

. Ethical Marketing Practices: Ethical marketin ?s crucial for

maintaining integrity in loyalty schemes. Com tes should avoid
exaggerating benefits or making misleading claims that could deceive
customers. The promotion of the program ust be honest and
respectful, avoiding pressure tactics or Cbercion to join. Ethical
marketing helps build a trustwort@ rand image, encouraging
customers to participate willingly a& onfidently, knowing they are
making informed decisions. .\(b,

S

Example: The company clearly@tates the minimum spend required to
earn points rather than ir@g all purchases qualify.

. Sustainability and %t ocial Responsibility: Incorporating

sustainability into y programs reflects good governance by
encouraging resporsible consumer behaviour. Businesses can reward
eco-friendly purchases or support charitable causes through their
schemes, pr ting social responsibility. This approach aligns with
growing mer values and helps the company build a positive
reputatioty’ while contributing to environmental and social goals,
fos %é goodwill among customers.

xample: A brand might offer extra points to customers who recycle
ackaging or purchase sustainable products.

Continuous Improvement: Good governance includes a commitment
to continuous improvement. Regularly seeking customer feedback
helps identify areas where the program can be enhanced, whether by
simplifying processes, updating technology, or adding new rewards.
Staying responsive to changing customer needs and market trends
keeps the loyalty scheme relevant and engaging. Continuous
improvement demonstrates a company’s dedication to offering the best
possible experience, encouraging customers to stay loyal over time.
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Example: Example: After feedback, a retailer introduces a mobile app
to make points tracking easier and more accessible

Good governance in customer loyalty schemes means running the program
with honesty, fairness, and respect for customer rights. It builds trust,
encourages customer loyalty, and ensures the scheme’s long-term viability.
Without good governance, companies risk legal penalties, customer
dissatisfaction, and damage to their reputation.

PRACTICAL EXCERCISES b,

Activity 1: Role Play on assisting a customer in filling out a mem’ﬁ@vship
form and verify their details. AN

Material Required: Pen, Pencil, Note Book, Sample 1 ,@\? program
membership forms, tablets/laptops 6%

Procedures: O
1. Divide students into pairs. \zo

X
2. One student plays the Retail Associat%@nd the other plays the
Customer.

3. Explain the situation that the cué{pmer is interested in joining a
loyalty program. The retail associaté¢’must:

a) Explain the benefits of the‘ﬁgélty scheme

b) Answer any questions técustomer asks

c) Assist the custome filling out the form

d) Verify details e, Phone Number, Email/ID, etc.)
4. Each pair cths the role play, acting out the interaction.
5. Ensure ‘%s@'m is filled out correctly with mock data.

6. The a@; ate must demonstrate professionalism and communication
ski

7.%vm small groups (3-4 pairs per group).

9. The group prepares a brief report including:

ach group discusses what went well and what could be improved.

a) Summary of the role play
b) Observations and feedback
c) Key learning and suggestions

10. One member from each group submits the written report to the
teacher.
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11. The teacher will review the report and provides feedback on:

a) Communication skills

b) Accuracy of information shared

c) Clarity and completeness of form filling

d) Suggestions for improvement
12. Let students swap roles and repeat the activity for further practice.
13. Use actual sample forms to enhance realism. @b’
14. Write down the noting . ‘»;Q
15. Prepare the detailed report and submit it to the teacher. N{)\’

Activity 2: Group Discussion — Benefits of Loyalty Schemes.Q

Material Required: NOQJ
e Chart paper or notebooks for note-taking \JO
e Pens or markers Q&
e Optional: Examples of loyalty p@ﬁn materials (membership

cards, brochures, or printouts) \,
Procedures: é{,\'
1. Divide the class into small S (4-6 students per group).
2. Ask each group to discuss;some questions

a) What are loyalty mes? Can you give examples (e.g., reward
points, memlé p cards, cashback)?

b) How do loyalty schemes benefit customers?
c) How do@y help businesses increase sales or retain customers?
d) Are the€re any drawbacks or limitations of loyalty programs?

3. P@de 10-15 minutes for group discussion.

4%EAcourage quieter students to participate by rotating speaking turns

% within groups.
QS. Use real-life examples (e.g., Amazon Prime, airline frequent flyer
programs, or local retail cards) to make the discussion relatable.

6. Each group will then select one representative to share their main
points with the entire class (2-3 minutes per group).

7. Wrap up with a facilitated discussion summarizing common ideas
and highlighting any unique perspectives.

8. One group will prepare a draft report of the activity.
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9. Submit the report to the teacher.

10. Teacher reviews the report and provides constructive feedback to the
students on their understanding and participation.

CHECK YOUR PROGRESS
A. Fill in the Blanks

1. A loyalty scheme is a program designed to reward repeat
customers. b’
2. Loyalty schemes help businesses build relati%&ﬁps
with customers. \,>@
3. One common type of loyalty scheme is the '\Q
4. Customers usually need to fill out a %rm to join a
loyalty program. O
5. Loyalty schemes often offer dig@unts and offers to
members.
O
B. Match the followings
i@
&
Column A \, Column B
.Ay
1. Points-based program Qé. Provides immediate savings
g
2. Tiered loyalty program @ B. Earn points per purchase
ﬁ . High fi i
3. Exclusive member dlscq'yg ¢ snet benefits as spending
O-) increases
D. M fill join loyal
4. Membership a}z&atlon ust be filled to join loyalty
scheme
5 Custo @ata E. Helps businesses understand
trends

éC,State whether the following statements are True or False.
Q . Loyalty schemes only benefit the business, not the customer.

2. Customers must provide accurate personal information to sign up
for a loyalty scheme.

3. A customer can never leave a loyalty program once signed up.
4. Loyalty schemes help in understanding customer buying behavior.

5. Filling out a membership form can be done without staff
assistance.
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D. Short Answer Questions
1. What is the main purpose of a loyalty scheme?
2. Why it important to verify a customer’s is details during sign-up?

3. What kind of information is typically collected in a membership
form?

4. How can loyalty schemes help businesses retain customers?

E. Long Answer Questions b,
A. Describe the different types of loyalty schemes and their beﬁQ&Js to
customers. \',\,

B. Explain the steps a retail associate should take whi e\‘y ning up a
customer for a loyalty scheme, including how to fandle queries
and verify details. e

C. Discuss the challenges a retail associate mighd face when assisting
with loyalty scheme enrollment and suggest ways to overcome

them. %

D. Illustrate a role-play scenario be@en a customer and a retail
associate during the loyalty sc \ae sign-up process, highlighting
effective communication and og% omer service.

F. Check Your Performance (b)}'

1. Group Discussion benefits and opportunities of loyalty
schemes b
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MODULE 4: CUSTOMER SERVICE

Marketing is engaging customers and making profitable customer
relationships. The aim is to create value for customers in order to capture
value from the customers in return. Business must have passion for
satisfying customer need. Customer relationships and values are important.

Customer service refers to the support and assistance retailer offer to
customers before and after they purchase your products. Customer service
includes helping customers solve problems they encounter with a busineé‘»s
products. As a customer service representative or member of a c er
service team, one should strive to exceed customer expectati '&@ Good
customer service is important because most customers return to&sinesses
that treat them well. Customer satisfaction is a key to bu@% profitable
relationships with consumers <

AS)

O
1. Acknowledging and Identifying Customer Neaqjs&

This module divided into four sessions:

2. Handling Information and Referrals %O

NS

4. Creating a Positive Image ‘\{b’

3. Handling Consumer Grievances

Session 1 focuses on understandh@ customer and its need specifically
understanding what a customeg;‘@ﬁally needs. The session also highlights
the importance of providing acgurate information and advice to the customer
to retain the goodwill of eg.‘% business. Session 2 is about handling
information and referr hich helps us understand how to handle
incomplete informatio d finding solutions to this incomplete information
so that customer sa&@faction can be achieved by the business organization.
Session 3 is a o(f&'handling customer grievances by providing clear and
precise information to customer e.g. Product availability or non-availability
with pote@)delays if any. Session 4 aims at creating positive image for the
busine ganization Through professional appearance and behavior,
greeti ustomers etc. and handling customer when his/her needs can’t be

r%% the organization.
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SESSION 1: CUSTOMER NEEDS

Customers often have unmet needs that they cannot easily express, this
creates an opportunity for businesses to innovate and differentiate
themselves from other. To succeed, businesses must understand customers’
needs and go beyond their capacities to meet these needs. Business ought to
understand their customers’ needs and wants. In order to make business
successful, the business must understand its customers. Successful
business is about understanding customer needs, creating value, delivering

it efficiently, and building lasting customer loyalty. Loyal customers g
repeat business and promote the brand by sharing their %&itive
experiences. \',\

0

The most effective way to ensure satisfaction is by asseq&ag customer
needs. Business must identify and meet the needs, wants, ahd interests of
their target markets more effectively than competitors whilg supporting long-
term consumer and societal well-being. MarketQresearch, feedback
collection, and trend analysis are critical tools to umcover these insights.

Retaining customers strengthens a brand and%gds a foundation for long-
term success. In order to achieve this, busi @ must on acknowledging and
identifying customer needs effectively. ning companies address these
needs economically, conveniently, and with clear communication, creating a
seamless experience. XS

The customer-oriented approa ains sales people in customer problem
solving. The rep learns to,listen and ask questions in order to identify
customer needs and co with sound product solutions. Customer
needs should be disco &and the organization should tune its processes
to serve those need Q%nfully.

1%

Customers are p e who have specific need or desire that they believe can
be satisfied th company’s product or services.

These can be known (clearly expressed by the customer) or unknown
(not %ealized by the customer), and are the primary factors influencing
c& ers’ purchasing decisions. In short, Customer needs are the
ptfeblems or goals customers aim to address by purchasing a goods or
service.

A Custom& eed is what motivates a customer to purchase a product.

Steve Jobs, Former CEO of Apple Incorporation once said, “Get closer than
ever to your customers. So close that you tell them what they need well before
they realize it themselves”. This highlights the importance of understanding
and anticipating customer needs for business success.
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TYPES OF CUSTOMER NEEDS

Following are the types of customer needs that can be classified based on
their clarity and importance (Figure 4.1).

Stated Needs

Customer
Secret Needs Needs Real Needs
&O
X
Delight Needs Unstated Needs

Fig. 4.1: Type&@ustomer needs

1. Stated Needs: Stated nee&e those needs that are clearly specified
by the customer. Thesg( afe the things that the customer explicitly
asks for. For examp& customer walks into a footwear store and
asks the staff t@or a pair of black sports shoes, this request
represents their stated need. It is a clear and specific requirement
expressed by(;& customer.

2. Real N 'S'Real needs are the actual requirement of the customers,
WhicI@ay or may not be explicitly stated. Real needs are what the
st eeds actually mean. Real needs focus on what will genuinely
@1 the customer's purpose or solve their problem. For example, the

% stomer asking for a pair of black sports shoes might have real need

Q regarding comfort, durability, and suitability for running, even though
the customer has only mentioned the color.

3. Unstated Needs: Unstated needs are what the customers expects but
doesn’t ask for. Once again, using our sport shoe example, the
customer may ask for a specific color, but they likely expect good
customer service, assistance with sizing, and recommendations for
comfort features like cushioning or support, even though they don’t
directly mention these needs. Identifying and addressing unstated

163



needs can lead to better customer satisfaction and a more
personalized experience.

4. Delight Needs: Delight needs are the unexpected features or services
that go beyond a customer’s basic expectations. These are the extras
that surprise and delight the customer, creating a memorable
experience. Customers don’t explicitly ask for these, but when they
receive them, they feel pleased and impressed. For example, when
buying a pair of shoes, a customer may not expect the store to offer

free shoe polishing or a personalized thank-you note, but receiving
these unexpected gestures can create a sense of satisfacti and
loyalty. \',\

S

5. Secret needs: Secret needs are those that a customeriay not state
or realize but can be one of the main reasons for chooglg a particular
product to fulfill the basic stated need. For exa 7 customer when
buying a new cell phone does not buy it only forjits functionality but
also for a status symbol. Customer may ysay the reason for the
purchase is functionality but the real rea%@is to show off their social
status, even if they do not admit it.

Understanding the customer needs help&business serve their customers
and create more meaningful experiensé§. Companies address customer
needs by putting forth a value propo&ﬁ%n, a set of benefits that satisfy those
needs. Companies must continuélrsly evolve their marketing strategies,
innovate goods and services, stay attuned to customer needs, and pursue
new opportunities, rather th elying solely on past successes.

Identification of Cust&:;@} Needs

Understanding and ddentifying customer needs is a critical step in providing
effective service, deVeloping successful products, and creating positive
customer exp ces. It involves actively listening to customers, observing
their beha@r, and analysing feedback to understand what they want,
expect, a@ alue. Below is the importance of Identifying Customer Needs:

J Ign/sures customer satisfaction and loyalty
Q% Helps develop better products

¢ Increases sales and revenue

e Improves customer communication and trust

e Allows for more effective marketing strategies
Methods for Assessing Customer Needs

Customer needs are the trigger that drives the customers to come to the
organization and purchase the company’s product. Identifying,
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understanding and meeting the customer needs are core of every
organization. The customer needs can be assessed using “Look, Ask, Try”
framework.

1. Look: Observing the Customer Journey

Customer needs can be understood by observing the customers’ actions
and behaviors during their purchase journey. For example, watching how
customers try on shoes or react to price points can reveal their true
preferences, such as comfort or value for money. By closely obse
customer behaviors, businesses can identify both stated and unsfated
needs, allowing them to better meet customer expectations. \>

Customer needs can be assessed by talking directly t&ﬁ?e customer
about their perspectives. Talking to customers allow inesses to gain
firsthand insights into their expectations, desires, a@i ain points.

2. Ask: Talking to Customers

3. Try: Experiencing the Product

The best way to understand the user experi@e is by going into the field
and participating in the same process as @stomers do. Innovation comes
from real-world experiences, steppi into customers’ shoes help
empathize with their challenges. This” method may not provide all the
answers, but it is the key to un@rstand and address customers’ pain

points and needs y
Through careful analysis and4active engagement, understanding customer
needs becomes a clear and tevable goal.

Continuously improv@Customer Services

Customer satisfaoti&ﬁvis important as it allows the organization to stay in
the business. In Mmény businesses, service is the only thing that makes the
organization, mere attractive than the competitor. To stay competitive and
relevant a o maintain a high reputation, companies, no matter what

%ey operate in, must focus on continually improving their
service. Ensuring high customer service at all times and striving to
customers’ ever-changing expectations can not only enhance the
tomer experience and result in higher customer satisfaction but can also
result in long-term customer loyalty and increased business.

Companies that fail to develop new products are putting themselves at great
risk. Their existing products are vulnerable to changing customer needs and
tastes, new technologies, shortened product life cycles, and increased
domestic and foreign competition. The marketing concept holds that
customer needs and wants are the logical place to start the search for ideas.
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Achieving continual improvement in customer service requires a
multifaceted approach:

1. Proactive Listening: Gathering and acting on customer feedback
ensures businesses stay aligned with customer expectations.

2. Employee Development: Equipping employees with the right skills
and motivation enables them to deliver exceptional service.

3. Benchmarking: Comparing performance with industry standards
helps identify gaps and learn from best practices.

4. Innovation: Encouraging continuous learning and embracmg%@'ange
fosters a mindset of excellence within teams.

Continuous improvement is an ongoing journey that requir mmltment
and adaptability. By embracing these strategies, businesses, can consistently
deliver exceptional service, strengthen customer relatim@%ps, and achieve
lasting success.

g &O

ACKNOWLEDGING CUSTOMER REQUESTS O&

In today’s competitive market, customers have ‘more choices than ever and
rarely stay loyal to a single brand. Priqgritizing the customer needs and
helping them through meaningful interaéﬁns and prompt responses build

the trust.

e
Acknowledgement is the act of showing that you have seen or noticed
somebody/something. It is sim the step of validating the other person’s

feelings. b%
Acknowledging customg\t'&equests is a vital part of good customer service.

Good customer SCI’ViCC%’liCh is arguably the foundation of any practice can
be simplified into tvxgékey components.

The first is car; 'gabout your customer, which will guide you to make better
decisions. % second is communicating well, which can change the
o

outcome nversation.

To @an emotional connection with the customer, retailer need to take
th%e and effort to tell him or her that we heard their problem.

gample: A customer visits a cafe and orders a coffee. The customer gets
upset as the coffee is taking time to reach his table. Following the
conversation that he has with the manager

Customer: “I have been waiting 15 minutes for my coffee. What’s the delay?”

Typical response: “Let me check on your order.”

Acknowledgement response: “I am so sorry for the wait. | understand how
frustrating it must be to wait longer than expected for your coffee. Let me
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check on your order right away and make sure it’s prepared as quickly as
possible.”

By acknowledging the customer’s frustration, retailer validate their feelings
and demonstrate empathy. This approach not only helps calm the situation
but also reassures the customer that their concern is being taken seriously.
Adding an apology after showing understanding makes the response even
more effective, as it builds trust and shows genuine care.

Acknowledging customer’s request is important because it shows t
retailer is paying attention and that the customers’ needs are being handled.
It helps clear up any confusion and makes them feel more conﬁden&heir
decision. By acknowledging their request, you build trus ke the
customer feel valued. A

The LAER model (Listen, Acknowledge, Explore, and Respoe;:l) (Figure 4.2) is
an effective communication framework for addressing “&Qistomer concerns,
ensuring that their feelings are validated and their ne@ are met.

«O&
> Listen >>Acknowledge>> Explore >> Respond
x’
x&

Fig. ¢$ﬁe LAER model
Listen: Pay close attention4to” what the customer is saying without
interrupting or judging. B ient and focus entirely on their concern or
problem. Avoid jumpin conclusions or letting your own opinions get in
the way. %
X

Acknowledge: A&l@iﬁﬁwledge customers request to show that you have
understood a ued their input

Explore: re potential solutions by asking questions and discussing
options example, ask, “Would you prefer a replacement or a refund?”
Expl Q.g solutions together helps the customer feel involved and ensures
th&aeds are met.

Respond: Provide a clear and thoughtful resolution to address the
customer’s concern. Be specific about what steps you will take to fix the
issue, and follow through promptly. A confident and kind response
reassures the customer and leaves a positive impression.

Importance of Acknowledging Customer

e It helps to build trust and loyalty by showing customers that they are
valued and respected.
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e It helps to create a positive first impression, making customers feel
welcomed and appreciated.

e It helps to reduce frustration, especially during busy times, by letting
customers know they have been noticed.

e It helps to improve communication by encouraging customers to
express their needs and concerns freely.

e It helps to enhance the brand image by demonstrating a professiogriﬂ

and customer-friendly attitude. %8
e It helps to support conflict resolution by acknowledging. omer
concerns and showing empathy. O

e It helps to encourage feedback, which is essentiang' improving
services and customer satisfaction. <

PROVIDING ACCURATE INFORMATION AND ADVIC%& CUSTOMER

Customers love and cherish companies that treat them the way they want to
be treated. Customer satisfaction has alway &én a key element in the
pursuit of corporate goals and objectives. The, rising customer expectations
for quality; service and value have prompted many companies to organize
their business around customers they s:;@e Providing accurate information
and delivering excellent service to cu ers requires a strategic approach,
effective communication, and a %§ er-centric mindset.

e Know Your Customer: [t
their preferences, a ehavior patterns, which allows for more
personalized and r@ant support.

elps to identify who your customers are,

e Understand Customer Needs: It helps to actively listen and interpret
what the cu er truly requires, ensuring that the solutions offered
match t "expectations.

e Mee @m Manage Customer Needs: It helps to not only fulfill
cusx er requirements but also to manage expectations realistically
@Void disappointment.

Q@ nsure Accuracy in Information: It helps to provide correct, clear,
and up-to-date information, which reduces confusion and builds
credibility.

¢ Communicate Effectively: It helps to use simple, respectful, and
professional language to explain things clearly, confirm
understanding, and keep the customer informed at every step.

As a retailer, providing accurate information and advice to customers is
essential for building trust, enhancing satisfaction, and ensuring long-term
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loyalty. Also, today’s customers expect quick, clear, and reliable responses
to their queries.

PRACTICAL EXERCISES

Activity 1: Role Play on Customer Interaction and acknowledging their
request.

Materials Required: Pen, Pencil, Rubber, Notebook

Procedure: b’
1. Gather the students in classroom/lab. \Q,QJ
2. Make a group of 5 students each \',\

3. Ask the students to decide their roles as customer an&a@ether group
as customer service representative.

4. Customer is willing to see the laptop section of the\@)re
5. Assist the customer to the right place/ sectiorkc?ﬁgtore
6. Interact about the customer’s requ%@ents of laptop- office

use/personal use etc. @
7. Do the need assessment for his lap requirements?
8. Show him demo samples é{,\'
9. Explain him the features characteristics of laptops of various

brands, their price points; after sale service and other facilities.

10. The students will wrl%%own the questions asked by customers and
answers given by s@ representative.

11. Teacher will %@s with students how they performed their role
12. From each %’fbup, one student will write down the report.

13. StudentsMo receive the feedback from other peer students and
tea éém the classroom.

14. @e a final report and submit it to the teacher.

Activity 2: Group Discussion on Importance of correct information to the
tomer.

Materials Required: Pen, Pencil, Rubber, Notebook
Procedure:

1. Gather the students in classroom/lab.

2. Make a group of 5 students each.

3. Discuss in your group the importance of customer in today’s business
environment.
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4. Discuss how important is to give correct information to customer so
that he can take right decision with respect to his buying decision.

5. Discuss how misguidance of any type can hurt goodwill of business
and impact negatively in future for the business of the organization.

6. All Students to note down their observation in the notebook and
present their work in precise points.

7. Each Group to present their observations in a class before other
students and teacher.

8. Teacher to summarize the learnings and give feedb efor
improvements \}
9. Students Groups to submit their learning reports to thgz&ther
CHECK YOUR PROGRESS <
A. Fill in the Blanks ONO

1. Customers have both stated and §needs that businesses
must address. %

2. is the act of s@wing that you have seen or
noticed somebody/something. ,

3. are wh@‘t}e customers expects but doesn’t
ask for. (b'

4. Gathering and actin customer feedback ensures businesses
stay aligned with ¢ mer expectations is

S. Customer 0
stay in the %1 iness

B. Multiple C’h&e Questions
a@pe of customer need is often unspoken but expected?
%éal Needs
b. Unstated Needs

Q%C*) c. Delight Needs

is important as it allows the organization to

d. Secret Needs

2. Which method involves observing customers directly to assess
their needs?

a. Ask
b. Try
c. Look
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d. Benchmark
3. Which of the following is an example of a “Delight Need”?
a. Clear product instructions
b. Complimentary gift with purchase
c. High-quality customer support

d. Detailed invoice for transparency

4. Acknowledging a customer's complaint is an example of: @b’
a. Ignoring customer needs . %Q
5

b. Enhancing customer loyalty N{)\’

c. Poor service management Q\}

d. Unnecessary communication «OQ’

C. Match the followings xO
$
Column A Column B %O
1. Stated Needs A. Luxury car fq@atus
OV
2. Real Needs B. Speciﬁed@qhe customers
X<
3. Unstated Needs C. Aw‘requirements of the customers
Yy
4. Delight Needs [Sﬁgﬁpectations that customers did not specify
5. Secret Needs éﬂ}ﬁ? Needs that exceed expectations
X

>
D. State w}@ﬂler the following Statements are True or False

1. @bwledging customer feedback can help improve customer
\i isfaction.

é} Real needs are always explicitly stated by the customer.

Q% 3. Observing customer behavior falls under the “Try” method of
assessing needs.

4. Customers love and cherish companies that treat them the way
they want to be treated.

5. Acknowledgement is the act of showing that you have seen or
noticed somebody/something.
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E. Short Answer Questions
1. Define customer needs.
2. What is Acknowledgement?
3. How can businesses innovate to enhance customer satisfaction?
4. Discuss the importance of customer satisfaction?
F. Long Answer Questions

1. Explain in detail the various types of customer need with exa S

for each.
s

2. How can the LAER model (Listen, Acknowledge, E@Qre, and
Respond) be used in customer service to add gSs"~ customer
concerns, validate their feelings, and meet their neeé'>

3. How can the “Look, ask, try” framework be u@eﬁy organizations
to identify, understand, and meet customer ds, and how does it
contribute to improving customer s#tisfaction and driving

purchases? %O

G. Check Your Performance @

1. Describe three examples of- Q\qﬁtated needs you might have
experienced as a customer. %é

X0
2. Discuss the importanc@'&orrect information to customer?

3. Prepare flow chart of customer needs with their importance.
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SESSION 2: INFORMATION AND REFERRALS

Organizations of all sizes seek to leverage their ever-growing enterprise data
as a strategic asset. Whether through formalized data governance programs
or simply building a stronger data culture, they pursue these initiatives
because they see data as the fuel for innovation and agility and key to their
survival in today’s business environment. Data is one of the key components
when making important business decisions. Effective data gathering and
analysis helps decision makers verify, understand, and quantify complex
issues that need rational and insightful solutions make it passive d
simple

&
INFORMATION HANDLING \Q\/\’

Information handling refers to the process of managing@h?&, including
marking, storage, transmission, disposal, and destruction, While ensuring the
protection of proprietary information and following decla\?@ication schedules.
Information management is one of the most signiﬁcaﬂf{,@auses of this shift.

Business information management is the prtg@)&by which organizations
create, store, retrieve, use, and dispose
benefits of Business Information Managen‘ﬁ Figure 4.3):

ormation. Below are the

A
A
P
Customer Decision
Satisfaction Making

Enhanced
Efficiency

Improved

@ Performance

Access to
Information

Fig. 4.3: Benefits of Business Information Management

1. Improved Decision-Making: With accurate and organized data,
businesses can make informed decisions quickly and confidently. By
analyzing trends, customer behavior, and market conditions,
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companies can choose the best strategies, predict outcomes more
accurately, and reduce risks associated with uncertainty.

2. Enhanced Efficiency: Business information management streamlines
operations by organizing and automating data processes. This reduces
time spent searching for information and minimizes errors. Employees
can access the information they need without delay, allowing them to
complete tasks faster.

3. Access to Information: Effective business information manage t
ensures that essential data is easily accessible to those who neéd it,
when they need it. By centralizing data in systems that areéééy to
search and retrieve, companies eliminate bottlenecks improve
communication between departments. g\'}

4. Enhanced Performance: Data management systemwl oW companies
to assess their performance in real-time, @ntify areas for
improvement, and take corrective actions in{@ediately. Consistent
data analysis leads to better decision-malking, improved resource
allocation, and a continuous improvemen&:lset that boosts overall
performance. @

5. Customer Satisfaction: When &sinesses manage information
effectively, they can deliver mo X)ersonalized, timely, and accurate
services to customers. W E‘ﬁ" it’s by keeping track of past
purchases, preferences, stomer service interactions, businesses
can anticipate customermeeéds and offer tailored solutions.

Process of Handling Unsatisfactory Information

No matter how great a@)}siness is, sometimes things don’t go according to
plan and customer&éet upset. The problem starts when nobody deals with
them properly. Cé@fomers pay to get great support, and they have every
right to be % ith an unhelpful, reckless, or rude agent.

When cu ers pay the same price, but experience an unsatisfactory level
of servi %Compared to other customers, they feel a sense on inequity or
unfa gs. When they complain, they want the company to fix the
i ance. They want justice. Complaint is an opportunity that can actually
reSult in the customer having a more positive view of business after a
complaint is resolved than before they ever had a problem. On the other
hand, if angry clients get outstanding customer service with an effective
solution to their problem, they might even leave more satisfied. They accept
that mistakes happen, and will be sure to leave a top-star rating about your

assistance.
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Efficiently assessing and addressing customer complaints is essential for
businesses to build trust and loyalty. The pictorial representation highlights

the process of handling unsatisfactory information (Figure No 4.4)

v> @ -4
4
Remain Positive Listen Identify Offer Collect
Calm Language Actively the Issue Solution Feedback
A

P

. Remain Calm: The

. Listen Actively: Li

. Identify t

Fig. 4.4: Process of Handling Unsatisfactory Informati

first step while hand}@% unsatisfactory
information is to remain calm and composed régardless of situation.
Staying calm and composed helps set positiv¢ tone with the customer
for the conversation making it easier to e the situation.

. Use Positive Language: The langua@ you use during interactions

can significantly affect the outc Instead of focusing on the
problem, use positive and solution-focused language. For example,
instead of saying, “I can’t hel th that,” say, “Let me see how I can
assist you.” Positive langu
customer that you're focused on resolving the issue.

ncourages cooperation and assures the

actively to what customers say is vital for
great customer ser%iCe. Understanding the customer’s perspective and
acknowledgin ,{? r feelings, helps build their trust.

sue: After listening carefully, clearly identify the core
issue. It ssential to confirm the details of the problem to ensure by

addre§sing the right concern. Identifying the issue accurately will
al to focus on the correct solution, preventing further confusion.

Sé{er Solution: Once the issue is identified, offer a practical solution.

he solution should be tailored to the customer’s specific needs and
preferences. This could range from correcting the information, offering
a refund or exchange, or providing additional support.

. Follow Up and Collect Feedback: After the solution has been

implemented, follow up with the customer to ensure their satisfaction.
Asking for feedback on the resolution process not only helps improve
your approach but also makes the customer feel valued. If the
problem persists or new concerns arise, be prepared to address them
promptly and effectively.
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Finding Alternative Solutions

Handling unsatisfactory information requires a thoughtful, systematic
approach to ensure customer concerns are addressed effectively. When
handling unsatisfactory information from a customer, it is important to
follow a clear process to resolve the issue effectively. First, always Remain
Calm. Staying calm helps you think clearly and prevent the situation from
getting worse. Next, use Positive Language. Instead of focusing on the
problem, use words that show you are ready to find a solution, which helps
keep the conversation friendly and productive. Listen Actively toQJ e
customer's concerns without interrupting. This shows empathy and\ helps
you fully understand the issue. After listening, it is important t&é?;tify
the Issue by confirming the problem. You can ask follow—ug\y stions to
make sure you understand exactly why the customer is uth about. Once
you have a clear understanding of the problem, you c¢ ffer Solution.
This could involve correcting the information, offerin refund, or giving
another type of resolution that solves the customer’s &e. (Figure 4.5)

LU> L@

Remain Positive Listen Identify the Offer
Calm Language Actively Issue Solution

$ Offer
Solution
CUSTOMER

Are the

. customers
4 Satisfied?

If NO

Collect
Feedback

N2

b ) customers
A
[y want

C E: —
% @:r@ Learn what
S

Fig. 4.5: Finding Alternative Solutions

Once a solution is offered, it is important to follow up with the customer to
ensure they are happy with the resolution. If the customer is not satisfied,
take the time to understand their needs and what they are looking for. By
asking for their input, you show that you value their opinion and are
committed to finding the best possible solution. Based on the customer’s
needs, retailer can then offer an appropriate alternative. Offering
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alternatives also helps strengthen the relationship with the customer and
increases the chance that they will continue doing business in future also.
Finally, after offering the solution or alternative, follow up again to confirm
the customer is satisfied. This also gives you a chance to collect feedback,
which can help improve how you handle similar issues in the future.

REFERRING CUSTOMERS REQUEST

When you have a problem, you usually ask your family and friends for help.
Whether you are looking for a new car, a doctor you reach out to the pedple
that you trust. Referrals are a powerful way to have your customers d& the
marketing for you. By providing great customer service, retailer increase the
chances that current customers will recommend your busi Nto their
friends and family. The importance of referrals is undeniable%\'}

Referrals have long been known to be effective due to th@ st customers
place in recommendations from friends and family. O

Referrals can also work against retailer. If the ﬁvgvide poor customer
service, customers may share their negative e Xﬂ‘ences with others. Bad
referrals can be the building blocks of a nﬁve reputation, and can
ultimately drive away future customers in thedong run.

Referring Customers’ Requests means d@cting customers to the appropriate
person, department, or resource whe eir query or concern is beyond your

scope or authority. Q-
Y

This is important in ensuring customer gets the correct information or
service quickly and efficie )y For example, if a customer asks about a
refund policy that onl 4he billing department can handle, you should
politely refer them to tlé)&feam. Key steps include:

o Listening cq,ggéﬁlly to understand the exact request.
. Explaini@'%vhy you are referring them and who can best assist.

. Pro& g clear directions such as; contact details, office location, or
stéps to follow.

. @ollowing up (if needed) to ensure the issue was resolved.

@'@rals should always be done politely and professionally to maintain a
positive customer experience.

PRACTICAL EXCERSIE

Activity 1: Role Play and Power Point Presentation on Incomplete
information provided to customer.

Materials Required: Pen, Pencil, Rubber, Notebook, Computer/Laptop for
PowerPoint Presentation
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Procedure:
1. Gather the students in classroom/lab.
2. Make a group of 5 students each.

3. Ask the students to decide their roles as customer and another group
as customer service representative. b,

4. Consumer wants to buy spices powder. The customer “@rvice
representative is new in the company does not wanting t(a'\, ow his
not know the product.

5. Customer service representative to misguide the Qustomer that
product is not available in the store. e

6. Customer walks out of store and observes\@e same product in
another customer’s bag. X,

O
7. Write down the emotions and thoughts @otebook for customer and
customer sales representative. @

8. Discuss the observations with. @ﬁer groups and present your
observations before the class th@&gh a power point presentation.

9. Teacher to observe th iscussion and give feedback for
improvements. @

Activity 2: Discuss the pra@e referring customers to the right person.
Materials Required: P, encil, Rubber, Notebook
Procedure: %
1. Gather t 'ﬁt%dents in classroom/lab.
2. Mak roup of 5/6 Students as per student availability.
3% ts to sit in round circle in groups.
i

% scuss the importance of customer and how correct information
Q given to customer helps organizational goodwill and performance.

5. Discuss the disadvantages if customer is not referred properly and
how it impacts business sales and performance.

6. Note down all advantages and disadvantages in notebook.
7. Prepare a summary of all these observations.

8. Present in class with all students group-wise.
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9. Teacher to observe student presentation and give feedback for
improvements.

10. Students to prepare a two-page report for the activity and submit to
teacher.

CHECK YOUR PROGRESS
A. Fill in the Blanks

1. refers to the process of managing data, includi
storage, transmission, and disposal, while ensuring the prote¢tion
of proprietary information. %

2. helps businesses make informed decisions b&nalyzmg
trends, customer behavior, and market conditions. Q

3. The first step in handling unsatisfactory k iftformation is to

, which helps maintain a positive conversation with the
customer. &\J

4. Using language while deali%@ith customer complaints
can significantly impact the outco

5. Providing great customer service'k}creases the chances of receiving
from satisfied cust S.

B. Multiple Choice Questions \,©

1. Which of the follow%& is the primary benefit of business
information managg%nt?

a. Increasing 09&
b. Improve q\@lsmn -making
c. Redu & customer satisfaction

é@asmg efficiency

h of the following is the best way to handle a customer
mplamt'p

%Cw) a. Ignore the complaint
Q b. Use positive language and listen actively
c. Argue with the customer

d. Immediately offer compensation without understanding the
issue

3. Why are referrals important for business?

a. They create a positive reputation and bring in new customers
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b. They create a positive reputation and bring in new customers
c. They replace the need for customer service
d. They increase customer complaints

4. What should a business do after offering a solution to a customer
complaint?

a. Ignore the customer

b. Follow up and collect feedback b,

c. Ask the customer to stop complaining %Qe
Y

S,

5. Which of the following is NOT a step-in handlinQﬁsatisfactory’

d. Offer a discount immediately

information?
&

a. Identifying the issue ONO

b. Listening actively &K’

c. Offering a solution %O

d. Ignoring the customer’s complai@
C. Match the followings \fb’

@Y
Column A (.\/ Column B
&ya'
1. Business Inform & ) ) ..
% A. Helps in making better decisions
Management b.
)(I\/
2. Remain Calm Q) B. First step in handling complaints
LS
3. Positive Lang&e C. Encourages cooperation
A 7

4. Custogxeferrals D. Helps in business growth

>
S. Ftlfjkyv-up E. Ensures customer satisfaction

Q;Qtate whether the following Statements are True or False

1. Business information management only applies to large
businesses.

2. Listening actively to a customer’s complaint helps build trust.

3. Positive language is not important while addressing customer
complaints.

4. Customer referrals can both positively and negatively impact a
business.
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5. After resolving a complaint, businesses should never follow up with
the customer.

E. Short Answer Questions

1. What is business information management, and why is it
important?

2. Why is following up with customers after resolving their issues

necessary?
3. What are the benefits of customer referrals for a business? @b
F. Long Answer Questions . %Q
1. Explain the steps involved in handling unsatisfacto% ormation
effectively. Q
2. Describe how referrals can impact a business positively and
negatively.
xO
G. Check Your Performance X,

O
1. List the key steps to handling custom@omplaints professionally?

2. Discuss how to handle custome r@rrals with key steps involved
in this process? '\’(b’

"

3. Prepare a chart of advanta&@ and disadvantages of good and poor
customer handling mec ISm
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SESSION 3: CUSTOMER GRIEVANCES

In the modern business environment, consumer grievances have become an
essential factor in determining a company's success or failure. With the
increasing influence of digital technologies, customers today are better
informed and have higher expectations than ever before. In this fast-paced,
highly competitive environment, businesses can no longer afford to neglect
consumer complaints, as unsatisfied customers are likely to take their
business elsewhere. Effectively managing customer grievances not ly
resolves issues but can also enhance customer loyalty, improve se&c’e
quality, and build a stronger brand reputation. S

Handling customer complaints and grievances is not just a@}lt fixing
problems; it’s an opportunity to engage with consq@, improve
relationships, and demonstrate that a company values its customers. A well-
established grievance management system is critical(Jn ensuring that
customer issues are addressed promptly and fairly, Customers should be
encouraged to voice their complaints, as unresolyed issues can lead to
dissatisfaction, brand damage, and the 1 Q)f future business. As
businesses strive to build long-term relatior@i s with consumers, having a

robust system for acknowledging, apologésq,n , and resolving complaints is

key. {\{b’

Businesses can transform a negav@e experience into a positive one,
ultimately fostering long-term c mer loyalty by addressing complaints
effectively and empathetically,. strong grievance management process,
combined with clear comm ation, the ability to ask the right questions,
and transparency in and supply, can lead to higher customer
satisfaction and a stron@er brand reputation. In today’s competitive market,
customer grievance%anagement is no longer just about fixing problems—
it’s about creatjq’l an exceptional customer experience that ensures
customers wil urn, time and time again.

HOW T\ THE RIGHT QUESTIONS TO UNDERSTAND CUSTOMER
NEEDS?

U %tanding customer needs begins with asking the right questions that
a@ clear, respectful, and focused on gathering useful information. This
helps in offering the most suitable product, building trust, and improving
customer satisfaction. Following are some points explained in detail (Fig.4.6)
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Talk Directly with Customers
Ask with Surveys Test Your Product

€

(w]]
oo
H N

Monitor at Social Media Study Your Competitors

) velaro

'(, Fig. 4.6: Understanding Customer Needs

rf%gi h Open-Ended Questions: Open-ended questions are a
wAr 1 way to begin a conversation with a customer. They
éburage detailed responses instead of simple “yes” or “no” answers.

% uestions like “What exactly are you looking for today?” or “Can you
Q

1. Sta
p
n

tell me more about what you need this for?” give customers the space
to explain their needs in their own words. This helps the service
provider understand the customer's situation better and offer more
relevant solutions.

2. Use Probing Questions to Clarify: After the customer provides a
general idea of their needs, it is important to ask probing or follow-up
questions to gather more specific information. Questions such as “Do
you have a specific brand or budget in mind?” or “How often do you
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2

7. Respect Privacy and Boundaries: While it is important to ask

. Confirm Understanding Through Paraphrasing:

use this product?” help narrow down the available options. This
ensures the recommendations are tailored to the customer’s
preferences and usage, making their experience more satisfactory.

. Avoid Leading or Biased Questions: It is essential to keep questions

neutral and unbiased to avoid influencing the customer's decision.
Leading questions like “Don’t you think this one is better?” or “You
probably want the cheapest one, right?” can make the customer feel
uncomfortable or pressured. Instead, questions should be ph{égd

objectively, allowing the customer to make their own choices bas n
honest and clear information. 0>
.x%

avoid
misunderstandings, it is helpful to repeat the custm@;& request in
your own words. This confirms that you have understdeod their needs
correctly. For example, saying “So, you are loekifrg for a durable
fabric that’s easy to wash. Is that right?” not only shows that you are
listening, but also gives the customer an QPP rtunity to correct or
clarify their needs. This step improves “‘cénmunication and builds
trust.

. Ask About Prior Experiences: Lea?\ging about a customer’s previous

experiences with similar produ or services can offer valuable
insights. Questions like “Have §ou used this kind of product before?”
or “Was there anything yow éidn’t like about your previous one?” help
identify preferences ory' problems that should be avoided.
Understanding past periences allows you to suggest better
alternatives that su(c)t e customer’s expectations.

. Be Attentive %d Adjust Your Questions: Every customer is

different, so g&, important to observe their tone, expressions, and
comfort ﬁ& while interacting. If a customer appears unsure or
hesit k supportive questions like “Would you like to see a few
opti before deciding?” If the customer seems rushed, adjust by
ing “Can I quickly show you the top three best-sellers?” Being
entive and flexible helps you better connect with the customer and
provide a more comfortable experience.

questions, respecting the customer's privacy is equally vital. Avoid
asking overly personal or unnecessary questions unless they are
directly related to helping the customer. Maintaining professionalism
and respecting boundaries builds trust and ensures the customer
feels respected. Questions should always be asked politely and with
sensitivity to the customer's comfort level.
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Asking the right questions is a skill that improves with practice. It requires
good listening, empathy, and communication. By following these strategies,
customer service professionals can accurately identify needs, offer suitable
solutions, and ensure a satisfying experience for the customer.

CHECKING STOCK LEVELS AND TERMS OF SUPPLY

Checking Stock Levels and Terms of Supply is a crucial part of customer
service and inventory management. It involves verifying whether a product is
available in the store or warehouse and understanding the conditions un@r
which it can be supplied to the customer. When a customer m an
inquiry, staff should promptly check stock levels using inventory sy s or
by consulting with the store team. At the same time, they shou }orm the
customer about the supply terms—such as delivery timelin€sy minimum
order quantity, availability of substitutes, or special discotnts. Providing
accurate and up-to-date stock information helpso void customer
disappointment, improves trust, and ensures smoothfransactions. It also
helps businesses manage demand and plan repleniil} ents more effectively.

Checking Stock Levels %O
The following points to be considered while c@cking stock level:

1. Verify Product Availability: The t step in assisting a customer is
to confirm whether the desired duct is available. This can be done
by checking the store's in ry management system or physically
verifying the stock in th«é‘yre or warehouse. Providing an accurate
answer ensures the c mer receives reliable information and helps
avoid confusion or disappointment. It also reflects professionalism and

builds trust in t}%lbusiness.

2. Use Real-Tinfélnventory Tools: Using up-to-date inventory systems
is essential @t accurate stock tracking. These tools show real-time
stock lé@s and help employees provide correct information to
cust s instantly. Relying on these systems prevents the mistake of
P sing items that are actually out of stock and supports smooth
1&i.éiness operations.

Q@ Communicate Clearly with the Customer: It is important to

communicate clearly with customers about the availability of a
product. If the item is not in stock, this should be honestly and
respectfully shared with the customer. Misleading the customer or
providing vague responses can damage the store's reputation and
cause customer dissatisfaction.

4. Check for Substitutes: When a product is unavailable, suggesting
substitute or similar products shows initiative and customer care.
Instead of simply saying “out of stock,” offering alternatives can still
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fulfill the customer's needs and help the store retain the sale. This
approach demonstrates good service and problem-solving skills.

. Coordinate with Inventory Team: Effective communication between

customer service staff and the inventory or warehouse team ensures
that stock levels are monitored closely. This coordination helps staff
stay informed about any delays, new arrivals, or restocking schedules,
allowing them to give accurate updates to customers and plan

accordingly. b'
Understanding and Communicating Terms of Supply <
The following points to be considered while understan%& and
communicating terms of supply: O

10

P

Explain Delivery Timelines: When a customer decidtho purchase a
product, explaining the delivery or pickup timelings.i& very important.
The staff should inform the customer whether t QQoduct is available
for immediate purchase or will take time %0 be delivered. This
transparency helps the customer make.gn informed decision and
prepares them for the expected wait.

Inform About Order Conditions: %Qs of supply also include any
special conditions such as mi m order quantity, packaging,
delivery charges, or discountyjfor bulk purchases. The customer

should be made aware of t]zlaz.s{e terms clearly before completing the
transaction to avoid any d&l.\sion or dissatisfaction later.

. Mention Stock Repl ‘%hment Plans: In case the desired product is

out of stock, it is @ful to inform the customer about when the item
will be restocke(@ aring expected restocking dates or allowing pre-
orders keeps&ﬁ% customer interested and may encourage them to
return or W,Q,@'for the product rather than go to a competitor.

. Hand{z4 ecial Requests Professionally: Sometimes, customers may

request’large quantities or urgent delivery. In such cases, the service
should check with the relevant departments and provide clear

ormation on whether such requests can be met. Handling such
situations with honesty and professionalism shows respect for the

customer's needs and enhances the brand’s image.

Build Customer Trust: Ultimately, checking stock levels and
explaining supply terms accurately helps in building strong
relationships with customers. Providing truthful, clear, and timely
information boosts the customer’s confidence in the business and
encourages repeat visits. It also contributes to the overall success and
reputation of the company.
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PROVIDING CUSTOMERS WITH CLEAR INFORMATION ABOUT
AVAILABILITY AND TERMS

It is essential for building trust and ensuring a smooth shopping experience.
When customers inquire about a product, they expect honest and
straightforward answers regarding whether the item is in stock and how
soon they can get it.

e Honest Communication: Provide truthful and accurate information
about whether the product is currently in stock. 6

e Set Clear Expectations: Explain delivery times, pickup optioh@eﬁmd
any waiting periods if the product is not immediately availab%y

e Explain Purchase Terms: Inform customers about payél@\lg methods,
return policies, warranties, or any special conditions¥related to the

urchase. <
P «Q

e Avoid Ambiguity: Use simple and clear Iangua@to ensure customers
fully understand the availability and terms without confusion.

¢ Build Customer Trust: Transparency in\communication helps build
confidence and strengthens the relationship between the customer
and the business. " Qr

N
e Enhance Customer Satisfaction: Clear information reduces
misunderstandings and di aﬁfointment, leading to a better overall
shopping experience. &

e Encourage Repeat E@%ness: Customers are more likely to return
when they feel rq@}bted and well-informed during their purchase
journey.

INFORMING CUS’];é;fERS OF PROGRESS AND POTENTIAL DELAYS

S

It is a vital of effective customer service and communication. When
customers ce orders or request services, they expect timely updates
about t atus of their purchase. Thus, retailer is expected to do:

o ep Customers Updated: Regularly inform customers about the
Q% status of their orders or requests to keep them aware of progress.

e Manage Expectations: Providing timely updates helps customers
plan and reduces anxiety about when they will receive their product or
service.

e Communicate Delays Early: If any delays occur, inform customers as
soon as possible instead of waiting for them to ask.
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e Explain Reasons for Delays: Clearly communicate why the delay is
happening, such as stock issues, shipping problems, or other
unforeseen circumstances.

e Provide New Timelines: Offer a revised estimate for when the order
will be fulfilled or delivered to keep customers informed.

e Offer Alternatives: When possible, suggest alternative products,
expedited shipping, or other solutions to minimize inconvenience.

e Build Trust and Transparency: Open communication about pro%s
and delays shows respect for the customer and help maint eir
confidence in your service. \',\

¢ Reduce Frustration: Proactive updates prevent misQ@erstandings
and help avoid customer frustration or dissatisfaction.

PRACTICAL EXERCISES O

Activity 1: Role Play on Mock Conversation. &\’O

Material Required: Notebook, Paper, Pem%@ncil, and rubber and
questionnaire. @

Procedure: (b\”

1. Students to gather in classroon@(b}b.
2. Students groups to be pre . Each group to have 4/5 students.

3. One student to becog customer and another to become sales

representative /store ager.
4. Customer is Will@\to buy some furniture for his new home.

S. Customer Safévepresentative to give him information and understand
his requir nts as per a) Area of his home b) Budget c) Number of
people i@ome d) Other factors.

6. Cu@ er to provide realistic answers to above points.

7. @tudents to observe this conversation and write their observations
notebook.

QS. Each Student group to present their observation before other
students and teacher.

9. Teacher to give feedback for improvement.

10.Students to submit report of this activity to teacher with their
observations and learning.

Activity 2: Role play on providing customers with clear information of
terms.
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Material Required: Notebook, Paper, Pen, Pencil, and rubber and
questionnaire.

Procedure:
1. Students to gather in classroom/lab.
2. Students groups to be prepared. Each group to have 4/5 students.

3. One student to become customer and another to become sales
representative /store manager.

4. Customer is angry as his parcel which was expected yesterday 'kt@—te.

5. Customer Sale representative to give him information an "&tus of
his parcel and convey apologies for delay is due to Wi%@er related

problems. Q
6. Angry customer wants the order to be cancelled. NOQJ

7. Customer representative to convince him assufihg full assistance to
deliver his parcel at shortest possible time, réquesting customer not to
cancel the order. %

8. All Students to observe this conversat@ and write their observations

in notebook. \,
Q-

9. Each Student group to present @%}i‘ observation before other students

and teacher. (0)'&
10. Teacher to give feedback improvement.

11. Students to submit @ ort of this activity to teacher with their
observations and led¥ning.

CHECK YOUR PROGRESS
A. Fill in the Bldnks

1. In the”modern business environment, consumer grievances have
{é: me an essential factor in determining a company's or
% . Effectively managing customer grievances not only resolves issues

but can also enhance customer loyalty, improve service quality,
and build a stronger reputation.

3. A well-established grievance management system is critical in
ensuring that customer issues are addressed and

4. Understanding customer needs begins with asking the right
questions—those that are clear, respectful, and focused on
gathering useful
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5. Checking Stock Levels and Terms of Supply involves verifying
whether a product is available in the store or warehouse and
understanding the conditions under which it can be to the
customer.

B. Multiple Choice Questions
1. What is a key benefit of effectively managing customer grievances?

a) Increases operational costs

b) Enhances customer loyalty @b'
c) Reduces market share .\%Q
d) Discourages customer feedback S,

2. Which type of question encourages detailed respogses instead of

simple “yes” or “no” answers? o)
a) Leading questions \,O
b) Biased questions Q)
_ - >
c) Open-ended questions @
d) Closed-ended questions N

3. What should you avoid Whe(;}/ asking questions to understand
customer needs? \,QJ

O
a) Confirming understé@ﬁng through paraphrasing
b) Asking about pr@%xperiences
@1 questions

c) Leading or
d) Startingewith open-ended questions
4. When ag@duct is unavailable, what is a proactive step to take

a)é‘n)b diately tell the customer it's out of stock and offer nothing
e&e. ) Suggest substitute or similar products.

% Advise the customer to check back later without a specific time.
% d) Blame the inventory team.

<

5. What is a vital part of effective customer service regarding orders or
requests?

a) Waiting for customers to ask for updates.
b) Avoiding communication about delays.
c) Informing customers of progress and potential delays.

d) Only communicating when the order is ready.
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C. Match the followings

Column A Column B

A Repeating customer's request in your

1. Open-ended ti
pen-ended questions own words

B Building confidence through honest

2. Probing questions .
communication

C Asking for more specific details«@&r a

3.P hrasi
araphirasing general idea -xé
Ay
4. Customer Trust D Encouraging detailed resga&es

5. Real-time Inventory Tools E Showing current stocb@vels instantly

xO
. X
D. State whether the following statement e True or False

1. Unsatisfied customers are unlikely @take their business elsewhere
in today's competitive environmeﬁg.,

2. Asking leading questions he s¥in understanding customer needs
objectively. X0

Q-
3. Transparency in stoc d supply information can lead to higher
customer satisfacti

4. It is generally r to wait for a customer to ask about delays
rather than préactively inform them.

5. Respecti g\éﬁstomer privacy and boundaries is equally vital while
askin estions.

E. Shor@iswer Questions

me two benefits of a well-established grievance management
system.

Q% 2. Provide two examples of open-ended questions you can ask a
customer.

3. What is the purpose of “paraphrasing” when interacting with a
customer?

4. Why is it important to “Communicate Delays Early” to customers?
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F. Long Answer Questions

1. Explain in detail the importance of asking the “right questions” to
understand customer needs, outlining at least three key strategies
mentioned in the session.

2. Describe the process of “Checking Stock Levels and Terms of
Supply” for a business, detailing at least three specific actions
involved in each part of the process.

G. Check Your Performance @b’
1. Discuss how transparency in stock and supply tern:1§g®ﬁilds
customer trust? NY

2. Describe role of customer interaction in Qaatlfying his
requirements.
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SESSION 4: CREATING A POSITIVE IMAGE
POSITIVE IMAGE

Maintaining a good image of an organisation is crucial for business success.
Positive image helps build trust, strengthen relationships, and improve the
reputation among individuals and companies. The first step towards
achieving a positive image is through demonstrating professionalism.
Everyone is the organization, including all employees, should demonstrate
professionalism. This means being reliable, showing up on time, dress@,g

neatly, and behaving politely. It also includes following compan es,
working well with others, and focusing on the team’s goals r& than
personal goals. O

Good communication is another key part of creating a posit@%age. Using
polite and encouraging language helps build better gonnections with
stakeholders. Even while sharing bad news, it’s importarnt to remain calm

and focus on solving the problem. For example, inst of focusing on what
cannot be done, explain what can be done to the customer’s needs.
This approach shows that you care and are de to finding solutions.

When interacting with customers, always tr@ them with respect and care.
A warm greeting, active listening, . providing clear and helpful
information create a great first impregSion. If a mistake happens, offering a
genuine apology and working qui to fix the issue shows responsibility
and professionalism. These actighs build trust and make customers feel

valued. b‘%

A company’s positive imagg-also depends on how it presents itself to the
market. Providing exc service and going beyond customer expectations
can turn clients i loyal supporters who recommend the business to
others. A positiveJithage is not just about solving problems; it’s about
creating mem e experiences that make people want to come back.

Creating @itive image in business is about maintaining high standards,
being reSpectful, and making sure customers and stakeholders feel valued.
ivdividuals and companies consistently focus on professionalism,
ommunication, and excellent service, they create strong relationships,
rove their reputation, and achieve long-term success.

PROFESSIONAL APPEARANCE AND BEHAVIOUR

Professional appearance and behavior are essential components of a
business’s success. It is not about wearing a suit or holding a degree; it is
about how retailer present himself/herself and interact with others in a
professional environment. Thus, maintaining a professional appearance and
behavior is crucial in any workplace, especially in customer-facing roles like
retail, hospitality, and corporate environments. It not only reflects personal
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discipline but also represents the image and values of the organization.
While interacting with the customer, retailer should take care of the
followings:

1. Builds First Impressions: Customers and clients often judge a person or
business within seconds of interaction. A neat, clean appearance and
polite behaviour create a strong, positive first impression that sets the
tone for future engagement.

Example: A well-dressed salesperson with a friendly attitude is n‘@e
likely to be trusted and approached by customers. <

2. Enhances Customer Trust and Confidence: Professional conis@, such
as punctuality, respectful communication, and active lister{ig, assures
customers that they are dealing with a responsib]Q&d capable
individual.

Example: A receptionist who greets visitors with a‘ghile and answers
questions clearly helps build trust in the company&o

3. Reflects Company Values: Employees regpresent the brand. Their
appearance and behaviour demonstraie the standards and
professionalism of the organization.

Example: A staff member wearing a.@¢an uniform and company badge
reinforces the store’s commitment gg>quality and service.

4. Improves Workplace Rela%@hips: Professional behaviour, such as
cooperation, courtesy, and conflict resolution skills, creates a respectful
and productive work env@ ment.

Example: A team n@ er who calmly addresses issues and supports co-
ealthy team dynamic.

workers fosters

5. Boosts Perso%&onfidence and Career Growth: Looking and behaving
profession an make individuals feel more confident and motivated. It
also im@soves their chances for promotions and success in customer

servi@) es.

ple: A confident and well-presented employee may be chosen to
a team or handle VIP clients.

G%EETING CUSTOMERS

Greeting customers warmly and professionally is essential for creating a
positive first impression and setting the tone for their experience. A well-
executed greeting can make customers feel valued and welcome,
encouraging them to return and even recommend your business to others.
On the other hand, a poor greeting can leave them feeling ignored or
unimportant, possibly driving them away. Cultivating an atmosphere that
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makes customers feel truly welcome proves to be a highly effective strategy
for retaining their loyalty. (Fig.4.7)

EXCESSIVE
D IGNORANCE >> NEGATIVITY >> FORMAILITY >

Fig. 4.7: Greeting Mistakes to Avoid for a Positive Customer Experienceb

1. Ignorance: No matter how busy you are; it is essential to t he
time to greet every customer who walks through your door.:.Faking a
moment to acknowledge each customer shows that retaileré%ue their
customer, helping them build loyalty and trust, enQ&g they feel
respected and more likely to return. <

2. Negativity: It is vital to maintain a friendly and v&coming behaviour
toward customers, no matter how your day is*going. Strive to extend
compassion and understanding to eve “the most challenging
customers, mirroring the treatment ret would hope to receive in

return. @
N

3. Excessive Formality: Excessive foffnality can often make interactions
feel stiff and distant. For exam In a retail store, customers come to
browse and shop in a casu ‘environment. If retailer greet them with
overly formal language, 4 n create an awkward atmosphere and
make them feel unc rtable. A friendlier and approachable tone
encourages a more 13 d and positive shopping experience.

A good greeting not on@&hances the customer’s experience but also builds

loyalty and trust. racticing warm, respectful, and attentive greetings,
businesses can ef@ate a welcoming environment that keeps customers
coming back. od greeting helps create a welcoming environment, builds

trust, an@s customers coming back.

DEALI ITH DIFFERENTCUSTOMER BEHAVIOR

Ha%&hg customer behavior can be one of the most challenging aspects of
ustomer service role. Customers come from various backgrounds and

have different expectations, making it essential for businesses to develop

effective strategies to address their concerns. A successful customer service

experience not only resolves issues but also enhances customer satisfaction

and loyalty. Understanding the different types of customer behavior and how

to manage them is crucial for maintaining a positive reputation and
ensuring long-term business success.

Every customer is unique, and so is their behavior. When it comes to
customer service, it is important to identify and understand various
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customer personalities to tailor responses effectively. Different customers
exhibit behaviors such as aggression, passivity, indecisiveness, or
entitlement. These behaviors can often result from personal issues, prior
negative experiences, or simple miscommunication. By recognizing these
patterns, customer service representatives can choose the appropriate
strategies to de-escalate conflicts, solve problems, and provide a positive
experience. (Fig.4.8)

o

Angry Shy Talkative || Confused

\ AN N AN

Fig. 4.8: Strategies for Handling Different Behaviors

J

1. Stay Calm and Pr %s ional: It is essential to remain calm and
composed regar%f situation. Staying calm and composed helps
set positive q‘gt{e ith the customer for the conversation making it

easier to ha the situation.

2. Listen a@‘Empathize: Listing actively to what customers say is vital

for customer service. Understanding the customer's perspective
a nowledging their feelings, helps build their trust.

3%6logize and Offer Solutions: When customer faces inconvenience

% pologizes sincerely even if the problem was not caused directly by

Q you. A simple genuine apology shows empathy and helps the
customer feel heard. After apologizing, offer solutions that address
their concern

4. Set Boundaries: While it is important to be helpful and
understanding towards customers, it is also necessary to set clear
boundaries. If a customer behaves disrespectfully, calmly explain
what is acceptable. Setting boundaries ensures a respectful and safe
environment for both customer and organisation.
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5. Preventive Measures: Taking proactive steps is the best way to
handle difficult customer behavior. Establish clear communication
with customers from the beginning, set realistic expectations and
provide through information about the products and services of the
organisation.

BENEFITS OF PROVIDING COMPLETE AND CLEAR INFORMATION

Communication is the means by which firms attempt to inform, persuade,
and remind customers directly or indirectly about the products they sel
is the means by which the firm establish a dialogue and build relatiggnps

with consumers. This communication can happen through various modes of
marketing communication like the following (Fig. 4.8) QO

A
e 3

PRODUCT LAUNCH

. Sales Word-of- Eventsand || Interactive
Advertising . Mouth . .
Promotion Marketing Experiences Marketing

. X N X J.\ J

4

Fig. 4.9: Vario‘us modes of Marketing Communication

Following are the benefits of providing complete and clear information to the
customer:

e Builds When businesses provide clear and honest details about
thelr? ucts or services, customers feel confident in their decisions
the business itself. This transparency helps establish

redibility and encourages customers to rely on the company.

@ aves Time: Complete and well-organized information allows
Q customers to quickly understand what a product or service offers
without needing to ask additional questions. This efficiency saves time

for both customers and businesses, improving overall satisfaction.

e Avoids Confusion: Proper communication ensures that customers
fully understand product features, pricing, and policies. This
minimizes misunderstandings, making the buying process smoother
and more enjoyable.
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e Reduces Frustration: Clear instructions or policies help customers
avoid mistakes and resolve potential issues easily. This reduces stress
and ensures a more positive experience, even when challenges arise.

¢ Enhances Customer Experience: Providing accurate and complete
information shows that the business values and respects its
customers. This thoughtful approach leaves a lasting positive
impression and builds strong relationships.

e Builds Loyalty: Customers are more likely to stay loyal to busine
that make them feel informed, respected, and valued ear
communication creates a sense of trust and satisfaction tk@\%eeps

them coming back. «Q\’

Clear and effective communication is the foundation of gess in any
business. It helps build trust, avoids misunderstandings, and ensures
smooth collaboration between teams and stakeholders. By providing
complete and precise information, businesses can s gthen relationships,
save time, and reduce errors. Effective communéﬁon improves customer
satisfaction, fosters loyalty, and enhances over ficiency. Prioritizing clear
communication leads to better outcomes, s@nger partnerships, and long-
term success. So take time to communica%}.

HANDLING CUSTOMER: EXPLAINII‘%%ITUATIONS WHERE CUSTOMER
NEEDS CANNOT BE MET X0

N

Every customer has unique wants} needs, expectations, and character traits.

A nuisance to customers, ufacturers, retailers, and distributors alike,
product returns are also afy navoidable reality of doing business. To stand
out from competitors, iler need to do more than just provide the right

answer. Exceeding omer expectations and providing positive, memorable
experiences help in customers and make them loyal advocates which

means more ue for the company. When customers have questions,
they want wers quickly. In customer service, there may be times when a
custome equest cannot be fulfilled due to various reasons such as stock

unav 1@ ity, company policy, or service limitations. Handling such
sit %ns with empathy, honesty, and professionalism is crucial to
r@i taining customer trust and satisfaction.

Following points to be considered in such situations by the retailer while
handling customers:

1. Be Honest and Transparent: When a customer’s request cannot be
fulfilled, it is essential to communicate the truth clearly and
respectfully. Avoid giving vague answers or making false promises.
Customers appreciate honesty, and being transparent about the
situation helps maintain trust. For example, if a product is out of
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stock or discontinued, inform the customer politely and provide any
relevant details, such as restocking timelines.

2. Show Empathy and Understanding: Acknowledging the customer’s
disappointment goes a long way in creating a positive experience, even
when the solution is not ideal. Expressing empathy shows that you
value their concerns and are willing to support them. Phrases like, “I
understand how frustrating this must be,” help customers feel heard
and respected, reducing potential dissatisfaction.

3. Offer Alternatives: Instead of ending the conversation with a der@l,
try to help the customer by suggesting available alternatives: is
could include similar products, substitute services, o -\,6:5 ering
options. Offering choices demonstrates effort and ﬂexibil@hieh can
turn a negative situation into a more positive interactigrny\For example,
if a particular spice is unavailable, offer a close alteégfive or explain
how the customer can place a special order. O

4. Apologize Politely: A sincere apology is essen,‘KiJ@, even if the issue is
not directly your fault. It shows accountability and concern for the
customer's experience. Avoid defensive Qismissive language, and
focus on reassuring the customer t their inconvenience is taken
seriously. A polite apology can help t@lm an upset customer and show
that you care about resolving the js$te.

5. Escalate if Necessary: If a si on cannot be resolved at your level,
do not hesitate to escalatg #heé matter to a senior staff member or
supervisor. Some custometiconcerns may require higher authority for
decisions or better tions. Informing the customer that their
concern is being t seriously by referring it to someone who can
take action adds ibility and professionalism.

6. Follow Up i ossible: Following up with the customer shows
dedication &fvice and strengthens customer relationships. If the
issue i es a delayed product or an unresolved request, taking
their tact details and getting back to them with updates can make
a %ﬁicant difference. It leaves the customer with a sense of
i@p rtance and improves their overall perception of the service.

P TICAL EXERCISES
Activity 1: Role Play on greeting and communication with customers.

Material required: Notebook, Paper, Pen, Pencil, and rubber and
questionnaire.

Procedures:
1. Students to gather in classroom/lab.

2. Students groups to be prepared. Each group to have 4/5 students.
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3. One student to become customer and another to become sales
representative /store manager.

4. Customer enters the business premises.

5. Customer representative to offer his greeting of the day as per the time
of customer walk-in time with a smile.

6. Customer representative to offer his help to the customer by probing
following questions — How may I help your sir/madam?

7. Customer representative to guide him to right department or se@’n
or escort the customer to right sales representative. %Q’

8. Students know the importance of polite greetings, essional
communication, and effective customer interaction A business
environment.

&

9. All Students to observe this conversation and Wri‘?é}heir observations

in notebook. \,O

10. Each Student group to present their obse @z%n before other students
and teacher.

11. Teacher to give feedback for improvesQent.

12. Students to submit report of ,Q,TMS activity to teacher with their
observations and learnings. X

Activity 2: Practice explaining@uations where customer needs cannot be

met. ﬁ

Material required: Noh@ook, Paper, Pen, Pencil, and rubber and
questionnaire. 9

Procedures: @g*é’,
1. Student@%ather in classroom/lab.
2. Stu groups to be prepared. Each group to have 4/5 students.

3. ’\j;omer is demanding a product which is a new launch in market
d hasn’t reached your business organization.

Q 7 Customer representative to convince him assuring full assistance to
see if this product is available in their showroom/shop/ business
organization.

5. Customer representative to effectively communicate the customer as
the product is newly launched it takes some time for product to reach
them for sales.

6. Customer representative to offer alternative product/services to
customer.
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7. All Students to observe this conversation and write their observations
in notebook.

8. Each Student group to present their observation before other students
and teacher.

9. Teacher to give feedback for improvement.

10. Students to submit report of this activity to teacher with their
observations and learnings.

CHECK YOUR PROGRESS @b’
A. Fill in the Blanks 'xéo
1. Maintaining an image of an organization i@rucial for
building trust, strengthening relationships, and Qmproving its
reputation. &
2. When interacting with customers, it is essential(to actively

to their concerns and acknowledge their feelis{gjs&‘to build trust.

3. Providing clear and informati %out products or services
helps avoid confusion, build trust, anc@nhance customer satisfaction.

4. Providing complete and clear, @rmation builds trust, avoids
confusion, and enhances the ov&ﬁg}l experience

B. Multiple Choice Questions (55’

1. Which of the following is ‘the first step towards achieving a positive
organizational image?b

a. Offering disco to customers
b. Demonstra;&ug professionalism
c. Increa 'zq?'marketing efforts
d. Pr iﬁg free services

2. W@ of the following is NOT a component of professionalism?
Cj. eing reliable

Q% b. Dressing neatly
c. Behaving politely
d. Ignoring customer concerns

3. What helps build better connections with stakeholders, especially
when delivering bad news?

a. Using polite and encouraging language

b. Offering incentives
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c. Avoiding communication
d. Being overly formal
4. What does active listening help an organization achieve?
a. Faster communication
b. A deeper understanding of customer needs

c. An increased number of complaints

d. Limited engagement with customers @b’
C. Match the Following . éo’
5
Column A Column B
‘Q,O
1. Professionalism A. Builds trust and loyaltxfa\@ong customers

v
B. Reflects positively ,@ the organization’s

2. Customer Trust i
reputation X,

e Q)
3. Clear Communication C. Avoids COH%DS%

>

N
D. State whether the following sta)t&éents are True or False.
1. A professional appearance 48 no impact on creating a positive image
for a business.

2. Greeting customers \@ctfuﬂy and professionally helps build trust
and rapport. X0

3. Understandi ustomer behavior is essential for providing better
service and {&éng their expectations.

4. Maintair& eye contact and using a friendly tone while greeting
cust s enhances their experience.

E. Sh@Answer Questions
%C‘I:’{ow can an organization create positive image of oneself?

QZ. How do personal appearance and behavior impact professional
success?

3. Why is it important to greet customers respectfully and professionally?
F. Long Answer Questions
1. What are the benefits of providing complete and clear information?

2. Explain in detail the strategies for handling different Customer
behavior?
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3. How does greeting customers respectfully create positive image of an
organization? What are the common greeting mistakes to avoid for a
positive customer experience?

G. Check Your Performance
1. Demonstrate respect and professionalism when greeting customers.

2. Discuss how will you handle a customer, where in the product
demanded by him is not available at your business organization?
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MODULE 5: HEALTH, SAFETY, AND STORE HYGIENE

Health, safety, and store hygiene are fundamental pillars of successful retail
operations. These elements not only ensure compliance with legal
requirements but also contribute to create a positive shopping experience for
customers and a safe working environment for employees. In today’s
competitive retail landscape, a focus on health and safety is a key
differentiator that builds trust and ensures customer satisfaction.

The significance of health and safety in the retail sector branches from @e
unique challenges of the industry. Retail environments, s as
supermarkets, malls, and standalone stores, experience hig@traffic,
varied customer behaviors, and frequent handling of goods. THese factors
increase the likelihood of accidents, such as slips, trip d falls, or
hygiene-related issues, especially in food retail. Furthe re, employees
from stock handlers to cashiers-face risks like hftlng“QlJurles repetitive
strain, and exposure to health hazards. O

Store hygiene is not limited to cleanliness bu ﬁ%@&dompasses measures to
prevent contamination, ensure pest control, and\provide a visually appealing
environment. In food retail, for instance, c phance with the Food Safety
and Standards Authority of India (FSSAlpregulations is mandatory to avoid
penalties and ensure the well-bein “of consumers. Similarly, regular
sanitation and adherence to hygiené&étocols are vital in non-food retail to
prevent the spread of diseases ecially in densely populated cities like
Mumbai and Delhi.

In India, the Factories Act«@‘i, provides guidelines for ensuring workplace
safety, including pr@p lighting, ventilation, and emergency exits.
Additionally, state-specific health regulations mandate periodic inspections
and audits. For &mple, the Delhi Shops and Establishments Act
emphasize e e welfare and hygiene standards. Compliance with these
laws not on{g)o otects the store from legal repercussions but also enhances
its reput

Heal CSafety, and Store Hygiene is of utmost importance for any of the

his can be understood by some prominent real time instances. For
%mple A large supermarket in Bangalore faced a legal case when a
customer slipped on a wet floor without proper signage. This incident
highlighted the importance of immediate cleaning and clear warnings. This
is categorized into the retail accidents category. Similar, a leading grocery
chain in Chennai introduced hourly cleaning schedules and hand
sanitization stations during the COVID-19 pandemic. These measures
boosted customer confidence and increased footfall. This can be classified
into hygiene practices followed by the stores.
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Employee training is another important aspect when it comes for
implementing health and safety measures effectively. For example, staff at a
Pune electronics store received fire safety training, enabling them to act
promptly during an electrical fire. This not only minimized damage but also
ensured customer safety. Training and mock drills ensure the staff
effectiveness and the same time identifies the gaps and provides the scope of
development to the employees in the respective area. It is rightly said that
precaution is better than cure and this philosophy is aptly applicable if the

store ensures Health, Safety, and Hygiene b,

<
Health, Safety, and Store Hygiene extends benefits to business ;@Qaﬂed

ways. A safe and hygienic store environment reduces a eeism,
minimizes accidents, and fosters customer loyalty. For inst , studies
show that stores with robust safety protocols see a 20% inQease in repeat
customers. Thus, by adopting a proactive approach to h€alth, safety, and
hygiene, retail businesses can ensure compliance hance customer
experience, and create a secure workplace for employ%eq

The module “Health, Safety, and Store Hy@’ is designed into four
sessions, each focusing on vital aspects of aining a safe and hygienic
retail environment. These sessions are desigried to provide a comprehensive
understanding of practices that ensure ployee well-being and customer
satisfaction. The first session, “Accidents and Emergencies” explores the
common accidents in retalil, @types and preventive measures to
minimize risks. It also highligh eps to manage incidents effectively when
they occur. The second sessi “Responding to Emergencies” focuses on the
importance of timely and @’t ve actions during crises. It covers emergency
protocols, essential traf%’fng, and the use of tools like fire extinguishers and
first-aid kits to ha nexpected situations with confidence. In the third
session, “Safe Pra es and Equipment Use” attention shifts to the correct
handling and tenance of tools and equipment. This session emphasizes
adherence I?ﬂy guidelines and regular inspections to ensure a secure
and efﬁ% workplace. The final session, “Store Hygiene and Cleaning
Protoc ighlights the importance of cleanliness in creating a healthy and
inv store environment. It covers cleaning procedures, proper waste

%sal and effective storage of cleaning materials. Together, these

s1ons offer practical insights and actionable steps to integrate Health,
Safety, and Store Hygiene into daily retail operations.
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SESSION 1: ACCIDENTS AND EMERGENCIES

In a retail, accidents and emergencies can happen unexpectedly, posing
risks to employees, customers, and property. These may include slips and
falls, fire outbreaks, medical emergencies, electrical hazards, or even
security threats. It is essential for retail staff to be aware of potential
dangers, respond quickly, and follow established safety procedures. Proper
training, clear communication, and timely action can help minimize harm,
ensure the safety of everyone in the store, and maintain a secure shopp’gg
environment. <

ACCIDENTS AND EMERGENCIES . ,\%Q

Accidents are unexpected incidents that result in injury or d mge, while
emergencies refer to serious, often sudden situations requ@% immediate
action. In retail, these can range from minor slips to significant events like
fires or medical crises. Addressing these effectively minimizes harm, ensures
business continuity, and safeguards the reputation ofthe store.

For example, in a busy supermarket in Mum a customer slipping on
spilled juice could lead to injuries and potentiaMlegal issues if not promptly
addressed. Similarly, emergencies such a @re or a medical crisis require
rapid response to mitigate risks to life an&?

TYPES OF ACCIDENTS

operty.

x&
' ol

The types of accidents are disc

Fig. 5.1: Types of Accidents (Slips, Trips, and fall)
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1. Slips, Trips, and Fall: These are among the most common accidents
in retail settings. Causes include wet floors, uneven surfaces, or
cluttered aisles. For Example, in 2023, a major retail chain in Mumbai
faced legal action when a customer fell on a wet floor without proper
warning signs. This highlights the importance of immediate cleaning
and clear signage.

2. Electrical Accidents: Often caused by malfunctioning equipment or
exposed wiring. For example, a short circuit in a Chennai electrorg:’s
store resulted in minor burns to an employee. 0

3. Fire Incidents: These can arise from electrical faults, mis]%gwﬂing
flammable materials, or negligence. For example, in 202 ire in a
Delhi mall was traced to an electrical short circuit, caysiQg significant
damage but no casualties due to prompt action. Q:Q

4. Material Handling Accidents: Injuries from irﬁ@oper stacking or
lifting heavy items are common among emplq}@es. For Example, A
Pune warehouse reported multiple back ig&ries due to inadequate
training on safe lifting techniques.

RECOGNIZING EMERGENCIES @

Recognizing emergencies in a retail or '&@‘vice environment is essential for
ensuring customer and staff safetyz YEmergencies can include medical
situations, fire, electrical faul S(b)Séccidents, or suspicious behaviour.
Employees should stay alert tégns such as someone fainting, smoke or
burning smells, sudden lo oises, or customers showing distress. Quick
recognition and immediate orting or action can prevent harm and ensure
timely assistance from%’&urity Or emergency Services.

1. Fire Emergk’f/scies: Evacuating the store safely, wusing fire
extinguish @'and knowing the location of emergency exits. Indicators

include ible smoke, flames, or fire alarms. Example: Staff at a
Ban e clothing store evacuated the premises immediately after
n g smoke, preventing casualties.
2 dical Emergencies: Administering first aid and calling for medical
Q elp when needed. Symptoms include unconscious individuals, severe

injuries, or sudden illnesses such as heart attacks. Example: In a
Kolkata supermarket, an employee’s quick thinking in performing CPR
on a customer experiencing cardiac arrest saved a life.

3. Security Threats: Handling safety protocols, locking up, and notifying
authorities. These include theft, violence, or suspicious behavior.
Example: Vigilant staff at a Delhi jewelry store identified and thwarted
a robbery attempt.
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4. Natural Disaster (e.g., Earthquake): Evacuation and staying safe
until help arrives.

REPORTING ACCIDENTS

Accidents can happen at any time in any setting — be it at home, school, the
workplace, or in public places. Prompt and proper reporting of accidents is
essential to ensure immediate response, medical care, legal compliance, and
prevention of future incidents. Timely reporting is crucial to address
incidents swiftly, preventing further damage or injury. Reporting a fire
hazard, for example, allowed staff at a Kolkata shopping mall to eyvadhate
safely and control the situation before it escalated. Regular reporting also
ensures accountability and compliance with safety regu N&s. The
importance of reporting accident is mentioned below: O

e Ensures Timely Medical Assistance: Immediate@reporting helps
provide quick medical help to injured persons?@ﬂnimizing health
risks. \/O

e Prevents Future Incidents: Investigatin @)}é cause of the accident
allows the organization to take COTI‘C(@V measures to avoid similar
events.

e Legal and Regulatory Complian@Accident reporting is often a legal
requirement; proper documer)l{j@a n ensures compliance with health

and safety laws.
e Supports Insurance %??Es: Detailed records are necessary for
processing insurance s related to injuries or damages.

D

e Improves Work%ve Safety: Encourages a safer work environment
by highlightin%:is s and improving safety protocols.

e Promotes ,(,%countability: Holds individuals and departments
account , ensuring everyone follows safety standards.

J Boo& mployee Morale: Shows employees that their well-being is
Itred, building trust and a safety-conscious culture.

RE@TING PROCEDURES

Réporting procedures are a step-by-step process that individuals must
follow to report an accident, incident, injury, or unsafe condition. These
procedures ensure that the right people are informed quickly, appropriate
action is taken, and records are properly maintained.

1. Ensure Safety First: The first priority in any accident or emergency is
to ensure the safety of yourself and others. Before taking any action,
quickly assess the environment for dangers such as fire, exposed
wires, chemicals, or unstable structures. If it is safe to do so, help
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remove injured individuals from harm’s way without putting yourself
at risk. Avoid moving a person with serious injuries unless it is
absolutely necessary to prevent further harm, such as in the case of a
fire or structural collapse.

2. Assess the Situation: Once the area is secure, take a moment to

observe and assess the situation. Try to understand the nature and
seriousness of the incident whether it is a minor injury, a medical
emergency, a fire, or a security threat. Look at the number of people
involved, the severity of any injuries, and whether the situatien
appears to be escalating. This initial assessment is crucial for iding
the next steps and communicating effectively with others. \'},

3. Alert Senior Staff Immediately: After assessing q@ situation,

promptly inform a senior staff member or person in charge. This may
be a supervisor, manager, teacher, or safety ofﬁc&@ se the quickest
and most reliable means available to speak in son, use a landline,
mobile phone, intercom, or a designated Qn)@;gency alert system.
Clearly communicate what has happenedsw#liere it occurred, and who
is involved. Early notification allows senior staff to take control of the
situation, coordinate a response, \a, decide whether emergency
services need to be contacted. .\(b,

. Call Emergency Services (if &eq'%lired): If the incident is serious and

requires professional me<ﬁ§®help, fire rescue, or police intervention,
call emergency services ‘Without delay. Use the local emergency
number (such as 10% 12, 911, or the designated number in your
area). Speak clearlyr and calmly, providing the nature of the
emergency, the @%’t location, the number of people affected, and any
critical hazard&.or obstacles. Stay on the line if instructed and follow
any guidan&@lven by the dispatcher.

. Follo&al)l@:ructions Given: Once senior staff or emergency personnel

are,i ved; it is important to follow their directions carefully. They
instruct you to evacuate the area, administer first aid, shut down

ipment, or take other safety measures. Cooperating fully and

Q% staying calm helps manage the situation effectively and ensures that

help reaches those who need it quickly.

6. Assist While Waiting for Help: While waiting for emergency services

to arrive, continue to assist where possible. Provide first aid if you are
trained and it is safe to do so. Keep the injured comfortable and
reassure them. Ensure that others stay clear of dangerous areas and
that emergency pathways remain open. If necessary, guide emergency
responders to the exact location once they arrive on-site.
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7. Document the Incident: After the immediate danger has passed and
the situation is under control, it is essential to document the incident.
Complete an accident or incident report form with all the relevant
details, including what happened, who was involved, where and when
it occurred, what actions were taken, and the names of any witnesses.
This documentation helps with investigations, improves safety
protocols, and may be needed for legal or insurance purposes.

RESPONSIBILITIES DURING EMERGENCIES

Fig. 5.27Responsive behavior during emergencies

The retail store erkés%nment can have different types of emergencies (e.g.,
fire, medical e@ﬁgenoies, theft, or natural disasters). Each stakeholder of
retail store%ﬁs separate responsibility. Below mentioned are the details of
the respo@ ilities:

1. @ loyees: Employees are often the first responders in any

% ergency within the store. Their primary responsibilities include

Q assisting in the safe evacuation of customers, guiding them to

emergency exits, and using fire extinguishers or first aid kits if trained

to do so. Their calm and confident behavior can prevent panic and

help maintain order. The primary role of employees is to assist in

evacuation, guide customers, and use fire extinguishers. Example:

During a fire in a Surat commercial building, staff effectively guided
customers to safety, reducing casualties.
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2. Managers: Store managers have a critical role in overseeing the
overall response to an emergency. They must coordinate with
emergency services, ensure that all employees and customers are
accounted for, and lead crisis management efforts. Managers are
responsible for activating emergency procedures, communicating
clearly with staff, and maintaining a record of the incident. Their
leadership is vital in maintaining control and ensuring that all
necessary steps are followed during the emergency.

3. Emergency Services: Police, firefighters, and medical personne@e
external stakeholders who play a crucial role in resolving crise heir
responsibilities include controlling the scene, providing me‘s.@c | care,
ensuring public safety, and investigating the cause of incident.
Effective collaboration between store staff and emerg@cy responders
is key to resolving crises efficiently. For example, d@ring a theft at a
Mumbai electronics store, the quick response_a intervention by
police significantly minimized losses and restoréd order promptly.

X
PRACTICAL EXERCISES %O

Activity 1: Mock drills on different emergen@.

Material Required: Fire extinguisher, F(gf Aid Kit, Emergency exit signs,
Flashlights, Emergency alarm syste ire simulation smoke or smoke
machine, first aid materials (ban es, antiseptic wipes, etc.), Blankets,
Chairs, tables, or props for cre obstacles in evacuation, Audio system,
Role tags for actors, Walkie-gﬂgies, and Notepads

Procedure: A
1. Divide Students @o small groups (4-6 students per group).

2. Assign roles hin each group: some students will act as employees,
some as omers, and others as emergency responders.

3. Eac @Jup must role play on different set of emergencies like fire,
medieal and theft.

4 e first role play will be fire emergency drill: A fire has broken out in
Q% a section of the store. The students must respond quickly:

e Evacuation: All employees and customers must exit through the
nearest emergency exits.

e Fire Extinguisher Use: One group member should simulate
using a fire extinguisher to put out a small fire.

¢ Role Play: Some students should act as injured individuals, and
the group must provide basic first aid.
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e End of Drill: Ensure all students are evacuated safely, and the
safety of each group is checked.

5. The next is medical emergency drill: A customer or employee has
collapsed or is injured in the store. The students should:

Call for medical help

a.
b. Perform basic first aid (e.g., CPR, wound dressing)

o

Secure the scene to avoid further accidents b’
d. Direct others to stay calm and assist as needed \QQJ
e. Ensure proper communication with emergency services \',\%

6. Further the role play will be on theft or robbery drill: A ery occurs
in the store. Students should: Q

Follow protocol by activating silent alarms or calihg security

a.
b. Guide customers and employees to the safeé{%oations

o

Practice remaining calm while dealing wifh the threat

d. Role-play as police or security pe@nnel coordinating the store’s
security N
7. The facilitator must provide &}dback on how to handle such
emergencies effectively and c

8. After the discussion an edback, the students should submit a
report on the activity e teacher.

Activity 2: Identifying P%@rtial Hazards in the Store Environment.

Materials Required: @ore layout plans, Hazard identification checklist,
Markers and hig

Sample hazard@"éns
Procedu:@
1@ students into small groups and assign them to walk around a

imMulated or real retail store (if possible).

ters, Clipboard and notepads, Safety equipment,

Q@ Each group will identify potential hazards using the hazard
identification checklist (e.g., electrical wires, slippery floors, blocked
emergency exits, etc.).

3. Use markers or highlighters to mark or note down each hazard found
in the store layout plan.

4. Identify key areas that need attention and safety measures, like
proper storage or signage.

5. Each group should share their findings with the class.
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6. Discuss solutions to mitigate these hazards (e.g., installing anti-slip
mats, placing warning signs).

7. Submit a detailed report to teacher summarizing the hazards
identified and the importance of regularly checking for potential risks
to ensure a safe working environment.

Activity 3: Group Discussion on Reporting Procedures and Understanding
Responsibilities.

Materials Required: Flip chart or whiteboard, Markers, Notepads, @—

written scenarios of emergencies (e.g., fire, medical, theft, etc.) \Q.
Procedure: NO\%
1. Divide students into small groups. \}'

2. Provide each group with an emergency scenario (e.g; a fire starts in
the store, a customer faints, a robbery occurs).

3. Each group has to discuss the steps they ‘;{c}ﬁfld take to report and
manage the emergency. @)

4. The group should identify who s Id be notified first, what
information needs to be conveyed (lq:,a ion, severity, etc.), and who is
responsible for different actions’»@’g., evacuating the store, calling
emergency services). "

x&

5. Groups have to share their ings with the class via presentation.

6. Teacher should reviewe steps each group presented and provide
feedback. O

Activity 4: Listing Typ@)%f Accidents in the Retail Environment.

Materials Requir i Flip chart or whiteboard, Markers, Notepads,
Handouts with tial accident types (slips, trips, falls, cuts, burns, etc.).

Procedure:
1. Di % students into small groups.

2 dents to brainstorm and list types of accidents they think could
Q appen in a retail store.

3. Write down all the ideas on the board or flip chart.

4. Group similar accidents together (e.g., slips and trips, cuts and
bruises, falls from height, electrical hazards, fire-related injuries).

5. Discuss how each accident could be prevented, such as using anti-slip
mats, securing loose cables, or providing proper training on lifting
techniques.

6. Summarize the types of accidents and preventive measures.
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7. Highlight the importance of creating a safe environment through
safety protocols and training.

8. Submit a report to teacher.
Activity 5: Demonstrating the Reporting Procedures.

Materials Required: Incident report forms (real or simulated), Emergency
contact list (e.g., fire department, medical services), Computers or tablets (if
applicable for digital reporting), Sample emergency scenario, Incident report
checklist

.

Procedure: %Q’

1. Divide students into small groups and give them d1fferent<§ ergency
scenarios. N

2. Present a simulated emergency scenario (e.g., a@ustomer has a
medical emergency in the store).

3. Demonstrate how to fill out an incident r«;&\-’t form based on the

scenario. @)
4. Highlight key details such as the /% 2, location, nature of the
accident, individuals involved, and e&‘st'ions taken.

5. Submit the incident reports to th;é:b?acher.

6. Review the incident report‘?)Ssubmitted by the groups and offer
feedback on how to impr arity and detail.

CHECK YOUR PROGR
A. Fill in the Blan \5}
1. Health, safety, and store hygiene are essential for in retail

operatlo'i@

2. A s in retail can include slips, trips, falls, and
éj\ents

Act, 1948, provides guidelines for ensuring workplace
Q) safety in India.

Q% 4. Timely of accidents ensures a swift response and
compliance with safety regulations.

5. Staff training in fire safety, including using extinguishers,
is essential for emergency preparedness.

B. Multiple Choice Questions

1. What is the primary purpose of reporting accidents in a retail
environment?
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a) To file insurance claims

b) To ensure accountability and prevent further damage or injury
c) To blame the employee involved

d) All of the above

2. Which of the following is NOT a common accident in retail

environments?

a) Slips, trips, and falls b,
b) Electrical accidents . \Q@
c) Medical emergencies \',\/

d) Car accidents N

3. What is the first step in responding to a fire eme&fgency in a retail
store?

a) Calling emergency services K’O

b) Evacuating customers and employ%O

c) Using fire extinguishers @

d) Searching for the fire’s sour'c\’éb'

4. The Food Safety and Stande?ds Authority of India (FSSAI) ensures
compliance with hygier@@ndards in which type of retail?

a) Clothing stores %
b) Food retail N

. A
c) Electromc%kores

d) Books%é’é

5. Whic@?the following is a legal responsibility of managers during
e encies?

'\;} To handle customer complaints
Q) b) To coordinate with emergency services
Q% c) To continue business operations
d) To write reports of accidents
C. State whether the following statements are True or False

1. Employees have the primary responsibility to coordinate with
emergency services during an emergency.

2. Hygiene practices in a retail store only refer to cleanliness and are
unrelated to pest control.
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3. Timely reporting of accidents is important for preventing further
damage or injury in retail environments.

4. The Factories Act, 1948, only applies to large-scale manufacturing
units, not retail businesses.

5. Regular employee training and mock drills can help identify gaps in
safety procedures and improve response times.

D. Short Answer Questions

1. What are the common causes of slips, trips, and falls in Qgﬁ
environments? . %Q’

2. Why is it important to have clear signage in case of sp@%n retail

stores? \}'

3. What does FSSAI stand for, and why is it importagt, in food retail?

4. How does employee training contribute to éealth and safety in
retail stores? Y

X
5. What role do managers play during ar@grgency in a retail store?
E. Long Answer Questions @

1. Discuss the significance of hed@’ and safety in the retail sector
and how it impacts both Cus%{mers and employees.

2. Explain the various type§)of accidents that can occur in a retail
environment and how tRey can be prevented.

3. How can regular ployee training and mock drills improve
emergency preﬁq‘ dness in a retail store?
1

4. Describe t e of reporting procedures in managing accidents
and emergericies in a retail store.

5. State@ow store hygiene practices contribute to customer
sﬁ&‘*}action and employee well-being in retail settings.
Y

GJQD. Identify and explain at least three types of accidents that
commonly occur in a retail environment.

our Performance

2. What are the key steps in handling a medical emergency in a retail
store?

3. How can retail managers ensure that their store complies with
health and safety regulations?

4. Describe the reporting procedures that should be followed after an
accident in a retail store.
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SESSION 2: RESPONDING TO EMERGENCIES

Emergencies are unpredictable events that demand immediate and well-
coordinated responses to minimize harm and ensure the safety of people
and property. In the retail industry, which thrives on customer footfall and
dynamic activities, the ability to respond effectively to emergencies is a
critical component of store operations.

Emergencies in retail environments are inevitable, considering the bustling
nature of these spaces and the high volume of visitors. A well—prepa@,d
response not only ensures the safety of everyone involved but also migithizes
operational disruptions and safeguards the store’s reputation. .\%

Emergencies in retail can take many forms; ranging from medic @uuations,
such as a customer fainting due to heatstroke, to larger-sca Qc'idents, like
a fire caused by an electrical short circuit or security thréats from theft or
violence. Each scenario requires a unique set of respowses but shares a
common basis of preparedness, clear communicatiQSS, and quick action.
Understanding these principles is essential not o protect lives but also
to maintain business continuity and safeguaxéhe reputation of the retail
establishment.

A proactive approach to emergency res&xse begins with awareness and
training. Staff members must be trai ﬁ to recognize signs of distress or
danger, such as smoke signali & fire or erratic customer behavior
indicating a potential security @iat. Clear protocols must be in place for
reporting incidents, alerting,senior staff, and contacting emergency services.

For example, dialing 101 fi e emergencies or 108 for medical assistance
in India can expedite p sional involvement. (Fig 5.3)

Fig. 5.3: Responding to Emergencies
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Equally important is the distribution of responsibilities during an
emergency. Employees should be familiar with evacuation procedures, first-
aid basics, and the use of fire extinguishers. Managers, on the other hand,
play a pivotal role in coordinating efforts, ensuring accountability, and
liaising with external agencies such as fire departments or the police.

Real-world examples illustrate the importance of a swift and well-structured
response. In a recent incident in a Bengaluru supermarket, prompt action
by a trained employee saved a customer experiencing a cardiac arrestiby

administering CPR until medical help arrived. Similarly, during e
outbreak in a Kolkata mall, adherence to evacuation protocols mgﬁnized
injuries and losses. \',\
SEEKING HELP DURING EMERGENCIES \&Q

In emergencies, timing is critical. Employees must act care lly to control
the situation and seek professional assistance. Understa}ﬁing how to assess
the severity of an emergency and who to contact Wh@ler it is senior staff,
fire services, or medical professionals is essential. O\,

Examples: %

e Fire Emergency: In a Bengaluru tQ store, an employee quickly
identified smoke from the storage ‘af®a and immediately informed the
manager, who contacted the ﬁrqfdepartment (dial 101). This timely
action prevented the fire fro§ ading.

e Medical Emergency: During a busy day at a Delhi supermarket, a
customer collapsed du heat exhaustion. A staff member promptly
called emergency ser@s (dial 108) and offered basic first aid.

Adhering to Comp k}:%olicies for Injury Prevention

Retail organizatiq{@f stablish protocols to reduce the likelihood of injuries
and streamli e emergency response process. These policies include
specific {delines for handling hazardous situations and preventive
measureé&?%ommon accidents like slips and falls.

Prev%;/e Measures are as:

.Q utine inspections to identify potential hazards such as loose wires or
wet floors.

o Ensuring clear signage for emergency exits and hazardous zones.

e Mandatory safety training programs for employees to understand
emergency protocols.
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RESPONSIBILITIES DURING EMERGENCIES
Employee Responsibilities

Employees are the first line of defense during emergencies. Their quick
thinking and actions can save lives and reduce damage. Their primary
responsibilities include:

e Evacuating Customers: Ensuring everyone reaches the nearest
emergency exit safely.

« Using Safety Equipment: Trained employees can use fire extingui&s
or first-aid kits when required. . %Q’

e Providing Support: Assisting injured individuals With&@putting
themselves at risk. *\}'

Example: In a Chennai electronics store, an employeeghelped evacuate

customers when a minor fire broke out in the storagg)area. By guiding
customers calmly and effectively, panic was avoided. X}

Managerial Responsibilities ?O\J

Managers play a critical role in crisis man@ ent by coordinating efforts
and overseeing the resolution of emergencfeé.

« Communication: Managers ané,\' responsible for maintaining
communication with emergen services and ensuring accurate
information flow.

e Headcount Management: ﬁlring that all employees and customers
are accounted for post- ation.

o Post-Emergency @’ew: Conducting an analysis to identify lessons
learned and impﬁé(ﬁ future responses.

Example: Duﬁg he 2020 fire at a Surat mall, the manager’s calm
coordination.with firefighters and police ensured no casualties despite the
significant @perty damage.

Custo Safety Protocols

D emergencies, customer safety is very important. Employees must
pﬂpritize clear instructions, guiding individuals to safety, and assisting
vulnerable groups such as the elderly or disabled.

Steps:
e Directing customers towards clearly marked emergency exits.
 Announcing evacuation instructions via a PA system.

o Aiding those needing help, such as wheelchair-bound individuals or those
with children.
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Communication During Emergencies
Effective communication prevents chaos and ensures coordinated action.

o Internal Communication: Alerting supervisors or managers about the
emergency and coordinating team efforts.

o« External Communication: Contacting fire services, police, or medical
professionals with accurate information about the incident.

o Crisis Messaging: Providing updates to customers in a calm 8
reassuring manner to prevent panic.

Example: A Mumbai department store successfully evacuated all @é%\mers

during a fire by using a well-rehearsed PA announcement syst@ guide
them through emergency exits. QO
Emergency Equipment and Tools <

Understanding the correct use of emergency tools is vit@ in handling crises.

o Fire Extinguishers: Employees should be traim;é’ to use extinguishers
effectively for small fires. %O

o First-Aid Kits: Providing immediate car@)r minor injuries can prevent
complications. (b\"

« Emergency Exit Maps: Clear 6@ accessible exit layouts reduce
confusion during evacuations. Q}’

HOW TO USE A FIRE EXTINGUISHER

—

iy | o

‘4

PULL SAFETY PIN AIM AT THE BASE OF FIRE

1

PUSH

T Yy

SQUEEZE THE LEVER SWEEP SIDE TO SIDE

A

Fig. 5.4: Fire Extinguisher Usage Instructions
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M%M.

Fire, . .
Alert

22225

Use the

others stairs
Break the [EXIT |
glass My
(JH
Crawl
through
m the smoke
Get the fire
extinguisher Uy 9,

Do not use
use elevator

Do not waste time
on social network

-

Fig. 5 gergency Exit Layout in Retail Illustration

Incident Documentation and Reporting
\

Accurate an @ely reporting of emergencies is crucial for legal compliance,
risk asses t, and improvement of safety protocols.

e« Do ntation: Details such as time, location, and nature of the
?ient should be recorded in the store’s accident log.
.Q n

alysis: Management can use these reports to identify patterns and
mitigate future risks.

Table 1: Sample Incident Reporting Format

Date Incident Type Location Actions Taken | Outcome

20/01/2024 Slip & Fall Checkout Aisle | Provided first aid | Resolved
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PRACTICAL EXERCISE

Activity 1: Practicing Accident Reporting Using Communication Tools.

Materials Required: Incident reporting format or form, Pre-designed
accident scenarios (e.g., fire in the storage area, a slip in the aisle), Walkie-
talkies, mobile phones, or intercom system

Procedure:

1. Divide the students into groups and assign roles (e.g., repong,
supervisor, emergency service responder). <

s

3. Students use communication tools to report the inp\i?vt to the
supervisor, detailing the nature, location, and severity@t e accident.

2. Provide each group with a simulated accident scenario.

4. Supervisors evaluate the accuracy and clarity ofx@@ report, offering
feedback for improvement. \,O

5. Discuss the exercise outcomes and emphasijZe .the importance of clear
and concise reporting in emergencies.

6. Submit a detailed report mentionin@the proficiency in reporting
accidents accurately and promptk&, sing available communication
tools practiced in the activity. @'(,

Activity 2: Emergency Drills F(@ on Calling for Help.
c

Materials Required: Role-pl
security threats), Stopwat for timing responses, Emergency contact
numbers (fire departmen@nbulance, etc.)

enarios (e.g., fire, medical emergencies,

Procedure:

X
1. Assign diffe{& roles and allocate emergency scenarios to students.

2. Stude t@qould role play the events like calling emergency services,
pro@?«g details such as the type of emergency, exact location, and
1

ﬁ mediate actions taken.
%@ udents will be on their ability to remain calm, provide accurate
information, and follow protocol.

4. Teacher will analyze their performance and suggest improvements.

5. Submit a report on the process of seeking help from emergency
services to the teacher.

Activity 3: Conducting a Fire Evacuation Drill.
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Materials Required: Role-play scenarios, Map of the building layout with
marked emergency exits, Fire alarm or simulated fire alert system,
Stopwatch for timing evacuation

Procedure:
1. This is an individual activity.
2. Students need to plan an imaginary situation.

3. Based on situation draft the evacuation plan, explaining emergegy
exits and assembly points. <

4. Submit a report unsafe and efficient evacuation procedures,duafing a
fire emergency. Ensure the safety protocols are well cons&@ d, such
as not running, assisting others, and using the neares

S. Expected challenges faced needs to be mentioned in the report.
6. Submit report to the teacher. o
Activity 4: Using First-Aid Kits in a Medical Emergency.

Materials Required: First-aid kits containing @dages, antiseptics, gloves,
and other essentials, Pre-designed injury @narios (e.g., cuts, burns, or

fainting)
. N0
Procedure: <

X0
1. Divide students into pairs@present them with injury scenarios.
a

2. Instruct one student t% t as the injured person and the other to
provide first aid.

3. Assess their abi?o identify the injury, choose the correct first-aid
supplies, and inister care effectively.

Rotate role&@id repeat the exercise for different scenarios.

AL

Teacl’@@ould conclude with feedback and tips for improvement.
St)% ts to present learning’s on basic first-aid techniques to handle

1@1 r injuries.
%@%K YOU PROGRESS
A. Fill in the Blanks

1. Accidents are unexpected incidents that result in or
damage.

2. The emergency helpline number for fire services in India is

3. is the process of safely guiding people out of a building
during emergencies.
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4. The primary responsibility of employees during emergencies is to
assist in and guide customers to safety.

5. Regular drills help employees prepare for emergencies like
fire or medical crises.

B. Multiple Choice Questions

1. Which of the following is NOT a type of accident commonly seen in

retail?
a) Slips, trips, and falls @b
b) Fire incidents \Q

\>
c) Earthquake 0
d) Material handling accidents Q
2. What should be done first when a fire is detecté@% a store?

a) Continue working as normal \,O
: : X
b) Notify senior staff and emergency s es

c) Attempt to extinguish the fire W]@)ut informing anyone
d) Ignore the fire and leave the bgﬂdmg
3. What is the emergency numl@»to call for medical help in India?
a) 102 §ng
b) 108
c) 101
d) 100 Q)&

4. Reportir@mdents promptly helps to:
a) E@ ate the issue
wevent future incidents

C\c) Avoid legal requirements
% d) Delay resolution

S. Which of the following is NOT a responsibility of managers during
emergencies?

a) Coordinate with emergency services
b) Ensure headcounts
c) Use first-aid kits

d) Oversee crisis management
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C. State whether the following statements are True or False

1. Employees should evacuate customers through the nearest exit
during emergencies.

2. Accident reporting does not require documentation in the store’s
logbook.

3. Fire extinguishers should only be used by trained personnel.

4. Security threats, such as theft or violence, are not considegd
emergencies in retail. "8

5. Emergency drills improve the preparedness of emplq@ for
unexpected incidents.

D. Short Answer Questions Q\}
1. Define accidents and emergencies in the contex@@a retail store.
2. What are the common types of accidents in ;@il environments?

3. Name two emergency helpline num eé&’in India for fire and
medical assistance.

4. List two responsibilities of emplo&@during emergencies in retail.

5. Why is it important to conduetéregular emergency drills in retail

stores? \,@
E. Long Answer Questions &

1. Explain the proces&ég reporting accidents in a retail environment.

Include details a communication tools and documentation.

2. Discuss the \@)i&(')us types of emergencies that can occur in retail
stores an%/how to recognize them. Provide relevant Indian

example{@'

3. De@& the responsibilities of managers, employees, and
Q gency services during a fire emergency in a retail store.

ZQ}nalyze the importance of seeking help promptly and the role of
%% company policies in injury prevention.

Q 5. How can regular training and emergency preparedness improve

safety and efficiency in a retail store? Include examples of effective

practices.
F. Check Your Performance

1. Conduct a mock drill for fire emergencies and reflect on the
effectiveness of the evacuation process.
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2. Identify the safety hazards in a retail store near you and suggest
preventive measures to minimize risks.

3. Prepare a flowchart or diagram depicting the steps to be taken
during a medical emergency in a retail setting.

4. Develop a communication plan for reporting an accident in a retail
store, detailing the tools and procedures involved.
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SESSION 3: SAFE PRACTICES

In retail environments, ensuring safety during the use of equipment and
adopting safe practices is crucial to prevent accidents and maintain
operational efficiency. The bustling nature of retail stores, with high foot
traffic and frequent handling of equipment, necessitates strict adherence to
safety protocols. This not only safeguards employees and customers but also
protects store assets and enhances overall productivity.

Safe practices in retail involve measures to prevent injuries, damag@o
property, and operational disruptions. These practices include main\%‘ing
clean aisles, using appropriate signage to warn of wet floors, an&é‘p uring
proper lighting in workspaces. For example, a supermarket«@mumbai
avoided a major accident by placing clear signage around ?@ﬁning area,
alerting customers to potential hazards. Regularly inspectitig equipment,
such as escalators and trolleys, also plays a key role irfNensuring safety. In
retail sector employees need to handle with much e ment. Following are
the details of various types of equipment’s being utilized in retail operations:

Q‘O Fig. 5.6: Safe practice Equipment’s

1. Material Handling Equipment: Such as forklifts and pallet jacks, which
require trained personnel for operation.

2. Point of Sale (POS) Systems: Includes barcode scanners and cash
registers, which should be maintained to avoid electrical malfunctions.

3. Safety Equipment: Includes fire extinguishers, first aid kits, and
emergency alarms.
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Ensuring safety in retail operations is vital to prevent injuries, maintain
productivity, and create a secure working environment. Employees in retail,
particularly those handling goods, are prone to risks associated with
improper lifting, unsafe movement of items, and negligence in using safety
equipment.

LIFTING AND HANDLING TECHNIQUES

Incorrect lifting techniques are a leading cause of back injuries and
musculoskeletal disorders among retail employees. Ergonomic practices &nd
proper body mechanics can significantly reduce these risks. Follow{&gare

the steps used for safe lifting: .\%

1. Assess the Load: Before lifting, check the weight ar§\i§e of the
object. Make sure it is not too heavy or awkward for person. If it
looks too heavy, ask for help or use lifting equipr@nt like a trolley
or cart.

2. Plan the Lift: Ensure the path is clear of‘a%stacles, and decide
where you will place the load. Chec any slippery surfaces,
uneven flooring, or objects in the w.

a

3. Position Your Feet Correctly: @ close to the object with your
feet shoulder-width apart to proy ¢ite a stable base. One foot should
be slightly ahead of the other@'(rmalntaln balance.

4. Bend Your Knees, No%&ﬁr Back: Squat down by bending your
knees and hips while keeping your back straight. Do not bend from
the waist. b

S. Get a Firm G \%se both hands to get a firm, secure grip on the
object. Makg ;s e your hands are dry and the object is not slippery.

6. Lift Slow, nd Smoothly: Use the strength of your legs to lift the
object straightening your knees, not your back. Keep the load
clo@o your body and avoid sudden movements or jerks.

7. d@ p the Load Close to Your Body: Holding the load close reduces
rain on your back and helps you maintain better balance.

Q% Do Not Twist While Lifting or Carrying: Turn with your feet, not
your waist. Twisting your torso while lifting can cause serious back
injuries.

9. Move Steadily: Walk slowly and carefully. If you feel unbalanced,
stop and adjust your position.

10. Set the Load Down Carefully: When placing the object down,
reverse the lifting motion. Bend your knees and keep your back
straight while lowering the load.
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SAFE ROUTES FOR MOVING GOODS

Clear pathways are essential to prevent tripping, collisions, and damage to
goods during movement. Retail environments often have high foot traffic,
making route planning crucial. Below are the steps for a Safe Route:

1. Remove Obstacles: Regularly clear aisles of clutter, such as cartons,
cables, and spills.

Example: In a Delhi supermarket, a spill was quickly addressed using
anti-slip mats, preventing potential accidents. o

2. Visual Cues: Use floor markings and signage to indicate path s for
goods and customer areas. \,\

3. Adequate Lighting: Ensure sufficient illuminatiorQA&pecially in
storage areas and during nighttime operations. e

4. Communication Tools: Use devices like walkie-tilkies to coordinate
the movement of goods across large stores or wevghouses.

SAFETY EQUIPMENT USAGE ?O&
S

Safety equipment such as trolleys, pallet j , and conveyor belts are
indispensable in retail. However, failure'tg inspect or maintain them can
lead to equipment malfunction a%%ccidents. Following are the
inspection guidelines: \/QJ

1. Routine Maintenance: Peff0rm regular checks to ensure equipment
is in working condition. ﬁ(

Example: A mall i@l ata averted a potential accident when staff

identified a faulty BsCalator during a weekly inspection.

2. Load Capaci wareness: Avoid overloading equipment beyond its
specified lilja’f&.

3. Repor @lfunctions: Notify supervisors immediately if equipment
sh‘(ﬁ, igns of wear and tear, such as loose wheels or damaged
Vs

G')% Table 3.1: Checklist for Equipment Inspection

Q Equipment Inspection Criteria Frequency

Trolley Check wheels and handles for damage Weekly

Pallet Jack Test brakes and hydraulic systems Bi-weekly

Escalator | Ensure smooth movement and no jerks Daily
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PERSONAL PROTECTIVE EQUIPMENT (PPE)

PPE provides an essential layer of protection for retail workers, especially in
back-end operations or warehouses. PPE refers to specialized clothing or
equipment worn by workers to protect themselves from hazards that can
cause injury or illness. PPE acts as a barrier between the individual and
potential dangers in the workplace. Correct usage and maintenance of PPE
can minimize exposure to hazards.

Fig. 5.7: PPE Types

Types of PPE in Retail
1. Gloves: Used for handling sharp objects or chemicals.

Example: Staff at a Jaipur store avoided injuries by using cut-
resistant gloves while managing glassware.

2. Safety Shoes: Protect feet from heavy objects and slippery floors.
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Example: In a Pune warehouse, a falling box caused no injury due to
the worker wearing steel-toe boots.

3. Masks and Respirators: Prevent inhalation of dust or fumes in
storage areas.

4. High-Visibility Vests: Ensure employees are seen in dimly lit storage
zones or during nighttime operations.

Steps for Correct PPE Usage

1. Ensure proper fit and comfort: Personal Protective Equipment @%)
must fit properly to be effective. Ill-fitting PPE can be uncomjfostable,
distracting, and may not provide the intended protection. f@lﬁ,\example,
loose gloves may not protect the hands properly, while ght mask
can cause breathing discomfort. It is important to choose PPE that
suits the user's size and shape and to make ne ry adjustments
for a snug but comfortable fit. Properly fitted PPE,also ensures ease of
movement and reduces the risk of accidents. XU

2. Regularly inspect PPE for damage: %@e using any PPE, it is
important to inspect it carefully for si f damage or wear. Look for
tears in gloves, cracks in helmets, é@se straps, broken buckles, or
scratches on goggles. Damaged'{é may fail to protect the user
during an emergency or expogyre to hazardous materials. Regular
inspections help identify fa ]@., arly and prevent unsafe use. Workers
should make this a par their daily routine before starting their

tasks. b‘%

3. Replace PPE im e@iately if it is damaged or expired: If PPE is
found to be dan%ed, broken, or past its expiration date, it must be
replaced imrrf@iately. Continuing to use defective PPE can lead to
serious in'&&s or exposure to harmful substances. For example, a
cracked “helmet or an expired respirator may not provide adequate
prot @n in case of falling objects or toxic fumes. Replacing faulty
P nsures the user remains safe and the workplace complies with

ty regulations.

GENCY PREPAREDNESS WITH SAFETY EQUIPMENT

In emergencies such as fires or chemical spills, safety equipment becomes
critical. Employees must know the location and operation of fire
extinguishers, emergency alarms, and first-aid kits.

Training and Maintenance
1. Conduct regular fire drills and first-aid sessions.

2. Check the expiry and functionality of safety equipment regularly.
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Example: In a Hyderabad retail store, swift use of a fire extinguisher during
a small electrical fire prevented significant damage.

Retail operations can significantly reduce risks and foster a culture of safety
by adopting safe lifting and handling techniques, planning secure routes for
moving goods, inspecting equipment regularly, and using PPE appropriately.
Proper training and adherence to safety guidelines not only protect
employees but also ensure customer confidence and operational continuity.

PRACTICAL EXERCISES b,
Activity 1: Role Play: Safe Lifting Techniques with Weights. \Q’QJ
Materials Required: Various weighted objects (e.g., boxes fille books,
sandbags, or water containers), Safety mats or padded floafirig, Posters
displaying correct and incorrect lifting techniques. Q

&
Procedure: O

1. Divide student into pairs or small groups. \,O

2. Each student has to practices lifting %@r supervision, receiving
feedback on their posture and techniq

3. Groups will perform the role play as per the assigned task.

4. Teacher and the class will disa@s@xbommon mistakes observed during
the activity. X0

5. Quiz or group discussion@st be conducted to evaluate and conclude
the activity. ﬁ
6. Prepare report and,e@omit it to the teacher.

Activity 2: Conducti g% Checklist Inspection of Safety Equipment.

Materials Requiréd’ Various safety tools (e.g., trolleys, pallet jacks, fire
extinguishers, -aid kits), Sample inspection checklists, Clipboards, pens,
and highlii@rs.

Proce :

@et up a mock storage area with different equipment requiring
Q inspection.
2. Provide students with pre-prepared inspection checklists.

3. Show how to inspect each piece of equipment, focusing on areas like
wheels, brakes, load capacity indicators, and general cleanliness.

4. Explain the criteria for marking equipment as “safe to use” or “needs
maintenance”.
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5. Assign each participant a piece of equipment to inspect using the
checklist.

6. Students record their findings, noting any wear, damage, or
malfunctions.

7. Collect and compare checklists to identify trends in observations.

8. Students have to prepare and submit a write up on the importance of
routine maintenance in preventing accidents and methods of
inspecting and maintaining safety equipment. e

Activity 3: Personal Protective Equipment (PPE) Usage. \Q'

Materials Required: Different types of PPE (e.g., gloves, \vy shoes,
helmets, goggles, high-visibility vests, masks), Posters expl Q:& the use of
each PPE item, Mirrors for participants to check their PPE %

Procedure: “O

1. Divide students into teams. Each team selects\PPE appropriate for a
specific scenario (e.g., handling chemicals«m®ving heavy items).

2. Set up a station with various PPE 1tem@
3. Display posters or charts showing Qé\;per and improper PPE usage.

4. Teacher explain the purpose oéj’%ach PPE item and demonstrate its
correct usage. (0'

5. Highlight common mistake$, such as loose-fitting gloves or improperly
worn helmets. b

6. Students wear th and perform simple tasks, like lifting objects or
navigating a clut%ed path, to check comfort and functionality.

7. Discuss cha ges faced while selecting and using PPE.

8. Student@ave to prepare and submit the posters, displaying the

imp @ce of routine checks for damage or expiration and the ways
;a@neans to identify, select, and correctly use PPE based on
p

lace requirements to the class teacher.
ity 4: Mock Drill: Safe Route Planning and Execution.

Materials Required: Mock layout of a store or warehouse (use props like
boxes, shelves, and mannequins to simulate obstacles), Markers or tape for
floor marking, Communication tools (walkie-talkies or mobile phones).

Procedure:
1. The activity should be planned either at retail lab or a retail store.

2. Assign student’s different roles (e.g., a mover, an observer, or a safety
officer).
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3. Design a mock layout with specific routes for moving goods. Include
obstacles like cluttered aisles or wet floors. Mark designated paths
and highlight hazards using signs or tape.

4. Show students how to identify hazards and clear them before moving
goods.

5. Explain the importance of communication during movement,
especially in shared spaces.

6. The mover navigates the layout while adhering to safety proto&é&
Observers note any deviations or potential hazards.

7. Use walkie-talkies for real-time communication between par"t@pants.

8. Discuss observations, highlighting good practices Qmﬁ' areas for
improvement.
&

9. Students have to prepare and submit an article to reiterate the
importance of clear pathways, visual cues, a@ teamwork and the
basics to plan and execute the safe movernést of goods in a crowded
or hazardous environment.

CHECK YOUR PROGRESS \©

A. Fill in the Blanks ,(,‘\.(b’

1. Retail operations shoul \%gularly inspect such as
escalators and trolleys sure safety.

2. Employees should«\undergo regular on operating
equipment safely. Inimize risks.

3. Proper gj&techniques can significantly reduce the risks of
back 1n3urf{§uand musculoskeletal disorders in retail environments.

4. T r@e safety, pathways in retail environments should be kept

% and free of obstacles.

sonal Protective Equipment (PPE) should be regularly inspected
C} such as tears or cracks.

%Iultlple Choice Questions
1. What is one of the main benefits of safe practices in retail?
a) Reduced customer satisfaction
b) Increased operational disruptions
c) Reduced risk of injuries and operational disruptions

d) Increased sales
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2. What is the proper lifting technique to avoid injury?
a) Use your back muscles to lift heavy objects
b) Bend at the knees and use leg muscles for lifting
c) Twist while lifting to use your arm strength
d) Lift without checking the load size

3. What should be done if safety equipment shows signs of wear and

tear? b,

a) Continue using it until it breaks . %Qe
b) Notify supervisors and report the malfunction NO\/
c) Attempt to fix it yourself Q’\}’
d) Ignore it <
4. Which of the following is a type of Personal Brotective Equipment
(PPE)? &’“
a) Gloves %O
b) Trolleys ©
c) Barcode scanners \fb'\’
d) Escalators \,6

5. How often should @‘gl‘ey be inspected for safety in retail

operations? b%

a) Daily

o
b) Weekly &
c) Bi-wee

d) M ‘fy
C. Stat %ether the following statements are True or False
E}egular training is unnecessary as long as safety equipment is

Q) provided.
P

2. Employees should use safety equipment like fire extinguishers and
first-aid kits only during emergencies.

3. Lifting aids like trolleys and forklifts can help reduce the risk of
injuries during lifting tasks.

4. Adequate lighting is not necessary in retail environments as long as
the aisles are clean.

5. PPE should be replaced immediately if it is damaged or expired.
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D. Short Answer Questions
1. What is the role of safety signage in retail environments?

2. Why is it important to train employees on the use of retail
equipment?

3. What is the significance of maintaining clear pathways in retail

spaces? b’

4. What are some common types of Personal Protective Equi nt
(PPE) used in retail? .\6
5. How does regular equipment inspection help preven’t\,}ﬁidents in
retail operations? Q
E. Long Answer Questions NOQJ

1. Discuss the importance of safe lifting techn,@es in retail and how
they can prevent injuries. X,

®)
2. Explain the guidelines for safe equip%‘lt usage in retail and the
role of regular maintenance and in@ction.

3. Describe the role of safety equipment, such as fire extinguishers
and first-aid kits, during emé‘encies in retail environments.

4. How can proper employeéltraining and the use of safety protocols
improve operational e ncy in retail stores?

5. Discuss the signifba ce of emergency preparedness and how it
contributes to §§‘Q'er retail environment.
r

F. Check Your ]3{{ mance

1. How caxé@’roper training and equipment inspection help reduce
acci s in a retail environment?

2. steps can be taken to ensure safe routes for moving goods
C}yithin a retail store or warehouse?

%%. Why is it important to check the load capacity of equipment before
Q use in retail?

4. What are the benefits of using Personal Protective Equipment (PPE)
in retail operations, and how should it be maintained?
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SESSION 04: STORE HYGIENE

In a retail environment, maintaining cleanliness and hygiene is crucial for
ensuring the safety and satisfaction of both customers and employees.
Proper store hygiene and cleaning protocols not only help to prevent the
spread of germs and illnesses but also enhance the store’s image, ensuring
it is welcoming and pleasant for customers.

-

_~
X Fig. 5.8: Store Hygiene
QO

STORE HYGI

Store hyg refers to the practices and conditions necessary to
maintai& clean, safe, and healthy environment within a retail or
stor acility. Good hygiene prevents contamination, pest infestation,
an% e spread of germs, ensuring that both products and customers
r@q in safe. The importance of Store Hygiene is discussed as below:

Customer Health and Safety: A clean environment reduces the risk of
contamination, making it essential for the safety and well-being of
customers and employees. This is especially important during flu
seasons or in the wake of pandemics like COVID-19.

2. Improved Customer Experience: A clean and organized store enhances
the shopping experience, making it more enjoyable and inviting.
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Customers are more likely to return to stores that prioritize cleanliness
and hygiene.

3. Regulatory Compliance: Retail stores must comply with health and
safety regulations, which often include guidelines on sanitation and
cleanliness. Following these protocols helps avoid fines and other legal
issues.

4. Protection of Products: Cleanliness also ensures that products are not
damaged or contaminated. For example, dust or grime on food item@r
packaging can compromise quality. \Q@

Cleaning Equipment and Products \»,\,%

Using the right cleaning equipment and products is essen@)fo ensure

effective cleaning and sanitization.

e Cleaning Tools: Mops, brooms, microfiber clo'h@;e,J vacuums, and
scrubbing brushes should be provided and Sed regularly. These
should be cleaned and sanitized afterx use to avoid cross-
contamination. %O

e Disinfectants and Cleaning Agents: is important to use cleaning
agents that are effective in removi.n%'\d'irt and germs without damaging
surfaces. Ensure that the disinfeébants used are suitable for the type
of store (e.g., food-safe cleaneng?dr food-related retail businesses).

e Sanitizing Equipment: @ending on the store’s needs, ultraviolet
(UV) light sanitizers, ﬁﬂ cleaners, or fogging machines can be used
to ensure a higher 1?6’ of sanitation.

CLEANING PROCEDU@% AND MATERIALS

Effective cleaning \éedures are essential to maintaining a hygienic and
safe retail envi ent. It is important to follow a structured approach to
ensure that all afeas of the store, from high-traffic zones to back offices and
storage af\% are cleaned regularly and efficiently.
C | |
S
L ¥

=2
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Fig. 5.9: Cleaning Materials
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Cleaning Procedures

Cleaning Procedures involve regularly removing dirt, dust, and
contaminants from all areas of the store to maintain a safe and hygienic
environment. This includes sweeping and mopping floors, wiping down
shelves and counters, disinfecting high-touch surfaces, and promptly
cleaning up spills. Proper cleaning helps prevent the spread of germs,
reduces the risk of accidents, and ensures products remain uncontaminated
and safe for customers. Below the process of cleaning is discussed:

1. Assess the Area: Before starting any cleaning task, assess the to
identify potential hazards, such as wet floors, exposed .elettrical
equipment, or fragile items that require special attention. QO

2. Set Up Cleaning Zones: Divide the store into speciﬁo%%}ning zones.
High-traffic areas, such as entrances and checkout@o nters, should
be cleaned more frequently, while less-traffickéd areas, such as
storage rooms, can be cleaned on a weekly basi&o

3. Disinfection Process: Disinfection shoul w cleaning. First, clean
surfaces to remove dirt and debris usin etergent or cleaner. Then,
disinfect using an appropriate disint@
attention to high-touch areas su door handles, countertops, and

shopping carts. QJ{\

ant or sanitizer. Pay special

4. Floor Care: Sweep or vac u&g’ floors to remove loose dirt and dust.
For hard floors, use a with a disinfecting solution to ensure
cleanliness and sanitatian. For carpets, consider using steam cleaners
or a commercial—gra@acuum with HEPA (High Efficiency Particulate
Air) filters. %&

5. Restroom éaning: Restrooms require frequent cleaning and
disinfection(’(@'urfaces like sinks, toilets, mirrors, and floors must be
cleaned @h disinfectants at least twice a day. Toilet paper and soap
sho e replenished regularly.

6. Display and Product Cleaning: Wipe down product displays, shelves,
d packaging. For food stores, use safe cleaning agents that do not
% contaminate products.

7. Trash Management: Ensure that waste bins are regularly emptied,
especially in high-traffic areas, and that liners are replaced to avoid
spillage or odor.

Materials for Cleaning

Materials for Cleaning include various tools and substances used to
effectively clean and sanitize a store or workspace. These are:
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1. Detergents: Use non-toxic, biodegradable detergents to clean
surfaces. This includes surface cleaners, dishwashing liquids, and
specialized products for floors and windows.

2. Disinfectants: Choose disinfectants that are effective against bacteria,
viruses, and fungi. For food-related stores, make sure the products
are food-safe.

3. Microfiber Cloths: Microfiber cloths are effective for dusting and
wiping surfaces without leaving lint or residues behind. b’

4. Mops and Brooms: Use mops and brooms that are suitable the
store’s flooring type. For example, microfiber mops work we{&@l hard
floors, while soft-bristled brooms are better for delicate su es

5. Floor Cleaners: Consider using floor scrubbers or buf@s for a deeper
clean in larger areas. Choose a cleaner appropri for the flooring
material, such as tile, hardwood, or vinyl. o

MINIMIZING SPILLAGES \:&'

Spills are a common challenge in retail enviror@nts, especially in food and

beverage stores, and can lead to accidents,@oduct contamination, and an

untidy store appearance. Minimizing spi}gyis essential for both safety and

cleanliness. ’é\'

Preventive Measures (5&@

Preventive Measures are pr ive steps taken to avoid accidents,
contamination, or health h Qsds before they occur. In a store setting, this
includes regular mainte e, proper storage, staff training, using safety
equipment, and follo hygiene practices. By implementing preventive
measures, risks a inimized, creating a safer environment for both
employees and c ers.

1. Prope Qldling of Products: Ensure that staff is properly trained in
har&I products, especially liquids, food, and fragile items, to
préyeht spills. Use carts or trays when transporting liquids or other

ential spill-causing items.

Q@ Customer Awareness: Place signs or barriers near high-risk areas
where spills might occur (e.g., near beverages or cleaning stations) to
inform customers and prevent accidents.

3. Preventive Measures: In high-traffic areas or sections prone to
spillages (e.g., near drink stations), use non-slip mats or absorbent
rugs to minimize liquid spread and enhance safety.
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4. Preventive Spill Containment: Use spill containment products such
as absorbent mats or trays under dispensers, food stations, or areas
where liquid products are placed.

5. Routine Checks: Conduct routine checks to ensure that there are no
spills from open products or leaks from containers. Encourage staff to
monitor for potential hazards throughout the day.

Immediate Response to Spills

(0/ Fig. 5.10: Spill Control

The immediat '%)onse to spills is explained as below:

1. Qui esponse: Ensure that staff responds immediately to any spill.
M designated spill kit equipped with absorbent materials, gloves,
d appropriate cleaning solutions.

Q@ Contain the Spill: Block off the affected area to prevent further
spreading and ensure customer safety.

3. Clean and Disinfect: Use appropriate cleaning materials to wipe up
the spill, ensuring that the area is disinfected afterward to maintain
hygiene.

4. Dispose of Contaminated Materials Properly: Once cleaned, dispose
of any materials used to absorb the spill, such as cloths or paper
towels, according to waste disposal guidelines.
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HYGIENE IN RETAIL

Retail hygiene plays a significant role in creating a safe, welcoming, and
sanitary environment for customers and employees alike. The following
points explaining why store hygiene should be a priority:

1. Health and Safety: A clean environment reduces the spread of germs,
bacteria, and viruses, protecting customers and employees from
illnesses. Regular cleaning minimizes the risk of infections, which is
particularly important in the wake of health crises like COVID-19. b’

2. Customer Confidence: Hygiene is a top priority for customers. %Sjean
store gives the impression that the business is professional cares
about customer wellbeing. Stores that maintain highcléanliness
standards are more likely to retain loyal customers. Q

3. Compliance with Regulations: Retail stores, espa@&@r those dealing
with food, beauty, or health products, must comply with health and
safety regulations. Adhering to hygiene protocoﬁ» ensures that stores
avoid fines or temporary shutdowns. %O

4. Enhanced Shopping Experience: Cus s are more likely to feel
comfortable and spend more time i a@‘?ore that is clean and well-
maintained. Hygiene impacts not oxé&' the physical cleanliness of the
store but also the overall shoppin)%l biance.

5. Prevention of Contaminaﬁ%{b’l—lygiene protocols in places like food
stores prevent cross-conta ation, ensuring that products, especially
perishables, remain safe ékconsumption. It also prevents contamination
of goods on display dq& spills or dust.

SAFE WASTE DISP PROCEDURES

Effective waste dispesal is an essential part of maintaining hygiene in any
retail store. '~@» r waste management prevents contamination, reduces
health ha@, and contributes to a sustainable environment.

regation

1. Was¢5\ g
e Segregation is the process of separating waste into different
egories like biodegradable, recyclable, and hazardous materials. This
elps in proper disposal, promotes recycling, and reduces environmental
harm.
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Fig. 5.1 @rste Segregation

Separate Waste Streams: Retail stores should establish clear
guidelines for waste @ egation into categories such as recyclables,
non-recyclables, ic waste, and hazardous waste. Ensure that
customers and e%loyees are aware of how to dispose of waste.

Use of Colo ded Bins: Clearly label and color-code bins to indicate
where di '%nt types of waste should be disposed of (e.g., blue bins for
recycldbles, black bins for general waste, and green bins for organic
W@. his helps in ensuring proper segregation.

o C"Bﬁdining Employees: Employees should be trained in how to
e

gregate waste correctly and how to use the bins provided. This helps
reduce contamination between waste categories and increases
recycling rates.

. Handling Hazardous Waste

Handling Hazardous Waste involves safely collecting, storing, and
disposing of materials that can be harmful to health or the environment,
such as chemicals, batteries, or broken glass. Proper labeling, protective
gear, and following safety guidelines are essential to prevent accidents
and contamination.
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e Proper Disposal of Hazardous Waste: If your store handles
hazardous materials, such as cleaning chemicals or expired products,
ensure that they are disposed of properly. Follow local regulations on
hazardous waste disposal, wusing certified disposal services if
necessary.

Fig. 5.12: Dispos&l/ Hazardous waste

e Use of Protective Gear& employees handling waste, especially
hazardous materials, pratective gear such as gloves and masks should
be worn to avoid expg' to harmful substances.

e Waste Collecti?\'and Disposal Frequency: Waste should be
collected andx disposed of on a regular schedule to prevent
accumulatiofpand odors. In high-traffic areas, this may need to
happen al times a day.

PROPER&@RAGE OF CLEANING EQUIPMENT

Proper age of cleaning equipment is necessary to ensure that it remains
fun @al, sanitary, and safe for use. It also helps keep the store organized
inimizes safety hazards. Following are the storage guidelines:

1. Designated Storage Areas: Allocate a dedicated space for storing
cleaning equipment, such as a janitor’s closet, that is well-ventilated,
secure, and easily accessible to cleaning staff.

2. Keep Equipment Clean and Dry: After each use, cleaning tools (e.g.,
mops, brushes, buckets) should be washed, dried, and stored properly
to prevent the growth of mold or bacteria. Wipe down any surfaces
that may have come into contact with harmful chemicals.
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RETAIL ASSOCIATE-CUM-CASHIER GRADE XI

3. Organize Equipment for Easy Access: Cleaning tools should be
organized by type and purpose. Keep cleaning supplies, such as
disinfectants, in one area, while mops, brooms, and other tools should
be hung or stored separately to avoid cross-contamination.

4. Proper Labeling and Handling of Chemicals: Store chemicals in
their original containers with labels intact. Ensure that the storage
area is locked if the store uses toxic or hazardous substances, and
keep chemicals out of reach of customers or children.

5. Regular Inspections: Regularly inspect cleaning equipment to re
it is in good working order. Replace damaged items or thosectlrat no

longer function properly to avoid inefficiency or accid% during
cleaning. A~

Adhering to proper cleaning procedures, minimizing spills,@nd ensuring the
safe storage of cleaning equipment all contribute to ma?@aining a hygienic
and safe retail environment. Hygiene is not just aon@cleanliness but also
about the overall experience customers have whef shopping. With proper

waste disposal, spill management, and regu cleaning practices, retail
businesses can foster an environment that@omotes customer confidence,
safety, and satisfaction. \,

Mandatory Protocols for Store Hygi%@

Maintaining proper hygiene in a etéit’ store is essential to ensure a safe and
pleasant environment for cust&rs and staff. The following protocols are
mandatory for store hygiene 4%

1. Regular Cleaning and Disinfection: It is mandatory to clean and
disinfect all surl@ss, including shelves, counters, door handles, and
restrooms, at %gular intervals using approved cleaning agents.

2. Persona@%ene of Staff: All staff must follow personal hygiene

practiges ¥uch as regular hand washing, wearing clean uniforms, and
usi @nd sanitizers. Gloves and masks may be required depending
(Cjkxe nature of the work.

%%lean and Safe Food Handling (if applicable): For stores handling

Q food items, proper food safety and hygiene protocols must be followed,

including temperature control, use of clean utensils, and prevention of
cross-contamination.

4. Waste Management: Waste must be disposed of properly and
promptly in designated bins. Bins should be covered, regularly
emptied, and sanitized to avoid bad odor and pest issues.
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5. Pest Control Measures: Regular pest control inspections must be
conducted to prevent infestation. Any signs of pests should be
reported and treated immediately.

6. Proper Ventilation: The store must ensure adequate ventilation
through windows, doors, or air-conditioning systems to maintain fresh
air circulation and reduce the spread of airborne contaminants.

7. Customer Hygiene Support: Hand sanitizing stations should be
made available at store entrances and exits for customers. Clear
signage encouraging hygiene practices should also be displayed. . &

These hygiene protocols are crucial not only for health and safe%&t also

0
QO
Q

for enhancing customer trust and satisfaction.

PRACTICAL EXERCISES

Activity 1: Role Play on Cleaning a Designated Area of ¥He Store Following
the Established Procedures. \/O

Materials Required: Cleaning supplies (mops @%oms, microfiber cloths,
cleaning detergents, disinfectants, dustpans, trash bags), Personal
protective equipment (PPE) (gloves, apro s@asks), Wet floor signs, Spill
containment kits (absorbent materials,.t&els, disinfectants), Store-specific

floor layout (for designated areas to be@ aned)
Procedure: (O)S'

1. Assign students’ roles (ﬁ., cleaner, supervisor, customer).
€

2. Prepare the area to :bc aned by placing mock dirt or debris on the
floor or creating ulated spill for the participants to clean.

3. Explain the c ing protocol to be followed (e.g., cleaning order, use
of appropri{(@’materials, disinfection steps, and safety protocols).

4. The c e@r will approach the designated cleaning area, wear the
nec PPE, and use the correct cleaning materials (e.g., mop,
, disinfectant) to clean the area.

é@ ey will demonstrate proper techniques like sweeping, mopping, and
Q wiping surfaces.

6. A supervisor or peer (a member of the group) will observe the process,
giving feedback on the adherence to the cleaning procedure, safety
measures, and overall execution.

7. The group will reiterate the importance of safety, hygiene, and
customer service while cleaning to the class and the subject teacher.

Activity 2: Practicing Waste Disposal Techniques and Equipment Storage
After Use.
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Materials Required: Waste bins (for general waste, recyclables, and organic
waste), Cleaning supplies (mops, cloths, cleaning products), Gloves, aprons,
and other PPE, Storage shelves or cabinets, Safety signs for waste disposal,
Cleaning equipment (buckets, mops, brushes, etc.), Waste disposal
bags/liners, Spill containment materials

Procedure:

1. This activity should be performed in a retail store or at least a retail

lab. b’

2. Set up waste bins labeled for general waste, recyclables, and nic
waste in a simulated store area. \>

3. Instruct students on how to properly segregate waste in{ggje correct
bins (e.g., plastic containers in recycling, organic waste in compost
bins).

4. Practice emptying waste from bins and di ing of it properly,
ensuring that waste does not spill and the ar& remains clean.

5. After completing the cleaning task, studs% will practice how to store
cleaning tools properly. @

6. Demonstrate the proper way to .ri@}é and dry mops, store cleaning
cloths, and securely store cle%@g products (e.g., chemicals) in a

designated, locked space. (b’&

7. Show students how to anize equipment to ensure safety (e.g.,

storing cleaning pro s separately from food products, hanging
mops or brooms on s, and organizing cleaning supplies).

8. Create a &mula@ waste issue (e.g., hazardous materials or broken
cleaning tool*)%o test participants on handling waste that may need
special tr dtment. For example, using gloves to dispose of broken
glass or ardous chemicals.

9. Fi Y a flow chart depicting the correct waste segregation, proper
ling of hazardous materials, and cleaning equipment must be
%IJ mitted by the students to subject teacher.

l@%ity 3: PowerPoint Presentation on Proper Storage of Cleaning Materials
and Safe Waste Disposal.

Materials Required: Computer with PowerPoint or similar presentation
software, Access to research materials (manuals, articles, or guidelines on
cleaning procedures and waste disposal), Images or visuals of cleaning
materials, waste bins, storage areas, etc., Projector or screen for
presentation
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Procedure:

1. Students are assigned the task of researching proper storage of
cleaning materials and safe waste disposal.

2. Gather information about various types of cleaning materials, waste
categories, and the necessary steps for safe disposal.

3. Students can research environmental policies, safety regulations, and
the role of proper storage in maintaining store hygiene.

4. Using PowerPoint, students have to create a presentation that c&s
the following: proper storage of cleaning materials, Safi \Qﬁaste
disposal, the role of storage in maintaining hygiene, visual A}Qs

5. Students need to deliver their PowerPoint presentatio@b the class,
explaining each point clearly and concisely.

&
CHECK YOUR PROGRESS ONO
A. Fill in the Blanks &\’
1. The use of is essential w %eaning a store to ensure

safety and prevent contamination o@eaning materials.

2. A spill containment kit 1n¢§d materials like absorbent
to handle liquid s g@s efficiently.

3. It is crucial to segreg aste into for recyclables,
_ for genera te,and __ for organic waste.

4. Cleaning equlpm such as mops and brooms should be
aftq@se to prevent contamination and extend their
lifespan.

5. Proper w %é"disposal ensures the of store hygiene by
preve?"ﬂg the buildup of harmful bacteria and odors.

B. Multi hoice Questions
at should be used to clean a wet spill on the floor?

%% a) Mop and disinfectant
<

b) Broom and dustpan

c) Vacuum cleaner

d) None of the above

2. What is the correct order of waste segregation in a store?
a) Organic waste in general waste, recyclables in compost

b) General waste in compost, organic waste in recyclables
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c) General waste in general waste, recyclables in recycling, organic
waste in compost

d) No segregation required

3. What type of personal protective equipment (PPE) is needed during
cleaning procedures?

a) Gloves
b) Apron b’
c) Mask <

d) All of the above 2
4. After using cleaning materials, where should they be @ed?

a) On the floor
&
b) In a locked, designated storage area ONO
c) On the cleaning cart \JK’
d) Near food storage %O
5. What is the primary purpose o@using wet floor signs after
cleaning? Q

a) To indicate the floor is Wé{a\ﬁd prevent slip hazards

b) To make the store lg@ilean
c) To increase clea@ time
d) None of the e

C. State whether t%&following statements are True or False

1. Proper ,ss%\iée of cleaning equipment helps in extending the
lifesp the tools and maintaining safety in the store.

2. It 4s - pkay to store cleaning products near food items if they are in
led containers.

é/\’\!aste disposal in retail stores should be done without any

Q% segregation.
4. The use of PPE such as gloves, aprons, and masks is optional
during cleaning tasks.

5. Regular cleaning and proper hygiene in retail stores are important
to maintain a safe shopping environment and meet health and
safety standards.

D. Short Answer Questions

1. What is the importance of cleaning procedures in a retail store?
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2. Name three materials commonly used in cleaning retail stores.
3. Why is it essential to minimize spillages in a retail environment?

4. How can proper hygiene impact customer satisfaction in a retail
store?

5. What is the role of waste disposal in maintaining store hygiene?
E. Long Answer Questions

1. Explain the steps involved in the cleaning procedure of a retail
store, and the materials needed to perform these tasks effec[{{@y.

2. Discuss the significance of hygiene in retail and how itf\,n%,lences
both employee and customer well-being. S,

3. Describe the procedure for waste disposal in a reteﬁ store. Why is
it important to segregate waste properly? NOQJ

4. Explain the steps that can be taken to minimiZe spillages in a retail
environment and the preventive measuresxthat should be in place.

5. How should cleaning equipment be @red after use to maintain
hygiene and ensure safety in the st@?

F. Check Your Performance . \’(b»

1. Demonstrate the cleaning, &f’a designated area of the store by
following the establishe@~ procedures and wusing the correct
materials?

2. Identify the propeeﬁaste disposal methods for various types of
waste in the rég\ﬁ%nvironment?

3. Explain t importance of hygiene in retail and how you can
contribut maintaining cleanliness in the store?

4. Dem(@trate the proper storage protocols for cleaning materials
a quipment to prevent contamination and accidents?

o
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ANSWER KEYS
MODULE 1: STORE DISPLAY AND VISUAL MERCHANDISING BASICS
SESSION 1: STORE DISPLAY
A. Fill in the Blanks

1. mannequins
2. prices
3. depth @b
4. effectiveness \,,\,%Q
5. target \,’;Q
B. Multiple Choice Questions Q
1. c¢) Acrylic “OQJ
2. b) It is lightweight and easy to transport \zo
3. b) They appeal to environmentally consci onsumers
4. b) To keep the store fresh and encour repeat visits
5. b) Clear messaging and eye—catchi@esigns

. Y
C. Match the Following \?J
1- B. Enhancing shopping ex fignce
2- E. Managing stock leVé’
3- C. Wood, Acrylic, Me@nv , Cardboard
Lo L

4- A. Products, s1%:@e, props, lighting
5- D. Thematic orations and interactive elements

D. State weat@' the following statements are True or False

1. Fal&@

S

%%alse

4. True

5. False

6. False
SESSION 2: VISUAL MERCHANDISING DISPLAYS
A. Fill in the Blanks

1. damaged
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. neatly

2

3. seasons

4. offers

5. want

B. Multiple Choice Questions
1. b) High-touch areas like handles and countertops
2. b) Effective communication among team members b’
3. b) To ensure they function properly
4. a) It enhances the shopping experience N{)\"\,
5. a) Proper training and education Q\}’

C. True or False «OQJ

. True \JO

False

True @
False N

.x(b'
x&

D. Match the Following Q-
e %®

D
A é&
E S
5. B <0
SESSION &SEMBLING, STOCKING AND DISPLAYS
A. Fill i e Blanks

S

True

20N

.%isual merchandising
Q2. safety
3. reorder points
4. Economic Order Quantity
5. colors
B. Multiple Choice Questions

1. c) Developing a visual merchandising plan
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c) Vendor-Managed Inventory (VMI)
c) Product importance

d) Increasing store size

S

b) Warm colors

C. State weather the following statements are True or False

1. True

2. False b’
&

3. True . %Q

4. False NO
S. True Q\}’

D. Match the followings «OQJ
C xO
E
A
D \,@

5. B @\’(b'
SESSION 4: LABELLING, STOC ORDS AND DELIVERY
A. Fill in the Blanks &

. consumers 0&

1

2. Grade %\'
3. Legal Metrolo oV
4
5

s e hd =

. trust Q

. stoc S

B. Mu Choice Questions

é%) It enhances branding through consistent use of logos, colors, and
Q designs

2. c) Grade label

3. d) All of the above

4. b) Legal Metrology Act, 2009

5. a) To verify the accuracy of stock records
C. State weather the following statements are True or False

1. False
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False
False

False

S

False

D. Match the followings

1. C

2. E 66

3. A , ch
D

4. D O

5. B Q,Q’

MODULE 2: DRESSING AND DISMANTLING VISUAL lVlQ&HANDISING
SESSION1: PLANNING AND DESIGNING VISUAL DIQJQ..AYS

A. Fill in the Blanks v
1. showcase @é
2. image N
.x®
3. behavior
\/6
4. visual merchandising Q-

B. State weather the following statements are True or False

. True 0’6’
. False %\'

1

2

- Q‘$
. alse

5

6

. Tru @
C. gﬁch the followings
.

1. -E
2. -C
3. -A
4. -D
5. -B
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SESSION 2: ASSEMBLING VISUAL DISPLAYS TO PROMOTE SALES
A. Fill in the Blanks

1. Increased

2. Attracting attention

3. First

4. Target
B. Multiple Choice Questions b’
b) Key Performance Indicators
c) Signage N{)\"\,
c) Creating a clear focal point Q\}’

b) To encourage customers to touch and explore «OQ’

a s e hd =

b) Highlight key products and create atmospher@
C. State whether the following statements a%'é&(e or False

1. True @
2. False N
’\’(b'
3. True
\/6
4. False Q-

SESSION 3: EVALUATING AN JUSTING VISUAL DISPLAYS
A. Fill in the Blanks O’b'

. Symmetry or as@etry

. Ambient Cé,
<4

—_

. Bud
. @gical
B. iple Choice Questions

Ql. b) Create a cluttered look

2
3. Approv
4
5

2. c) Spotlighting
3. c¢) Store management
4. c) Unstable props

5. ¢) It supports marketing goals
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C. State whether the following statements are True or False
. False
False
True

True

S N N

False

D. Match the followings b’

xO
SESSION 4: DISMANTLING AND STORING VI% DISPLAYS

A. Fill in the Blanks @
1. Glass N
.x®
2. Three
\/@
3. Customers (b,
4. Aesthetic @

B. Multiple Choice Quest\'@é
1. c) Top-down, be@‘ing from the highest components
2. c¢) Wrap the glévprotective materials like bubble wrap or foam sheets
3. b) To east '(identify contents and aid in future reassembly
4. c) Setlit )aside immediately and report it to your supervisor

5. @Luorescent light bulbs

%%) It ensures safety, maintains professionalism, and prevents damage
Q to other merchandise

C. State whether the following statements are True or False
1. False

False

True

False

a & W N

False
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6. True
MODULE 3: PRODUCTS FOR SALE AND PROMOTION
SESSION1: PACKAGING
A. Fill in the Blanks
1. Quality
Packaging
Labeling. \er’
Price
Samples N{)\"\?
Waste Q\}’
B. Match the followings «OQJ
1. -B xO
2. -A O\’
i <
4. -D A
5. -C 2

<
C. State whether the followingé ments are True or False

False
S
06

A T

1.

2. True

3. False %\'

4. True %”
,(/@'

5. False

SESSION @RODUCTS ASSEMBLY
A. Fin@y e Blanks
.C,Dser, Product
Q2. Personal Protective Equipment
3. Instruction Manual
4. Safety, Efficiency
5. Accident

B. Multiple Choice Questions

1. c¢) Reading the instruction manual
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2. ¢) Wrench

3. b) To ensure they’re clean and safe to use
4. b) Making sure all parts are firmly in place
5. c) Preventing workplace accidents

C. Match the followings

1. -C
2. -D @b’
3. A ) %Q
>
4. -B O
5. -E Q\}
D. State whether the following statements are True oquﬂse
1. False \Jo

True O\’
False @é

True N
.x(b'

a & LN

False <
SESSION 3: PRODUCT CONDITS# ON DISPLAYS
A. Fill in the Blanks ﬁ

1. Cleaning
2. Safety %\'
3. Trust %”
4. Damage@’grb’
5. Da
B. Mu Choice Questions

.%) Increasing warehouse space
Q2. c) Remove it from display and assess
3. ¢) Record it and inform the supervisor
4. b) Repair it according to guidelines
5. d) Following up and reviewing the cause
C. State whether the following statements are True or False

1. False
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2. True
3. False
4. True
5. True

SESSION 4: CUSTOMERS LOYALTY SCHEMES

A. Fill in the Blanks
1. Marketing b’
2. Long-Term
3. Points N{)\"\,
4. Membership Q\}’
5. Exclusive «OQJ

B. Match the followings \JO

6\’@'

C. State whether the following statements are True or False

a » W N =
>
4

1. False 06’
2. True %\'

3. False %”

4. True Q'Q(O’

5. True @

MODU'I®4: CUSTOMER SERVICE
Z?N 1: CUSTOMER NEEDS
Fill in the Blanks
1. Unstated
2. Acknowledgement
3. Unstated Needs

4. Responsiveness

5. Retention
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B. Multiple Choice Questions
1. b. Unstated Needs
2. c. Look
3. b. Complimentary gift with purchase
4. b. Enhancing customer loyalty

C. Match the followings b’
1. -B
2. -C %QQJ
3. -D O
4. -E Q\}

5. -A «O

D. State whether the following statements are TruQGr False

1. True O\’
False @é

2.
3. False N
.x®
4. True
\JQ
5. True Q-
SESSION 2: INFORMATION REFERRALS

A. Fill in the Blanks 'O’b'
1. Business inform@h management

. Data analysiﬁgé’

2
3. Remain ,@’gh
4
5

. Positi
. ]@T&rrals
B. iple Choice Questions
Ql. b. Improved decision-making
2. b. Use positive language and listen actively
3. a. They create a positive reputation and bring in new customers
4. b. Follow up and collect feedback

5. d. Ignoring the customer’s complaint
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C. Match the followings
1. -A
2. -B
3. -C
4. -D
5. -E
D. State whether the following statements are True or False
1. False .
True

False

nalR I

True
5. False
SESSION 3: CUSTOMER GRIEVANCES
A. Fill in the Blanks
1. success, failure
.x®
2. brand
&6

@‘Zf
5. supplied @

B. Multiple Choice Q(E;t’ions
1. b) Enhances

3. promptly, fairly

4. information

omer loyalty
2. ¢) Open- d questions
3. c) Leading or biased questions
4. l@ﬁuggest substitute or similar products.

% Informing customers of progress and potential delays

atch the Following

1. -d
2. -c
3. -a
4. -b
5. -e
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D. State whether the following Statements are True or False
1. False

False

True

False

S

True
SESSION 4: CREATING A POSITIVE IMAGE @b’
A. Fill in the Blanks \/%Q
1. positive N{)\’
2. listen Q\}'
3. accurate «OQ’
4. customer \JO
B. Multiple Choice Questions O\’
1. b. Demonstrating professionalism @é
2. d. Ignoring customer concerns ) \,
3. a. Using polite and encouragingéj (guage

4. b. A deeper understandin@stomer needs
C. Match the followings

1. -B bﬁ
2. -A Q))&

3. -C L
D. State whe (q;e following Statements are True or False
1. Fal&Q}
2.
Irue

Q . True

MODULE 5: HEALTH, SAFETY, AND STORE HYGIENE
SESSION 1: ACCIDENTS AND EMERGENCIES
A. Fill in the Blanks

1. Successful operations

2. Electrical
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3. Factories
4. Reporting
5. Fire
B. Multiple Choice Questions
1. B
2. D

3. B b’

<
4. B “Q

5. B \”

C. State Whether the following Statements are True or F‘%\}
1. False e
2. False \JO
3. True OK’
4. False %
5. True N

SESSION 2 RESPONDING TO EMER%#;NCIES

A. Fill in the Blanks @v
Injury @
101
Evacuation %\'
Evacuation %”

,(/@'
Emerge

B. Multi@loice Questions
6\,
4. B
5. C

a s e hd =

C. State Whether the following Statements are True or False
1. True

2. False
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3. True

4. False

5. True
SESSION 3 SAFE PRACTICES
A. Fill in the Blanks

1. Equipment

2. Training b’

3. Lifting

4. Clear NO
S. Dama QO
. ge

B. Multiple Choice Questions «OQJ
C &O
B O\’
5 <
A N

\"2}'
B S

<

C. State Whether the following @ ements are True or False

a & e d =

False

False 06’
True %\'
False %”

5. True
SESSIO $}‘ORE HYGIENE
A. Fill i Blanks
%%anitizers
Q2. Pads

3. Bins, bags &amp; bins

s L hd =

4. Stored properly
5. Maintenance

B. Multiple Choice Questions
1. A
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a & Wb
W O O

A

C. State Whether the following Statements are True or False

1. True
2. False @b’
3. False . \Q
\>‘EJ
4. False NQ
S. True QO
“OQJ
\/\/O
%O
©
>
,(,\/
\16
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GLOSSARY

e Visual Merchandising — The practice of designing and arranging store
displays to highlight products and encourage purchases.

e Store Display - A visual presentation of products using props,
fixtures, and arrangements to attract customer attention and
influence buying behavior.

e Brand Identity — The visible elements of a brand (such as color,
design, and logo) that identify and distinguish it in the consu 's
mind. S

D
e Merchandising — The activities involved in promoting*@ sale of
goods, especially by their presentation in retail outlets

e Display Equipment — Tools and materials used in s€iting up displays
such as mannequins, shelves, racks, signage, liggci , etc.

e Space Management — The planning and conqjéf of how space is used
in a store to optimize product visibility a &dstomer movement.

e Point of Sale (POS) Displays - Prom@onal displays located near or
on checkout counters designed to e@opurage impulse buying.

"

e Fixtures — Permanent or semi-permanent structures used to display
products such as shelving uq%, display cases, and hangers.

e Thematic Displays — Displays that are created around a central
theme or concept to t story and engage shoppers emotionally.

e Stock Presentartg'}} The way in which merchandise is arranged and
shown to custo s, including the use of bulk, color blocking, and
product gro

e Signag (’Signs and symbols used in stores to provide product
infor@ion, pricing, or promotions.

e P — Decorative objects or tools used in displays to make them
e appealing and thematic.

Q% Lighting — The use of light in store displays to enhance visibility and
atmosphere, and to draw attention to key products.

e Focal Point — A display or object designed to immediately capture
the customer’s attention.

¢ Theme-Based Display — A visual merchandising style where the
display follows a specific concept, season, or event (e.g., Summer Sale,
Christmas).
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e Color Coordination — Using matching or complementary colors in a
display to make it visually attractive and unified.

e Arrangement Techniques — Methods of positioning products in a
display to influence customer movement and buying behavior.

e Zoning — Dividing store space into specific areas to organize product
categories and improve customer navigation.

e Strategic Placement — Positioning displays in key areas (like
entrances or checkout counters) to maximize visibility and impacteJ

e Seasonal Promotions — Marketing campaigns and displays .‘@Qﬂign

with seasonal events or holidays to drive sales. O
e Limited-Time Offers — Time-sensitive deals highligl@“&'in displays
to create urgency and boost immediate sales. <

e Stock Management — Controlling and organiz&-sg product inventory
to ensure availability and promote high—demq&éﬁtems.

e Space Utilization — Efficient use of awvailable store area to display
more products without cluttering. @

e Display Equipment — Tools like r%ks, shelves, stands, and signage
holders used to support merchar@se displays.

<
¢ Durability — The ability o &ﬁaterial or product to withstand wear,
pressure, or damage over-titte.

e Aesthetic — A set rinciples concerned with the nature and
appreciation of beqe@*or appearance.

e Acrylic — A r%sparent plastic material known for its strength,
flexibility, ar@ﬁghtweight properties.

o Biodegr@%le — Capable of being decomposed naturally by
micr anisms, reducing environmental impact.

%; riendly — Environmentally responsible; causes minimal harm
he environment.

Q% Interactive Elements — Components in a display that engage
customers through physical or digital interaction, such as
touchscreens or QR codes.

e Thematic Decorations — Props or accessories used in displays that
reflect a specific theme, season, or concept.

e Messaging — The communication of ideas or promotional content
through text, visuals, or signage in a display.
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e Rotate Displays — The practice of changing visual displays regularly
to maintain customer interest and promote new products.

e Sales — Patterns or movements in customer purchasing behavior over
time, often used to make business decisions.

e Aesthetic Preferences — Personal tastes or choices related to beauty,
style, or visual appeal.

e Brand Identity — The visible elements (such as logo, design, and
color) that distinguish a brand and communicate its Valueé o

customers. %Q'
e Impulse Buys — Purchases made spontaneously wi Qﬁt prior

planning, often triggered by visual appeal or placement, .’

e Complementary Items — Products that go well tog@her or are often
used together, such as shoes and outfits. O

o)
e Customer Loyalty — A customer's consistq&fﬁoreference and repeat
purchasing from a particular store or brand()

e Customer Flow — The movement or @t that customers take while
navigating through a store. \,

e Sensory Elements — Features( that appeal to senses like smell,
sound, or touch, used to enha the shopping environment.

e Engaging Displays @vmually and emotionally appealing
arrangements that attgég attention and hold interest.

e Shopping Journe Aé'The complete experience a customer has while
shopping—from ering a store to making a purchase.
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FURTHER READING
1. Dr. S.L. Gupta
e Book: Retail Management: Principles & Practices
e Publisher: Sultan Chand & Sons

e Description: Comprehensive coverage of retailing concepts
including store layout, merchandising, display techniques, and
customer service with examples relevant to the Indian market.

2. Bharat Bhushan Agarwal & Nitin Mehta (;Q'

e Book: Retail Management ’\Ox

e Publisher: Oxford University Press India Q\}'

e Description: This book offers insight int ail operations,
merchandising, and visual merchandising with ‘a focus on Indian
retail scenarios and case studies. &&

3. Dr. Pradeep Kashyap %O

e Book: Retail Marketing @

N

e Publisher: Tata McGraw-Hill E(,k@ation

e Description: Focuses o Getail marketing strategies, visual
merchandising, and con Udtier behavior in Indian retail.

4. Sanjeev Aggarwal
e Book: Visual Me ndising and Display
X
e Publisher: Ne@\ge International Publishers

o Descriptio}: This book specifically addresses visual merchandising
princ@ and practices tailored to the Indian retail industry.

5. Swa Pradhan
t}ook: Retailing Management
Publisher: Tata McGraw-Hill Education

Q e Description: An authoritative text on retail management covering
merchandising, store operations, and visual merchandising with
examples from the Indian market.

6. Amitabh Devendra
e Book: Retail Management: Principles and Practices

e Publisher: Pearson India
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e Description: Detailed insights into retail strategy, merchandising,
and visual merchandising, focused on Indian retail context.
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