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ANTA Toolbox for

Certificate III in Retail Supervision

General overview

Purpose

The retail industry has experienced significant changes and growth in the past few years. The Retail Training Package (WRR02) provides a framework for the effective provision of training in retail skills.

Within this framework, the Certificate III in Retail Supervision provides specific industry and client focused training in the supervision of a department in a retail environment.

Target audience

The Certificate III in Retail Supervision is designed for learners who wish to develop the necessary skills to supervise a department within a retail store. Learners undertaking this qualification will develop client-focused practical skills. On completion of this qualification, graduates will be able to work in a small enterprise or as part of a team in a larger retail organisation.
Learners undertaking the Certificate III in Retail Supervision can vary in age and educational background. Most often learners will either be already employed in the industry or have some experience working in the industry. Learners may be training for promotion to supervisory roles or already in these roles.

The ability to access online training will be particularly valuable to learners, such as residents in rural areas, who would otherwise need to travel long distances to larger towns or cities to undertake training. It will also be of benefit to learners who are currently working in the retail industry and who wish to improve their skills and knowledge in their own time and without the rigour of a fixed attendance pattern.
The focus of the Toolbox is to apply learning to authentic workplace issues in order for the learner to apply skills and knowledge, which may be acquired from the content in the Toolbox, or from previous skills and knowledge already acquired in the workplace.

Workplace expectations

Learners who are not currently employed in the retail industry can complete activities within the simulated environments. Those learners who are currently employed can utilise the learning scenarios and the activities for their own workplaces. Adaptations by the Trainer can be the inclusion of policies and procedures related directly to the learner’s workplace.

Additional workplace activities can be utilised by trainers and supervisors to enable extension of the learners skills and experience where required.

Units of Competence

This Certificate III in Retail Supervision (qualification WRR30102) from the Retail Training Package (WRR02) is comprised of the following core competencies:

· Coordinate interaction with customers (WRRCS4B)

· Coordinate work teams (WRRER2B)

· Maintain employee relations (WRRER3B)

· Maintain store safety (WRRLP3B)

· Maintain store security (WRRLP4B)

In addition, learners must also achieve four elective competencies. The electives in this Toolbox are:

· Maintain and order stock (WRRI5B)

· Monitor food safety plan/program (WRRLP7C)

· Coordinate merchandise presentation (WRRM3B)

· Coordinate sales performance (WRRS3B)

· Recommend sporting products and services (WRRSS10B)

A learner who satisfactorily completes any four of these elective units will satisfy the requirements of the Training Package.

There is one additional competency, Coordinate housekeeping (WRRM4A) which, while it is no longer included in the Training Package, has been included in the Toolbox.
Learning activities in the Toolbox include reading material (both in the Toolbox and on the World Wide Web), carrying out various individual activities as well as some group or collaborative activities.

Underpinning ideas

This Toolbox takes an activity and problem-based approach to the delivery of online learning resources. It is designed to guide the learner through the achievement of the core and elective Units of Competence of the Certificate III in Retail Supervision (qualification WRR30102) from the Retail Training Package (WRR02).

Its design is based on a constructivist approach to learning, in which learners are encouraged to construct their own knowledge. A combination of reading, practical tasks and collaborative activities is available, thus suiting many different learning styles.

Key features

Learning setting

To provide a relevant and authentic learning context, the activities and resources in this toolbox are located within a fictitious store. The learner has just been offered a job as a supervisor in the fictitious company.

The learner will carry out activities related to supervising staff in a retail environment. The learner will work in two departments of the store (Food Hall and Sports Department), gaining skills they do so. This provides the learner with a meaningful environment in which tasks and activities occur.

Logical structure of the Toolbox

Logically the Toolbox consists of ten Units of Competence. There is no sequence required or implied for the learner to complete the units, with the units being listed alphabetically according to unit code (eg WRRCS4B).

Within each unit there are some dependencies and a recommended sequence to work through the material. This sequence is implied by the listing of topics within the unit in the menu on the left hand side of the screen.
Toolbox interface

The home screen for the Toolbox comprises a list of the ten Units of  Competence included in the Toolbox:
[image: image1.emf]


In the top right hand corner of the screen are two additional links:

Resources: takes the user to a screen on which various resources are available

Using this Toolbox:  contains helpful information about how to use the Toolbox. It is intended that the user will only access it infrequently.

The resources screen

[image: image2.emf]


Within each Unit of Competence, there is a menu on the left of the screen that allows users to access any part of the learning material and activities for the Unit:

[image: image3.emf]


Each item on the menu is a link to a topic. Within each topic there are further links. All subsidiary links from within a topic open a popup secondary screen:

[image: image4.emf]


In most instances, the popup windows are able to be printed easily and there is a close button in the top right corner.

Where the link is to an external website, the document opens in a new window and should be closed using the close button on the browser window itself or the File Close command.
The Resources page

[image: image5.emf]


Getting the most out of the Toolbox

Collaboration

Learners are encouraged to collaborate with their peers and each topic has some collaborative activities. These generally encourage learners to work in pairs.

To get the most out of this Toolbox, each learner should have at least one other person to bounce ideas off, and get somebody else’s views.

If they are already in the workplace, they should have access to at least one colleague or their supervisor. They need to ask that person to work as a colleague or mentor throughout the activities in this Toolbox.
If the learning is through an RTO, the learner should have ready access to classmates and should team up with at least one other person.
A minimal collaboration facility could be a Yahoo! Group for message board and chat facilities.
Emails

The learner should belong to some form of email group that will distribute emails to everyone in the group. Your RTO may use a Learning Management System in which case you will probably already have this facility available.

If an email group is not available, you can easily create one using Yahoo! Groups or similar.

Discussion groups
For many of the exercises in this Toolbox the learner will need a means of communicating with their fellow learners. Your RTO may have facilities that allow them to participate in email discussions, bulletin boards or forums and chat sessions.

If your RTO is not able to provide these facilities, they may find it useful to start their own group on Yahoo! Groups and invite their fellow learners into the group.

Following are instructions for setting up their own Yahoo! Group.

Yahoo Groups allows them to set up their own message board, email distribution lists, save files, run chat sessions, all for free!

How to set up an account at Yahoo! Groups
· Go to http://groups.yahoo.com
· If they already have a Yahoo! account, they simply enter their Yahoo! ID and password, then click on Sign in.
[image: image6.jpg]Welcome, Guest

signin
New users
Click here to register
Registered users
Sign inl





· If not, click on Click here to register and fill in the form. They may need to try several different names before they find one that is not already taken. Sometimes adding their birth year after their name will work. If they already have an email address, they can add it in the Alternate Email: box.
· Fill in the rest of the form and press the Submit This Form button. If their chosen Yahoo! ID is not already taken, they go to a screen that says:
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· Once they get through to the main Yahoo! Groups page, they click on Start a new Group!
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· They need to give their Group a name and an email address at Yahoo! Normally, these are the same name. It is probably best to make their Group Unlisted and Restricted where they have to approve all members joining.
· Click on the [image: image9.jpg]Continue




 button.
· Yahoo! asks them to classify their group. Since it is going to be unlisted, it doesn’t matter much what they choose. Choose Business and Finance and then click on Place my group in Other (or whatever they chose)..
· Click on the [image: image10.jpg]Continue




 button to accept the default Yahoo! profile and email address.
· Finally, they get to invite people to their group. Then enter the email addresses of their fellow group members. If they wish, they can click Directly subscribe members. That will save them having to reply to the registration email. Note that their group members don’t need to have a Yahoo! email address; any email address will do.
Learner progress

While a sequence for working through the topics is implied by the main menu bar, it is not enforced by the system. No record is kept of learner progress because of the limitation that the product has to be able to operate from the supplied CD-ROM.

Transparent navigation structures have been used so that learners always know where they are situated in the structure. There is no impediment to learners moving to any topic they choose, at any time, though it is recommended that they progress in the sequence of the main menu.

[image: image11.emf]

Technical detail

The Toolbox is delivered on CD-ROM. It can be run directly from the CD-ROM, or can be copied to a file server and used from there. It can also be run using HTTPD protocol on a web server or can be run simply from a remote drive. The product makes no assumptions about how or where it is running. Likewise, it does not attempt to store any information entered by learners.

If being able to store information entered by learners is important, then it should be incorporated into an appropriate learner management system (WebCT or similar). The modular structure of the Toolbox has been designed to facilitate this process, however the details for doing so are beyond the scope of this document.

Folder structures

To run from the CD, use the web browser to navigate to the CD drive top-level folder and double-click on the file index.html.

To run from a file-server, use the web browser to navigate to the top-level folder of the server and double-click on the file index.html.

To run from an HTTPD server, enter the correct URL. Depending on the server software, it may be necessary to add index.html to the end of the URL.

The top-level folder structure is shown in Appendix C.

Within each unit of competence, the file structure is the same. Files are named with the code for the particular unit with the WRR stripped, followed by an underscore, followed by a sequential number. So the first file for the unit WRRCS4B is cs4b_01.html.

Topic folders are named after each unit. So all files for the WRRCS4B unit are in a folder named cs4b.

All files that appear in popup windows are named with the unit code, followed by popup, followed by an abbreviation of the content of the popup. For example, the file about one-to-one training is named cs4b_popup_one_to_one.html.

Each unit folder has an images sub-folder where all images relating to that unit are stored.

Shared files

There are some files that are shared by a number of units, plus resources that are accessible from anywhere in the Toolbox. These are all located in the shared folder.
Disaggregation

Because the Toolbox is built in a modular fashion, each unit can be used in isolation. To do this, the folder(s) containing the files for the unit(s) should be copied to a new location along with the shared folder.

For example, if you wanted to use only the core units, you would create the folder structure shown on the right.
[image: image12.emf]

The unification menu is the file frameset_home.html, located in the shared folder. The top frame is contained in banner.html while the menu of units of competence is in the file home.html.
This file (home.html) will need to be modified if the full range of units is not used.

Compatibility

The toolbox will operate satisfactorily on all major operating systems, including Windows, Macintosh and Linux. It has been tested on a number of platforms and browsers. Netscape version 4 and Internet Explorer version 5 for either Macintosh or Windows are not recommended.
Layout

It is assumed that the Toolbox will be running on a computer with at least 800 by 600 pixel resolution. Browser windows have been sized so that they will fit comfortably on this screen size with space left for the Windows toolbar or the Macintosh menu bar. It is difficult to have exact sizing because each browser on each platform uses differing amounts of screen area for the display.
Customisation

The basic structure of a unit in the Toolbox is a series of screens with explanatory text, a single graphic and in about half of the screens, an activity for students to complete.
Only standard HTML is used so the text can be modified by someone with basic HTML skills and appropriate editing software. Tables are used extensively to control layout and it is recommended that these not be modified.

All documents that learners need to refer to are in Microsoft Word format. They are located in the shared/documents folder.

Workplace customisation

The Toolbox can be customised to suit a particular workplace by simply replacing the existing documents in the shared/documents folder. Because the documents are referred to in the HTML code by name, they must either be given the same name as an existing document or the HTML changed to reflect the changes.

External resources

Each unit of competence has a list of external resources. Resources are grouped as books, videos and websites. The list is a simple HTML document with headings for each grouping. It is easily modified using a simple HTML editor.

The documents reside in a folder named resources and are identified as popup_resources_unit_id. For example, resources for the unit of competence Coordinate interaction with customers (WRRCS4B) will be found in the file popup_resources_cs4b.html.
Other resources are available from the National Training Information Service website at http://www.ntis.gov.au/cgi-bin/waxhtml/~ntis2/pkg.wxh?page=91&inputRef=174
Learner portfolio

Throughout the Toolbox, learners are encouraged to include their work on the various activities in their portfolio. This is useful for assessment and for the learner’s own use for applying for jobs.

Assessment

Direct assessment of learners is difficult in a product such as this Toolbox that is designed to be able to be run from a CD-ROM or web-server.

Various assessment strategies can be used. Learners are advised that they should place a printed copy of each activity they complete from the Toolbox into an Evidence Portfolio. This can be used for assessment, as can direct observation of the learner completing a set task.
More detailed assessment information for the Retail Training Package is available from the National Training Information Service at http://www.ntis.gov.au/~ntis/pdf_files/wrr02gui.pdf
Learner sequence

There is no recommended sequence for learners to embark on the various activities. The material for each unit of competence is self-contained and makes no assumptions about prior knowledge of other units. In this way, the resource is highly flexible.

Competency units
The Toolbox provides resources and activities for the following Units of Competence:
Service
WRRCS4B: Co-ordinate interaction with customers
Employee relations

WRRER2B: Co-ordinate work teams
WRRER3B: Maintain employee relations
Loss prevention

WRRLP3B: Maintain store safety
WRRLP4B: Maintain store security
Selling
WRRS3B: Co-ordinate sales performance
Inventory

WRRI5A: Maintain and order stock
Merchandising
WRRM3B: Co-ordinate merchandise presentation
WRRM4A: Co-ordinate housekeeping *
Food and liquor
WRRLP7C: Monitor food safety program
Business and leisure products
WRRSS10A Recommend sporting products and services
* Note that WRRM4A is no longer included in the Training Package (WRR02)
WRRCS4B: Co-ordinate interaction with customers [Core]
Scenario

Learning is situated in the sports department of a larger store. The learner takes the role of the supervisor of the store.
The supervisor has received letters of complaint about poor customer service. Learners discover that, while the department has some customer service standards, they are either not being implemented, or they are inadequate for the store.

Learners then develop some customer service standards and, once the standards have been approved by management, develop a staff training plan to ensure that all staff are aware of and committed to the new standards.
Finally, an evaluation of the effectiveness of the standards is carried out.
Topics

The following topics are included in this unit:

	Topic
	Synopsis
	Learner activity

	Letters of complaint
	Five customers have complained about various aspects of how the store operates
	

	Importance of complaints
	Complaints can be handled by being proactive or reactive
	

	Customer service standards
	Importance of having customer service standards that are documented
	Read the department’s customer service standards document

	Sports department standards
	Standards are to look after the most important asset: the customer
	Would the complaints have occurred if staff had correctly followed the standards?

	Developing standards
	Starting on developing some customer service standards
	Draft a memo pointing out how standards will improve relationships with customers

	Writing the standards
	Management has agreed to writing the standards
	Modify the generic customer service standards to suit the sports department

	Implementing standards
	Having written the standards, they need to be implemented
	Draft a plan for the implementation of the new standards

	Survey the customers
	Finding out what customers think of the store and its standards
	Modify an existing customer feedback questionnaire to find out customer reaction to the new standards

	Checking implementation
	Having developed the standards, their effectiveness needs to be checked
	Develop a checklist to check how the new standards are being implemented

	Staff skills
	There are several training methods that can be used to improve the skills of staff
	Develop a training plan for the new standards that suits all employees of the store

	Report to management
	Summarise the effects of the new customer service standards
	Prepare a memo to management about how the new standards have been implemented


Additional resources for Coordinate interaction with customers (WRRCS4B)

Books

Dwyer, J. 2000, The Business Communication Handbook, 5th ed., Prentice Hall, New York: Sydney.
Gee, Val and Gee, Jeff 2000, The Customer Service Training Tool Kit: 60 Activities For Delivering Super Service to Customers, McGraw-Hill, New York.
Heller, Robert 1998, Managing Teams, Dorling Kindersley London.
Wrice, M. 1998, First Steps in Retail Management, Macmillan, South Melbourne.
Stanley, John 1999, Just about Everything a Retail Manager Needs to Know, Plum Press, Toowong.

Videos

Tudor, J. & Hughes, K. 1997, Communicating with Customers and Clients, Video Education Australasia, Bendigo, Vic.,[video recording].
Teamwork: Human Resource Management at Rebel Sport 2000, Video Education Australasia Bendigo, Vic., [video recording].

Websites

Retail industry (about.com) http://retailindustry.about.com/
U.S. site with reference information on a wide range of topics relating to the retail industry, including: career information, retail news and education.
Refer to the National WRAPS website:
http://www.natwraps.com.au for details of suppliers and other resources.

WRRER2B: Co-ordinate work teams [Core]
Scenario

Learning is situated in the sports department of a larger store. The learner takes the role of the supervisor of the store.
The learner first investigates several different leadership styles and looks at some perceived strengths and weaknesses of Australian managers in general.

After reviewing the attitudes of staff, as revealed in a questionnaire, the learner then identifies some overall strengths and weaknesses of the staff. Learners then prepare for a staff performance appraisal meeting, conduct the meeting and reflect on the outcomes.
Learners then focus on successfully planning and holding a meeting of staff to consider some innovations the supervisor would like to introduce into the department. 
Topics

	Topic
	Synopsis
	Learner activity

	Leading your team
	Characteristics of different leadership styles and when they are appropriate
	Assess their own knowledge of leadership styles

	Managers
	Strengths and weaknesses of Australian managers
	

	Staff attitudes
	Attitudes of staff of the sports department to their jobs
	Identify some strengths and weaknesses in the staff of the department

	Performance appraisals
	Prepare for a performance appraisal meeting
	Read staff profiles and answers to the staff questionnaire

	Prepare for the appraisal
	Review goals and job descriptions for staff members
	

	Set the scene for meeting
	Prepare the correct mindset for the appraisal meeting
	

	Discussion at the meeting
	Focus on performance of the job and gain ownership of outcomes
	

	Close the discussion
	Note areas for improvement in performance and long term plans
	

	Reflect on your performance
	How well was the appraisal conducted?
	Carry out performance appraisals on two staff members

	Support strategies for staff
	Examples of some strategies that can be used to support staff in the sales area
	

	Staff strengths and weaknesses
	Consideration of strengths and weaknesses of the supervisor and the team
	Self analysis of the team’s and the supervisor’s strengths and weaknesses

	Innovations
	Consideration of some ways to innovate in products and services
	Group discussion of some possible innovations in products and services for the store

	Planning and running a team meeting
	Conducting a meeting, from getting key people to agendas
	

	A meeting plan
	Factors to take into account in planning a meeting
	Plan a team meeting to discuss the innovations identified earlier

	A meeting agenda
	Developing an agenda for a meeting
	Create an agenda for the innovations meeting

	Presenting information
	How to present the information so that agreement can be reached
	Create a presentation about the innovations to be introduced

	Good meetings
	Characteristics of good meetings
	Holding a meeting to discuss the innovations


Additional resources for Coordinate work teams (WRRER2B)
Books

Lacey, Kathy 1999, Making Mentoring Happen: A Simple And Effective Guide to Implementing A Successful mentoring program, Business and Professional Publishing, Mona Vale, N. S.W.

Skiffington, Suzanne and Zeus, Perry 2000, The Complete Guide to Coaching at Work, McGraw-Hill, Sydney.

Wrice, M. 1998, First Steps in Retail Management, Macmillan, South Melbourne.

Stanley, John 1999, Just about Everything a Retail Manager Needs to Know, Plum Press, Toowong.

Videos

Vox Pops: Workplace Issues 2000, APS Communications, Melbourne, Vic. (Video titles: Managing People; Managing Change; Team Leadership; Team Management; Achieving Excellence; Emotional Intelligence; Presentation Skills; Assertiveness; Problem Situations/People; Supervisor Skills; Coaching and Mentoring.

Practical HR 2000, APS Communications, Melbourne, Vic. (Video titles: Managing People; Managing Change; Teams; Leaders; Discipline & Dismissal; Motivation; Sexual Harassment; Equal Opportunity Employment; Mentoring; Systems Improvement.

Gough, J., Black, N., Brown, D. & Huges, K. 1997, Conflict in the Workplace, Video Education Australasia, Bendigo, Vic., [video recording]. 

WRRER3B: Maintain employee relations [Core]
Scenario

Learning is situated in the sports department of a larger store. The learner takes on the role of the supervisor.

Some members of staff believe that workloads over Christmas were not allocated fairly and have lodged a complaint. The learner reviews staff records and determines some of the issues in the complaint. Following a look at policy documents, the learner is encouraged to follow procedures to resolve the complaint. This involves determining the facts, developing a solution and taking action, including counselling staff members. Learners also learn about industrial awards, workplace relations and some basic communication strategies.
Topics

	Topic
	Synopsis
	Learner activity

	Christmas trading hours
	Some staff believe that workloads were not allocated fairly
	

	Review staff records
	Review staff profiles
	Review profile for each team member

	The complaint
	Consideration of some issues that may be in the complaint
	Read the complaint and identify what the issues are

	Policies
	Resolution of staff grievances
	Read the store’s policy on resolving grievances and note the steps to be taken to resolve the grievance

	Conflict resolution
	Steps in resolving grievances
	

	Get the facts
	Finding out exactly what has occurred to cause the grievance
	Identify the facts in the staff member’s complaint

	Define the objective
	Determine the specific outcomes required to resolve the grievance
	Identify the best outcomes for the grievance

	Decide on the cause
	Fit facts together and consider their bearing on each other
	Isolate the facts and their bearing on each other

	Develop solutions
	Identify three possible solutions to the grievance
	List the solutions and rank them in order from best to worst

	Take action
	Decide on the best course of action to resolve the grievance
	

	Check results
	How successful was the resolution of the grievance?
	Role play to test out the solution to the grievance

	Counsel staff
	Counselling staff on an individual basis
	Counsel one or more members of staff

	The counselling session
	Hints for running a successful counselling session
	Role play on counselling a member of staff

	Awards
	Industrial awards and their role in the workplace
	

	Workplace relations
	Improving workplace relations through better communication
	Read the store’s Induction Manual to find out which industrial awards cover the workplace

	Communication strategies
	Maintaining regular contact with the team
	Group activity to arrive at some communication strategies that will be useful


Resources for Maintain employee relations (WRRER3B)
Videos

Vox Pops: Workplace Issues 2000, APS Communications, Melbourne, Vic. (Video titles: Managing People; Managing Change; Team Leadership; Team Management; Achieving Excellence; Emotional Intelligence; Presentation Skills; Assertiveness; Problem Situations/People; Supervisor Skills; Coaching and Mentoring.

Practical HR 2000, APS Communications, Melbourne, Vic. (Video titles: Managing People; Managing Change; Teams; Leaders; Discipline & Dismissal; Motivation; Sexual Harassment; Equal Opportunity Employment; Mentoring; Systems Improvement.

Teamwork : Human Resource Management At Rebel Sport, 2000, Video Education Australasia, Bendigo, Vic. [video recording].

Wrice, M. 1998, First Steps in Retail Management, Macmillan, South Melbourne.

Websites

WageNet (Australia 2001)
http://www.wagenet.gov.au
Information about awards and salary rates.

Department of Employment, Workplace Relations and Small Business (DEWRSB)
http://www.dewrsb.gov.au
Includes a list of publications available from Department. Many of the publications can be downloaded free from the Internet.

Osiris
http://www.osiris.gov.au
Contains full text of Australian federal awards. Includes the Retail Trade Industry minimum award.

Refer to the National WRAPS website:
http://www.natwraps.com.au for details of suppliers and other resources.
WRRLP3B: Maintain store safety [Core]
Scenario

Learning is situated in the food hall of a larger store. The learner takes on the role of the supervisor.

The learner begins by reviewing the log of critical incidents that have occurred in the food hall. Learners identify hazards in the food hall, assess the risks associated with the hazards and then take steps to reduce the risks.
Learners also find out about occupational health and safety and control of critical risks, in accordance with store policies.
Topics

	Topic
	Synopsis
	Learner activity

	The food hall
	Welcome to the food hall
	

	Monthly review
	Monthly review of all critical incidents in the food hall
	Review the critical incidents in the past month; review the policies and procedures on maintaining food safety

	Identify hazards
	Factors that can cause hazards in the food hall
	

	Hazards in the food hall
	Review the Induction Handbook and identify hazards
	Identify hazards in the food hall

	Occupational health and safety
	Policies should be based on OH and S legislation and principles
	

	Store policies and procedures
	Review the store’s policies and procedures
	Summarise the store’s policies and procedures

	Critical control points
	Critical control point analysis in the retail environment
	Identify the critical control points in the food hall

	Assess and control risks
	Assessment and control of risks
	

	Risk assessment
	The risks of hazards actually causing harm
	Assess the risks associated with each of the hazards identified earlier

	Hierarchy of control
	Steps in the reduction of risks from hazards
	


Additional resources for Maintain store safety (WRRLP3B)
Books

Victorian Workcover Authority 2000, Code of Practice for Manual Handling, Victorian WorkCover Authority, Melbourne.

Victoria, 1999, Occupational Health and Safety (Manual Handling) Regulations 1999, Anstat, Melbourne. Available from: Information Victoria

Victorian WorkCover Authority, 1999, Storing and Handling Dangerous Goods in Retail Areas, Victorian WorkCover Authority, Melbourne (Free of charge)

Wrice, M. 1998, First Steps in Retail Management, Macmillan, South Melbourne.

Stanley, John 1999, Just about Everything a Retail Manager Needs to Know, Plum Press, Toowong.

Videos

Occupational health and safety in the workplace 1999, Video Education Australasia, Bendigo, Vic., [video recording].

Safety on Work Experience: a Practical Guide 2000, Video Education Australasia, Bendigo, Vic., [video recording].

Using Computers Safely 1999, Video Education Australasia, Bendigo, Vic., [video recording].

Vallis, A. 2000, Safe Manual Handling: 3 Steps to a Safer Workplace, Video Education Australasia, Bendigo, Vic., [video recording].

Websites

Occupational Health and Safety Commission, Australia 2001
http://www.nohsc.gov.au
Includes information a range of occupational health and safety issues, and links to state/territory OH&S authorities. Each of the state and territory sites also contains useful information and publications.

Refer to the National WRAPS website:
http://www.natwraps.com.au for details of suppliers and other resources.

WRRLP4B: Maintain store security [Core]
Scenario

Learning is situated in the sports department of a larger store. The learner takes on the role of the supervisor.

Learners will identify key areas in maintaining security and explain these to staff members. Some breaches of store policy have occurred and the learner identifies how issues can be avoided, bearing store policy in mind. Learners will role play a training situation and develop training plans for individual staff members.
Topics

	Topic
	Synopsis
	Learner activity

	Security considerations
	Key areas to consider in maintaining security
	

	Customer, staff and property security
	Factors to consider in the security of customers, staff and property
	Prepare a memo to staff identifying key policies relating to customer, staff and property

	Other security aspects
	Other factors that affect security
	Amend the memo to include policies on visitors, stock records, equipment and premises

	Security of premises
	Factors that affect the security of premises
	Create a memo to staff summarising security policies relating to opening and closing, armed robbery and evacuation

	Procedures in action
	Outline of a breach of security in the store
	Group activity on how the issue could have been avoided

	Security policy
	Security policies around cash, banking and EFTPOS
	Summarise the store’s security policies in those areas

	Staff training
	Training staff in security policies
	Role play of training staff in security procedures; develop an individual training plan for three staff members


Additional resources for Maintain store security (WRRLP4B)
Books

Van Maanenberg, Denny. 1995, Effective Retail Security: Protecting The Bottom Line: A Practical Guide to Retail Loss Prevention and Security Techniques and Procedures, Butterworth-Heinemann, Port Melbourne, Vic.

Wrice, M. 1998, First Steps in Retail Management, Macmillan, South Melbourne.

Stanley, John 1999, Just about Everything a Retail Manager Needs to Know, Plum Press, Toowong.

Videos

Retail Loss Prevention, Wantirna, Vic., Channel 1 Training Videos, [video recording].

Websites

Retail industry (about.com)
http://retailindustry.about.com/
U.S. site with reference information on a wide range of topics relating to the retail industry, including: career information, retail news and education.

Refer to the National WRAPS website:
http://www.natwraps.com.au for details of suppliers and other resources.

 WRRI5B: Maintain and order stock [Elective]
Scenario

Learning is situated in the sports department of a larger store. The learner takes on the role of the supervisor.

Things have gone wrong and the store is now out of stock of some items. The learner develops a flow chart that shows the correct processes to be followed for ordering stock. Learners will examine stock levels inside the store and report on missing stock. Learners will learn correct procedures to minimise stock losses, and organise a stocktake of the department. Finally, a report to management is written, explaining  how the stock losses occurred and the steps being taken to avoid future losses.
Topics

	Topic
	Synopsis
	Learner activity

	Out of stock!
	Accurate stock ordering systems are vital to the efficient running of the business.
	Summarise the sports department policy on ordering stock

	Sample flow chart
	Maintain stock levels can be expressed in a flow chart
	Develop a flow chart to express the process of ordering stock

	Stock ordering policy
	Various factors affect the policies for ordering stock
	

	Sample range
	Sample range and pricing are important to ordering stock
	

	Purchase and supply agreements
	Retailers have purchase and supply agreements with various suppliers
	

	Monitor delivery process
	The delivery process must be monitored
	

	Handling supply problems
	Supply problems occur frequently and must be dealt with
	

	Continuity of supply
	Generally it is simpler to deal with the same suppliers
	

	Distribute stock
	Once it arrives, stock must be distributed to other departments
	

	Missing stock
	Checks must be made of the level of stock in the store against the level expected
	Examine stock records and determine missing stock

	Check store procedures
	A procedure is developed for checking stock
	

	Checklist of procedures
	Detailed procedures for checking stock
	

	Storing of stock
	Procedures for disposing of stock that is damaged
	Examine the store procedures for disposing of damaged stock

	Check after delivery
	Checking stock on delivery
	Decide what to do in a case where an incorrect quantity of stock was delivered

	Staff discount
	Staff are entitled to a discount
	Determine correct procedures for applying staff discounts

	Full stocktake
	A full stocktake is required in the store
	Organise the stocktake, including assigning staff members to roles

	Report to management
	Management needs to know more detail of stock losses
	Write a report to management about the stock losses


Additional resources for Maintain and order stock (WRRI5B)
Books

Purchasing and supply for Australia 1991, 3rd ed., Hargreen, West Melb. Vic.

Wrice, M. 1998, First Steps in Retail Management, Macmillan, South Melbourne.

Stanley, John 1999, Just about Everything a Retail Manager Needs to Know, Plum Press, Toowong.

Hodgetts, R.M.1998, Effective Small Business Management, 6th ed., Dryden Press, Fort Worth.

Videos

Good Record Keeping: It Makes Good Sense 2000, Australian Taxation Office, Canberra, [video recording].

Goods and Services Tax: Information For Business, c2000, Australian Taxation Office, Canberra, [video recording].

Invoicing and Ordering 1993, Appleseed Productions, Williamstown, Vic., [video recording].

Websites

Retail industry (about.com)
http://retailindustry.about.com/
U.S. site with reference information on a wide range of topics relating to the retail industry, including: career information, retail news and education.

Australian Taxation Office 2001
http://www.ato.gov.au/
Refer to the National WRAPS website:
http://www.natwraps.com.au for details of suppliers and other resources.

WRRLP7C: Monitor food safety program [Elective]
Scenario

Learning is situated in the food hall of a larger store. The learner takes on the role of the supervisor.

Learners 
Topics

	Topic
	Synopsis
	Learner activity

	Writing a food safety plan
	Hazard Analysis at Critical Control Points (HACCP)
	Identify possible hazards in a store

	Plan headings
	Headings for a food safety plan
	

	Plan outcomes
	Outcomes of a food safety plan
	

	Potential risks
	Potential risks associated with service of food
	Comment on potential risks in food service

	Controlling hazards
	Six methods of controlling food service hazards
	Identify control strategies for the potential risks already identified

	Reporting incidents
	Non-compliance with the food safety plan
	

	Recording information
	Maintaining records required by a food safety plan
	

	Food safety breaches
	Handling breaches of the food safety plan
	Determine whom to report incidents of non-compliance

	Control measures
	Four control measures for assisting compliance with the food safety plan
	Determine how to fix the hazards identified earlier in the food hall

	Product recall procedures
	Withdrawal and recall of products from sale
	

	Drafting a food safety plan
	Examine several documents relating to developing a food safety plan
	Draft a food safety plan for the food hall


Additional resources for Monitor food safety program (WRRLP7C)
Books

Developing Your Food Safety Plan 1998, The Food Group, Middle Park, Vic.

Workplace Health & Safety Systems 1999, The Food Group, Middle Park, Vic.

Videos

Avoid that Hazard!: Equipment Safety in the Kitchen 2000, Video Education Australasia, Bendigo, Vic., [video recording].

Hygienic Handling of Food 1998, The Food Group, Melbourne, [video recording].

Introducing Safe Food Handling 1999, Media Australia [VC Media], Melbourne, Vic., [video recording].

Websites

Australian New Zealand Food Authority (ANZFA) 2001,
http://www.anzfa.gov.au/
Commonwealth Government department that maintains the Food Standards Code and develops codes of practice for industry. The Authority can also provide extensive information on food safety issues and handy fact sheets on a range of topics.

Food Science Australia, CSIRO 2001,
http://www.dfst.csiro.au/fshlist.htm
Searchable Food Safety and Hygiene Bulletins covering a broad range of food safety topics.

Refer to the National WRAPS website:
http://www.natwraps.com.au for details of suppliers and other resources.

WRRM3B: Co-ordinate merchandise presentation [Elective]
Scenario

Topics

	Topic
	Synopsis
	Learner activity

	Product range increase
	A new product line is to be introduced to the sports store
	Identify the strengths of the new product line and the potential market

	Merchandise presentation
	Determining how to present the new product line
	

	Communicating your image
	Promotions will always reflect the image of the store
	Define the promotional objectives for the new product and sales targets

	Type of promotion
	The type of promotion used depends on several factors
	Determine the type of promotion and the time of year it should be done

	Coordinating the promotion
	Several factors need to be looked at for a successful promotion
	

	Making a profit
	Calculating the profit from margins and costs
	

	Pricing and ticketing policies
	Differences between margins and markups
	

	Factors affecting margin and markup
	Factors affecting margins and markups
	

	Pricing policy and ticketing
	Signs and tickets are important in communicating marketing information
	

	Promote the new product
	Developing tickets and displays for items 
	Design a ticket for the new product and inform the staff about the promotion

	More product display
	How products can be displayed to best advantage
	

	Table display
	Factors to be taken into consideration for free-standing table displays
	

	Effective table displays
	Selecting merchandise for table display
	

	Window displays
	Different types of window displays for promoting products
	Design a suitable window display for the new product


Additional resources for Coordinate merchandise presentation (WRRM3B)
Books

Stewart, Mike 1999, Close More Sales: Persuasion Skills That Boost Your Selling Power, American Management Association, New York.

Wrice, M. 1998, First Steps in Retail Management, Macmillan, South Melbourne.

Stanley, John 1999, Just about Everything a Retail Manager Needs to Know, Plum Press, Toowong.

Videos

Visual Merchandising 1994, Cambridge Research Group, Cambridge Research Group, United States, [video recording].

Websites

Retail industry (about.com)
http://retailindustry.about.com/
U.S. site with reference information on a wide range of topics relating to the retail industry, including: career information, retail news and education.

Visualstore 2001,
http://www.visualstore.com
Some innovative ideas about how to display a range of products. Includes industry news. USA.

Refer to the National WRAPS website:
http://www.natwraps.com.au for details of suppliers and other resources.

 WRRS3B: Co-ordinate sales performance [Elective]
Scenario

Topics

	Topic
	Synopsis
	Learner activity

	Falling sales
	Several possible explanations for falling sales
	

	Customer priorities
	What do customers want from the store?
	Design a customer feedback survey form to find out what customers want

	Point of sale
	The point of sale is the last contact the customer makes with the store
	Decide on the importance of various factors on falling sales

	Using the point of sale
	How the point of sale can be used to improve sales
	Design some questions to ask customers at the point of sale in order to improve sales

	Monitor sales performance
	Methods to monitor the performance of sales staff
	Develop a solution to improve the performance of a staff member


Additional resources for Coordinate sales performance (WRRS3B)
Books

Malouf, Doug, 2001, How to Sell Stacks and Stacks of Anything, Business + Publishing, Warriewood, N. S.W.

Stanton, William [et al.] 1999, Management of a sales force, 1st Australasian ed., McGraw-Hill, Sydney.

Watson, Neil and Hurst, Steve 2001, Bite-Size Sales Tips: Practical Ways to Improve Your Sales Performance, Kogan Page, London.

Wrice, M. 1998, First Steps in Retail Management, Macmillan, South Melbourne.

Stanley, John 1999, Just about Everything a Retail Manager Needs to Know, Plum Press, Toowong.

Videos

The Art and Craft of Selling 2000, APS Communications, Melbourne, Vic. (Video titles: Secrets of Selling; Setting up a system; Psychology of the Customer; Increasing Productivity; Using the Phone to Sell – part 1; Using the Phone to Sell – part 2; Presentations; The Retail Environment; Handling Inbound Calls.

The Art of Retail Selling 1992, Channel 1 Training Videos, Bayswater, Vic., [video recording]. Pt. 1. [Introduction] -- The meet & greet (16 min.) --pt. 2. The Qualification (24 min.) -- pt. 3. The Demonstration (16 min.) --pt. 4. Handling objections (15 min.) -- pt. 5. Closing the sale (18min.)

Secrets of Selling: How Stores Turn Shoppers into Buyers 1993, Stage Fright, Geneva, Ill., [video recording].

Websites

Refer to the National WRAPS website:
http://www.natwraps.com.au for details of suppliers and other resources.

WRRSS10A Recommend sporting products and services [Elective]
Scenario

Topics

	Topic
	Synopsis
	Learner activity

	Customer needs
	How can the salesperson determine what the customer needs
	

	Types of question
	Different types of question will produce different types of information
	Practice different types of questions with classmates

	Supplying advice
	Key areas for supplying advice to customers in the S P A C E D model
	Find out the S P A C E D characteristics of a product

	Key product features
	For each core product, the sales person should know the S P A C E D characteristics
	Find the S P A C E D characteristics of two core products

	Add-ons
	Add-ons are accessory items that relate to the main product being purchased
	Develop a list of add-ons for one of the core products

	Your competitors
	It is important to know what competitors are offering to stay ahead
	Compare features of a product in the store with a similar product from another store

	Fitting the product
	Many products need to be fitted for the individual customer
	Determine which measurements are important in fitting a core product to a customer

	Warranties and guarantees
	Understanding different types of warranty
	

	Implied warranty
	Characteristics of an implied warranty
	

	What warranties cover
	Warranties cover services as well as products
	

	Implementing warranties
	Knowledge of warranties increases understanding of a product
	Determine the warranty conditions for two products in the store

	Customer responsibilities
	Customers also have responsibilities where warranties are concerned
	

	Retailer responsibilities
	What the law says about the responsibilities of the retailer with regard to warranties
	

	Retailer rights
	Rights of the retailer with regard to warranties and special promotions
	Discuss with a group, the best course of action for a particular customer with a particular purchase

	Store policies and procedures
	The store has certain policies and procedures as does the manufacturer of the goods
	

	Information needs
	Repairs under warranty require certain information
	

	Providing quotes and advice
	Most stores will have a repair department or a standard warranty repair form
	

	Follow up
	Many stores fail to follow up on warranty repairs
	


Additional resources for Recommend sporting products and services (WRRSS10B)
Books

Malouf, Doug, 2001, How to Sell Stacks and Stacks of Anything, Business + Publishing, Warriewood, N. S.W.

Videos

The Art of Retail Selling 1992, Channel 1 Training Videos, Bayswater, Vic., [video recording]. Pt. 1. [Introduction] -- The meet & greet (16 min.) --pt. 2. The Qualification (24 min.) -- pt. 3. The Demonstration (16 min.) --pt. 4. Handling objections (15 min.) -- pt. 5. Closing the sale (18min.)

Websites

Australian Competition and Consumer Commission
http://www.accc.gov.au
Click Publications for information on: pricing, lay-by's, Trade Practices Act, Warranties and Refunds.

Australian Consumers’ Association, Choice Online
http://www.choice.com.au/
Choice Online is the website of the Australian Consumers' Association, a not for profit consumer advocacy organisation. It aims to give objective, unbiased information. It includes general information and advice on consumer products and services; recalls and bans; discussion forums; campaigns, polls and surveys; product tests and access to back issues of Choice magazine available only by password.

Australian Sports Web
http://www.ausport.gov.au/info/clothing.htm
Information on the history, design and technology of sports clothing and equipment. The organisations section provides information on companies in the sporting goods industry.

Small Business Victoria 2001, [Online. Internet], Available:
http://www.sbv.vic.gov.au/
Information on: computers, banking, costing, electronic commerce and much more.

Refer to the National WRAPS website:
http://www.natwraps.com.au for details of suppliers and other resources.

WRRM4A: Co-ordinate housekeeping [Additional]
Scenario

Topics

	Topic
	Synopsis
	Learner activity

	What is housekeeping?
	Housekeeping is not just about cleaning and tidying
	

	How is your housekeeping?
	The sports department has some major housekeeping problems
	Identify the housekeeping issues in the sports department

	Housekeeping standards
	Standards and procedures provide a means to measure performance
	Decide on some standards for housekeeping and assign staff to various tasks

	Who is responsible?
	Coordination of housekeeping means ensuring all policies and procedures are carried out
	

	Store policies and procedures
	Housekeeping standards need to be supported by appropriate equipment and materials
	

	Where are the procedures?
	Housekeeping procedures require a schedule and a person to carry them out
	Group discussion of a set of housekeeping tasks to be carried out

	Housekeeping rosters
	Rosters are an essential tool for managing housekeeping
	Develop a roster for various housekeeping tasks, including names of people assigned to tasks

	Motivating staff
	Performance of staff reflects directly on the supervisor
	Develop some ideas for motivating staff and write a memo to management

	Performance of staff
	Supervisors must monitor housekeeping performance
	

	Prepare the report
	Prepare a report to senior management
	Produce a report that details actions taken to prevent the sports department deteriorating into the condition it was in


List of documents available

	Document
	Purpose

	Armed robbery procedures
	Describes the procedures to be followed in case of an armed robbery

	Customer feedback questionnaire
	Questionnaire for staff to hand to customers requesting feedback on the store

	Customer service standards
	Describes company standards for interacting with customers

	Dealing with customer complaints 
	Store policy on dealing with complaints from customers

	Department sales report
	Form to be completed showing actual monthly sales against sales targets

	Equipment security
	Company policy on securing and handling equipment

	Food handling and hygiene
	Personal hygiene and its application in the food store and restaurant

	Induction handbook
	Handbook to be given to new staff to explain about company policies

	Opening and closing the store
	Company policy on how the store is to be opened and closed

	Pay rates and bonus schemes
	Details of pay rates and the company's bonus scheme

	Performance appraisals
	Performance appraisal policies and form to be completed

	Point of sale questionnaire
	Form to be completed by a supervisor to assess staff at the point of sale

	Policies dealing with theft 
	Official company policy regarding theft, by staff and by customers

	Policy dealing with cash
	Official policy for dealing with cash, credit, cheques and EFTPOS

	Policy dealing with cash holding and banking procedures
	Official policies for the amount of cash on the premises and banking procedures

	Returns policy
	Policies governing the return of goods by customers

	Sales targets formula
	Policies governing sales targets

	Staff general security
	General security policies to be adhered to by all staff

	Stock control policy and procedures
	Roles of staff members and procedures to be followed for stock control

	Store safety policy and procedures
	Safety, accident prevention and first aid policies and procedures

	Store security policy and procedures
	Complete safety procedures and policies for the store

	System to monitor sales performance
	Policies and procedures governing selling procedures
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