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COURSE OVERVIEW

COURSE TITLE: Retail - Sales Associate

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

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

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

The major task of a sales associate is to sell a company’s products by demonstrating and
specifying product quality. He is also responsible for ensuring that customers are aware of all
the promotions that are in demand as per needs of the customers are led to their choice of
product. In large retail stores, new customers always become a tad confused as they do not
know where to look for what they want. It is the duty of a sales associate to ensure that each
customer is directed where they want to go. They may accompany customers to the correct
aisle.

After completion of this course the learner would be able to work as sales associate in
organized retailing to guide the customers in finding merchandise, introduce customers to
new merchandise, highlight product features in order to promote sales and also guide to the
Retail Sales Assistants. He/she interact with customers to understand and service customer
needs with specialization leading to maximization of business in a retail environment. He/she
needs to be physically fit to withstand working in a retail environment whilst being customer
responsive. They need to have excellent product knowledge, interpersonal and listening skills.

COURSE OUTCOMES: On completion of the course, students should be able to:

O Apply effective oral and written communication skills to interact with people and
customers;
Identify the principal components of a computer system;
Demonstrate the basic skills of using computer;
Demonstrate self-management skills;
Demonstrate the ability to provide a self-analysis in context of entrepreneurial skills
and abilities;
Demonstrate the knowledge of the importance of green skills in meeting the
challenges of sustainable development and environment protection;
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Process credit applications for purchases in retail business.

Help to keep the store secure in retail business.

Help to maintain healthy and safety aspects in retail business.

Demonstrate products to customers in retail stores.

Help the customers in choosing right products in retail stores.

Provide specialist support to customers facilitating purchases in retail stores.
Maximize sales of goods & services in retail stores.

Provide personalized sales & post-sales service support to the customers.
Resolve customer concerns in retail stores.

Organize the delivery of reliable service to the customers.

Improve customer relationship in retail business.

Monitor and solve service concerns in retail stores.

Promote continuous improvement in service to the customers.

Work effectively in formal team in retail stores.

Work effectively in retail organization.

Create a positive image of sales associate & organization in the customer’s mind.
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COURSE REQUIREMENTS: The learner should have the basic knowledge of commerce,
management specially retailing aspects.

COURSE LEVEL: This is an Intermediate level course. On completion of this course, a
student can take up a Diploma/Degree level course for a job roles in Team-Leader,
Departmental — Manager and Visual Merchandiser.

COURSE DURATION: 600 hrs
Class 11 : 300 hrs
Class 12 : 300 hrs

Total : 600 hrs

1. SCHEME OF UNITS

This course is a planned sequence of instructions consisting of Units meant for developing

employability and vocational competencies of students of Class 11 and 12 opting for
vocational subject along with general education subjects. The unit-wise distribution of hours
and marks for Class 11 is as follows:

CLASS 11
No. of Hours for Max. Marks for
Theory and Theory and
Units Practical Practical
300 100
Part A | Employability Skills
Unit 1: Communication Skills -III 25
Unit 2;: Self-management Skills -III 25
Unit 3: Information and Communication 20 10
Technology Skills - III
Unit 4: Entrepreneurial Skills - III 25
Unit 5: Green Skills - III 15
110 10




Part B | Vocational Skills

Unit 1: Fundamentals of Retailing 30
Unit 2: Process of Credit Application 35
Unit 3: Mechanism for Customers to 35 40
Choose Right Products
Unit 4: Specialist Support to Customers 35
Unit 5: Health and Safety Management 30
165 40
Part C | Practical Work
Practical Examination 06 15
Written Test 01 10
Viva Voce 03 10
10 35
Part D | Project Work/Field Visit
Practical File/ Student Portfolio 10 10
Viva Voce 05 05
15 15
Total 300 100

1. ASSESSMENT AND CERTIFICATION

Upon successtul completion of the course by the candidate, the Central/ State
Examination

Board for Secondary Education and the respective Sector Skill Council will certify the
competencies.

The National Skills Qualifications Framework (NSQF) is based on outcomes referenced to
the National Occupation Standards (NOSs), rather than inputs. The NSQF level descriptors, which
are the learning outcomes for each level, include the process, professional knowledge,
professional skKills, core skills and responsibility. The assessment is to be undertaken to verify that
individuals have the knowledge and skills needed to perform a particular job and that the
learning programme undertaken has delivered education at a given standard. It should be
closely linked to certification so that the individual and the employer could come to know
the competencies acquired through the vocational subject or course. The assessment
should be reliable, valid, flexible, convenient, cost effective and above all it should be fair and
transparent. Standardizedassessment tools should be used for assessment of knowledge of
students. Necessary arrangements should be made for using technology in assessment of
students.

KNOWLEDGE ASSESSMENT (THEORY)

Knowledge Assessment should include two components: one comprising of internal
assessment and second an external examination, including theory examination to be
conducted by the Board.

The assessment tools shall contain components for testing the knowledge and
application of knowledge. The knowledge test can be objective paper based test or short
structured questions based on the content of the curriculum.

WRITTEN TEST

It allows candidates to demonstrate that they have the knowledge and understanding of
a given topic. Theory question paper for the vocational subject should be prepared by
the subject experts comprising group of experts of academicians, experts
from existing vocational subject experts/teachers, and subject experts from
university/colleges or industry. The respective Sector Skill Council should be consulted by



the Central/State Board for preparing the panel of experts for question paper setting and
conducting the examinations.

The blue print for the question paper may be as follows:

Exam Duration: 2 hours Mark (Theory): 50

No. of Questions

Typology of Question

Very
Short

Answer
(1 mark)

Short
Answer (2
Marks)

Long
Answer
3
Marks)

Marks

1. Remembering - (Knowledge based 5
simple recall questions, to know 2 2
specific facts, terms, concepts,
principles, or theories; identify,
define or recite, information)

15

2. Understanding - (Comprehension - to
be familiar with meaning and to 3 4 2 17
understand conceptually, interpret,
compare, contrast, explain,

paraphrase,or interpret information)

3. Application - (Use abstract
information in concrete situation, to 0 3 1
apply knowledge to new situations: Use
given content to interpret a situation,
private an example, or solve a problem)

4. High Order Thinking Skills - (Analysis &
Synthesis - Classify, compare, contrast,
or differentiate between different 0 2 1
pieces of information; Organize and/
or integrate unique pieces of
information froma variety of sources)

09

04

5. Evaluation - (Appraise, judge, and/or
justify the value or worth of a 0 1 1
decision or outcome,or to predict
outcomes based on values)

05

50
(26
questions)

Total| 08x1=8 |12x2=24| 6x3=18

SKILL ASSESSMENT (PRACTICAL)

Assessment of skills by the students should be done by the assessors/examiners on the basis of
practical demonstration of skills by the candidate, using a competency checklist. The
competency checklist should be developed as per the National Occupation Standards (NOSs)
given in the Qualification Pack for the Job Role to bring about necessary consistency in the quality
of assessment across different sectors and Institutions. The student has to demonstrate



competency against the performance criteria defined in the National Occupation Standards and
the assessment will indicate that they are 'competent’, or are 'not yet competent’. The assessors
assessing the skills of the students should possess a current experience in the industry and should
have undergone an effective training in assessment principles and practices. The Sector Skill
Councils should ensure that the assessors are provided with the training on the assessment of
competencies.

Practical examination allows candidates to demonstrate that they have the knowledge and
understanding of performing a task. This will include hands-on practical exam and viva voce. For
practical, there should be a team of two evaluators - the subject teacher and the expert from the
relevant industry certified by the Board or concerned Sector Skill Council. The same team of
examiners will conduct the viva voce.

Project Work (individual or group project) is a great way to assess the practical skills on a certain
time period or timeline. Project work should be given on the basis of the capability of the
individual to perform the tasks or activities involved in the project. Projects should be discussed in
the class and the teacher should periodically monitor the progress of the project and provide
feedback for improvement and innovation. Field visits should be organised as part of the project
work. Field visits can be followed by a small-group work/project work. When the class returns from
the field visit, each group might be asked to use the information that they have gathered to
prepare presentations or reports of their observations. Project work should be assessed on the basis
of practical file or student portfolio.

Student Portfolio is a compilation of documents that supports the candidate’s claim of
competence. Documents may include reports, articles, photos of products prepared by students
in relation to the unit of competency.

Viva voce allows candidates to demonstrate communication skills and content knowledge. Audio
or video recording can be done at the time of viva voce. The number of external examiners
would be decided as per the existing norms of the Board and these norms should be suitably
adopted/adapted as per the specific requirements of the vocational subject. Viva voce should
also be conducted to obtain feedback on the student’s experiences and learning during the
project work/field visits.



