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Preface

Vocational Education is a dynamic and evolving field, and ensuring that every student
has access to quality learning materials is of paramount importance. The journey ofthe
PSS Central Institute of Vocational Education (PSSCIVE) toward producing
comprehensive and i nclusive study material is rigorous and time -consuming, requiring
thorough research, expert consultation, and publication by the National Council of
Educational Research and Training (NCERT) . However, the absence of finalized st
material should not impe de the educational progress of our students. In response t9&)
this necessity, we present th e draft study material , a provisional yet compre ve
guide, designed to bridge the gap  between teaching and learning, until'ﬂ@ofﬁcial
version of the study materi al is made available by the NCERT . The draﬁ&@y material
to’u

provides a structured and accessible set of materials for teachers and stude tilize
in the interim period. The content is aligned with the prescribed curriculur@o ensure
that students rema in on track with their learning objectives. "Q

xO

the momentum of teaching -learning in vocational edu . It encompasses essential
concepts and skills aligned with the curriculum and cational standards . We extend
our gratitude to the academicians, vocational \educators, subject matter experts,
industry experts, academic consultants , ang @'other people  who contributed their
expertise and insights  to the creation of th &t study material

The content s ofthe modules are curated to provide contingi@%’education and maintain

(b,
Teachers are encouraged to use th % modules of the study material as a guide and
supplement their teaching with ad@o al resources and activities that cater to their
students' unique learning sty a&nd needs. Collaboration and feedback are vital,
therefore, we welcome su ons for improvement , especially by the teachers, in
improving upon the cont f the study material

This material is (@ighted and should not be printed without the permission of the
NCERT-PS@E.

o
Q@ Deepak Paliwal
(Joint Director)
PSSCIVE, Bhopal

Date: 20 June 2024
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MONITORING AND MAINTAINING
MODULE 1

STORE SECURE

Module Overview

In India retail theftand  fraud are issues that retailers must wrestle or struggle

every day. Securing a business beside break  -ins and maintaining inventory
safe from shoplifting sh  ould be highest priorities for every retailer . In retail, N
apart from these many more  issues are involved . \'\‘9

Security threats deals with direct theft from shoplifters, organized retail crime,
dishonest associates, accidental damage and change of product. Digital issues

are not the minor concern but also the high -profile attack risks like card
skim ming, data theft over wireless networks or hackers attack. Retailer and

their associates, supervisors and colleagues must have awareness about the
complexity of robberies and sho  pliftings activities and also be aware of the

issues of store security. This  unit is classified in four sessions.
N2

The first session named OTyTJes of Secur
of risk in store, factors considered for evaluating the security of store, types of
risks and securities in retail store and cyber security ¢ hallenges.

Y24

The second session o0SecurintyoNMsesasumes u
issues such as factors of identify ing risks, measures to maintain security,
preventions in lieu of security risk and security policy.

~N\Y

Third session 0Reposrktéi negx aSre cnuersi ttyh eR v ar
reporting is necessary, situation when associates catch someone, how to work

on report security breaches, reporting via equipment, reporting on robbery and
reporting on shoplifting. % g

Session fou r covers oCompduoye Pfor Prevent.i
explains about concept and meaning of audit, various issues on preventing

loss where auditing is essential, goals of process and audit, performance of
involved team memberanortant points need to be consider ed whil e training
for prevention of loss, elements and loss prevention , encompassment of audit
in the field of operation and how to deactivate security devices of stores.

‘(J@

%{\Jy Learning Outcomes
)

After caglpleting this module, you will be able to:

1 List the types of security risks in stores

1 Demonstrate the security measures and follow the preventions for
security risk

1 Describe mechanism for reporting the security risks

1 Describe the company procedure for preventing security risk
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Module Structure

Session 1: Types of Security Risks i n Stores

Session 2: Security Measures a nd Preventions

Session 3: Reporting Security Risk

Session 4: Company Procedure f  or Preventing Security Loss

Session 1:  Types of Security Risks i n Stores

Keeping a store safe and secure is necessary to ensure that employees handle
business and shop in a relaxed and inviting atmosphere. There are various
problems in which retail store can bec ome unsafe including negligence  of floor
checks, which can lead to injury. Retail store is as safe as retailer manages it.

There are arange of factorstokeep i n mi nd when assessin
store. Creating conducive environment requires the partici@tif)n of all
employee management and direct supervisors because it is nOﬁ@*n easy going
task. A ssociate s often take care of day -to-day operatior;&@ a retail store.

There are many security and safety rela  ted responsibilities that mainly fall
within associates job descriptions. Retailer or associates can get a sense of risk

by measuring a thr eat against their weakness. If they have no threat then
there is no risk. R etailer as well as trainee associates needto ensure store
security for internal and extern al theft. They also need to know about the
proper  maintenance and  action procedures for the  store.
Security of the store premises and all merchandises working in the retail store
are equally important. &@'\J

The size of the retailer shop determines the level of store security required . The
scale of operations also determine the level of store security required. A smart
independent retailer sometimes  does notrequirereal  security for his  premises;
a large departmental retausll@‘é' may consider security very essential . Security
of the store premises is necessary to safeguard the merchandise.
Troublemakers intrbding into  the store security damage merchandise and
also steal resulting in loss. Inventory shrinkage may arise due to theft by
employees, customers or by error of the store at the time of receiving
merchandise. , ~

MEANI RISK IN STORE

Risk 4sxsimply defined as the chance of a negative o utcome. Any business
h g cash, (whether large or small amounts in villag e, city or town) is at
g f robbery, theft, etc. Retall stores where items are stored may face  trouble
b&cause exchangeable items such as retail items are readily accessible. It is
mandatory that effective measures be taken to minimize risk and potential

threat to the safety.

Well-being of associates and cus tomers from the threat of any activity which

is under risk must also be taken care. It is required that all associates in such
businesses understand  how they should conduct themse  Ives during a theft or
robbery.

PSS CENTRAL INSTITUT E OF VOCATIONAL EDUC ATION (NCERT), BHOPAL




Retail Trainee Associate - Grade Xll

FACTORS FOR EVALUATING THE SECURITY OF STOR E

Customer service associates should have in mind a variety of aspects when
assessing the safety of their store.

1. Fire Hazards : Fire hazards are common in any retail shop. Factors such as
unprotected wire from lighting computers, electric board etc., open flames in

the retail store display and improper chemical packing in a back room or
flammable materials left near a risky may result in major fire haza rds that
could hur t both employees and customers. (Fig. 1.1)

. _ « (A _
Fig. 1.1: Fire hazard due to unprotected wire

Source: htps://bit.ly/2HrWiMc

. 2N\
2. User friendly/Not the Mismatching: This should be pointed that
mismatching job requirements to capabilities in stores can result in associates
injury or illness. Mismatching job requirements shown in (Fig.1.2).

Fig. 1.2: Mismatching job requirements can cause injury
Source: https://bit.ly/342BWmv
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For example, if retailer or owner hires a short person to lift heavy boxes for

5. Lighting: It should be noted that low lighting may result in difficulty in
seeing retail store and it can produce more accidents or crime. In poor lighting

it may be easier to shoplifters to steal products without being clearly seen.
Customers or associates also may have obstacles to see objects on the floor
and could trip and fall as a result of low light.

6. Crime: A retailer may not experience shoplifting or any type of crime in
the store, but if such incidents occur in the neighbourhood retail stores, the
possibility of such crimes taking place is always there. . Shoplifter shown in

(Fig. 1.3).

Fig.1.3: Stop the Retail Crime
Source: https://bit.ly/2HgdTUU

7. Natural Disasters: If location of store is in a region wherever eart hgquakes
storm and floods like calamities are comm on, it is a risk for retailers . Various
types of natural disaster (Fig. 1.4).

hours, at the end, that short person may injur e the person.
3. Air Quality: Normally Associates work where most of the organized retail
stores are often located inside additional buildings like shopping mall, with no
holes -in -the -wall to open. In such situations the stores are not airy. In such
stores there may be risk due to bacteria, mold, specific vap ors, fungus, on the
products. Hence proper ventilation must be ensured.
4. In -visibility in the Premises : These types of risk may include irregular floorg,o'
drops that could result in a customer or associates to slip . Misplace d boxes,
oil dropped on the floor also is dangerous because people trip and hurt
them selves. ~QV

A
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Fig.1.4: Natural disaster <
Source: https://bit.ly/2zpRbYo '\Q
xO
X

TYPES OF RISKS AND SECURITIES IN RETAIL ST

Risk is the chance (high or  low) that can be ha((@ed to any retail store . Store
work can expose anyone to a number of different risks. They include:

. AV

1. Grievance of Customers

Grievance of customers is very common in the retail sector. In the retai | sector
buyers do not have feeling s for retailers, when relation would be bitter with a
particular retail chain customers react aggressively with that retailer stores. In
the aggressive manner they argue with associates and the fight may start S.
There may be many issues for  which grievance can take place. Customer
problem is solving by a retailer (Fig. 1.5).

Fig.1.5: Solve  customer problem timely to avoid grievances
Source: https://bit.ly/2NBvoW2

Some customers are waiting for commodity and if they could not wait for more
days, mont hs o,rhernytheagrievdncetaiiseseue to whi ch customer
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get a chance to recent aggressions against that retail store. In the retail store,
customer have frequently seen when associates have to deal with thefts,
robberies, troublemakers, angry customers and drunk or drugged customers.

Due to such gri evance against associates takes place that includes attacks,
threats, abuse orally and harassment, which makes associate anxious and
stressed.

2. Lifting Loads

In retail stores, many activities are performed such as lifting of loads (Fig. 1.6
(a) and (b) from one place to another which take place from time to time as per
requirement of its store and customer, or due to change in retail store
appearance. It might be possible there is little bit chance of losing the controls

by the employees or non -functionin g of any lifting machines may have been

taken place. Q’\) '

,(,(D"
Fig.1.6 (a): Lifting loads with hands Fig. 1.6 (b): Lifting loads with machines
Source: ht(?{;j)oit.ly/ZHsSOSP Source: _https://bit.ly/2NyoQYc
A
3. Sprains and Strains
As;@tes may be suffering from strains, sprains and from repetitive work. So
there is a possibility of risk to work un -cautiously by associate who got sprain
or suffering f rom any strain, and might be a chance of mishandling the
assigned work. Tasks such as, lifting, reaching in difficult positions, working

with equipment that are hard to use; repetitive and fast movements can give
aches and pains to associates (Fig. 1.7).

In some circumstances it can result in harm to backs, joints muscles, tendons,

and nerves. When associates are standing for many hours it can be a cause of
pains backache and in the legs. Seating for long hours can be  painful for the
staff members . Superm arket checkout machinists are seating for lengthy
hours can be painful for them. Continuous seating and continuous standing
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for work result in body pain of the staff members.

<
i & )
la N
Fig. 1.7: Sprains and strains
Source: https:/bit.ly/341i&pth
4. Slips, Trips  and fall .
p - p - A’\'® - - -
Falls, trips and  slips are a very common cause of injury, both to associates

and customers  (Fig.1.8). (\(D,'\J

Fig. 1.8: Slips, trips and fall
Source: https://bit.ly/2L3UYjq

Falls, trips and slips are some miss -happenings, occurred due to following
reasons - unsuitable floor coverings, wet floors, uneven floor surfaces, changes

PSS CENTRAL INSTITUT E OF VOCATIONAL EDUC ATION (NCERT), BHOPAL
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in levels, trailing cables, poor housekeeping, poor lighting, and etc. They may
be causes risk for any store.

5. Stress, Terrorizing and Sexual Harassment

Associates in addition to customers migh t be in stress due to reasons such as,
their pay -cheques, their jobs, their personal lives, co -worker s behavior, dislike
the physical environment, long commutes, health, hectic meeti ng etc. Doing
work understress stress is again a risk for re  tailer. Now a days, world is in
distress from social unrest, riots and terrorism. Most of the time, whenever
terrorists explode any place by any explosive means or involved in riots in
public plac e, unfortunately retail stores become the target. \Q.'U
S

Sexual harassment is bullying or c ion of a sexual environment, or
inappropriate promise in interchangegd®sexual favors. In most modern legal
frameworks, sexual haras sment lawful (Fig. 1.9)

A

6. Dangerous Equipment

AN
Dangerous Equipment: In any store, mishandling of any dangerous equipment
like box crushers and slicers of meat may be a cause of risk (Fig. 1.10 (a) and

b). X
(b) 0&

P
Fig.1.10 (a): Vegetable cutter Fig. 1.10 (b): Knife
Source: https://bit.ly/2Phkbwf Source: https://bit.ly/30CG9Lv

7. Risks Associated with Moving and Storing Goods

Common cause of harm among ass ociates is lifting and carrying in a retail
store. How far weight has to move by working associates, its frequency, its
stability, its shape, size,  has to stretch to lift it by them involves risk. Carrying
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goods (Fig. 1.11).

Fig.1.11: Carrying goods
Source:  https://bit.ly/2Zighc e\

It has also seen that cramped storage areas, unb ced racking, poor
planning of putting heavy loads on top shelves a@ nsafe ladders will

increase the threat of injury. 1\/(0'
8. Moving Vehicles in Crowded Areas
N/
It has been se eninmetroor crowd iesthatt he transfer of goods from store
for home delivery activities  take e at working time or peak time on crowded

road s. There is chance of acciegf}s causing injuries .

Online retailers do not have many expenses . Thus they need not make the
same margin as physical retailersd do.
cheaper prices (and in some cases actually makes more money).

9. Data Breaches (b'

Nevertheless e thefts hav e had a major influence on custome rs. The
customers ﬁunsecure due to the possibility that their data might be stolen
during sb\ g and this result s in risk for retailer  (Fig. 1.12).

<z°~"’
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ey
Fi }2 Data breaches
Sm@. https://bit.ly/2ZuLCqj

10. Money Involved in Up(q New Security

Retailers are on targeted list for hackers, who use opportunistic attacks to

acquire in, get what they need and quickly get out. For escaping or prevent ing,
retailer s are updating their  system by installing expensive and latest anti -
hacking software . But after some time again this new and expensive software
would not work as hackers crack their security codes.

~
IDENT@VTHE RISK S IN RETAIL STORE S

T ht management o f dangers faced by commercial enterprise at retail
gl%s boosts competitiveness. The senior control team ought to view threat
controla samet hod to help in making selecti
investments and its sustainability thereof. Hence, we sh ould review the most
common dangers faced by means of the r et ai | shops, t he
and the sufficiency of internal control s to address such dangers.

. A Decline in Customer S pending

The decline in  consumer spending is the first danger faced by retail shops, as
it has a material effect on cash flows, which in turn influences the everyday
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operations relating to purch  ases from providers and organizing of the daily
duties of the enterprise.

2. Popularity D angers

The retail region is characterized through direct contact with customers and

the more serious problems for retail shops is when customers prevent others
from shopping from those shops or view them negatively. Further, recognition
dangers have multiplied because of social media and the internet. Hence, any
shortcomings in consumer satisfaction may additionally e f f ect a
recognition and as a result its sales. b,

3. Extreme O pposition “Qe

Retail enterprises may face  extreme opposition due to restrained barri '@9 to
access. Increasing competition  may also hinder revenue growth. Opposi@ via
product price reduction is a main element in consumer shopping decig

4. Del ivery Chain F ailure

Loss of goods for display is a sensitive issue for d ay-to-dag@erations and this
may result from a failure in the deliver y chain.

5. Online P urchasing O\/

On-lin e shopping is the rising danger that cguld affect growth due to
technological deficiencies. S mart p hones play a@/otal role in on line shopping

growth , as 17% of the respondents buy ever eek online whilst 28%  select
traditional retail shops (Fig.1.13). 't]

Q Fig.1.13: Online shopping
Source: https://bit.ly/2ZvPzXE

CYBER SECURITY CHALLENGES

According to a recent research, d ata thefts have significant influence on
consumer confidence. In case of major violation/breach, fo r example, the
retailer experience a wide percentage drop in profit in the financial q uarter
after the breach occurs . Retailer should consider the high value of stolen credit
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card data. Through online transaction this data can instantly start generating
revenue for attackers, causing serious headaches for consumers.

I n retailing, cmu Bne @smeost sindportdno 1f tredailer holds
customer data and by sharing this  data with others, retailer  is at risk of losing
customers in future. Itis also noted that damages like financial and reputation
can be imposed on a retailer by a major security breach which can be so
severe, and so destructive that it may not be manageable to attract the
customers again.

Apart from the above list of security fears , others like direct robbery by rando

shoplifters through planned retail crime and deceitful ass ociates as we!l@e
accidental loss and shrinkage of products pose a great threat to retgHeys.
Digital issues are also of concern with high -profile outbreaks i ard

skimming and data robbery through wireless networks.

Activity 1:  Visit a retail store to identify risk.

Materials Required: Pen/pencil, notebook and checinKLO
Procedure: X
1. Form group s of 4 students each. %O

Ask them to visit nearby retail store
Meet the retail store manager and greet@'g@
Tell him the purpose of visit and take't\/(D' he permission for visit.
observe each and every section
Analyse what are the various ri hat store might have, write it.
Meet the employees of retaiéme
Ask them about handlin risk
Also ask how to handl in different situations
. Listout the varioﬁ&aﬂons/ conditions in which risk arises.
. Note down in notebook and discuss with retail employees
. Prepare are rlabn visit
Present | class and submit to the subject teacher.

©ooNOOOrWD

e
wN PO

retail st

Activity 2: @}epare a chart on differ ent types of risk and security issues in
Mategi@iequired: Pen/pencil, notebook, checklist

Pr re:
Q . Form groups of 4 students each.

2. Ask the m to visit nearby retail store.
3. Meet the retail store manager and greet him
4. Tell him the purpose of visit and take th e permission for visit.
5. Discuss the following questions with retail representative
a) What are vari ous factors to be considered in  security and risks?
b) Each student prepares a report by mentioning these factors and
discuss in class.
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c) Whatis more important & customer safety or employees safety? Why?
Justify your answer.
d) What are the various aspects of security in opening a meat shop in a
colony?
6. Prepare a chart based on your observation.
7. Discuss with class mate and teacher
8. Present the chartin the class.

Activity 3: Learn how to handle cyber security challenges with suitabngQJ
measures. X2

Material required  : Pen/Pencil, drawing sheet, color papers, internet da@\\

Procedure: ,Q,
1. Form group of four students each.
2. Assign duties with internet facility to all the three participgnts in each

group in the following manner: -

a. First student write down at least 5 cyber security@llenges facing
today and submit to second student.

b. Second student categorize all the challenge o@%e color papers and
submit to third student. %

c. Third student write the solutions on ho@o handle cyber security

challenges. N
3. Fourth student has to collect the entire qy@?completed by the remaining
three students. And check it by ysihg internet and discussion with

teacher. After correcting mistakeél the four students sit together and
discuss on cyber challenges

4. After that take 10 color papgrs>or color white papers in a square shape
and write down name o@)er challenges and paste it on the drawing
sheet.

5. Write down measur%’ﬁvit pictures below each cyber security challenges.

6. All the four students’work together to prepare the drawing sheet.

7. Give group pr%ﬂaﬂon in the classroom and submit drawing sheet to
the teacher.

Check Your Progress

A. Fill &‘&;e Blanks

gj can get a sense of risk by measuring a
thr eat in the store .

2. Retailer as well as trainee associates ensure store safety and security
from internal and external

3. isimply defined as the possibilityof a negative
outcome.

4. 1t is noted that lighting may create difficulty in
looking for retail store
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5. of customers nowadays is very common in the retail
sector.

B. Multiple Choice  Questions

1. Customer service associates should have to keep in mind a variety of
factors when evaluating the safety of their store.

a) Fire Hazards
b) User friendly/Not the Mismatching b’
c) Air Quality \Q@
d) All of the above \\9

2. There are different types of risks. They include: ~O
a) Grievance
b) Lifting loads “O
C) Sprains and strains \/O
d) None of them %O\J

3. Grievance arises due to @
a) Customers long waiting time for hasing
b) Disrespect the customer Q'Q\’

X0

c) Proper communication Q
d) While providing informaiio

4. Associates may be suf\f&bﬁfrom
a) Sprains %\’
b) Strains 5{‘4

C) Repetitg work
d) Algfi,the above
C. Stat %ther the following statements are True or False

e size of the store and the level of operations are not determining the
@ level of security required.
Q 2. Lifting load includes attacks, threats, harassment, and verbal abuse and
can make them anxious and stressed.
3. According to a recent research, data violations significantly  impact
consumer confidence.
4. If retailer holds their data and by sharing the data with others, it must

be close to his/her risk losing his/her custo mers in future.
5. In modern lawful contexts, sexual harassment is unlawful or illegal.
6. Retailer doesndt consider the high v
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D. Short Answer Questions

1. What is the meaning of risk?

2. Discuss the factors to be kept in mind when eval uating the security
iIssues of store.

3. What are the types of risks?

4. Discuss the cyber security challenges in retail.

E. Check Your Performance

1. Demonstrate the security issues of retail store. <
2. Make a chart on type of risk

D
3. Presentation on cyber security  challenges in retail. ~Q\

Session 2:  Security Measures  and Preventions

The only goal for retailers is to focus on selling their product s while trainee
associate has to understand and provide best services to the consumers or
custom ers but they should also  protect themselves and shop materials from
any miss -happening. There are various ways of fraud and attacks in the retail
industry. A security program should be very essential act of doing retail
business for retailers. This program ca n include many element s such as, safe
product delivery, stor e location, inventory and brand protection , data analysis
and trending, external theft, internal theft, cou ntless shoplifting techniques,
types of merchandise and market demand, organized retail crime, credit card
fraud, gift card fr aud, counterfeit, misinterpretation of social media, travel risk

etc. S’

In retail stores losses can be }ﬁ%cted by many reasons a nd through variety of
methods. Most of the losses occur in three categories; internal theft, external
theft and through errors. There are various situation based modes to eliminate
them. For example, to stop entry of shoplifter, retailers must be aware about
the kinds of commagieHoplifting techniques, identify common shoplifters, and
identify customers gr’¢onsumers who exhibit peculiar behavior. Thus, retailer
should be finﬂir@ut the ways to spot a shoplifter.

In this session, we will discuss about identifying risks, security measures,
preventions and policy on security.
Y

FAC@R@ FOR IDENTIFYING RISK
-~

Retailer/Associates must realize what measures are to be taken for the safety
of staff. This varies according to the operations carried out on the prem ises of
store and the organizational size.

The following are some factors  to be considered for identifying risks:

1 Type of retail business  the retailer is doing

1 Types of merchandise stored or sold in retail

1 Retailers preferred  working hours and range of these these h o ur ®©
opening retail store for the public.

PSS CENTRAL INSTITUT E OF VOCATIONAL EDUC ATION (NCERT), BHOPAL



Retail Trainee Associate - Grade Xll

1 Number and categories of staff working in the premises and their hours
of employment in retail store.
1 Sitting arrangement of associates and location of the workplace in retail
store.
1 The physical characteristics of the premises and its surroun dings which
are consider ed as risky areas.
1 The incidence of crimes in the geographical area where retail store exists
1 For robbery/theft cases, retailer should know the past history of robberies
of t hat workplace or similar workplaces in the geographical area. 8

In brief where -about of shops, tasks, customers and employees are to bQ;(,t;ken
care for identifying possible risks and according ly security measures can be

decided. &)
MEASURES FOR SAFETY OF EMPLOYEES Q

Security measures for  safety of employees, customers and othe,r,stakeholders
are necessary in retail store. Main measures are given below :

1. Fire Hazards

Customer service associates should ensure the possible preparation for
facing any fire hazards. That may be done by keeping following points in
mind o

1 Always have fire extinguishers in the store and make sure that all
associates are trained as to how to practice them

1 Routine ing check and inspect ing of the fire extinguisher to veri fy that
they function properly  (Fig.1.14).

Fig.1.14: Fire Extinguisher
Source: https://bit.ly/2Pbb0gH

2. Be User friendly/Avoid Mismatching

Retail er should give jobs as per the skills and strengths of the employees. Some
jobs require frequent or heavy lifting. Extended awkward positions or
situations should not be given where the room temperature is very cold or hot
for a long time.
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3. Air Quality
The retailer should maintain good air quality in the retail store.

1 Retail, wholesale and Departmental Store should install a mechanical
system that cycles in fresh outdoor air and circulates it throughout the

store, both in the main floor area and in any bac k rooms.
1 Check properly whether mechanical air structure is functioning properly

or not in the retail store by the retailer or associates. Retailer should also

hire a professional person to fix whenever problems arise
4.1l nspection of storeds premises <
Retailer or associates should visually inspect their store's premises again énavj
again to ensure that no dangers are apparent. Associates should make sure
that spills are cleaned up properly and remove untidiness from their store's
floor. If owner does not plan to stay in the store every day, then tr ain few
managers about what to do for keeping store's premis  es safe (Fig.1.15).

Source: https://bit.ly/2KW:KJyx

5. Natural Disasters
Retailer needs to take special precautions through not stacking inventory on

‘top shelves where it can drop due  to earth movement. If storms occur in the
area, be prepared with a plan that allows him/her to alert customers
immediately to any warn ings. Retail store should have safe sub -room built
under ground where associates and ¢ ustomers can wait during imminent
storm. In case if associates and their customers or consumers are unable to
leave their retail stor e till the natural disaster ends the n they should have to
keep safety kits which include non -perishable food items and water.

It should be pointed that location of retail store can determine what security
measures retailer may want to take in circumstan ces of occurance of natural

Fig.1.15: I nspection of storefds pr
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disasters. In some geographical locations of the country where frequency of

natural disaster will be more e.g. Jammu and Kashmir, North -east Mount ains,
sea areas etc more care should be taken.

6. Crime

Associates should also be prepared to identify crime by taking m easures like
installing a proper security alarm system, locating surveillance cameras in
various parts of their retail store and employing a security guard who can
monitor their store during business hours.

7. Lighting

It is advised to keep good lightin g always throughout the retail store's front
end and in the stock rooms.

PROTECTING ASSOCIATES AND CUSTOMERS FROM RISK v%
]

After identifying or assessing, the risks/dangers next stage is to develop
prevention to protect associates and customers from the identified risks of
injury and violent acts. \;\’

Some major risks and their preventions are noted here _ under:

1. Specific Engineering and Work Practices: ©\'These preventions include
specific engineering work practices and_controls to address identified
losses. The description of this is given belgw -

L
1 Generally it has been seen no single control or prevention will prot ect
associates and customers §fh’e tools listed are not intended to be a fit

for all. 6%

1 To provide effectiva@eventions to violence in store, the retailer may
wish to use a co@ ation of controls. The major risk of the death or
severe injury tailasso ciates and customers is from robbery  -related

violence. fective work program would include, but not be limited
to, ste educe the risk of robbery.
2. Engir@g Controls and Workplace Adaptation: Engineering controls
rea‘thelossesfromthesto reds premi ses. The
&Qes in the premises can help to reduce violence -related risks or losses
N¥fetail store:
1T Retailer or associates should i mproyv
as visibility is important in preventing robbery in two respects: First,

associates ought to notice their surroundings, and second, persons
outside the store, street view, trees or form of shades that a crimina I
might use to hide for robbery should be clearly visible .

1 Associates should see thatsigns  located in window pane should be either
high or low to allow fine visibility into the retail store.
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1 Associates also ensure that the customer service and the cash register
areas ought to be visible commencing outside the establishment. These
shelves should be small enough to assure fine visibility throughout the

retail store .
1 Associate can get a more complete outlook of their surroundings by
installing convex mirrors and two -way mirrors.

1 Associates should maintain adequate lighting within in addition to
outside the store to make the store less alluring to a potential shoplifter.

I Associate or retailer would also realize that the parking area along with
the approach to the re  tail store shou Id be well lighted  during night -time.
Associates also consider that exterior illumination may want upgrading ‘
in order to allow them to notice what is happening outside the retail
store. Q'\J'

I Associates use drop safes (a drop safeis aslotor drawer thatallow  scash
or documents to be put into the safe with no opehiﬁg ) to limit the
availability of money to robbers . Employers use droﬁ safes so that that
the sum of cash in hand is limited. ‘ A\, v

I Associates or retailer install video scrutiny equipment and CCTV means
closed circuit TV to prevent robberies. This may include video
equipment. The video recorder used for the CCTV be supposed to be
secure and out of sight. A 4

I Posting signs so as to scrutiny equipment thatis in use as well as placing
the equipment in close prox imity to the cash record may increase the
efficacy of the deterrence. $\"’

1 Associates should put ’rléight markers on way out doors to help
eyewitness provide more complete view  of attackers.

1 Associates should use door detectors to alert them when persons enter
the retail store. ¢ | ~

I Associates can control access to the store by listening to the installed
door buzzers " Associates use silent and personal alarms to notify police
or management in the incident of a problem.

3. Admi@}[ﬁ/e and Work Practices: Administrative and work practice
pre\entions affect the way associates perform job. The following examples
' rate work practices and administrative procedures that can help to

Q revent incidents of workplace violence:

=

I Associate must integrate violence p revention activities into daily
measures, such as security cameras, checking lighting, locks, and, to
maintain work site readiness.

1 Associates must keep a minimal quantity of cash in each

register/cashbox, especially during evening and late at night hours of
store operation. In some businesses, transactions with large bills can be
prohibited.
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9 Associates should not carry business receipts unless , it is absolutely
necessary.

i Associates should adopt proper emergency procedures in situation of a
robbery or se curity breach.

1 Associates should have access to working telephones in each work area,
and emergency telephone numbers should be displayed properly.

1 Associates adopt procedures for the right use of physical obstacles, such

as enclosures in addition to pass through windows. A

I Retailer should increase staffing levels at night, if retail stores with a
history of robbery or attackers and specially if located in high -crime
areas \'},‘?

1 Associates should take precautions by seeing that lock dqo@used for
the objective of deliveries and disposal of garbage when not in use. Also,
it is desirable to the associates that do not unlock delivery doors until
the delivery pe rson is identified AS)

1 Associates should keep the doors locked before opening‘and closing time
of business. Retailer establishes procedures to assure the safety of the
associate who se duty isto  open the store an:d close it.

1 Retailer should restrict the area s of customer right of entry, reduce the
hours of business operation, or close ,‘wﬁons of the store to limit risk .

1 Associate should adopt safety measures and policies for off -site work,
such as deliveries . A\/Qj

4. Preventions for Shoplifting

Retailer or associates should have to keep in mind the following points to
control shoplifting:

1 Associate must have 1@?6 in their mind that merchandise should not be
displayed at the er}%tkzj exit of the store.

1 Itis desirable to ciates that do not allow the consumers or customers
to transmit W ems at single time to the trial room.

1 Retailer should install CCTVs and cameras to keep eye on the customers.
Associates should inspect that all merchandises hav e a security tag.

1 As \;\tés should ask individuals to follow security rules and keep carry

at the security.
%etailer must install a generator aimed at power backup in addition to
& avoid ing needless black -outs.
1 Associate must keep luxurious products in the closed cabinets.

POLICIES FOR SECURITY MATTERS OR ISSUES IN RETAIL BUSINESS

A well -defined policy is required to deal with security issues and be available
to all associates and other staff members of the store. It should address:

1 Identifying, assessing, minimizing, and monitoring risks; key control,
protecting the premises; security of various valuable items, cash/drugs etc.
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1 Access to the premises; training and supervision of associates and other
staff members on safety measu res relating to sec urity issues.

risks and upgrades allinte  chnology and business practices.
after a robbery or other issue.
premises; and public relationship with the media.
instructions and preventions properly.
use proper work practices.
1 Retailer is advised to give periodic, constructive feedback to associ

helps to ensure that they comprehend the safety procedures
importance.

2
oA

eir

1 There is a need of regular mon itoring to ensure that associates continue»tg»@

I Using and maintaining security equipments and o ngoing assessment of
1 Action to be taken in the incident of a theft or other issues and h elping staff
i Liaisoning with the police in case of any crime happening i n st

1 Security measures are effective only when associates follow and use b'

Activity 1. Visit a nearby store to  observe the me es undertaken in
security and follow the preventions for security risk XU
Materials Required: Notebook, pen, pencil, and c)%@st
Procedure:
1. Visit a nearby store and observe each and @ry section.
2. Analyse what are the various types @%isks and how these risks are
prevented. Q\/
3. Ask the following questions \,Q’
a. Askthe security in -cha%&’w frequently he/she checks the security
instruments and modify their security policy.
b. Collect write -up on@ rent losses occurred in different stores or
prepare after visi enquiry.
c. After analysin se losses, write a report what possible preventions
measures &@d reduce these risks.
d. Discuss your subject teacher and classmates.
e. Why @/entions for security is necessary for any retailer.
f. A;/’ﬁ@points should be in consideration in making a suitable security
licy?
4% Ne a report and discuss with subject teacher as well as classmates.
g%ty 2.  Draw a chart containing the policies for security matters or issues
in” retail business
Material required: Pen/pencil, notebook, checklist for visit, drawing sheet,
Procedure:
1. Make four groups, 5 students in each group.
2. Ask them to visit five different retail store s, departmental store, mall  etc.
3. Meet retail manager and greet him properly.
4. Tell him the purpose of visit and take permission for visit.
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5. Observe the whole retail store and try to find out the policies for security
ISsues.
6.1 f dondt find any written informat:i

policies about the security issues.
7. Prepare notes on observation
8. Prepare report on it and present the report in the class.
9. Compare all four groups outcomes/ reports
10. Present in the class and submit the report to subject teacher.

Check Your Progress

A. Fill in the Blanks N

1. A program should be very essentiq@@ of doing
retail business for retailers.

2. In retail stores losses can be affected by many reasons @pd through
variety of .

3. Retailer must realize what are tm@taken for the safety
of staff. X

4. Trainee associates should ensure the possib O
facing any fire hazards.

5. Itisadvised to keep good AL always on throughout the
store's front end and in the room of s;&g@}

B. Multi ple Choice Questions \,@

for

1. Which of the following is n@@s?policy for security matters in retail

business? bﬁ

a) Monitoring risk
b) Product deIive@\Jo’
c) Training a#}ﬁpervision of associates
d) Actio '%e taken against theft during incident.
2. Mo Qﬁhe losses occur in following
@\nternal theft
@)) External theft
Q c) Through errors
d) All of the above
3. The following are some factors for identifying risks
a) Retailer should identify the sitting arrangement of associates

b) Retailer identifies the physical cha  racteristics of the premises
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c) Retailer investigates the incidence of crimes in the geographical area
where retail store exists

d) All of the above

4. Security measures for a safety of employees, customers and other

under

a) Fire Hazards

b) Air Quality

c) Avoid Mismatching
d) All of the above O

5. Associates should also be prepared to pinch crime by takingﬂeasures
which may comprise of @6

a) Installing a security alarm system \,,O
X

b) Setting up surveillance cameras o
c) Hiring a security guard %
d) all of the above \©

C. State whether the following statem@@' are True or False

1. Retailer should be finding out the ngfs for spotting a shoplifter.

2. Security measures for a s of employees, customers and other
stakeholders are not necesgary in retail store.

3. Retailer should install C s and cameras to keep a close watch only
on the customers. 0’

4. Always have fire @guishers at right place in their store and retailer
must make suﬁéall associates are skilled and trained in how to use
them.

5. Retailer @uld give jobs as per their requirement which include those

job‘sﬁprequire frequent or heavy lifting.
D. Sh wer Questions

at are the factors of identifying risk?
Q@ What are the measures to undertaking the security?
3. State the preventions for security and risk.
4. Describe the policies foe security matters or issues in retail business.

E. Check Your Performance

1. Demonstrate the factors for identifying risk.

2. Prepare a chart on measures undertaking in security.

3. Listout preventions for security  and risk in retail store

4. Spell out policies for security matters or issues in retail business

stakeholders are necessary in retail store. Ma in measures given here

O

<

&
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Session 3: Reporting Security Risk

In retail, carefully applied security measures clearly reduce the risk at retail
store s. But retail safety and loss prevention also covers risk areas in retail.

With the recent surge w ithin high profile data violations , retailers are acutely
alert of the need in the direction of safeguard against a possible safety breach.
However, the realism is that in the present digi tal a ge, it is difficult to stay

ahead of every security threat.
COMPANY PROCEDURE FOR REPORTING SECURITY RISK

A

']
In many retail store s, theft, robbery and shoplifting incidents take place

regularly. The three important areas of concern where any associate can report
to concern ed authority like vendor theft, customer theft and employe@?é'ft. It

is the duty of managers or supe Yy sor 0s
reports to prevent losses in retail store. Q

In the following session some issues ar e discuss ed on reporting such as how
to investig ate and report theft if any by employees, reporting on robbery and
reporting by equipment as alarm etc. The currently described retai | hazard
control research earliertried  to gauge whether and how retail ch  ains segregate
stores into danger and vulnerability bands for greater piecise shielding help.

Study Method:  Loss prevention executives from 21 agencies in six categories
(mass merchants, department shops, drug stores, garb stores, area of expertise
stores, and grocery and dollar stores) finished surveys

A\

Results: Almost all the shops we talked to apply a few methods and records to
eval uate every standregosingr el ati ve ri sk
¥
VARIOUS ISSUES ON WHICH %%RTING IS NECESSARY
A

1 In retail stores the associates implementi ng various security measures
report in manual software or through modern policies/ technical tools.
The following are several issues where reporting is necessary
Robbery

Incorrect price signs

Employee theft

Unatten ded price gun

Unlocked security fixtures

Known shoplifters

Security breaches

Open showcases

Empty packages

Mismarked merchandise

Uncooperative security equipment

Loose bags or gif t boxes accessible to customers

Prohibit vendors from going into back areas

Suspicious cust omers
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1 Merchandise without security tags

Employee access to silent and/or audible alarm

1 Inoperative Video surveillance systems that capture recorded footage
and provide real -time monitoring

1 Issues for potential risks in store and its warehouse o}
- Wrong quantity taken  for filling an order
- Wrong product taken  for filling an order

==

- Wrong stocking | ocation for the products filled

- Stock put away in the incorrect bin location Qb’
- Confused units of measures \Q

- Errors in data entry '\,9

- Damaged materi al mixed with good stock “O

- Not maintain record  properly of material movement Q’Q'

All the above points are necessary for the safety of retail shop. A all other
issues that need to be considered for reporting. A

WHAT TO DO IF ASSOCIATE CATCHES SOMEONE

In most cases, associates must pause till a suspec_te\@\ shoplifter has passed
cash register or through door before anyone can be question it. At that point,
questions rather than direct allegations may be more productive and less
inflammatory. The following points should b2», kept in mind whena ny associate
catches someone: "Q\,(b'

1. Associates should know the laws regarcﬁng the apprehension in addition to
prosecution of shoplifters.

2. Associate generally must be capable to testify that someone taking the
merchandise with aim to steal, prove so as to come from the retail store,
and then verify that it left unpaid.

3. Associates should take precaution of those laws that customers also have
rights for protection against charges to false arrest or allegation.

4. Local police department, alega | representative or some other should provide
with this information.

5. Associates should note that the task of catching and holding a suspected
shoplifter as far as the police arrive isnotas imple task. Itis advisable  that
associate should learn how to do work in pairs and use good judgment.

6. Associate should have courtesy as well as capability to know -how to give a
fine description when talking to the police, beginning by gender, race, height
weight, clothing, facial, hair, face marks and other characteri stics.

7. Associates must know how to make follow -up on an arrest of shoplifter.

8. Associates should realize that  just like loyal customer visit s again, the
shoplifter also  may visit as customer. Like our good customers, shoplifter
will be back again in the store if they get items what they came in for

REPORTING ON SECURITY BREACHES INVESTIGATE THE SITUATION
IMMEDIATELY
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If a security violation ~ occursan associate inaddition to the retail store manager
is responsible for it. By reporting these safety breaches, the associate can
ensure that reporting is dealt with promptly. This improves the associate's
ability to control harm and gives an opportunity to examine the situation
immediately that makes it more probable that officials can collect useful
evidence quickly.

REPORTING THROUGH EQUIPMENTS

There are several security measures which can be used to inform or alert the
staff or customers. Some of them are listed below for reporting risk security: >
Vo4

1 Electronic Article Surveillance (EAS): Basically it is an electronic tag
that must be removed or de -activated at the check -out counter ‘@efbre
the item leaves the store front. This means if any customer or employee
takes the produc t out of the store with the tag on it the sensors alarms
the detection beep at the store exit counter. Associates must remove
these tags only by removal equipment and not by hand or vyith ordinary
tools. O

9 Closed Circuit Televisions (CCTVS): This form of ret ail security is the
most commonly used in the world. It is a network of cameras installed
at key locations (least secure areas) within the store connected to a
central television. These cameras are fQ(ed or can be rotated. If any
unethical lifting or misbe  havior takes place in the store, associate can
see the recording of footage and can report to authority. Shoplifter can
also do cheating by covering th‘eglé;cameras with an inverted transparent

dome or cloth so that the direction in which the camera is facin g, is not
visible to anyone. CCTV&aﬁera with screen (Fig. 1.16).

Fig.1.16: CCTV Camera
Source: https://bit.ly/3224JWc

1 Radio Frequency Identification (RFM): Radio Frequency ldentification
is indeed a powerful application in retailing industry as it enables access
control and security. It helps in migration from a passive security model
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to one where active monitoring is made available to the retailer in real
time mode. For example - An RFID system can authenticate the kind of
laptop that can be carried by persons A, B, C can enter a premises at a
point in time. If there are some violations the system will raise an alarm

etc. Further, associate can catch that per son after listening to alarm

sound.
Fig.1.17: Electronic signature
Source: https://bit.ly/3QQMm
',\(b'
9 Digital Signatures (for online ;@@img): The usage of digital

signatures using PKI (Public Key Infrastructure) as well as encryption
technology for vendor/suppjiérjs management, though expensive will go

a lengthy way in enhancing online security specific to e -commerce
transactions. This technology can help customers and also retailer and

s ws

can save from security breaches. How to use Electronic signature (Fig.

1.17). Q}"

REPORTING A ROBBERY
It is always betterif store has aprocedure to be followed for dealing with theft.

These security procedures ought to be strictly used at all times.
A\

7

For responding robbery if the retail store does not require a policy and/or
procedure. Associate should decide on their own if faced with such
circumstances. The following are the areas on the path to be considered when
Qve’iopi ng a theft procedure.

9 Associates might consider /adapt these to suit their store situation such
as 0
I ni ti al response to the offender ds
Action should be taken in response to the demands
Control staff and customers during the incident
Actions should be taken immediately after the offender leaves the
premises

= =4 =4 A

d
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1 Reporting procedures for police and other parties

When associates have developed or tailored a robbery response practice they
will have to correspond with their implementation plan to every store staff. This
incorporates the subsequent step by step process:

f Associates must communicate  the plan to the individuals affected by it
1 Associates must maintain  the plan during the stipulated period
f Associates must monitor  the effect of the store losse s and staff activities.

REPORTING ON SHOPLIFTING b,
In reporting on shoplifting, associate should be keep the following poir«ng
mind (Fig.1.18) : .\6

age,

i Associates should never give accuses or use discriminatory Iangl@
race, sex, etc).
1 Associates should not make judgments about why customers @v stolen.

1 Shoplifting is a crime and it must deal t according to the %)
1 Associates are advised that in time of fil  ing the case&@ck to the facts and
keep all answers simple and clear. X
1 Associates describe the fo llowing facts : %O
- Where it happened? @
- When it happened? ‘\
- What they saw? 'Q\’(b'
- What they did? <

- What happened? then § Q-

- What was said?

Fig.1.18: Shoplifting
Source: https://bit.ly/2PhLMNT
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1 The concern ed authority or supervisor/security officer will only hold a
customer and call the police when the associate is sure that it has been
committed.

The above reporting can be depicted  through the following example:

Legal Position: A buyer can refuse to checkup  formality. Associate absolutely
certain about the incidence that buyer has committed an offence in order to
arrest or search the shopperodés processi

Store Procedures:  The associate should not under any circumstances ent
into arguments  with the custo mer over a wish to check bags or a suspe

theft. Associates in general are not powerfully control ling the custorp»@ s for
checking or keeping customer bags. \

Action: If any dispute rises the associate should instantly summon W'{ail
storesupervisor.The  Supervisor will explain the situations under Which the
customer comes into the retail store. If the customer repeatedly r%@es to obey
for checking, then manager may query the customer to Ieav&th store and not
return or call to Police station/ officer. LS

Activities

security and equipments for reporting security r
Materials Required: Notebook, pen, pen(':{}{aﬁd checkilist.
Procedure:

1. Visit the mall which is nearby to

2. Observe each and every retal re

3. Ask for various situations reaching security.

4. Analyse what are the @s risks sensor or security equipments they
install X0

5. How these equi n%ﬂts may started/operated in emergency to cope up
the situations é(ey alarm on dif ferent situations, write it.

6. Collectth Ite up on different losses occurred in different stores, if not
availahle Waft taking information from the shop.

7. Aft‘e:;m lysing these losses, write a report what possible emergency
istr

& ents/technology can reduce these risks and
pare a report and discuss with subject teacher as well as classmates.

g%aty 2:  Role play on how to report security breaches.
at

erials Required: Notebook, pen, pencil
Procedure:
1. Select 5 students from the class at one time of activity.

2. Ask them to conduct a role play on security matters or issues in retail
store .

3. Give them any situation regarding security issues or matters in re tail
store.

4. Ask them to play different role by students

Activity 1:  Visit a retail store to know the V@jous situations breaching
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1st student can play a role of Retail Associate

2nd student can play a role of customer

3rd student can play a role of  thief.

4th student can play a role of sales person

5th student can play a role of another customer

10. Create a situation in which customer (theft) stole some goods from the
store.

11. Retail associate caught the customer (theft) with the aid of other
customers . b'

12. Ask the other students of the class to note down the i ssues reIa(eg(o
the security like ’\,‘b

a) Why reporting on security is necessary for any associate workw'@g n

© o No O

store.
b) What points should be in consideration in catching a sh%ﬁer?
13. Discuss with subject teachers and classmates. NQ

Activity 3:  Demonstrate the action when associate catche&meone.

Material required : Notebook, chair and table, so @‘ems like flower pot,

stationary items, decorative items etc. %

Procedure: Make a group of 4 students . @

1. First student perform the role of associate , Second student perform the role
of shoplifter, third student perform the ro@seeurity officer and fourth
student perform the role of police.

2. Arrange table and chair like a shop.’ﬂgéociate Is writing something on a

paper and Security officer is tak w’ rest.

3. Suddenly a shoplifter reached to shop and theft some costly items i.e.
flower pot, some decorative'é’ s from the shop.

4. When shoplifter ready to %, uf from the shop, associate caught him/her
near the shop. X

5. After that associate rep~/ ort to the security guard/officer.

6. Security officer sa%‘sorry to associate due to irresponsibility. After that
he/she ask to tg@associate when, where, how the shoplifting happened.
The entire i nt associate described to the security officer, after that
security @fficer do inspection. And decide in what way punish thief who is
a custUneY of their shop.

7. Pre ?’e,a report of shoplifting by the associate to submit it to the sales

isor.

@ty 4 : Simulation activity on catch robbery in store and how to report to
es supervisor.

Material required  : Pen/Papers, diary, tables and chairs.

Procedure :

1. Arrange table and chair like a shop.

2. One student performs the role of associate in the store; second student
performs the role of theft and th  ird as a sales supervisor.

3. Associate caught theft in the store by stealing precious items of the store.
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4. In what way associate behave with robbery in their own way if the retailer
does not have policy or procedure of it? Make a plan and act it in the
classroom.

5. Associate prepares a robbery report and submits it to the sales supervisor.

6. Both associates and sales supervisor  discuss the situation and handle it.

7. Write short report and submit it to the teacher.

Activity 5:  Prepare a chart on mech anism for reporting the security risks.

Check Your Progress

A. Fill in the Blanks

1. In retail, carefully applied ~ & measures clearly reduce the
. . | &)
risk at retail store. (b"&

2. ltisthe responsibility to carry out regular audits

24

of these reports to prevegﬁgsses in retail store.

3. Associates should w the concerning the
uneasiness and pl@acution of shoplifters.

4. If a security ‘,5{&’ occusanassoci ateos
managergse’srgéponsible for it.

5 1t i@ robable that store has a process for dealing
wigh\ .
i

|
~

B. @ Choice Questions
Cil;%rhe following are some issues where  -in reporting is necessary -
a) Robbery
b) Employee theft
c) Security breaches
d) All of the above

2. lIssues for potential risks in store and its warehouse

Material required: Pen/Pencil, color, drawing sheet.

Procedure: b,

1. Take a drawing sheet and divide it into four columns. <

2. In the first column write down actions taken by associate when he/sh.eéc’
caught thief. N

3. In the second column write down points of shoplifting to report “@es
supervisor. 'Q’

4. In the third column write down a report to sales supervisor Oé bbery
happened in store. «Q

5. In the fourth column write down report on security breache

6. Highlight main po ints of the report. Prepare a neat clean chart and
submit it to the teacher. X

W
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a) Products packed from the wrong stocking location.
b) Stock pack away in the wrong bin location.
c) Confused or misrepresented unit of measures.

d) All of the above

3. Which is not the security measures for reporting risk security
a) Electronic Article Surve it illance
b) Physical Signatures @b’
c) Closed Circuit Televisions ,\ch
d) Radio Frequency Identification ~Q
4. In reporting on shoplifting, associate should be keeping the@l wing
points i n minds. Associates <
a) use discriminatory language \JONQ
b) never accuse X,
c) do not make judgments about why custom@%hoave stolen
d) don not hide facts while filing case @
5. The following section to be careful ered when developing a theft
procedure. Associates might  consid dapt these to suit their store situation
such as: (b"\z
aylnitial res nse to the offenderds

b) Action should be tak%% response to the demands

c) Reporting procedkr®s for police and other parties

d) All of the at;({@

6. The reportinééén be depicting thr
ition

a) Leg%z@
b) ‘@e rocedures

ction

ough the following example

) All of the above

S

C. State whether the following statements are True or False

1. Security procedures are taking a lot of time period and energy to develop
and due to their significance they should be strictly followed at all times.
When associates have developed a robbery response process they will
not need to communicate their execution plan to all the store staff.
Associates are advised that in time of filling the case, stick to the facts

and kee p all answers simple and clear.
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4. The associate should under any situations enter into an argument with
the customer over a wish to check bags or a suspected theft.
5. If any dispute rises the associate should call in the store supervisor after

the dispute .
D. Match the Columns
Column A Column B
1 | Radio Frequency ldentification A | must be removed or de -activated ab,
the check -out counter <

e

2 | Closed Circuit Televisions B | for online retailing \\
O
3 | Digital Signatures C | enables access control@@Security
Y

4 | Electronic Article Surveillance D | cameras installed%@y locations
E. Short Answer Questions \,O

1. What are the important points to be keptin ir@vlhen associate catch  es
a customer in shoplifting case? %

2. Why security equipment is important toda@n protecting retail store
safely? . \,

Discuss procedure of reporting in rob}g'é@' case in retail store.

4. Explain the different factors sho%@! be kept in mind when associate
reports on shoplifting. @@'

F. Check Your Performance

w

1. Demonstrate how as §e catch a customer in shoplift ing case.
Prepare a chart or%curity equipments used in current type.
Presentation op\protedure of reporting in robbery case in retail store.
Spell out thngwferent factors should have to keep in mind when

»owDn

gr§ports on shoplifting.

Session 4. Company Procedure  for Preventing Security Loss

Adaptation and auditing is an ongoing process. As retailers begin on the way

to use more easy, high -tech return loss -prevention systems, attackers in turn
devise various ways to either keep away from or to ta ke advantage of them. A
fact most store retailers understand an
will happen.

In all facets of big business, adequate record -keeping can be a powerful tool
for reducing court case risk. In the loss -prevention frame work, retailers should
give vigilant thought to the kind of paper work so as to prepare when a
purchaser or customer is captured. Generally, associates are required to create

a periodical written record of every incident, required to provide the narrative
description of this process by which all of them came to observe in addition to

hold the customer. Those reports stored in a central location, should be
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reviewed by supervisors in favor of sufficiency and identification of the
deliberate unintended employe e misconduct.

A business enterprise that takes care of documents and its loss -prevention
activities must review and evaluate documentation on a cyclic basis.

The media is already warning shoppers of a shift in policy as a consequence of
fraud losses, and suggesting ways to avoid problems at the stores.

Accept strict rules to prevent losses. Do auditing time to time for loss
prevention and to activate safety devices in a systematic and objective manner.
Retailers can stay one footstep ahead of attackers, and protect the store.
Retailers are also advised to invest on training and awareness programs to all
associates for the objective of loss  prevention. They need to be train ed as to
how to activate/deactivate security devices and retailers should announce a

reward program for associates who report unfair activities.

MEANING OF AUDIT

Once the loss prevention programmes have been defined and implemented by
retailer. Associates conduct an audit programme which serves as retailer
owatchdogdé to verify and maintain fulfi

Audit programme assumes a certain degree of policy defi ciencies. The concept
would exist merely to reward, not to correct . The objective of auditis  to find
out the significant deviations from standards.

AUDITING IS NECESSARY FOR VARIOUS ISSUES ON LOSS PREVENTION

Before auditing loss  prevention policy, follow ing key points should be kept in
mind:
A If retailer/associate is a shoplifter what would he/she steal?

Highly desirable new products are in stock.
All displays must be reloaded and observed properly.
All cabinets/internal doors must be locked and secure.
All high value products must have security tagged.

Security gates must be working properly.

Is the store CCTV working properly?
All stores branded shopping bags must keep in a secure area

Is the de -tagger secure?

Associates must use empty display boxes for high risk products, e.g.
display of highly expensive mobile phone set empty boxes in place of real
mobile set.

A Associates do regular spot checks of high risk products and it should be
included in routine work.

A Associates do not overstock high value items on the shop floor.

A Retailer should allocate areas of responsibility to asso ciates and other
staff members (Fig. 1.19).

vy D> D> D> P
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/
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|

Fig.1.19: Auditing
https://bit.ly/2LgXH9E

GOALS OF AUDIT AND PROCESS

The following tips should be noted when team members of store or
management in the auditing process
1 They uncover valuable information about a loss
1 They should ensure that those providing feedback comprehend the
importance of their role
1 Retailer creates an atmosphere in which associates has freedom to give
feedback and involving them in process of auditing.
1 By auditing multiple store locations, lessons learned from each can be
|l everaged across retail eros b u sinating s
information to all locations that, creating a wide set of solutions for store.

TEAM MEMBERS AND THEIR ACTIONS

1. Actions: In auditing the following actions should be taken by retailer -

1 Retailer should audit the procedures and systems that contributed to
the loss and take suitable actions so that in future the losses can be
minimized.

1 Retailer should provide the opportunities for employee feedback via
informal discussions and/or confiden tial surveys .
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L)
Fig. 1.20 Team members and their actions
Source: https://bit.ly/2NEAkJ

2. Involved Team Members

The retailer should involve the following members in his team (Fig.1.20) for the
objective and purpose of auditing o
1 Executive management person such as CEO and/or CFO
1 Head of merchandising and operations, who will provide in store
perspective
1 Head of loss prevention and internal audit, Head of distribution, who will
provide insight into shrink before product reaches the store

T Select the members of retailerds exec
1 Schedule regular monthly meetings
i Set the agenda, which should include:

- Retailer develops on -going action plans to reduce shrink.

- Retailer evaluate results of action plans

- Retailer maintains a list of common shrinkage -causing factors
- Retailer communicates findings across the enterprise

IMPORTANT POINTS TO BE CONSIDER ED WHILE PROVIDING TRAINING
TO ASSOCIATES ON AUDITING PREVENTION  OF LOSS IN STORE

The retailer should consider and keep in mind the following points while
providing training to associates -
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1. Training ensures competence so that his/her associates are able to meet

retailerds expectations. Al sud, not igdt doae

without training.
2. Retailer should also consider that in person training is best. If that is not
possible, web conference tools are quite adequate training. Additionally, if

possible, smaller class sizes of 5 -10 trainee participants will be more
attentive.
3. Retailer wants associates to use limited number of exception reports di.e.

simple reports targeted at high  -risk transactions. Review each report, its
purpose, customers or employees behavior to search for in the video clip.

4. Retailer s hould also consider that hands  -on learning experience is most
effective.

FIVE ELEMENTS OF LOSS PREVENTION

When in field operation, the auditing of loss preventions has five elements as
follows: (Fig. 1.21).

1. Physical security of the location.

An audit of the cash control procedures

Procedural review

Utilization of the report to challenge unusual register transactions; and
Overall merchandise standards on selling floor and in the stockroom.

a s wn

ELEMENTS

OF LOSS
PREVENTION

AN AUDIT OF
THE CASH
CONTROL

PROCEDURE

Fig.1.21 : Five E lements of Loss P revention
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SHUT OFF SECURITY DEVICES OF RETAIL STORES

When storeds opens till the <c¢l osi ngecurtyr
devices are on. At the time  of closing the store, associates should take the
following precautions:

1 All the devices except CCTV, magnet ic EAS etc. should not be deactivate
as in case of theft in night time CCTVcanrecord t he at t tacclae
well as their tricky actions.

1 Magnetic EAS can give alarm so that security guards who are outside
the store can be alert ed, promptly come and check the unwanted
incidents .

1 Associates can switch off other s ecurity devices using the buttons on
the devices .

Pointsto be consider ed while operating and deactivating security devices
are as follows:

9 Electronic article surveillance (EAS) is a technological method for
preventing shoplifting and pilferage of material from retail stores.

1 Associates involved in security committee tags special label/bar code
and magnetic tags to secure merchandise.

1 For several years Magnetic EAS (Elect ronic Article Surveillance) systems
has been popular in retail stores to protect items which are not sold or
taken by shoplifters.

1 These systems emit magnetic fields to identify tags or labels that
comprise polarized magnetic material.

1 The label and tags are making inactive at the point of sell by making
contact with a magnetic pad.

1 As associates stick some magnetic tags, and as system contains
magnetic materials, it may interfere with point of sale terminals and
computers software.

It has been seen that the sensors at exit may be activated when metal objects
pass. Associate should take precaution in this case because sometimes
customer embarrassment is the result if the labels or tags are not deactivating
after the merchandise is sold.

Unfortunately, even thoug h store retailers spend more time and energy for
the loss prevention strategies as well as t echnologies, petty criminals are
often skilled for defeating these measures.

Here are just a few of the means that offenders can bypass electronic
article surveillance

1 Some attackers indulge in disarming RFID tags by simply making a slit
in them.
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1T By waving a strong magnet c knmgnetic s$trips 3
can be disabled.

1 Itis also be seen that less sophistic  ated thieves wh o have been identified
to use the previous trick of sewing hidden pockets into their clothing to
improve merchandise.

1 From searching through websites like Google, anybody can find
many online videos that give you an idea about customers using
freezers, rubber bands, screwdrivers, and other hardware to get free of
dye packs from clothing.

1 Retailer should realized that man  y companies also manufacture and sell
their own security tag detaching keys, which often make their way
to auction sites.

1 It has been seen that smart thieves also test the efficacy of certain
st o rBEAS devices.

1 It is also seen that many general credit ca rds also contain RFID
chips that thieves are capable to scan with no even having material
possession of the card.

T I'n todayds environment of digital e
technology, at the well -liked department stores in addition to malls,
sophisticated shoplift have been identified to install ATM

0 Sk i mmehick éapture personal data and credit card.

Associates also see and check that it is becoming increasingly common in favor

of petty thieves in the direction of use self-checkout machines to steal by
misrepresenting substance, scanning a lower -priced item or failing to scan
them.

It is also being happened that former retail employees know the loop holes of
last organization and can without difficulty be bypassed after doing some
nuisances.

However, if store retailers are intelligent enough about their loss avoidance
strategy, they explore best practices counsel by experts, train associates
properly and implement an  advanced video surveillance system  boosted by
analytics and big business int  elligence, their hard work are far more possible

to deter potential shoplift and disarm associates who are taking into account

using their inside information for financial gain.

Activity 1:  Visit a retail store to know how to make inactive security devices.
Materials Required: Notebook, pen, pencil, and checklist
Procedure:

1. Visit a store nearby your home

2. Search the latest security devices used by Indian retailers

3. Find out any barriers which can be faced by Indian retailer by installing
and using these devices.

4. Checkout the different security devices installed in it.
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5. By taking the permission from concerned officer,
Ask how they work and how they deactivated.

o

classmates.

7. Write a report on it and discus s in class with your subject teacher and

a s wn

© o N

Activity 2:  Prepare Chart on the important points should have to be keep in
mind while training on preventions of losses in retail store.

Materials Required: Notebook, pen, pencil, and checklist
Procedur e:
1.

Make groups of 5 students each.

Ask them to visit retail store

Meet the manager and greet him

Tell him the purpose of visit and take permission for visit

Meet the sales associate and ask to him about the training on
preventions of losses

What actions they take while preventing from the loss

Also ask about the auditing of losses

Make a report on visit.

Discuss in class and submit to subject teacher.

Check Your Progress

8.

A. Fillinthe Blanks
1.

2.

Adaptation and iS an ongoing process.

A business enterprise takes care to document its
activities.

By loss prevention and deactivating security
devices pinpoint deceptive activities in a systematic and objective
manner.

Retailers can stay one stage ahead of and protect
the store.

Train how to activate/deactivate security

Retailers should announce a program for
associates who report deceitful activities.

Audit pr ogramme assumes a certain degree of
policy

Retailer should allocate areas of to associates
and other staff members.

B. Multiple Choice questions
1.

Before auditing loss prevention policy, following necessary points should
have to be keep in mind
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a) If retailer/associate is a shoplifter what would he/she steal?
b) Highly desirable new products are in stock

c) All displays must be reloaded and observed properl y
d) All of the above

2. The following points should be notified when team members of store or
management in the process of auditing:

a) They uncover valuable information about a loss providing feedback
b) understand the importance of their role

c¢) Freedom to give feed back and involving them in process of auditing.
d) All of the above

3. The retailer should not involve the member in his team for the purpose
of auditing:

a) Executive management person such as CEO and/or CFO
b) Head of merchandising and operations.
c) Store operation assistant.
d) Head of loss prevention and internal audit.
4. The auditing of loss preventions has elements as follows:
a) Physical security of the location
b) An audit of the cash control procedures
c) Procedural review
d) All of the above
5. In case of closing the store, associates should take following precautions:

a) All the devices except CCTV, magnetic EAS etc. should not be
deactivate as in case of theft in night time CCTV can records the
attackersd face as wel |l as their n

b) Magnetic EAS can give alarm so that security guards who are outside
the store can be alert, promptly come and check the incidence.

c) Associates can off other security devices by switched off buttons of
them.

d) All of the above
C. State whether the following statements ar e true or false

1. Associates are required to make a periodical written record of each
incident.
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2. Retailers advised not to invest on training and awareness programs to
all associates for the purpose of loss prevention.

3. The purpose of audit is to determine the significant deviations from
standards

4. They should ensure that those providing feedback understand the
importance of their role.

5. Associates should not involve in security committee tags special
label/bar code and magnetic tags to secure merchandise.

6. Associates cannot off other security devices by switch off buttons of
them.

D. Short Answer Questions

1. Why auditing prevention loss is necessary activity of any retailer for
his/her store ?

2. What are the various issues or matters on loss prevention where
reviewing and auditing is necessary  ?

3. Discuss important points that have to be keeping in mind while
providing training to associates on prevention loss.

4. Explain how to deactivate security devices of stores.

E. Check Your Performance

1. How to check the auditing prevention loss is necessary activity of any
retailer for his/her store.

2. Demonstrate the various issues or matters on loss prevention where
auditing is necessary.

Spell ou t the points that have to be keeping in mind while giving training
on loss prevention.
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MODULE 2 LOYALTY SCHEMES FOR CUSTOMERS

Module Overview

In the era of escalating competition and increasing options, the chances of the
customers switching from one option to other have also increased. In such a
situati on, companies aim to convert thei
much profitable t o maintain and retain a customer rather than making a new
customer. The retained customers are the loyal customers. They repeatedly buy
similar brands or buy from same store. Loyalty programmes help a company to
successfully retain customers. D

Loyalty programmes results in more frequent customer visits and heavy
purchasing. Thus, we can understand that increase in profitability is single of the
resultant of loyalty = programmes. Loyalty programmes include monetary benefits

in the mode of discounts, cash coupon s and other benefitsvsuch asgiftsa  nd prizes

on repeat purchases. r\\'
Itis very essential to understand the customer requirements to design a successful
loyalty programme. Focusing only on single factor in faithfulness programmes

such as discount can lead t o failure of the programme. A successful loyalty
programme leads to increased market reputation whereas a failed loyalty

progammema y | ead to o6l o%¥t saled forever.
a7

This unit entitled O6Providing loyalty scl
overall execution of loyalty programme schedule in the retail sector.
\‘

24

@grning Outcomes
A
O
After completing this ﬁ(édule, you will be able to:
N

1 Describe the loyalty schemes goals, features, benef its and sources of
information

1 Describe the mechanism for  propagation of loyalty schemes

1 Eanin the procedure of member  ship drive for loyalty schemes

ﬂG_List the components of customer relationship management (CRM) and its impact

@von sales .
Q

R4

Module Structure

Session 1: Loyalty Schemes

Session 2: Propagating Loyalty Schemes

Session 3: Membership Drive  for Loyalty Schemes

Session 4: Customer Relationship Management
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Session 1:  Loyalty Schemes

MEANING OF LOYALTY SCHEMES

Loyalty is a phenomenon of being devoted or faithful towards a cause, relationship,
group or person. Customer loyalty is explained as a quality of being faithful
towards a specific brand or store due to various personal reasons.

Companies and retail store  slaunch loyalty programmes to prevent customers from
switching to the competitords brands or
customers to return to the store for repeated purchase. Loyalty programmes are
the rewards or benefits offered to the cus tomers on being dedicated purchasers
from the store. In simpler terms, loyalty programmes involve the exclusive
products, discounts or promotions offered by the company to the customer for

being engaged with the company. O’Q'v

The customer gets into a steady re  lationship with the brand/store through loyalty
programmes. These customers become loyal customers for the store. Customers
become loyal to any brand or retail outlet because they are satisfied with the
service, its convenience or performance, or simply fa miliar ity and comfort with the
brand.

sO

GOALS OF THE LOYALTY PROGRAMME ~

=

Customers do not get attracted towards the loyalty programmes only for discounts.

Thus, it is very important to under sitemnd customerds requi
the loyalty programme of  the store. The badc objective of  the loyalty programmes
should be very clear. The goals of the onalty programme are prese nted in the

following (Fig.2.1).

Fig. 2.1: Goals of Loyalty Programmes
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the important loyalty

TYPES OF CUSTOMER LOYALTY PROGRAMMES

Customers earn various types of rewards under the customer loyalty programme
in the store retail industry. These can be financial or financial in nature. Some of
programmes are discussed below:

Loyalty Feature Pros Cons
Programme
Rebate Customer earns |It is easy to | May be expensive g
/Cash back money back from the explain to the |the company %8
prior pur(;:hases ?]nd customer May not | act
c?n redeem t_ €M | customer infre quent%@rs
ate_r OIa certain time derive value 0’
perio from this type Q
of offer .
\er
Discount A certain percentage | There is instant | ifargin of the company
Programme | of amount is | fulfilment ets reduced
deducliteg_” from the It is easy for | Gives an impression
overq ! dor on a customers and | that initial prices were
certain product companies high,
hd
é\, also provides benefits
) &@ to infrequent buyers
o
Club or |Buy 3 and get @@ It is easy for | Carrying card is
Punch card | free offer ﬁj customer to | necessary to avail
Programmes Make me ship understand. benefits.
card get | Makes Customer might punch
privil g\eJ ints customer a |in cards for multiple
(g\ permanent buyers and use points
‘Q(’ member by | alone.
issuing card
&
Point 4 Reward points are | Easy to | Customers have to be
Progri N‘le given to the | understand by reminded for usage of
%% customer which | the customer reward points
‘Q he/sEe c_ar; use for Price discounts | There is no instant
purchase infu  ture not required fulfilment of this offer
Tier Same as reward | Customers Companies might have
points but | purchase more |[to lose on their
customers can |to avail | margins.
upgrade their status facilities of
such as gold class | higher class
custome r and
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platinum class
customer
Free Free  delivery is | Customers find | Companies have to
Shipping provided to the |it attractive as | compromise with their
customer. Generally | saves their cost | margins
followed by the e - | of travelling
commerce and courier
companies for b’
example, Amazon é)
and Flip kart N>
]
Free Gifts Providing additional Customers find | Companie ave to
gifts to the customer it attractive comprg on the
on t.he buying of Instant margins
certain  product or | ¢, siment of the O
above certain bill reward offer O
amount : Y
gives more
customer O
satlsfactggﬂ
Flexible Providing free return Cus s, The forecasting of the
return period. Customers |e ally who | company can be
policies can return their )ﬁﬁ p online, | distorted.
pgrchased productsg QM ave .greater Sometimes  customers
W!th.out any has satisfaction as return  the  products
vylthln thg en |they can try without  any  valid
time. Vari e - |andthen retur.n reasons too.
commer the product in
comp are using | any
thls(éﬁ nfore.g. 30 problematic
turn policy of situation.
‘@xme shop 18
/:‘
Free 4 Providing free after | Customers get | Companies have to
servi \ sales service for | more incur extra
@ purchase of product satisfaction as | expenditure/ loose on
‘Q@ they save on | their margins
maintenance
cost
Auto - Upgrade the status Customers Carrying card is
Upgrade of the customer |draw necessary to avall
above a certain bill psychological benefits
amount satisfacti on
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It can be considered | through up | Customer might punch
as a part of tier |gradationoffers |in cards for multiple
system buyers

FEATURES OF A GOOD CUSTOMER LOYALTY PROGRAMME

With increasing competition, every company is offering some or the other type of
customer loyalty programme schedule for attracting the target customer. In such
a situation i1t is a challenge to attract
reward programme. To ensure continuous customer engagement following
features should be pr esent in the loyalty programme (Fig.2.2). ,\@U

A

1. Easy to understand: Customers should find it easy to use and understand.
Employees should be comfortable in integrating the programme with the

system. AV
A
2. Realistic: The rewards system should be meaningful and r ealistic. It should

offer substantial tangible benefits to attract customers. '~(\©

3. Data Based: The loyalty system should be data driven. This would help to
convince the customer about the benefits which is accruing from the
purchases . . O\J

4. Engaging: Customers should feel connected to the brand and rewarded for
their loyalty through the programme.

A

5. Measurable: Customer and company should be capable to measure the
benefits they accrue through the programme
b4

N

Easy Realisitcs Data Based | Engaging Measurable

Yy
Q Fig . 2.2: Features of Customer Loyalty Programme
BENEFIT/S;\&)CUSTOMER LOYALTY PROGRAMME

Every loyalty programme contains numerous benefits for the customers to attr act
them. Some of the main  benefits attached with the loyalty schemes are mentioned
below:’

<7
&nefits for the retail company
The retail organization can avail following benefits with the loyalty Programmes

1. Convert potential customers into loyal or permanent customers.

2. Build trust based relationship between the customer or consumers and store
Customers show impulsive purchasing behavior (m ore purchase) under loyalty
programmes .
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3. Cost of building new customer base is saved as per a research itis 6 -7 times
more expensive to acquire a new customer than it is to retain an old customer

4. Builds a stable flow of income through steady foot falls of the customers.

5. Customers develop a feeling of acknowledgement, respect and gratitude
towards the sto re when the rewards are granted.

6. With a regular loyalty programme, it is much easier to predict the sales figures
for the store . Leads to overall growth in  sales and profitability of the store
Benefits for the customers

Benefits for the ~ Customers @b'
Customers can avail following benefits with the loyalty programmes: , cgo

1. Customer earn discounts and freebies which they consider as value f@oney

2. Maximizing the rewards is at times an activity of entertain@and ego
satisfaction for the customers. e.g. Earning Gold Class status»benefits to
achieve self -satisfaction and social recognition

3. Being a component of certain product clubs make the customers feel importan t

4. Increased purchasing power and standard of living an‘;@ customers through
price offers availed under loyalty programme $O

SOURCES OF INFORMATION FOR CUSTOMEW ALTY PROGRAMME

Sources of information for loyalty Programmes mean the various avenues from

where we can get information about wiﬁ't type of loyalty programme to be
designed? What is the expectation of the customer regarding t he loyalty
programme? (Fig. 2.3). e

o
. 0
They serve the following purpose:

1. Provides information relate the customer preference reg arding the loyalty

schemes \‘},

2. Share information reg@rng the offers provided by the competitors
3. Creates awarenesgbout best practices in the industry
4. Helpin designi@ erfect loyalty programme for the retail store.

Various source@ information available for understanding and designing a good
loyalty pra mes are as follows:

Analyzig§ the Customer data: This involves going through the, available
customer data and making due decisions about choice and preferences o f
customers regarding the reward they accept. e.g.people who buy more electronic
.products from the electronics section of a retail store shop tend to get persuaded

by 6free after salesd offer provided by t

Similarly , people spending more on appare | , prefer O0free ret
backd offer. Cust omer data is either col
the bill records of the retail section.

Feedback from Customers: This involves taking direct feedback or comment from
the customer regarding their choice of loyalty programme. Feedback can be
collected from the customers through various mediums, such as:

a) Questionnaires

PSS CENTRAL INSTITUT E OF VOCATIONAL EDUC ATION (NCERT), BHOPAL




Retail Trainee Associate - Grade Xll

b) Suggestion and complaint boxes
c) e-formats
d) Telephonic conversation

Fig . 2.3%&& of Information for Loyalty Programme

1. Member 0s o8 Ug Fhessnvolves taking suggestions from members during
the annual members meet. Members are already loyal customers and can help
in improving loyalty  programmes based on their experience.

N

2. Internet&Q’Using information on internet to collect information about innovative
ways of designing loyalty = programmes.
Y
3. t research agencies: Hiring services of a market research agency and
Cpaying fee for their services.
~

g Observation of competitors: Observing the practices of successful rivals can
be a valuable resource.

MEMBERSHIP OF LOYALTY SCHEMES

Customer or consumer loyalty is a patron's readiness to buy or purcha
repeatedly, and loyalty is the end consequence of a positive patron enjoys,
consumer pride, and the fee of the goods and services the purchaser gets from the
deal or transaction.

se
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Customer loyalty is something that everyone org anization ought to aspire to
honestly through distinctive feature of their lifestyles: the point of beginning a for -
income enterprise is to grab the attention of and maintain glad customers who
purchase your merchandise to force revenue. Customers are depe ndent to spend
too more with manufacturers, who are reliable , and they inform their frie  nds and
colleagues about those manufacturers, which facilitates free referrals .

1. Ask customer about the membership of loyalty schemes

After created sales and providing  services to the customers, associates should have
to think about customer loyalty program. Business should have to discover a@y
to reward their customers for his/her loyalty with specific and extra benefits. Wit

the increasing competitive and crowded en terprise itis necessary to provj,d alty
facilities to the customers to retain them for long period of time. Part|C|pa

customer loyalty applications generally spend up to 18% (extra) %}Qother
customer. But this is not the only reason to provide ip of loyalty
schemes to the customers. It also makes customer satisfied and et in for long
period of time.

a. Better Customer Retention: Customer loyalty progr‘qms aSSIS'[ to preserve
customers engaged with business or enterprise - which plays a significant
function in how probable customers are to moving round, and what sort of they
are going to spend. In this point in time, cust § are making buy selections
primarily based on greate r than simply t eptional price - they're making
buying selections based totally on sk & values, engagement, and the
emotional connection. Customer ona@l rogram is a wonderful method to
attach with customers past ~ simply the point of purchase or bu y, to provide even
greater fee to customers, to i ace on shared values, and making them
pleased and much more proga‘%y to retain for long time.

b. More Customer Referrals the customers revel in the blessings of customer
loyalty application _,’Eﬁey will tell their friends and circle of relations
approximately it - the unmarried more depended on shape of advertising and
marketing. Referrals bring about new clients which can be loose to collect.

2. Respond Po{fb&ely to Customer

Responding to happ y customers regularly and attracting people who already
get pleasure from the products/services is the appropriate way to construct a
loyal subsequent and a powerful referral community.

CRGD orce the Positive . Trust the reviewer about the quality of the products
‘and services and take them and point out the behind -the -scenes reasons they
had an exceptional customer service. Hence, you can build buzz about your
enterprise and logo call. Even mor e, you could sell other product and involve
in a variety of f unctions to serve customers

b. Share Customer Success with the Team . Suitable reviews build a fine online
recognition. And it additiona lly gives a sturdy motivation to the employees.
Identify the personnel performance with true review praise them . It make

other readers need to check his or h  er competencies for themselves.  Test out
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how signature kitchen and tub layout and mentions a happy crew of personnel
dedicated to consumer achievement

3. Help Customer in Decision Making

Customers tend to buy onlin e and offline both. They want to save the money while
purchasing the product. They also want to purchase the quality product. Prior to
purchase the product online customers are involved to get the complete
information about them. Whenever customers go for shopping in store employees
assist them to take the purchase decision. Customers have choices available in

the stores, but they are unable to select them, in such situation seller helps the

customer to select the products and taking the overall decision r elated to purchase
and usage of the product. "
4. Provide Relevant Information \\

An ultimate chain to deliver is the retail. Retail is the area in which the products

and merchandise are offered to the quit users. Retailer purchases items and
merchandise from manufacturers in large portions and in turn put up for sales

them to customers in smaller quantities . It is considerably Very essential for the
retailers to communicate well with the supplier and customer. From the
producer, the retailer oug  ht to understand the subsequeRy r etailer ought to realize
when a new product/service is |  aunched or el ether the manufacturer is
introducing a brand -new versi on for the prevall&aq oduct.

Outlets have to get an everyday schooling from the manufacturer regarding logo -
new merchandise and fresh generation. A retailer must have information w  ell in
advance about any coming near pricing trade. Store ought to also know
approximately sales forecast from prod(ucer for given line of product.

5. Build and Promote Goodwiill

When business persons are ing products and services according to their
promises made to the buyers it builds and promote goodwill. Good will make
customers feel comfortabl suitable about the company. It assists to construct
positive relationships ana%sitive image that makes long -term achievement of the

business.

Activity 1;; isit a retail store to know about the different types of loyalty
program& prevalent in the retail sector.

Materigls)Required: Notebook, pen, pencil and checklist

Pr re:

. Visit a retail outlet nearby your locality
2. Observe and write a report based on following points:
(a) Observe in the retail store

1 What kind of loyalty  programmes are being run in the retail outlet?
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1 Make a list of the loyalty =~ programmes and collect the printed material or
brochure relevant to the programme, if printed by the store.

(b) Questions from the store manager

1 How is the store being benefited through the loyalty programme?

O

R
&
O
1 What are the criteria they consider to decide upon sahich loyalty
programme is to be offered by the store? @6
xO

<O
Yy
(c) Questions for  Customers ( Interview an@ne customer who is subscribing
to the loyalty programme) 0>

. ) N<
(i) Do you find the loyalty programmex ;ﬁactwe?
A\
Y
(il) How often do you practi(&e loyalty programme benefits?
o\
<~
&

O

v
(i) Have yo@ed any loyalty programme benefit in past?

2~

,\\\jv
RO,

v
QG‘('I% What are your expectations from the loyalty programmes?

Activity 2:  Draw a chart containing features of loyalty schemes and their benefits.
Material required: Pen/Pencil, drawing sheet, color papers, color pen, scissor
Procedure:

1.Write down the features of loyalty schemes and their benefits on the drawing
sheet.
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2. Use color pen, color papers to make an attractive chart.
3. Prepare a presentation and present chart in the classroom.

Activity 3:  Visit a shopping mall and identify the sour ces of information for loya Ity
programs in given situation

Material required: Notebook, Pen

Procedure:
1. Make a group of three students each and visit a shopping mall.
2. Take the permission from manager to accomplish your activity.

3. Ask manager to int roduce with the promotion manager or marketin%,
manager. <

4. Ask the following questions to the marketing manager: . \Q’
a. How they are giving information to the customers regarding %oyalty

schemes? O
b. How they are creating awareness about best practices in t gohe industry?
c. How they are giving information regardin% ffers of their
products/services? «Q
d. Are their shopping mall differs from their competitorbregarding loyalty
schemes? L,

5. Write down the answers of all the questions and r@are a group report and
submit to the teacher. %

Activity 4. Demonstrate how to treat customer @arding membership of loyalty

schemes. N
Material required: Notebook, pen and peib?'(optional item mobile phone)
Procedure: \J@

1. Make a group of two students.
2. Write down the name and @ct number of their friends or family members.
3. Call or meet with at least 5 frj%n s or family members who are doing regularly
shopping. b’
4. Greetthemanda s @Owing guestions to them:
a. Where are you @emg shopping for your household items?
b. Are you get@any membership card or loyalty schemes from shop?

c. What are ﬂbe benefits they are getting in their shopping mall or retail
shop

2
d. Wha Z'che methods  they are adopted to provide loyalty schemes?
5. After sdey prepare a brief report and submit to the teacher.

Check Your Progress

Q@ in the Blanks

1. is a phenomenon of being devoted or faithful towards
a cause, relationship, group or person

2. The customer gets into a relationship with the
brand/store through loyalty programs.
3.1t i s a chall enge t o attract and
program.

PSS CENTRAL INSTITUT E OF VOCATIONAL EDUC ATION (NCERT), BHOPAL



Retail Trainee Associate - Grade Xll

program with the system.

B. Multiple Choice Questions

2. The important loyalty programs are discussed below ~Q
a) Rebate /Cash back \,\J
b) Discount Programme %O
c) Club or Punch card Programmes @
d) All of the above . &

3. To ensure continuous customer eeéagement following features should be
present in the loyalty program Q

a) Realistic @
b) Measurable bﬁ
c) Botha)and b) ~XU
d) None of the%,
4. The retall ization can avail following benefits with the loyalty programs:
a) C tﬁeﬁ into loyal and regular cus tomers
b ‘&lild trust based relationship between the customer and store
Customers show impulsive purchasing behavior
@ d) All of the above
5. Which is not a sources of information for loyalty programs

a) Provide data and information about the customer preference regarding
the loyalty schemes

b) Not Share information regarding the offers provided by the competitors

c) Creates awareness about best practices in the industry

4. The goals of the loyalty programs should be very clear.

5. Customers earn different types of rewards under the customer loyalty
programme in the industry.

6. should be comfortable in integrating the

1. Which is not a goals of the loyalty program b’
a) Distract right customer \QQJ
b) Long term relationship with customer \\9
c) Create profitability and increased purchase Q,S,O
d) Collect database for customer <
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d) Help in designing a perfect loyalty program for the retail store.
C. State whether the following are True or False

1. Customers get to attract towards the loyalty programs only for discounts.
Loyalty programs cannot be non  -monetary in nature.

The rewards system should be meaningful and realistic.

Customer and company should be able to measure the benefits they accrue
through the program.

hownN

5. Every loyalty program contains few benefits for the customers to attract b,

them. &
6. Customer earns discounts and freebies which they consider as valuesfor
nothing. S

>
D. Mat ch the Columns Q
&

Column A Column B O
1 | Free Gifts A | Providing free after sales\/é‘egice for purchase of
product AO
2 | Flexible return B | Upgrade the status@t}e customer above a certain
policies bill amount \
It can be conidg'ed as a part of tier system
Vo4
<
3 | Free services C Provid'n%, dditional gifts to the customer or
pur r on the purchase of certain product or

%tawe certain bill amount

U’
4 | Auto -Upgrade Qcat Provides free return period. Customers can return
% their purchased products without any hassle within

the given time.
7 [meo

E. Short Answ stions
1. Wh loyalty programmes?
2. Di S the benefits of introducing loyalty programmes in a retail store.

3 @u t are the various types of loyalty programmes prevalent in retailing

%ector?
Q% What are the features of a good loyalty programme?
5. What sources of information should be refereed while designing a successful
loyalty programme?

F. Check Your Performance

1. Make a pres entation on different types of loyalty programs prevalent in the
retail sector,
2. Draw a chart containing features of loyalty programmes and their benefits
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3. ldentify and make a report on the sources of information for loyalty programs
in given situations.

Session 2 : Propagating Loyalty Schemes

CONCEPT OF PROPAGATION OF LOYALTY PROGRAMME

Loyalty programme is an effective mechanism to convert potential or new
customers into loyal or regular customers. Loyalty programmes are designed for
customer s, targeted at customers and used by customers.

led

Thus, these are directed from the retail outlets to the customers. The aim of loyalty
programmes is realized only when these reach the target audience in correct form

and customers respond towards them in the favorable manner. The idea of
propagation is depicted in the subsequent figure . AOV

The most important process that promotes loyalty among customers is effective
communication of loyalty programmes offered by the retail company to customers.

Desired positive response of customers towards the loyalty programme depends

on how effectively th e programme is communicated to them. Use correct medium
to communicate the key for successful propagation of the programme. Success of
loyalty programmes depends on how well it is communlcated and perceived by the
customer.

NEED FOR PROPAGATE THE LOYALTY PR'QRAMMES
Proper communication of loyalty programmes is needed for the following reasons -
1. Toinform about new loyalty prograrr']mes launched by the brand/store with the

customer. &@'

2. To fight with the competition and create interest of the customer in the bra nd.

2
3. To give tough fight to @Qf)etitors by making a long lasting and strong
I mpression Xh customerds mind by effect

4. To create loyal cu%mers out of potential customers.

5. Propagating Q& programmes during off season may create artificial demand
rs and help in selling the dead/held stock.

among 2;)
The nee opagate pr ogrammes (Fig. 2.4).

&~
e
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Create .
4 . Customer
Demand Interest

Need for
Propagation

N\

Curb
competition

Fig . 2.4: Need of Prop (lén of Loyalty Programmes

METHODS OF PROPAGATING@OYALTY PROGRAMMES AMONG THE
CUSTOMERS 5‘4

Customers have to be reached in the most effective manner through the most

and should be attractive enough to attract the desired response from the
consumer. There are various mediums of communicating programmes to
customers. These include physical, personal as well as technology based
mediums. Various mediums used for communicating the loyalty programme
customers are explained below:

1. Sooﬁ%edla Social mediais an internet technology based tool used for sharing
ideas, concepts, information and other form of expression. In the era of internet
driven world, itis the most effective and productive medium of sharing information

‘and promoting retail | oyalty programmes. Companies get wider reach and
immediate response through this medium. It also has a wide outreach but with

productive and effective medium to ensure accomplishment of loyalty programme
goals. The medium shouldhave a thoughtful effect on the mind of the customer

increasing influence of internet, it is losing its impact. (social media tools (Fig.2.5).

s to
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Picture 2.5: Social Media Tools '\Q
http s://rb.gy/eqwra9

O\.:
Social media tools are: %
Facebook @
WhatsApp \/
Q-

Instagram A
Twitter QJ&
Pinterest (b)s-'
Linkedin @
Google+

YouTube 0&

Viber
Snapchat %\’

WeChat %J

2. Print Media: &% media is one of the ancient forms of promotions. It involves
usage of. a kind of printed material for promotion and information
dissemi ﬁ&n. It also has a wide outreach but with increasing influence of

int ,itis losing its impact (F  ig. 2.6) .
} edia tools are:
Q% A Newspapers, magazine

= =284 -0_-9_9_9_29_-9.-°-

A

A Books, catalogues

A Brochures, posters,

A FHyers, directories

A Direct mail items like letters and postcards.
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Fig. 2.6 ( a):Magazine .\Oe
URL: shorturl.at/xAHN6

@ Fig. 2.6 ( b): Broshure
4 URL: shorturl.at/ezMV2
3. I\ic@%App Propagation: Mobile apps are considered as  the most favored and

easy to handle medium of communication. Mobiles have an easy and all time
Q~access and also the retention of information is longer. SMS are also used as

powerful tools for information dissemination to regular customers. Retail
chains like Pantaloons and Hyper city share special offers regularly through
messages sent to customers from their database. Various e -commerce
companies such as Myntra, Jabong and Shopclues are successfully oper ating
through mobile apps.
4. Personal Interaction: Promotion can be done or perform by the marketing
executives of the store shop either at the doorstep of customer or in the store (at
billing desk) or at promi nent Visit pl a
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personally promote schemes and sol vEig.Rust

Fig. 2.7 : Personal interaction '\Q
Source: https://bit.ly/2ZgpDUG

of information would help  in reaching the right custome&’?‘purchaser at the right

time. @)
GAIN CUSTOMER COMMITMENT TO THE LOY,?H' SCHEMES
Constructing purchaser loyalty gives you a excessive go back o n the time, attempt
and cash put money into supplying precise customer service. Loyal customers
purchase repeatedly and the value of promoting to them is low. And they will often
endorse commercial e nterprise to othgrs.
Expertise client needs, providing right carrier, handling custo mer proceedings
nicely and staying in regular contact all help enhance patron loyalty.
Make pu rchaser care a key the business strategy

1 Powerful patron relatlonshlp management method is org anizing the

business to give recognition on the desires of clients .

I Setoutthe levels of service that  intend to offer one -of-a-kind customerso rts.
As an mstance business  would possibly assi gn key account managers for
the maximum profitable customers

Make Ilf@e for the customers  more convenient by providing best service.

Try to shop the customer inconvenience at every level of the shopping for enjoy.

For instance, provide a easy system for returning unwanted items. Deal with
‘supplying excellent carrier in key regions. For example, customers regularl y
complain that deliveries fail to reach your destination on time. Provide be st service
to customers ( Fig. 2.8 and Fig. 2.9.) to make them satisfy.
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Fig. 2.8: Telemarketing Executive of a call centre :
Source: https://bit.ly/327KhnF \,0

X
O
A©$

X
%&‘b
,g’b'
<
4@ Fig. 2. 9 Customer service

Source: shorturl.at/gpRTY

Rec ize customer interest

@aﬂon is a tool to understand customers, perceive their choices, and
ompany them, profitably, along the entire consumer adventure.

With retail analytics, retailers able to understand the customers interest.
Behaviour of the seller before purchase and after purchase is very important to
understand by the seller. Thus, it is vital to understand the psychological behavior
of the customer . What are the interest of the customer and what the product they
likes are the way to keep and increase customers.

Get signs of interest to sign loyalty schemes
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Loyal customers spend 60% times by visiting the business orgnisation. And their
repeat purchases keep the customers 90% extra regularly. In truth, are 70%

customers are dependent on their habits to purchase ( www.bigcommerce.com ).
50% of existing customers interested in new products and they do expen diture
30% more than the new customers (blog.hubspot.com/service/customer -loyalty) .

Fill membership form

Running an online commercial enterprise has in no way been th Is handy. Make it
possible using this on -line pu rchasing order form. Manage, save and organize

orders inside this online purchasing form.
Vo4

It collects all the necessary information needed to make a successful orde r shape
online keep. Embeded customer shape via putting the HTML code for online
purchasing form into your e -commerce we b page. This is a buying form that is

ideal for commercial enterprise minded people. 0

Give customer proof of membership OQ

T With customero6s pleasure fal |l i ngakesweepiegt
adjustments to the business stores. But, constant minor improvements will
have as massive an impact as tremendous modifications.

T As a store, consumers maximum in all
psychology, however many successful outlets frequently use psychology to
attraction to capability consumers. \U

I It sounds complex, but it boils all the way down to the reality that each single
individual essentially has the same intellectual triggers that force actions. At a
simple degree, all human beings need to hold off from ache and are looking for
satisfaction. This serves beca@t‘ﬁe base of all human motion in the path of
every single day, and is something that stores need to hold in thoughts.

I That pain could come within the shape of a high rate, while the pride could be
a need to -have object or even just a| oose snack while they keep. J  ob or work
as a retailer is to discern out what pr
respond or react_ltg. Combining those persuasive or impressive psychological
triggers witrLsrpértly and effe  ctively advertising will be re  tail owner means to
promoting achievement.

Check c er detail for documentation

,N
I Collecting and storing facts about custome rs is critical to tailoring

Co[ganizations customer service application and developing the business. But,
‘there are prisons nece ssities regarding what to do with the records business
manager got accrued. Any purchaser records which customer collect ought to
comply with privacy laws, whether customer use this record or know not.

1 The legal guidelin es additionally cover how retail store could keep and use the
information. Whilst keeping records of clients, attempt to search out what they
purchaser or customers are shopping for , why they are buying, and the way
often they are buying. Encompass any ca pacity customers who have made
inquiries approximately your items or services.
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Activities

Activity 1. Visit a retail store to identify the various methods used by them for
propagating their loyalty programmes.

Materials Required: Notebook, pen, pencil

Procedure:
1. Visit nearby retail stores and observe any two famous retail stores in your
town/city.
2. Also observe the various methods used by them for propagating their loyalty b’
programmes. )
3. Make a report on the basis of following points: . %Q
() What product segments are they dealing in? ~O\
o
Store A Store B Q
*()6
O
. r\\-'
<
7
&
D
.'\(bv
(ii) Different Loyalty programmes run b@%e stores:
X3
Store A & Store B
%\J\)’

&
R
4"0

(i Hferent methods of propagating loyalty programmes followed by the stores:

e

Store A Store B
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(iv)Which are the most effective propagation methods?

Store A Store B

R

(v) Can these methods be used repetitively or one tlm(K'

éo

\

A

>
(vi) Do they think propagation of p sgémmes is a very important aspect? Why?

Y
=
>
2% %
N
(,‘b'

Activity 2: shopplng mall and Identify the mechanism of propagation of
loyalty pro @nes in given situations.
Material &u ed Notebook, pen, paper

Proce
¥sit the shopping mall and greet the manager.
% ake the permission from manager to ask guestions from sales supervisor.
. Ask sales supervisor about mechanism adopted for propagation of loyalty

programmes in their shopping mall.

4. Write down the procedure for propagation of loyalty programmes.

5. Ask sales supervisor how they are changing loyalty schemes under different
situations.

6. Prepare a short report and submit it to the teacher.

Activity 3:  Demonstrate the whole process of gain customer commitment to the
loyalty schemes.

Material required: notebook, pen and paper
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Procedure:
1. Vis it a shop and take permission from manager for customer survey.
2. Meet retailer and gr eet them. Take at least 10 customers surveys.
3. Ask follow ing questions to the customers:

s.no. Questions Feedback of customers to check their
commitment level to the loyalty schemes
(Rating from 1 to 5 points)
Answers the questions 1 2 3 4 5
Rating 1=very poor
Rating 2=poor b,
Rating 3= Average <
Rating 4=Good . éo
Rating 5=Excellent Y
1 Are you satisfied with the 0
services provided by the shop? Q
2 | Are your problems easily e
handled in the shop? O
3 Are you satisfied with the \,O
loyalty schemes of the shop? N
4 | Are you satisfied with the Q"
i nformationds pr %
shop regarding loyalty G@
schemes? A
5 |Are you satisfied with the N%
timely service of the shop? _ '5
6. Any other information customer @s to give regarding customer loyalty
schemes. %
éééééééééééééé%é eéeéeéeéeéeéeecéeéeéed
€ é A\

Check Your Progress

A. Fillin the Blanks 5{\4

1. Loyalty pr@w is an effective mechanism to convert potential customers into

customers.
2. &4\0 are consider as the most favored and easy to handle medium
o@}hmunication.
@5@ media is one of the ancient fo rms of promotions.
Q4. Disseminating about the loyalty programs through radio

channel is one of the most prevalent medium today.

5. Retail chains like Pantaloons and Hyper city share special offers regularly
through messages sent to customers from their

B. Multiple Choice Questions

1. Following are the features of a successful loyalty program -
a) Easy

PSS CENTRAL INSTITUT E OF VOCATIONAL EDUC ATION (NCERT), BHOPAL



Retail Trainee Associate - Grade Xll

b) Realistic
c) Measurable
d) All the above
2. Which of this is a benefit of a loyalty program
a) Increased profits
b) Increased purchases by the buyer
c) Botha&b
d) None of the above

reasons -
a) To share information about new loyalty programs_
b) To invoke interest of customer in the brand/
c) To help competitors
d) To give tough fight to competitors @

5. Loyalty programs aim to

a) Make occasional ‘\?ﬁst omers storeods
b) Provide customer satisfaction \J@
c) Provide value for money to ustomer
d) All the above &t
C. State whether the following bﬁ statements are True or False

1. Loyalty program ar @a’gned for customer, targeted at customers and used
by customers. é

2. SMS are not u§®-’as powerfu |tools for information dissemination to regular
customers

3. Propaga loyalty programs during off season may create artificial demand
am@istomers and help in selling the dead/held stock.

4. Th{

5 depanies get narrow reach and immediate response through social media.

& atch the Columns

3. Various mediums used for communicating the loyalty programs tob'

customers are explained below xc,@
a) Social media ’\,9
b) Print Media O
c) Mobile App Propagation Q’Q’
d) All of the above <
4. Proper communication of loyalty programs is not needeaQ)r the following

are very less mediums of communicating programs to custom ers.

pe

” | Column A Column B

1 | Social Media A | FM channels

2 | Print Media B | Internet technology

3 | Telephonic Marketing C | Newspaper

4 | Radio Marketing D | Recorded telephonic message or personal calls

E. Short Answer Questions

1. What is the meaning of propagation of loyalty schemes?
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2. How does it help in retailing sector?

How social media helps in propagation of loyalty schemes?

4. Discuss the importance of personal interaction & telephonic conversation as
a tool to propagate loyalty schemes.

5. What are different tools to propagate the loyalty schemes apart from social
and print media?

6. What are the benefits of using radio marketing for propagating loyalty
schemes?

w

F. Check Your Performance @b'

a charton it
2. Demonstrate the methods used in propagation of loyalty progrgiwes.

1. ldentify the mechanism of propagation of loyalty programmes and p@.@re
s

Session 3:  Membership Drive

MEANING OF MEMBERSHIP DRIVE \,O

)74
Loyal customers are the people who show a repetitive purchasing behavior. They
often patronize same brand or store whenever requirement arises. In order to make
these customers a regular and integral part of selling process they are made
0 me mber s & tocef Members are the special status holders who get better
offers and privileges as compared to the other regular customer s. A regular
customer might not be a member necessarily. Members own a proof of membership
for e.g. a membership card, which he  /she uses every time to avail membership

benefits. &‘0'

A store maintains a complete record/database of its members and uses this data
for various reasons such as market research, wishing the members on special
occasion etc. Converting a customer into a member assur es the long term
relationship between the store and the shopper. Membership means continued

sale in the store. Thus, making members is a profitable activity for any store.
ANLT
The process or steps followed by the store to convert a customer into member is

call ed as a O6membership drived.

<7
STEPSQIQ%LOWED DURING A MEMBERSHIP DRIVE

Th/e\&\s followed during membership drive are divided into following 3 stages:

‘%‘t?ge Aim Functions

Pre- To attract customer Providing information about schemes
membership through various promotional mediums
Stage and personal interaction.

Membership | To register customer as Enrolling members, collecting member
Stage member database, issuing membership data

PSS CENTRAL INSTITUT E OF VOCATIONAL EDUC ATION (NCERT), BHOPAL




Retail Trainee Associate - Grade XI| EE

Post To provide benefits and Delivering membership benefits and
Membership | accrue customer | retaining the members
Stage satisfaction

Each of the stage is explained in detail as under:

1. Pre-membership Stage
a. Promotion of membership schemes through various mediums such as

personal interaction, print media, social media, word -of-mouth promostion,
radio promotion, social event etc. [All of these mediums have be@
discussed in detail in session 2] “Q
b. Interaction with the customers \},9

Interaction with the customer involved having a face to face inte%?e with
the customers. T he store staff/marketing team has an act&@ le at this
stage. <
Who will interact? NQ

1 Customer care executive of the store Q)

1 Hired marketing executives \J\’
Where to interact? O

1 Interact at the store premises %

1 At the kiosks/stalls setup at malls, tr@ fairs or other public places

1 Or at the doorstep of the customenas suitable

With whom to interact?
Interaction can be with 3 types oi&stomers:
9 Present members $v understand their satisfaction level and
K

requirements/feedb any.
1 Prospective merp@g - first time or new customers are prospective
members. Convert them as a permanent member.
1 Lost Mem@’- to understand the point of dissatisfaction and
convincirig themtore -enroll themselves as members.
1 Whatis to jn@fgct?
2. Take oppgr‘tu‘ﬁity to ask the custome rif they ar e participants or members of
any |0§'a|t>; scheme and if they are concerned in joining.
\Explain customers the features of
CJ the benefit attached with joining the membership.
@ 1 Patiently handle the doubts of the customers regarding the scheme or
Q objections of the prospective member.
1 Give necessary information to the customer so that he /she can decide
to join the membership scheme.
1 Politely accept the complaints of lost members or the existing
members and resolving theiris  sues.
1 Recognize the interest of customers in joining the scheme and follow

up.
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3. Membership Stage

It is the most vital stage as the customer database in created during this stage for
further use of the company.

It involved following steps:
a. Enrolment of the interested customers though membership forms.
1 Collect the customer data using the enrolment form.
1 Assist customers in filling up the details
b. Explain to customers about terms and conditions attached with the )

membership status if any. <~
1 Form shoul d be ready physically or electronically (e -form) as enient
to the customer AN

I Cross checking the detail of the form with the customers for any errors
1 Forms can be available to the customers (who are not willing to fill it now)

for future use. Ne)
1 Save the d ata of the form in the system so as to create customer
NS
database. X
X

c) Make provisions for maintaining privacy of the customer. Design proper
privacy guidelines to assure customer data security. Pledge to the customer that
data provided by them shall not be revealed to anybody.

NG
"\(&'
Y
Membership Form 0 Thing&@é’ 1 Name
remember
O 1 Address
 Form should be sh and ,
simple bé 1 Marital status
1 Avoid desc@z@% guestions T Date of birth
1 Avoid %sonal guestions T Anniversary date
1 Add[{%’ortant dates columns T Education (if necessary)
as anniver sary and 1 Kind of benefits looking
4 irthdays to use for public forward from the store (option
»\ relation activities based)
G,\J § Form should not be too
- .
Q@ lengthy and confusing
1 Give option to tick so as to
make filling process easy
1 Explain all the terms and
conditions attached with the
membership card.
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91 Design a separate form for an
associate card to be issued
along with a main card.

d. Issuance of proof of membership to the enrolled customers in the form of
membership card.

1 Membership card should make available to the customer as the proof of his
membership. Itisi ssued to the enrolled customers  (Fig.2.10).

1 It is to explain customers about how to do usage of card. For example,k
mention collection and redemption of reward points in card. \QU

1 Different membership card can be issued by the same store. \\

1 Explaining the customer the importance of different cards and th e privileges

attached with different card types e.g. store can have bronze, s% and gold
class customers. Customers can upgrade from bronze to class with
accumulation of reward points.

1 Customers should be promoted to upgrade their status(@rd type with time.

Q(/' Fig 2.10 : Membership card

Source: shorturl at/uvXY9
e. Rmssu@ of membership card to the lost members -

members who had exited, can be re counseled to re -enroll for the
embership
Q A form for lost card must be filled by the customer.
i Reissue the cards to the past members to convert them into active members

4. Post Membership Stage

This stage is considered as the stage of performance delivery. The promised
privileges are delivered to the members. This stage can be called as the stage
of member retention. Following two important functions are executed at this
level:

a. Providing membership benefits (Fig. 2.11)
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Fig. 2.11: Membership benefits for customers »\Q@
Source: https://bit.ly/2Zs0Osld

members to accrue member satisfaction. § @)

1 Financial benefits include cash discounts, @/a d points, cash back, pay
back points. \

1 Psychological benefits include giving cial privilege status to the member
as compared to normal customer,»QgJ nding personalized cards on important
days of the member, recognizi i loyalty towards our store through timely
awards (declaring customer, ohthe quarter) etc.

1 Physical benefits incl oviding gifts and tokens for recognizing the
special status of th.)@¥hember e.g. sweets on special occasions, free gifts on
purchase above cgnain bill amount etc.

'(ﬁp
b. Member -gradation -
@ 9

Upgrade the existing members in terms of their standard based on their

holders to gold class and extending the periphery of their benefits.

(o~

CPersonal interaction, enrolment of members, issuance of cards and providing
‘deliverables are important functions executed during the membership drive.
Flawless operati ons of store staff at these levels lead to member satisfaction. A
satisfied member acts as the promotional medium for the store and attracts
more members.

Membership drive aims to create a long term association with customers
thereby ensuring regular sale s and profitability.

1 Various financial, psychological and physical benq{i}@' are provided to the

purchasing behavior and loyalty towards the store. For e.g. u pgrade silver card
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Activity

Activity 1: Visit a retail store to identify the various types of membership

programmes used by the retail store

Materials Required: Notebook, pen, pencil, and checklist

Procedure:

Make a group of five students

Ask them to visit a retail store/ departmental store/mall

Meet with manager and greet him.

Tell the purpose of visit and take the permission for the visit retail store \Q,

Collect following information from the member retail store: &\9
NS

QO'
~&

aprwnpE

i The customer is member of which retai | store?

A

7

X
O
i.  Whatis the category of his membership?

iii. Does the membershi%%ve some validity?

Q v.  Discuss with him, if such membership drives are successf ul mediums of
attaining his/her  loyalty?

Activity 2:  Draw a chart containing steps followed during a membership drive.

Material required: Drawing sheet, pen, pencil, color
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Procedure:
1. Take a drawing sheet, pen, pencil, and color.
2. Write down the steps followed during membership drive. Three steps are:
a) Pre-membership Stage
b) Membership stage
c) Post membership stage
d) Write down main points of all the stages. b,
3. Draw pictures according to the steps or paste photos from newsp?pe@or
magazines on the drawing sheet. NY
4. You can also collect membership card, membership for '~Oraction
pictures, reward points photos and paste it on the drawing s@e g

4. Make attractive chart and submit to the teacher. ~O

Check Your Progress

A. Fillin the Blanks
1. are the special statu I@lers who get better offers and
privileges as compared to the other regk customer.

2. Interaction with the customer invog&é('having a interface with
the customers. Q-

3. Interested members are engolted through forms.

4. Stag %é be called as the stage of member retention.

5. Membership G:&’ are issued as a proof of membership to
the customer. ¢x_,

B. Mul tiple Choic&@iestions

1. Providing Yinformation about schemes through various promotional
medi and personal interaction are the functions of

\Qre-membership Stage
@) Membership Stage
Q@ c) Post Membership
d) All of the above

2. Delivering membership benefits  and retaining the members are functions of

a) Pre-membership Stage
b) Membership Stage
c) Post Membership
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d) All of the above

3. Enrolling members, collecting member database, issuing membership data
are functions of

a) Pre-membership Stage
b) Membership Stage

c) Post Membership

d) All of the above

member is called as a \Q
a) Pre-membership Stage \\/

b) Membership Stage ,Q’

c) Post Membership Q

d) Membership drive *Q
5. Details included in  the Membership form \JO

a) Name and Address O\"

b) Marital status %

©

c) Date of birth and Anniversary date \

d) Al of the above N
@’»
C. State whether the following (@ments are True or False
1. Converting a customer jpidy a member assures the long term relationship
between the store and opper.
2. You can only inte the store premises for converting customers into
members.

3. Post-membe@ép stage is the stage of delivery.

Giving a@! of membership is compulsory.
ssociate should explain the terms and conditions attached with

5. Thes
the évfbersmp before issuing membership.

B

4. The process or steps followed by the store to convert a customer m%b'

\lvacy of customerds data is not the
Dﬁ: the Columns
Column A Column B

1 | Pre-membership Stage A | Convert a customer into member

2 | Membership Stage B | To attract customer

3 | Post Membership Stage | C | To register customer as member
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4|/ Member shi p d|D |To provide benefits and accrue customer
satisfaction

E. Short Answer Questions

1. What is meant by loyalty membership drive?
2. Discuss in short the steps involved in successful completion of the
membership drive?
3. What points have to be considered while framing and filling the membership b’
.

form?
4. What functions have to be performed at the post membership st Is it
important stage? NY
F. Check Your Performance Qov

1. Role play on different membership drives for loyalty schemeé}

Draw a chart containing steps followed during a membe@p drive.

CUSTOMER RELATIONSHIP MANAGEME( PCRM)

Todayds customers are engaged customer
connected with various sources of information like internet, publications,

friends, community etc. In such a scenario, it is a challenge to accr ue customer
satisfaction. For any retail store, it is very important to achieve customer
loyalty. The basic aim of any retail management function is to build long term

and stable relationship and connection with the customer. CRM is the tool to

achieve thi s objective. Simple retail marketing strategy aims at increasing

sales; CRM aims at building long term customer relationship and achieve
customer loyalty. (b}

OBJECTIVES M

CRM s defi?led as a oplanned a pproach of managing, developing , and
mai ntaining a profitable relationship W

Yy
CRmctive is to boost customer loyalty, simplify processes and increase
overall profitability. These are fulfilled by logical use of customer database a nd
4nformation technology tools (Fig. 2.12).
Yy
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Increase
Profitability
/\ IT Tools
Cusomter Simplify
Loyalty Processes
Fig . 2.12: Basic Objectives of CRM @
; , O

There are various other objectives of using CRM in a retail outlet. These aré
discusses as follows: O

N
Customer Satisfaction d Aim of CRM is to achieve customer satisfaci{ 'thelps
in providing many servicestot he customer such as solving cus r queries,
order/delivery management and information sharing. Satisfi stomers
remain faithful to the business and spread good word -)c()tsnouth.

Expand the Customer Base to manage CRM & CRM not only works for existing
customers as well as prospective customers. For this it creates database for
the prospective customers. This manages the existing or present customers
but also produce database for the prospective customers.

Improves sales & Customer relationship m ement functions to achieve
increased sales and suggestion selling and improve forecast accuracy. CRM
helps to build new sales chance or opportunity and increasing profitability.

AV

Improve Workforce Productivity 4 CRM systematizes the whole system of sales
and marketing management. Sales staff can easily manage customer data and
track sales team performance or work outcomes. The salespersons can deal
with the customer investigatiog speedily and determine their problems.

CUSTOMER
SERVICE

Fig . 2.13: Components of CRM
Source: htt  ps://bit.ly/329tn7q

Successful CRM is based on high quality purchaser or customer data and
information technology (IT). It has a much wider approach as compared to
general marketing. It assists marketing, sales, order management and
customer support (Fig. 2.13).
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CRM AND CUSTOMER LOYALTY

CRM initiates are directed towards customers. The basic aim of attaining
customer loyalty is achieved using the CRM technigues. CRM initiatives work

to improve customer experience in the store there by achieving customer
satisfaction. The final destination of a successful CRM is customer loyalty. It
is reached due to following features of a CRM program:

Keep in touch strategy - CRM ensures a continuous contact with the customer

f Maintaining the customer data and using it logically at various junctures _
like sending personalized cards to the customers on their special

. N~
occasions. 00
1 Make the buying or purchasing experience very convenient and personal
by streamlining the processes in the store. «OU
1 Rewarding the customers with their growing association with the store.
N
BENEFITS OF CRM R 0\’
Any customer loyalty programme of a retail store shop can be successfully

operated only through well planned CRM initiatives. Retail stores in addition
to customers draw various benefits from CRM. These are discussed as follows:

Yy
Benefits for Companies ,(,\,
Ved
Organizational effectiveness: CRM leads to greater co -ordination among

various departments by effective implementation of technological applications.
It promotes a collaborative working environment.

1. Effective information mang@ﬁent: It provides a centralized database
collection system, where entire customer and sales related data can be
stored and processes as and when required.

2. Enhanced custorp&byalty: Basic purpose of CRM is to achieve  customer
loyalty. Continuous concentration is on achieving customer satisfaction
and converting regular customer into loyal customer

3. Redu/geﬁ tost of operation: Due to automation and information
management overall cost of operation is reduces especially the cost of
mé_rketing

ecision support: The operation of decision making becomes much faster,
fact based and efficient by application of CRM.

5. Maximized revenues and profits: Reduced cost of operation, increased
customer satisfaction and enhanced customer loyalty induces to maximized
sales and profits.

6. Strengthen leadership in market: With effective implementation of CRM,
companies can beat the customers and develop a favorable image in market.

at multiple points making customer a part of store life and vice -versa.
Understa nding what customer wa nts and providing exactly in the following
o/
manner:
\(\,@
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BENEFITS FOR CUSTOMERS

1. Decreased cost for customers: As the overall cost of operation for
companies reduces, the benefits are approved on to the customers. Thus,
customers also get to pay reduced cost for their purchases

2. Timely Delivery: ~ With automation of entire process, the time management

becomes easier. Thus, delivery time can be reduced and managed efficiently
using CRM.
A
3. Personalization and closeness: Accurate customer database is

s .

maintained under CRM. Thus, a more healthy relation with the customers
can be maintained. e.g. automatic generation of birthday greeting mail for_
the customer though CRM t ool creates a personal relationship between
store and customer. Q

4. Effective query and complaint management: Customer queries are
handled effectively under CRM system. Timely and helpful solution provides

satisfaction to the customer. LS
X
5. Increased  Satisfaction: Due to decreased _cost, timely delivery,

personalized approach and effective query solution, customers draw
maximum satisfaction.

AN
Benefits for Company %q?é?its for Customers
'
1 Organizational effectiveness (5,“ 91 Decreased cost for customers
1 Effective informa 1 Timely Delivery
management b% 1 Personalization and closeness
T Enhanced custom Ity i Effective query and complaint
1 Reduced cost Q{Qperation management
91 Decision s%&it 1 Increased Satisfaction
T Maxi 'z@revenues and profits
1 sﬁgﬁen leadership  in
G‘@l et
%"FRONIC CUSTOMER RELATIONSHIP MANAGEMENT (E -CRM)
ge recent development in the field of CRM is E -CRM. With the increased usage

of desktops, smart phones, tablets and laptops, and CRM is also becoming
technology oriented. The obj ective of E -CRM is to develop and establish all
CRM functions with the use of communication tools such as e -mail, instant
messaging, forums chartrooms etc.

CHARACTERISTICS OF E -CRM
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9 It allows the businesses to cooperate and interact with their customers
and employers by using internet.

1 E-CRM proposes flawless combination of CRM procedures.

E-CRM is quick and reliable.

1 It has high security features attached to it leading to better security of
data.

DIFFERENCE BETWEEN CRM AND E  -CRM

=

N

CRM E-CRM @0'

Af\y
Uses conventional technology tools Uses high speed internet °\9
such as fax, telephone «Q\

A

It involves the company taking care Customer can take care’Qf himself
of customer via internet via internet. Like seILOQQeneration of

complaint form

LWV
~

Supporting apps have to be No such requirgment
downloaded to work O

Yy

It is product and function oriented It is Q@mer oriented

Time and cost for maintenance is '[{ﬁ and cost of maintenance is
high @lich lesser as compared to
Q- traditional CRM

Activity 1:  Visit a retail st% nd identify the components of CRM
Materials Required: l\@ ook, pen, pencil
Procedure: X,

1. Make group Ive students each.

2. Ask the "fisit a retail store/ departmental store/mall

3. Meet@ﬁh anager and greet him.

4. Te urpose of visit and take the permission for the visit retail store
5. §9uss what benefits are they drawing out of CRM with store
resentative?
Note down the answers in notebook.
Q 7. Prepare a report on visit and submit to subject teacher.

Activity 2 : Draw a chart cont ains the objectives of CRM.

Material required  : Drawing sheet, pen, pencil, color.
Procedure
1. Take all the materials and draw a chart on objectives of CRM.

2. Prepare a neat and clean chart and submit to the teacher.

Activity 3 : Role plays on the non -store retailing process in a given situation.
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Material Required : take items like books, stationary items, food items,
decorative items.
Procedure :

1. Make a group of 4 students.

2. One student play the role of customer, second student play the role of
associate, third student play the role of non -store retail manager.

3. Customer needs some stationary items. He/she ordered online.

4. After few minutes associate got message regarding requirement of

stati onary items to the customer. b,
5. Associate reached to the customer and deliver stationary items. <
6. After that customer started his/her work. . ch’
7. Customer became hungry. He/she picked mobile and ordered pi(é&l
another non -retail shop. ,Q,
8. After some time associate rec eived message about pizza ofder.
9. Associate delivers pizza to the customer. ~Q©

10. Customer became happy for timely and good service.
11. Customer received message regarding feedback Teffmn on the mobile

phone. @)
12. Customer gave excellent customer service back.

Check Your Progress
7i -

A. Fill in the Blank

<
1. CRM aims at building  long r@{& relationship and achieve
customer N>
2. Objective of CRM is to %ﬁlify and increase overall
@
3. Due to automati and information management overall cost of
operationis under CRM.

(
4. Technok@'&rioe'nted form of CRM is called as
5. CF@ to achieve customer

B. Multi hoice Questions
ustomers are rational and are well connected with different sources of
Q information like

a) Internet

b) Publications

c) Friends and community
d) All of the above

2. The final destination of a successful CRM is customer
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a) Loyalty
b) Satisfaction
c) Services
d) None of above
3. The basic purpose of any retail management function is
a) To build long term relationship and connection with the customer

b) To build stable relationship with the purchaser or customer.

d) All of the above \\
4. Which is not the objective of using CRM in a retail outlet QQ

a) Improve Customer Satisfaction ~O

b) Reduce Business Sales \,O

c) Enlarge the Customer Base o)

d) Improve Workforce Productivity %

©

5. Benefits of CRM for companies \
N

a) Leads to greater co -ordination 'Q
<

b) Provides a centralized datab

c) Achieve customer onalty@
d) All of the above bﬁ

C. State whether the follt)%qj? statements are True or False
f

1. Basic Objectivescof TRM are fulfilled by logical use of customer database
and mformatm&tchnology tools.

2. E-CRM e speedy and reliable than CRM.

3. Supp lg);apps have to download in case of e -CRM.
4. y manages the current or existing customers.

5. tive CRM can lead to defeated competitors.

M is based on high quality customer data and information technology.

Q%atch the Columns

c) To provide information from custome r \Q

Column A Column B

1 | Benefits of CRM for A | It is customer oriented
companies

2 | Benefits of CRM for customer B | Enhanced customer loyalty
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3 | E-CRM C | Itis product and function oriented

4 | CRM D | Timely Delivery

E. Short Answer Questions

1. What is meant by CRM?

2. Discuss in goals of implementing CRM in a retail outlet?
3. What benefits are accrued by retailers and customers through E-CRM?
4. What benefits are accrued by retailers and customers through E- C%@'
5. Whatis E -CRM? In what ways does it  differ from CRM? \Q
D
F. Check Your Performance \\

1. Identify the components of CRM and make a presentation OQ'Q'
2. Draw a chart contain the objectives of CRM

3. Role plays on different benefits of CRM «QQ
4. Role play on the non -store retailing process in a gigen situ ation.
N
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MODULE 3 CUSTOMER INFORMATION SYSTEM

AND CUSTOMER RETENTION

Module Overview

Customer retention means to the actions and activities companies and
association s or organization s take to decrease the number of custom%\f
defections. The objective of customer retention programs is to retain as various
customers as likely, often by the customer or consumer and brand loyalty id

It is vital to remember so as to customer retention begins with the im ial
contact of a consumer and it maintains relationship with th(@@){omer
throught out the lifetime.

.
A retail organization can retain their customers by providing information and
advice to customer, by handling customer complaints, by creating positive
image of self and organization in the customer mind and by satisfying customer
through team work . \O\'

This unit is divided into four sessions. The first session deals with providing

informa tion and advices to customers, s  econd session explains about how to
mana ge th e customers complaints, t hird session describes about to create a
positive image in customer s mind and fourth session discuss  es the customer

retention strategies. K‘fo'\

Lear@&)utcomes

After completing this moduleb%u will be able to:

1 Identify the cust nformation and advices to customers

T Expl ainytshe mechani sm for mana.ging ¢

1 Follow the gujdgtines to recognize the customer needs

1 Custome(rg'{ention

Y
QQ) Module Structure
i

&Jsion 1: Providing Information And Advices To Customer
o@‘gession 2: Manage The Customer  Complaints
Y

Session 3: Create A Positive Image In Customer Mind

Session 4: Customer Retention Strategies

Session 1:  Providing Information and Advices to Customer

INFORMATION NEED OF A CUSTOMER
The retail industry  greatly analyze and using information to  drive its day -to-

day activities . In this industry not only retailer but also customer requires
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information about the diff  erent aspects of the products  (Fig. 3.1).

Good products/service is the easy fact is that no -one will purchase it, if they
don't need or want this. And customer d o ndnht¢ourage anyone that they want

to purchase what they're offering unless retailer clear ly understands what their
customers really want . But every customer wants  or needs information about
the different aspects of the product. Customer needs information about the
following :

1 Product b’

1 After sales services )

1 Availability of product . éQ'

1 Price of the product \\

1 Product variety Qy

J
Fig.73.1 Providing informationf6s to

XY Source: https://bit.ly/344xBz7

It is the duty o}e&ery retailer  to provide the clear and accurate information
about the products whenever it is demanded by the customer. Retailer should
also checks whether customer understanding about produ cts or services isin
right way. Sometimes retailer is not able to provide adequate or sufficient
inform&tio™ about  any specific product or service to their customer, in that

they should get the information from the reliable sour ces and forwarded to
‘c‘gstomer.

NEED OF COM MUNICATING INFORMATION TO CUSTOMER

Retailers need to communicate with the supplier in addition to the consumer.
From the manufacturer, the retail store should identify the subsequent:

91 Retailer or owner should be familiar with when unique product is launch ed
or else whether the manufacturer or producer is start a new alternate for
the current or existing product.

I Retailers should get a usual training from the producer or manufacturer
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about brand original or new products and fresh technology.

1 Retailer shoul d have information well in advance about any impending
pricing change.

1 Retailer should also know about sales forecast from producer for given line
of product .

RETAILERS POLICY FOR CUSTOMER SERVICE INFORMATION

The finest time is to set up policies and procedures for retail shop or business
is during the planning stages. By supposing problems before open the doors,
every retailer can strategize how they'll handle special circumstances, and the

Types of Payment
U
1 What forms of money or currency do you accept? Q

check? A
Do you widen credit or propose terms to customers?

In what way you handle  returned checks? O\’
Which credit cards do you receive or accept

1 How far currency or money will you @u the till?

= —=a A

Product Pricing

: , Y
f Whatis your store's  markup? | &
I Have you created a pricing strategy?
I Do you propose discounts on bulk purchases?
91 Do you offer or propose gr)eloyee discounts?

Layaway
N/

1 Will you allow ay purchases?

permit items to endure on layaway?

 How Ionwﬁy
1 Whe% u store layaway items?

iety of paper trail will you put into practice to track layaways?
Returns and Exchanges

%Gw'bo you sell any goods or merchandise where returns are restricted by
law?

How open -minded are you on returns and exchanges?

In what way the goods or merchandise be returned?

Will you need or want proof to buy before exchanging or refunding?
What data and information will you gather from the consumer or
customer on the Merchandise Return Form?

1 Where will your return policy be posted?

= =4 4 —a

&

normal day for work ing or operations. This helps keep away from creating
errors or mistakes once they're faced with customers. \}",9
AN

1 How much Wlpg’ consumer or cus tomer be necessary to pay down?
u

O

1 What information is necessary  froma consumer or \cbgtlomer paying by

Is there a time period for which a thin g may be refunded or exchanged?
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Special Orders

1 Will you have any special order merchandise or goods for customers?
1 How far, if any, will you have need ofa s a deposit?
1 What will you act if the customer doesn't come back for the item?

Hours of Operation

1 What are the ordinary hours of procedure?
1 Will you have extensive hours during the public holiday shopping
season? %8

1 What holidays will the store close? . ch
AN

Other Store Policies and Procedures
v

1 Who will be in charge for the common housekeeping of the re@re?
Will you offer or propose gift wrap? If yes, at what cost? <

Will your retail store have a gift registry? ~O

What's the policy for groups  soliciting donations? \JO

How will you handle product loss due to damage?-Xu

What is your shoplifting policies and procedm:%.9

Will your retail store have a gift or offer regi@r?

What customer service practices  will rretail s tore incorporate?
Does your retail store offer delivery s yide?

What will you make sure of in the &\%ht of a power failure?

Every retail organization follows theﬁ&é policies and procedures to directs,
rather than being set in stone. Igo er to rationally satisfy and delight the

1
1
1
1
1
1
1
1

=

customer, some circumstances call for twisting the rules and regulations.
Validate forms of expen@, layaways, returns, and other policies and
procedures are clearly p@d for consumers or customers to see.

This will allow a retailer with no trouble and confidently enforce store rules. As
retail business grows and adds more experience function ing retail business or
enterprise, periodically assessment and revise policies and procedures as
necessary.

Retail erds policy for providing infor ma
(Wi

Customer service is the important  part of sales and loyalty in retail, yet lots of

traders preserve to under  estimate simply how powerful it could be. H ead to

‘the mall and also  see that many groups still fall quick when it move toward to
serving and delighti ng purchasers. Try to provide extraordinary customer
support and make sure  that every team members are willing to head above the
past services provided to the customers.

Acknowledge customers

One of the most important things that make retail shop so interesting and fun
is the fact that retailers ~ may come upon an array of character s at shop. From

easy-going consumers who make small talk, to clients on an undertaking who
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just want to get inside and outside of the shop, outlets address diverse varieties
of people on an everyday foundation.

And as any accurate merchant knows, there is not one singl
pleasant exercise for converting all sorts of customers. Every client comes
along with his/her own set of tendencies, and shops must acknowledge those
differences and tailor their processes therefore.

Identify customer need for i nformation

Earlier the business start promoting its commercial enterprise owner need to
realize what his/her  clients need and why. G ood customer studies enable
business work out a way to inform and persuade yo ur customers that they
need its product/service s. \°>%y
AAQ

The first step of consumer studies is i dentifying your customers. Business

market studies need to provide assistance to recognize the potential
customers. In add ition, consumer research let develop business a more
designated image of them and recognize a way to goalt  hem. Itis going to also
spotlight key characteristics business clientds proportion,

Perceive your customers

1 gender

age

career
disposable profits
residential area

9 Leisure sports.

= =4 - —a

Y
Communicate information and %e to customer

Communication competencies outline the way business organization progress

in addition to professional existence. Organizations might have a brilliant
concept for a new commercial enterprise, but if retailer s are not able to speak
with the investor s, dWill be shut down.

| f thea&etailer may Oconvince <custome
services, business will  virtually flow in the right direction. Verbal exchange
occurs from ads to hoardings, emails to the messages and now -a-days, on the

social ?aédjafwebsites like Facebook and Twitter.
)]

At the similar time as powerful verbal exchange competencies have to be
embedded in all employees of an agency, carrier representatives who deal
“directly with customers face a bigger undertakin g than their opposite numbers
that co pe with customers online or through cellphone. The shortage of key
service capabilities can risk placing the enterprise in embarrassing situations
or worse yet; the commercial enterprise should grow to be dropping custo mers
due to bad customer support.

Right here are some conversation concepts that all businesses can use to
communicate effectively with the patron, delighting him and growing customer
pleasure and loyalty.
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Features of information

Many people consider fac tor of point of sale (POS) system s as a cash sign in
for rising up sales. A c haracteristic -wealthy solution, which inc lude
shopkeeper, is just a sturdy POS solution , however a completely integrated
retail management system which could provide a real omni -channel experience
for clients. (Omni -channel fi isacompletely -integrated technique to commerce
that offers customers a unified enjoys across on -line and offline channels).

~

I nformation meets with customer s needs

However, exact business products/services s the easy fact is that nobody
purchase it I f they dondt need i tcu $ i
might not know what they want until business organization or retailer, &
understands what they want. Understanding and know  -how customer wishe s
is the focus of every retailer . Retailer persuades customers easily to their
existing customers. This guide tells retailer what they need to recognize
approximately about their customers, to sell customers extra efficiently, and
the way to win commercial enterprise from its competitors. O

Ways to help customer \,O

\ %4
Retail store keeps various representatives to help customers. Just a few
changes allow them to attract new or prospective cﬁ@o‘r’ners and stand proud
of their competitors. Business needs to create change within the time period.
At the time of welcoming patron it has to provide excellent services. It has to
be search ideas out of their competition and ask stakeholders about what they
need and what they supply  (Fig. 3.2). 6’&"

SUPPORT SERVICES

Fig. 3.2 : Support Service
Source: https://bit.ly/2Nw9vYe

Refer to right person

Purchaser referrals are one of the effective ways to promote, advertising and

marketing the goods and services. In fact, the first -class supply of recent
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commercial enterprise is a referral from a happy patron. Other studies
additionally show that the customers additionally say that referrals are most
important in figuring out from where they purchase and what they purchase.
Given the commercial enterprise capability from storing customer referrals, it's

critical to recognize the way to ge t true word -of-mouth from customers
regularly . Being able to build a high percentage of enterprise from cu stomers,
or even prospec ts, through referrals is an enviable feature of tremendous
income specialists. There is an art to inquiring for referrals 0 and getting them.

information. \
Material required: notebook, paper, Pen

Procedure: Q’S'O

1. Make a group of 4 students.

Activity 1: Role plays on different techniques used to provide custom%
D

2. Decide the name of the business organization. <&

3. Write down the name of the products and services of y ?g)mpany.

4. Prepare a |list of infor de costoineyrs. t h a't
5

. Discuss the techniques you adopted to prmge, various types of
i nformationds to cust% ers.
. Write down the policies and procedure your any adopted to handle
customer service.
7. Now start role play. Play the role of as.@te s and Meet other students
or inform them about your product d services. Sometimes other
students play the role of existing && mer and sometimes prospective
or new customers.
8. Enjoy the activity. After the activlty prepare a brief report and write d own
what you learnt from this

(o2}

Activity 2:  visit a retail stor
information and what typ

now the retailers policy for customer service
rvices they needed

Materials Required: %Qe / pencil, notebook, checklist
Procedure:
1. Make a %1: five students

2. Ask them¥a visit a retail store/ departmental store/mall
3. Megt manager and greet him.
4. Tell the purpose of visit and take the permission for the visit retail store
5. Conduct a survey with help of questionnaire.
"~
QC‘G Prepare ar eport on it.
a. What types of information required by the customer?
b. How retail store communicate the information as required by customer?
c. How retail organization check that provided information is meets the
customer needs?

Check Your Progress

A. Fillinthe Blanks
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1. should check whether customer understanding about
product of service is in right way.

purchase it they don't need it.
3. The duty of retailer is to provide the clear and accurate

2. Products/services is the simple is that no -one will

about the products whenever it is demanded by customer.
4. Retailer should know when new or prospective goods are launched or

c) Have information in advance from produ rO\'
d) All of the above @

2. Retailer never make policies for custo[n(;g'service information regarding:
a) Types of payment &Qﬁ\/
b) Purchasing of customer Q-
¢) Product pricing @
d) Returns and excha %

3. Store Policies and edures reveal out about
a) Who will be%tesponsible for the general housekeeping of the store?
b) Willy &%; or propose gift wrap? If yes, at what cost?
c) Wityour store have a gift registry?
&‘A of the above

Q%QCustomer needs information about the

a) Product
b) After sales services
c) Price of the products
d) All of the above

5. Which is the correct sentence
a) Retailer do not need to understand customer every time

whether the manufacturer is a new variant for the existing
product.

5. It is very important for the retailer to m’{\,erhe
supplier as well as the customer. \\9

B. Multiple Choice  Questions 6’0

1. From the manufacturer, the retailer should know the foIIowin&t ings:
a) About the launching of new product O
b) Get regular training \,,O
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b) Retailer should have to take care of customer

c) Retailer give all the informati ona:
services
d) bandc
C. State whether the following statements are True or False

1. Itis very important for the retailer to communicate only supplier.
2. Retailer also checks whether custome  r understanding about product or

service is in right way. AL
3. The best time to establish policies and procedures for retall store
business is during the execution stages. . “Q
4. Retailer should have information well in adv ance about any impending

price change.

5. The best time period is  to establish policies and procedures foyr the retalil
business are in the course of planning stages. &

6. Many people consider factor of point of sale (POS) systems as a cash sign
in for ringing up sales.

L
D. Short Answer Questions %O\J

1. What is need of customer information?
2. Discuss the need of communicate customeririformation.
3. State the five main policies for custon@service information.

E. Check Your Performance \,Q’
1. Demonstrate the main po%@ér customer service information.
2. Prepare a chart on need<of tommunicate customer information.

Session 2: Manage the Customer Complaints

> Y

Without paying customers,  there is no business. The massive task of record -
keeping, phone ccﬁ@fsations, in -person communications, service recalls
emails, follow -u d taking care by means of all of the data and information

might be scary , iIf it does not managed by a strong systems. This tends to
fail as thereqs. sepetition of data and information entry, particularly with basic

cus tomer or consumer contact information.

MEA @OF CUSTOMER COMPLAINTS

A omer complaint is an expression of discontent or dissatisfaction of

stomers. It can also be explained in an affirmative or positive sense as a
report or note from a customer giving documentation about a difficulty with a
product or service.

Cosumer Protection Act (1986 )

Under the Consumer Protection Act 1986, "complaint" means any claim or

allegation in writing is prepared through a complainant that i
1. An unfair trade practice may take up by any business owner or service
provider .
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2. The goods purchased by customers  feel pain from one or extra  shortcoming .

3. The services availed of o r hired off by customers endure from shortage in
any respect;

1 A service provider, as the situation may be, has charged for the goods
or services declared in the compl ainta price charge in extra of the price -
fixed by any rules and regulation for the time period being in power.

91 Extra price charge are d ispla yed by the retailer or under any rules and
regulations for the moment in time period being in force : Qb’

1 Agreed bet ween the parties. cgo

A
1 Goods which will be dangerous to life and security when being O@
for sale to the public

In the year 2019 new consumer protection Act passed which are mghtioned in
the exhibit 1 below.
QO

v
Exhibit 1 : Consumer Protection Act 2(1.19

The consumer protection Act passed on 7 August which works for the
protection of the interests of consumers and rposes at establishing
authorities to address the grievances he consumers and resolve
consumer -related disputes. The establishpaet s will also convey timely and
effective redressals of consumer disputesz,

Section 2 of the consumer protectiop AQt, 2019 explains a complaint as any
written allegation made by a con er to get relief under the consumer
protection Act in the case of di  scriminating or unfair contract, unfair
trade practice, deficiency & vices, defective goods, restrictive trade
practice.

A consumer complai Gn)be filed by one or more consumers any registrered
voluntary consume ?&;géociation the central or state gove rnment, heirs or
legal represent u(r of the consumer. Where the consumer is minor, the
complaint ciné( ed by his parent or legal guardian.

MACHIN WOR COMPLAINTS HANDLING

Com I@t andling m echanism is the part and package of the system of the

ad tration. No administration can maintain to be accountable, reactive
user -friendly unless thi s has established the effective and efficient
fevance redressal machinery. Grievance redressal machinery of an y

organization or association plays a vital role to measure its effectiveness or
efficiency and as it provides  or offers important feedback on the functioning of

the administratio n. Every complaint is different but the steps for dealing with
them should be the same in retail store (Fig. 3.3).
1. Listen to the complaint: Accept ownership of the difficulty.

2. Apologies: Don't blame others. Say thanks to the customerf  or bringing the
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troubl e to serattentoe. provi der ds

3. Be sympathetic: Keep in mind, the person who is irritable from the
business, not only due to service provider individually. Be calm, cheerful
and supportive. Where possible, let all the customers know that business
organization will have to take or handling responsibility and resolve the
customer complaint.

Fig. 3.3: Handle customgr complaint
Source: Shortlfrrl.ét/fMNXQ

4. Record the complaint: Details of the complaint must be recorded so that
retail manager and other staff know accurately what the difficulty is. Have
one place on the way to record complaints and all the actions or steps ta ken
to resolve them. R etail manager have to see any complaint come out over
time. Complaints about a specific process or product may indicate that
changes want to be made. Employees can also see what was completed to
resolve grievances in the past.

~

5. Make sure store h&)eall the facts: Check that organization comp rehend
the details while customer is making the grievance or complaint, and ask
guestions whenever necessary. This will also allow them to know that
retailer is taking their grievance seriously.

6. Discugﬁ&xmns for locating the problem: Sincere apology cost nothing
thus it should be. But think on what type of this complaintis? Could it cost
you in missing business or a complaint and objection to th e Equal

Cppportunity Commission?. Retailer can give a free product or discount a
Q potential service

7.Keepyour promises: D o n guarantee things that the business organization
is unable to deliver. In handling criticism and complaint it is enhanced to
under -promise and over -deliver.

8. Be speedy: If complaints take nume rous days to solve problem, they c an go
up.

9. Follow up : Record the entire customer's contact information and follow up
in the direction to see if  they were cheerful with how their written and oral
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complaint was handled. Let them know what the retailer or service
provider s are doing to av oid problems in the future.

10. Reward staff or employee: Encourage and reward staff for dealing with
unhappy customers and resolving their ~ complaints in a well manner.

RIGHTS OF CUSTOMER REGARDING COMPLAINTS

Consumers play an imp ortant role in the financial system of any nation.
Consumers are the key performers or players in the marketplace in addition

this their consumption patterns very much influence by the society with the
economy. In the modern philosophy of marketing, con sumer is thought to be
the O0kingd and business is predictabl
customers. Every consumer has certain rights with look upon to the products

they purchase. They also have a grievance redressal mechanism to help. All
your consumers have to do is to be attentive and practice their rights.~’

Right of Returning the Goods: Under this right every consumer has the legal
legitimate to decline any product within given period of time. Lj onsumer

utmost circumstances get a full r  epayment. (This is n as consumers
'short -term right to reject'.)

This right every consumer has the right to reject aﬂ%product within given
period of time. Like consumer  reject somethingaplty within 30 days of buying

reject’. .

joct) | N
Right to Redressal: ~ The right to look for redressal against unfair business
trade practices or dishonest expl o'ta@‘n of consumers.
Right to File Complaint: Every &mer has the legal right to file a complaint
in opposition to unfair trade pr th%s.

Right to Track complaint:_ 4 " Consumer has the legal right to track their
complaint to know that where their complaint application is stand and how

time it will take (Figg&q.’

Fig. 3.4 : Customer Right to File C omplaint
Source: https://bit.ly/27t6cs9

DUTIES OF CUSTOMER REGARDING COMPLAINTS
There are duties/responsibilities that a customer has which are outlined:

1 Responsibility of Proof of Transaction : A customer may complain
about unfair fees charged by the retailer or any other transactions made
between the consumer and a retailer. However, he/ she must be able for

to

e

reject something defective within the limit of 30 days of purghasing it -andin

it - and in most cases get a full refund. (This is (sgled your 'short -term right to

or
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providing proof of all documentation. Thi s is important to enable
him/ her to get assista nce based on the evidence.

1 Responsibility of Proper Claim s: A Customer should have to keep in
mind that in creating complaints  for injury or loss , he / she should not
create irrational claims for no valid reasons. This is considered an act of
irresponsibi lity and it should be avoided.

1 Responsibility of appropriate use of Service : This responsibility is a
consequence to the need to put into practice financial and sustainable
use of electricity and water. A customer must not merely consider
himself/herself in the exercise of electricity and water ~ , but must stand
other users in mind. A Customer ought to utilize the servicegoWered to
him /her sensibly and responsibly, with all precaution. He/ shei&ﬁz
be conscious of some other tasks and responsibilities w _hen utilizing the
service provided. For example, he/ she ought not interfere  with
electricity/water meters and service supplier insta@tions. Tampering
with electricity may consequence in an outage which may influence
nearby property, residence, and ot  her signif'&e@ possessions.

1 Responsibility for payment of services _»Inline with the  actions to be
served with goods a nd services is the cust omer so res |
rei mburse for the‘\/yervices of fered
and, O6no poaysneernticene 6, maxi m applies.

A Customer should have tokeepin (q@j that they can only exercise legal rights
only when they are interested to fulfill their tasks and responsibilities.

RIGHTS OF RETAILER REGA@]\IG COMPLAINTS
A

Like customer, every retailer has S 0ome rights for han
complaints, which are as follows:
Y

1 Avretailer has the legal right to put their view on customer complaints.
N o

I They can also file complainta  gainst customer in case of providi  ng wrong
complaint of customer.

Y
DUTIEéJQARETA ILER REGARDING COMPLAINTS
Rigr%/ me with responsibilities. There are certain duties which should be
»dQ every retailer:

91 Sellers responsibilities to provide information to their customer on
demand .

Every product should have label for customer reference.

Damaged goods should not be kept in store at selling side.

Retailer should not give wrong information through advertising guide.
Complaint handling guidelines are supposed to be arranged in retalil
outlets.

= =4 =4 A
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How to file a Complaint?

1 The complaint can be written ona paperand submitted to the concerned
person.

1 There is no need of stamp paper for declaration.

1 Complaint includes detail procedure of the complainant and the
opposition party.

1 It can be registered through complainant or authorized agent or may be
by post that is addressed to the grievances redressal agency. b,

1 It may not necessary to engage a legal representative to fﬂg\@
circumstances. -\,C“g

1 Very nominal fees charged depend conformingtot he valueg@claim.

HELP CUSTOMER SORT OUT COMPLAINTS m@Q

A trainee associate deals with customers to offer and satisfy their wishes
concerning retail products. Further, they deal and help in resolving purchaser
proceedings. For instance, a sales/patron companion might also help patron
customers to remedy their p roblem. Commonly, customer service accomplice
collects information the usage of telephone call. The obligations of trainee
partner are defined right here  -beneath: \U

.'(A(bi

Purchaser inquiries contain complaint manage by using trainee assoc iate.
Once in a while, trainee pals  solve customer trouble and solve  a few answers.

Trainee associate should ensure that complaints report through customers are
valid and clear up within the bounds of their authority.

L o
2. Helping in income x\},

1. Copying with problems

Promoting agency 0 s merchandise to pat rvilynFew provigea
product records to clients in buy selection of product. Trainee associate should
also assistto generate income.

(4

3. Clerical obli S

Trainee partner has e clerical responsibilities. Wherein trainee buddies deal
with customers on cell phone and transfers

A .
4. J@@émse duties

All trainee  associate accomplice obligati ons depend upon form of retalil shop.
‘Once in a while they should carry out responsibilities like financial institution
tellers, counting money, cashing exams and servicing money owed

Identify the nature of complaints

There are some common court cases that customers make regarding products
and services. Processes of solving complaints in locality that find answers to
commo n place proceedings will helpto  resolve problems fast and successfully

~

Ful fill customerds requirements and ens

PSS CENTRAL INSTITUT E OF VOCATIONAL EDUC ATION (NCERT), BHOPAL



Retail Trainee Associate - Grade Xll

enterprise. Understand that the worth of a short -term concession is well  worth
keeping a long -time relationship.

Acknowledge the complaint

Trainee need to acknowledge receipt of each complaintimmed iately by means
of e-mail. The first response need to be an electronic mail message (or
telephone cal I. They have to realize the complainant that grievance received
and it is taking with full consideration to solve it. Make assure him/her
customer service team operating to resolve the customer problems and issues.

Follow legal requirements

&
I Giventhe legal responsibilities of an online store, one is probably forgiven

for idea that the law is illogically twisted towards the consumer. ___However,
consumer regulation by means of implication also allows protecting
honest retailers, supporting within the introduction of a nice
surroundings in which to change. < 7

I General rules govern all contractual relationships between consumers
and online retailers. They're supposed to promote a phase playing field
in order that retailers do no longer experience more positive phrase on
the value of purchasers. g

COMPANY POLICIES & PROCEDURES A @

Each and every organization design their own rules and regulation for their
customer which help them to deal with their customers equally. Regardless of

how retailer provides these  agreements to customers and in spite of whether
business has only a retail store, a physical retail and online store, business
may require the following legal ag[\eements:

I Privacy Policy: ~ Whenever a customer complains to any retail store
regarding the product or any employees, it should keep confidential.
Every retall organizgtidn should maintain their privacy policy.

1 Return policy: j Return Policy can differ drastically as of store to store;

s ome _don o tetumeofsalé product insome departments. Because
of this range of procedure and policies from store to store, this is always
something customers wi Il want to know about it. Some return p olicy
describes stocking fees for come again merchandise or a time boundary

lon all returns.

NN
Cﬂ Refund Policy:  Refund Policy can be different radically from retail store
Q to retail store from no return  what so ever, so full repayment or refund

up to some years after purchase, and all in between.

1 Exchange policy: Retail stores with a severe no exchange policy also
tend toward keep a small note nea r the record to let customers know
that once they finish this purchase, they cannot reverse it.

1 Compensation policy: Retail stores should also keep one more policy,
i.e., compensation policy. If a customer purchase a product from retailer
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and consume it and it harms him/her in that case retailer must be clear
about his/her next step for compensation
1 Terms and Conditions: For protecting business and informing
customers to know what is expected of them terms and a con dition is
very helpful
Business -to-consumer @ refers to trade between a business and an individual
patron. This refers to an association between a store and a manufacturer in
which the store transfers purchaser orders to the producer, which then ships
the products without delay to the customer. Whilst using a drop shipping
technique, the retailer doesndt preser
and shipment data is just passed directly to the producer. Now and again
referred to as direc t shipping. The following is the format of filing a customer
AA'\'
Customer Complaint s Form
CUSTOMER
ADDRESS
PHONE (HOME): EMAIL
PHONE (WORK):
DATA COMPLAI NT RECEIVED : ¢é/ é/ 20.
PERSON RECEIVING THE COMPLAINT
HOW WAS THE COMPLAINT | PHONE IN IN
RECEIVED PERSON WRITING
DESCRIBE THE GOODS AND SERVICES
DESCRIBE THE PROBLEM/ COMPLAINT
WHAT WAS THE CUSTOMER WANT DONE?
WHAT IS THE BUSINESS POLICY FOR THIS COMPLAINT?
WHAT IS THE SOLUTION?
ACTION REQUIRED:
{ DATE ACTION COMPLETED
RECORD OF ACTION TAKEN:
DATE COMPLAINT RESOLVED:
SIGNATURE
complaint .
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Procedure of referral : Getting referrals whether throug h online websites,
personally by present consumer s. Present co
advertising weapons and tools in the store

Activity 1: Visit the retail store to know mechanism and machinery for
handling complaints.

Materials Required: Notebook, pen, pencil, checklist and questionnaire if
required
Procedure: @b'
1. Make a group of five students 0>
2. Ask them to visit a retail store/ departmental store/mall alongQ? self -
developed questionnaire . 0

3. Meet with manager and greet him.
4. Tell the purpose of visit and take the pe rmission for tigg visit  of retail
store .
5. The self-developed questionnaire about  how retail&@)loyees manage the
customer regarding: X
ENO)

a. Exchange the goods

b. Refund the amount

c. Return Policy

X
%d. Complaint redressal procedure

i. Is there any complaint or grievance redressal process in retail
store?
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ii.  Whatis the process of redressal complaint file by computer?

Iii. How you solve the problems?

iv.  How to settle the Customer problem?

O

AN

\Z
Activity 2:  Draw a chart on containing rights and duties of ret@'}.}
A~

Materials Required: Notebook, pen, pencil
Procedure:
1. Make a group of five students x O

Ask them to visit a retail store/ departmental store/g\all

Meet with manager and greet him.

Tell the purpose of visit and take the permi n for the visit retail store
Ask to retail representative about the custer rights and duties

Also ask about the rights and duties ({@éilers

Prepare a chart on findings. \,Q’

Present the chart in the class. Q-

9. Submit to the subject teach

© N O WDN

Activity 3: Role play on @}grent duties of retailers regarding handling
complaints.

Material required

N
items, register etc.) Q/&,
o

0ok, pen, paper, any product (mobile, stationary
Procedure:

1. Make a g[@'ﬁof 6 students.
2. Four studeMs play the role of retailer and remaining two as a customer.
3. Assli%[ owing duties to all four students: -
\ retailer handles responsibility to provide information to their
&‘qustomers on demand.

c. 31 retailer handles complaintont  elephone
d. 4 th retailer face the customers and solve the query.

4. First retailer faces the situation. On demand he/she received a complaint
of damage product received. Retailer solves the complaint by giving
customer solution to exchange product. And go od pr oduct will be
reached to customers home.

5. Second retailer handle situation of a customer who do not like the
product and want to exchange. Customer purchased register from shop
now he/she go to exchange it. Retailer gives information about exchange
policy and returned the item.

@%). 2nd retailer handles exchange system of the products.
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6. Third retailer received a phone call of a customer. Customer asked how
to operate new model washing machine that he/she purchased. Retailer
respond customer that technician will come and show the
demonstration.

7. Fourth r etailer does face -face interaction with the customer. Customer
brings mobile phone to the shop due to some technical problem in the
handset. Then retailer solves the query of the customer.

8. In this way, all the retailer perform different duties of retail er one by one.

9. After the role play give a presentation on the duties of retailer to handle
customer complaint.

Activity 4:  Demonstrate how retailer helps customers to sort out complaints.\Q

Material required: Dress material, notebook, mobile phone, table airs.
Procedure:
1. Two students demonstrate how retailers help customers tqu}’ out
complaints .
2. One student act as a retailer and another one act a%éistomer.
3. First customer takes dress material and shows it to retajler and asks to

change the product because by mistake retailer pack nother product

that she/he did not purchase.

4. Now retailer needs to respond customer patientl@st say sorry and tell
him/her that by mistake this happened. R@'Ie offer tea or coffee to
customer and greet him/her.

5. Retailer changed the dress material an&ives the right product. Now
retailer also gives information aboqyt\fatest offer of his/her shop.

6. Customer say thanks to retailer.

7. Retailer gives all the details rfi@Mnformation  of the shop to the customer
and say whenever any qu s there he/she can contact and mail
him/her.

Check Your Progress

1. Fill in the Blanks X,

1. Without ,((b' there is no business .
2. A Qy is an expression of dissatisfaction lyingona  consumer's
beh a responsible party.

3. C laint handling Mechanism is an essential part of the machinery of

&Every complaint is different but the steps for dealing with them should

Q be the in retail store.

5. Policy describes stocking fees for returned
merchandise at a time limit.

6. Every consumer has the a complaint in opposition to unfair
trade practices.

B. Multiple Choice Q  uestions

1. A customer complaint is an expression of
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a) Dissatisfaction
b) Satisfaction
c) Both a) and b)
d) None of above
2. Complaint handling Mechanism is an essential part of the machinery of
any
a) Administration b,
<
b) Management éQ
¢) Both a) and b) “O\/
d) None of above 'Q’
3. There are duties and  responsibilities that a customer h@s which ar e
outlined
. O
a) Proof of Transaction X_
b) Proper Claims %O
c) Proper Use of Service @
d) All of the above . (&r
. 03 .
4. Every retail er Pévs some rights for
which are as follows (b),&’
a) Retailer has the legal rightNb put their view on customer complaints.
b) They can also file éplamt against customer in case of proving
wrong complain K0 stomer.
c) Both a) an I;QJ
d) None of Q@ve
5. Th@és which should be done by every retailer:
@J\ro provide information to their customer on demand
@ ) Every product should have label for customer reference.
c) Damaged goods should not be kept in store at selling side.
d) All of the above
C. State whether the following statements are True or False
1. Thank the customer for bringing the problem to retail store attention.
2. A customer candt complain about wunf a
3. Retailer has the right to put their view on customer complaints.
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4. Itis notresponsibility  of retailer to provide information to their customer

on demand.
5. Damaged goods should not be ke pt in store at selling side.
6. The compl aint candot be filed on a pl

7. Complaint handling guidelines should be kept in retail outlets.
D. Short Answer Questions

What is the meaning of customer complaints?

Discuss the mechanism  for complaints handling. b,
What are the legal rights of retailer? &
What are the duties of retailers regarding complaints? . éo
Explain the company policy on customer complaints. ~O\\

E. Check Your Performance Q’Q'

ok wpdE

1. Demonstrate the mechanism while complaints handli%Q
Make a chart on rights of retailer. o
Spell out the duties of retailers regarding complaint3{’

@)%mplaints.

AW

. Demonstrate the company policies on custo

Session 3: Create a Positive Image in Customer Mind

Searching for customers is known as progf ting. Prospecting implies finding

out prospects. In other words, it conp&fes the collection of names and
addresses of persons who are probabl buy. It is the search or hunt for the

needy who can be changed into buy% Here a prospec tis a nindividual or an
institution that is likely to be gaijn enefit by the product. Salesman wants

to put up for sale and can aﬁorﬁbuy it. Prospecting encompasses even the
finding of special needs as@ as multiplying the sales by means of exis ting
clientele.

SIGNIFICANCE OF FS{QOGNIZING CUSTOMERS

The key to the ﬁé@é of selling is successful prospecting. Prospecting is the

starting point_in route of an order. Much stress is given on prospecting

because i @ables the salesman to sell more . An effective, prospecting

eliminat 175&5 e from the very start than having a trial and error. Prospecting

is not §ame& things in terms of importance to different types of salesmen. Thus,

a refathsalesman has no work of prospecting as customers come to him . Even

@ olesaler, who calls on his retailers, has title to do his prospecting. There
salesmen who are to call on the customers, are to undertake the work of

prospecting. For instance, travelling, specialty and the pioneer salesman have

a bundle of work to do with this. The prospecting encourages aggressiveness

and creativity as it aims at building a reserve of larger number of customers.

An effective pro specti ng means bet t élentsubeter revardsr e

for his /her efforts and improvem ent in his efficiently as it has a productivity

tough.

GUIDELINES FOR HOW TO RECOGNIZE CUSTOMER NEEDS
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Under stand t he Customer Needs

Organization should collect information about the customers. They need to
search out what their customers want. Once they have identified most valuable

or potential customers they can target highest levels of customer care towards
them. Retail organization  can collect information from:

1 Records of their contacts with the business - phone calls, meetings and
so on
9 Direct feedback - if retailers ask question s to customers they will give
response about what they want or expect. @b’
1 Feedback about the existing performance what to do and what does %0
do. \§
1 Enquiries about probable new products or services, the number @
conta cts with a customer each month (Fig. 3.6). Q
@,

Great after-sales
service

Fig. 3.6 : Understand customer need
“Bource: https://bit.ly/2MIFgNU

| really like this There'’s room
product! for improvement

This is not for me

Responding Custom%éf’mely

Effecti communi cat i o-way iprepodition. Respomdingyis a
directed towgyj the customer is important, but problem from the customer is
probably, more important. Consistently providing re  sponse to customer is

very vifal t& retain them for longer period of time.
1Y

&
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Fig.3.7 Respond customer timely

O
xO

Source: https://bit.ly/2ZkPCul

foran at t i

tude

of "t h(&ig.8.3

In a company devoted to customer responding, there;!l@)&)’ place whatsoever

j ob

There are several informal ways to respondi
service. One of the easy and simple ways
themselves how well
such basic tools customer satisfaction

n@tomer for effective customer

erely to

hey t

respond customers
h ibendchieyed bydusire

customers, etc .

1 Serve customer i
Increase custo

Advantages of Responding

rvey cards, exit interviews with

stomer on Time

There are various advantagegb%spondmg customers on time are as follows:

r@)&better way .
[ revenues.
stomers

Acquiring ng{&u .
Sale pro@ more effectively

= =4 =4 4

HelpQales staff close transactions faster and make call centers more

p ent
1 6§§oping or enhancing the value proposition offered to customers
&nhancing customer loyalty and retain customers to increase profits .
Q Focused customer delivery & support based on customer'ss egment.
1 Designing strategic solutions for enhancing effectiveness of promotions
& loyalty programs
Respond Effectively with Cus tomers

There are many ways to respond customers in effective way
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1. Direct Communication: Through direct communication retailer
communicate with their customer about the products availability of
products which meets customer expectation.

2. Through Telephonic conversation:  Retailer can also communicate
through telephone to their customer. It saves their money and time too
alone with their efforts and provides immediate feedback to their
customers.

3. Through mail: It is one of the means to respond customer effecti ve@,
And it is also work as proof of response to customer expectation. \Q@

4. Through SMS: Itis most popular and cheapest way to inform custo%
about their expectations. SMS is used by not only physical retail%@ e

but also e -retailers. Q’Q’

“Qe

O

Activity 1:  Role plays on how to recognize cus@]e s in a significant way in
different situation.
Material required: Some products like ea@ahone, DVDs, pen drive, etc .

notebook, pen, paper. ,g\/
Procedure: \J@
1. Make a group of 5 students.
2. Four students play the role @ustomers and one student as a trainee
associate. %
3. Arrange table and chair Il the products like a shop.

4. All the four custo have different needs for the product. Two
customers visited §Epp at a time.

5. Firsttwo cu st rs ask for ear phone. Both customers are different from
each other. customer asks for costly earphone and another one
cheapergﬁ one. Firstly both customer visited shop and ask for
earphgneMrainee associate has to understand both the customer and
rea ordingly. Finally both the customer purchased the product.

6. N 0 customers visited shop. One brings pen drive to exchange it.
@another one asks for DVDs of super heroes. Trainee associate has
o deal with one existing customer who ask s to change pen drive. And

Q@ another one is potential customer who asks for DVDs. Handle timely and
attentively both the customer at a time.

7. Assure both the customer to give right quality of pr oduct. And give quick
response.

8. Enjoy the activity as a cus tomer and trainee associate.

Activity 2:  Demonstrate the organizational guidelines are steps to respond to
customers in given conditions.

Material Required : some products (electronic products, FMCG goods), paper
and pen.
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Procedure:

1. Ask the students to de monstrate the organizational guidelines to
respond to customers in the following conditions.
a. Customer O6AO0 purchased mobile phon
some problem in the mobile phone and reached the retail shop to
solve his/her problem.
b. Customer 6 Bd purchased | /she t foupd na saftw dree
available in the laptop. He/she went to retail shop.

c. Customer O6CO0 purchased | aptop t
found some technical problem then he/she went to shop to resolveéQ
his/her problem. A

2. Ask the students to demonstrate above all situations and sh@est
method to resolve above problems.

Activity 3:  Case study on identifying and resolving customer %@em.
Material Required: Pen, pencil, notebook, checklist. o)
Procedure: x

1. A retailer sold a smart m obile handset to RAman one month back.
The warranty of this set was one year from t te of selling by retailer.

2. Atthe time of purchasing Mr Raman did rfogask about the service centre
location, as he purchased a reputed‘&@hd mobile handset. After o ne
month, the handset has some prq@ in its touch screen. Mr Raman
reached at retail outlet and lodge@g complaint. The retailer told him that
the service centre of that con‘@y is not located in this city and it should

be sent to its service ¢ , whi  ch is about 500 kilometres from this
place, and it will take ut one week to repair and to get back from
service centre. N Raman was upset. He has given his set and got

it after one we

3. Prepare a ack form for getting information from this ty pe of
custome@ d also suggest the probable solutions to rectify this type of
prob @and does not occur in future.

Collecting service feedback survey of customers.
equired: Pen, pencil, notebook, checklist.

1. Prepare a questionnaire.
2. Visit the store and greet the manager.
3. Take permission from the manager for collecting the feedback from the

customers.

4. Distribute the questionnaire to customers and collect feedback on
getting the services from the retail while buying the p roducts from this
retail outlet.
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5. Ask following questions to the customers:

a) Are you satisfied with the retail service to customers?

b) Do you feel worry due to delay service?

c) What strategy retail shop follows to solve customer problems?

d) What are the ways followed by the retail shop to respond customer

1. Searching for prospects (customers) is known as

affectively?
6. Collect the information from the customers. b,
7. Analyze and make a report on the basis of customer response. <

Check Your Progress

A. Fill in the Blanks QO'

2. An effective, prospecting eliminate waste from the very start than having

a trial and .

3. should collect information about the customers.

4. Consistently providing to customer is very significant to
retain them for longer period of time.

5. Retailer can also through telephone to their
customer.
. . . Q'J‘r

B. Multiple Choice Q  uestions XS

1. Advantages of responding th@gc')mer on time are
a) Serve customers in a&ter way
b) Acquiri ng new cu% ers

c) Enhancing cus@er loyalty
d) All of the ahgye

2. Ways to res with customers are

a) Direc@mmunication
b) honic conversation

G iland sms
All of the above
Q@%earching for customers is called as

a) Customer
b) Dancing

c) Prospecting
d) Searching

4 Which of the following is not significance of recognizing customers

a) It enables the salesman to sell more
b) It builds a large number of customers.
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c) It does not give benefits to the retailer
d) It use talents, better rewards for business efforts.

5. Which of the following is correct

a) Customers should not treated well

b) Retailers job is not to satisfy customers

c) Trainee associate should not focus
d) Organization should collect information about the customers

<
C. State whether the following statements are True or False “Q
1. Prospecting is same things in terms of importance to different typ%bf
salesmen.
2. There are several informal ways to responding customerQ)r effective
customer service. <
3. Effective communication is sim  ply a one -way prop Qn
4. Mail is also work as proof of response to customer eiﬁ@:taﬂon.
5. SMS is used by not only physical retail store léu ,‘Bo e -retailers also.
D. Short Answer Questions ,\’@

1. How to recognize the customer? 'Q\’

2. What are the guidelines to recognjz€,” the potential customers?
3. Discuss the significance of re gé(ng customers.

4. What are the advantages of onding customers timely?

E. Check Your Performance

1. Perform how to re§R e the customer.
2. Make chart on guidefines to recognize the potential customers.
: {&advantages of responding customers timely.

Session 4: Customer Retention Strategies

raqs the vital person ever to an organization. He must be contacted in
per y mail or by telephone or any other popular media. He is not
ding on organization, but organization is depending on him/her. He/she

1§ not a disturbance for organiz  ation but he/she is the fundamental reason
behind it. He is favoring the organization by allowing it to serve him/her.
Customers bring their needs to the or gi
cater for them, thereby profiting the customers as well as o rganization.

Therefore, customer service is an opportunity that can produce huge benefits

for any organization to be marketed companies must be customer -driven. To
increase market share individual customers must want to come back, time and

again and spend more with a company than with its competitors. This means
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that share of customers is for many business, becoming more important than
6share of mar ket 0.

The share of customer can be increased through customer loyalty. Customer
loyalty is the inclination of ~ the customer to stay in business with the particular
supplier and buy the products regularly. This is usually seen while a customer

is satisfied by the supplier and re  -visits the organization for business
transaction or when he /she is intended for re -buyi ng a particular product
branded over times by that supplier. To continue the customer loyalty, the vital
aspect of a business organization should focus on customer satisfaction. The
customer satisfaction leads to customer retention. A loyal customer is alw

sticking to a particular brand/product as far as his /her basic wants and
continue to be properly satisfied. He  /she does not choose for taking 'r.@@ n
going for a novel product, more is the likelihood to retain customers, an%»
addition to the more is likelihood of net growth of organizational bu%@e.

DEFINITION OF CUSTOMER RETENTION e
The customer retention is defined as follows: “Q

1. Itis a planned strategic practice to retain current or e)éang customers
and not allowing them to deviate other su pplieg\zor and organization for
business.

2. Itis an activity so as towards a selling org@ation commences within
the order toward the customer d tions, successful  customer
retention starts with the initial contactog\/ of an organization have which a
customer in addition to continu Il over the whole life time of the
relationship.

3. ltis the process of retainj ustomers in the customer inventory aimed
at an unending period eting the wants, needs and exceeding the
expectations of th%&, ustomers (Fig. 3.8).

4. It is the od of the organization to convert a causal
customer/pu& Ser into a committed customer.

Fig. 3.8: Customer retention
Source: https://bit.ly/2ZxY11V
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DEFINITION OF CUSTOMER RETENTION MANAGEMENT

The customer retention management refers to planning, organizing, co
coordinating, directing and controlling the activities to retain the existing
customers and not letting them to defect to other organizations business.

The customer retention management enables to buildup custo mer loyalty and

retention. It develops a long term relationship between the customer and the
organization.

IMPORTANCE OF CUSTOMER RETENTION

O

Under the present competitive environment all the organizations have beenxqe
n

focusing on customer retention than simply on customer acquisit.io@
account of the benefits  derived from customer retention which is as ungg;\

1 Converts casual customers into loyal customers Q'

1 Becomes an asset Q

1 Minimize expenses ~Q©

1 Develops long term relationship @)

1 Customers spend more on organizational offeriqgs

1 Spread positive image %O

1 Customers are less price sensitive @

1 Indicates predictable revenue \

The overall objective of providing value to Astomers continuously and more
effectively than t competitors is
retent ion is highly useful to the or§atb'z tion and the customer. Customer

retention management is gainingaigyortance in the present competitive
environment.
CUSTOMER RETENTION S@GIES

AR

CUSTOMER
RETENTION

STRATEGIES

Fig. 3.9: Customer retention strategies

at
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During customer 0s acquisition, t he C o
customer retention and differentiated services to the customers. All the
customers are not equal in their attitude and behavior towards the products

offered by the company. The company sho  uld put in efforts to retain the good

and valuable customers. For this purpose, the company categorizes all its
customers into four categories and customer retention strategies revolve

aroun d these categories of customers (Fig. 3.9).

In first category, we  have loyal and profitable customers. The organization has
to put in efforts to retain these customers by reinforcing their loyalty and b’
bondage with them. o

In second category, we have profitable but not loyal customers. T \Q
organization must undertake measur es to strengthen relationships wit
with appropriate strategies.

The third categories of customers are loyal but not profitable. The org@zation
has to initiate measures to improve its position with such customerg,

In last category, we find  customers who are neither gainf ~ﬁ%r loyal. Such
category of customers must be left out to the competitors,\sgd concentrate
more on customer retention policies and strategiescgt,first and second
categories of customers.

Berry and Parasuram, the two staunc h advo s of Relationship Marketing
have developed a framework for understamii'ng the customer retention
strategies. The framework suggests that re,%@ﬂon marketing can occur at
different levels and strategy at each succeggye level brings customer closer to
the organization. The four types of omer retention and maintaining
strategies useful for the organizatio@

1. Level -l Financial Bonds

At level -1, the customer i Qéd up with firm primarily through financial
incentives or bonds. rious financial bonds offered to the customers
are volume & frequ n(%ewards, stable pricing and building & cross selling.

The firm may offeiftswer prices for greater volume of purchases or lower

prices to those omers who are with the firm for a quite long time. Thes e
programme very easy to initiate and result in short term profits or gains

to the fir

2. Level{l&iocial Bonds

el -1, the customer is knotted up with firm through social, inter -
onal and financial bonds. The various strategies adopted by the firm at
vel-2 are maintaining customer relationships, personal relationships and
social bond among the customers. The firm views the customers as their
clients rather than make customers. Firm is expected to understand the
wants, interests and needs of t he customers and they have to design the
product to suit their requirements. Services offered by the firm should fit
into the needs and desire of customers to develop social bonds with them.

3. Level -lll Customization Bonds

At level -1lI, the customer needs an  d desires are to be studied thoroughly to

deliver customized value added products and services. This strategy
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involves more than social ties and financial incentives to the customers.
The various customized bonds used by the firm are customer intimacy,
mass customization and anticipation or innovation. These approaches
suggest that customer/buyer loyalty can be stimulated through intimate
knowledge of individual customers and through development of one to one
solutions that fit individual customer needs.

4. Level -1V Structural Bonds

At this level, the strategies adopted by the firm are most difficult to imitate

and involves structural in addition to financial, social and customization

bonds between the customer/purchaser and the firm. The firm adopts , A&
integrate d information system, joint investment and shared process a,n%Q
equipment strategies in developing structural bonds with its customers.\&

i nvolves the usage of an or ganQat I 0T

worth to the customers. Providing technology based es to its
customers makes the customer more productive and of@n creates
structural bonds. O

Activities

Activity 1:  Visit a retail store to know how a retailerfafain the customer and

then conduct a role play
Materials required: Notebook, pen, pencil, @'@hecklist
Procedure: .
1. Visit a retall store ~
2. Observe how the retailer is adopting retention strategies.
3. Also observe the sales persons how to communicate information to the
customers.
4. Observe effective measures adopted by the retailer for retention of
customers.
Prepare a report on it and conduct a role play in class room
In which, one student play a role of customer
Another student play the role of sales person
Create a situation in which sales person deal with customer and try to
satisfy his/her needs.
9. Sales person also tell the new or upcoming offers to customer for visiting
the retail store again. Other students of the class observe the role play
¢ and note down the points in their notebook . Teacher gives the feedback
Q‘ to the students.

© N O

Acti vity 2 : Draw a chart on customer retention.

Material required  : Paper, pen, pencil, eraser, color
Procedure:
1. Search various customer retention strategies of the companies on the
internet. Search at least 2 companies.
2. Draw a chart on paper or drawing sheet on the retention strategies of the
companies.

3. Submit the chart to the teacher.
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Check Your Progress

A. Fillin the Blanks

1. is the most important person ever to an organization

2. The share of customer can be through customer loyalty.

3. It is an activity that a selling organization undertakes in order to

customer defections.
4. The customer retention management enables to buildup customer b’
and retention. O
5. The organization has to measures to irqp%@' its
position with such customers. \\

>
o3

a) Convert casual customers into loyal customers N<)

B. Multiple Choice Questions

1. Importance of customer retention are :

b) Minimize expenses \,,O

c) Spread positive image %O
d) All of the above @

a) Social bond 'ﬁ\’
b) Customization bonds \,6

c¢) Financial bond &

d) All of the above

3. Strategic practice to rs@urrent customers is known as
a) Customer retentign
b) Prospectin%;(}

2. Customer retention strategies are \

c) Current customers
A)
d) None of the above
4. W@Xhe following statement is incorrect

@Customer is a vital person for the organization.
@%) Customer service is not important for the organizational growth.
Q c) Customer retention is the practice to keep existing customers
d) Customer retention is the  strategy to improve customer loyalty.

5. Customer retention management means:

a) Planning, organizing, co -coordinating, directing and controlling the
activities to retain the existing customers.

b) Reducing customers

c) Do not allow customers in managing things
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d) None of the above
C. State whether the following statements are True or False

1. Customer is not depending on organization, but organization is
depending on customer.

2. Customer retention management is gaining importance in the past
competitive environment.

3. The company should put in efforts to retain the good and valuable

customers. b,
4. All the customers are not equal in their attitude and behavior towards \Q@
the products obtainable by the company. =)

5. The organization has to put in efforts to retain these custome{b

reinfo rcing their loyalty and bondage with them. QO’
D. Match the Columns 4
AN
NV
Column A Column B Q)
L%,
1 | Financial Bonds A | integrated infor a@*( system, joint
investment and%hared process and
equipment stra S
quip \t@e
2 | Social Bonds B | firm may offéower prices
y gi(, p
3 | Customization C | custag intimacy, mass customization and
Bonds ation or innovation
4 | Structural Bonds %Sustomer relationships, personal
,0, relationships and social bond among the
%KJ customers

E. Short Answer Qu;ab%;‘tﬁns

1. Whatis l@eaning of customer retention?
2. Wha@y u mean by customer retentions strategies?
3. E i’the importance of customer importance.
4. %uss the process of customer retention.

F.@ck Your Performance

1. Demonstrate the customer retention strategies.
2. Draw a chart showing process of  customer retention.
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MODULE 4 PROCESS OF CREDIT APPLICATION

Module Overview

It is the responsibility of every retailer and their representatives to ensure that

retailer operates in a professional and legal manner. Both the law and
store/company policies need to strictly control the sale of age related or b,
restricted products.

credit. There are many terms and conditions will help retailers and its staf

In o ther way, the law holds retailers personally responsible for sell of goodé o@
sell of goods on credit basis and the retailers have to follow them. ,Q’

Retailers sell the goods 0 n creditwitha goal to increase the saI%. his enables
retailer to increase their profits and attract retail customers. «Q

The credit requisition contains information on desired prod@ts, details of
possible vendors, delivery instructions; accounting&" etail s, contact
information etc. The trainee associate has to follow (@ criteria in processing
credit sale application. Before ¢ redit sales are perlﬁd, thes ales associate or
the retailer has to obtain credit worthiness of bu@ He /She has to receive
credi t application, check with publicly availabﬂginformation and by credit
evaluation tools, determining credit Worthine§®r’customer.

This unit deals with the features of credit& s, credit sales agreement, retail

credit facility flexibility, terms and c@ @) nditions. It also covers the difference
between sales and agreement t%\e. Contract of sales, conditions and
warranties also contribute much, fgk sale of goods on credit. Credit checks and
getting authorization is anothe ’&rtam task in sell of goods o n credit. There
is a laid down procedure,@b’credit check of prospective customer. While
granting customer credit,@ sales associate has to follow certain steps which
include creation of dit policy, obtaining credit application, checking
customer refe rencag) etting a personal guarantee, run a credit check, setting
limits of credit yment terms.

Wi t h i's background in view the ©pres
appl | Ivided intd four sessions . The first session deals with features
and condyions for credit sales and covers retail credit facility, terms and

congti in credit sales. The second session is on credit checks and getting

zation. It will focus on the legal and company procedures for carrying

tYcredit checks and  getting authorization. The third session is devoted to
processing credit requisitions and deals with documentation requirements.

The last i.e., fourth session deals with techniques determining credit
worthiness.
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Learning Outcomes

After completing this module, you will be able to:

9 List the features and conditions for credit sales
Identify the credit checks and getting authorization

T
91 Describe the process of credit requisitions
il

Demonstrate the techniques for determining credit worthiness O\
7
Module Structure ~Q©
&
Session 1: Features and Conditions for Credit Sales N(‘\x\
Session 2: Credit Checks and Getting Authorization O,Q’V
Session 3: Processing Credit Requisitions Y

<
Session 4: Techniques for Determining Credit Worthiness “O

Session 1: Features and Conditions for Credit Sales

\_J
Sellers who sell the goods on credits to fellow users via the credit selling
feature. Credit sales means inventory which is sale on credit (not on cash), and
the amount will receive in the future. It becomes important means of business
transactions between buyer and seller. In credit sales, customer pays against
his purchasing in future. A credit sale is made between seller and buyer with
buyer agrees to pay in installments or lumpsum offer for particular period of
time. Thus, credit sales) due amount may b e collected in different forms such
as lump sum payment, Hire Purchase system and Installment Purchase
System. Retail firms need to&ﬂ goods on credit in order to get following

benefits. \'},

-

1 Itis highly available with no special arrangement. So smaller comp anies
prefer this.
T I't leads to increase in firmds sal e.
1 In general terms are less restrictive.
FEATURQ’%l2 CREDIT SALES

Credit galeris selling goods to customer by transferring from seller to customer
wi @ paying the money immediat ely. Payment of good s can be don e as per
greement.

The features of credit sale:

The transferor is usually dealing in goods;

The credit seller had title before making credit.

It is created through credit sale not cash sale.

There are fewer formalities especially in case of open account.
Usually extended for three months.

It depends on terms impose by seller.

PSS CENTRAL INSTITUT E OF VOCATIONAL EDUC ATION (NCERT), BHOPAL

= =4 -4 —a -8 -1




Retail Trainee Associate - Grade Xll

9 No security is required.

1 It can be given by different financial institutions with easy term and at
a uninterrupted rate.

1 Almost half of short financial requirement of retail is met from this type
of mutual trust and good relation.

CREDIT SALE AGREEMENT

An agreement is sale on price pay in installments. A credit facility is a type of
loan made in business or  corporate finance and retail context.

DEFINITION OF RETAI L CREDIT FACILITY' \Q@

Itisa financing method which provides loan facility to consumers for purch%%
goods. Retail credit facilities lend funds to purchase high valued item&@ tail
credits facilities give option of consume now and pay in future. qué}nsk

of default is mainly one on factor that interest rate that retail credit facilities

charge. <
O

TERMS AND STRUCTURE OF A CREDIT FACILITY Q)

A credit agreement det ai ks blto inctudess éoand s
duration, loan warranties, lending amounts, default Openalties, interest rates,
repayment terms, and conditions. The contract insjudes basic information of
customer. It also includes purpose of loan. @

Repayment Terms of Credit Facility Xox

Terms of credit also includes the repaynz'fst of money by customer. It also
includes the interest rate, maturity Qgi@d and repayment and mode of
repayment.

CONDITIONS USED FOR SA F'GOODS ON CREDIT

There are many conditions i it agreement. The details of legal provisions
of credit facility are discuss&dbelow:

1 Contract of salgXq, which seller transfers goods to buyer on a price.
1 Contract of xnade when there is a proposal to buy or sell goods on a
price an r@ ing of such offer or proposal is also there.
1 It can@ke in writing or by word of mouth.
T C t of sale is common or generic term, which comprises: (a) Sale
ng”(b) Agreement to sell.

S@/hen goods transfer from seller to buyer, it is termed a sale. Thus, sale
} sfer of ownership of goods from seller to customer. A sale is an executed
contr act.

Agreement to sell

Agreement to sell means a contract of sale under which the transfer of goods
takes place in future date or subject to some conditions thereafter to be
fulfilled.

ESSENTIALS OF CONTRACT OF SALE
The essential aspects of contract of sa  le are as follows:

PSS CENTRAL INSTITUT E OF VOCATIONAL EDUC ATION (NCERT), BHOPAL

118




Retail Trainee Associate - Grade Xll

1. Bilateral Contract: It must have at least two parties. A sale is bilateral
since the goods pass starting from one person to other. Seller and buyer
must be two different persons.

2. Transfer of property: Transfer ownership of goods.

Goods : The contract must be in goods.

4. Money Consideration: Price is consideration of goods. The consideration
ofsal e of contract necessarily to be

5. Essential Elements of Contract: All other essentials of valid contract as
per the Indian Contract Act, 1872 must be present. The parties to contract
must be competent of contract, the consent of parties must be free, and the xc,@
object of contract must be lawful and so on. ’\9

Condition and Warranty Distinguished 6’0
The differences are as follows; Q

1. Value: Condition is requirement which is essential to ma@gfurpose of
contract. Warranty is a provision which is guarantee of r@in purpose of
contract. X

g . . X .
2. Breach: Breach of conditi on is aggrieved part not repudiate contract
and claim for damages. But in warranty buyer claim damages and
contract cannot be repudiated.

w

3. Treatment: A breach of situation may he ted as a breach of warranty.
But a breach of warranty cannot be t@& ed as a breach of condition.

Activity 1: A Role Play to Learn the Process of Credit sales in Retall
Business
Material Required: Check -list, note pads and pen/pencils.
Procedure:
1. Divide class irf@-groups, 3 students in each group and ask them to
perform the@wing activities in the retail lab.
2. Role Play;/ Situation: A customer enters into the retail store and asked
thiﬁ)er to sell the goods on credit to him and CSA decided to sell the

on credit to him.
&S)’ student: A cu stomer seeking for credit.
@@an student: Customer Trainee  Associate (Retailer).
Q 3rd student: Store Manager.
3. Finish the play within stipulated time allotted to you.

4. Discuss learning from the activity and points to be covered.
5. Share your views before and  after the Role Play activity.

Activity 2: A Field visit to learn terms and condition adopted by retailers for
credit sales and draw a chart.

Material Required: Check -list to Visit notes, list of retail stores and notes
pad pen/pencils.

A

(0]
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Procedure:

1. Visi t a nearby Retail Store.

2. Examine terms and conditions adopted by the Retailers for creditsal
3. Discuss the findings with your teacher.

4. Prepare and submit a chart based on your observation.

Activity 3:  Field visit to learn features of Credit sales.

Material Required: Check -list to Visit notes, Questionnaires, list of retalil
stores and notes pad pen/pencils.

Procedure:
x)'
1. Visit to retail s  tores near your home or school. \
2. Observe for the following activity or situation exists at the stores. \

3. Tick mark at the appropriate. 0,0,
Sr. | Activity or Situation *QQ Yes | No
No.
O
1. Whether the retailer is selling goods on Credit is to
Customers

2. Do the retail store is keeping any condﬂm&@ credit sales

3. Do the retailer is selling goods on »g\/ nstallment Purchase

system
y Q’})&

4. ldentify what are the custom 0s needs for credit f
5. Identify the need of custzg%rs form credit facility.
6
7

. Understand how a retat\i*ms is selling goods on credit basis.
. Study what are t and conditions stipulated for sale of goods on
credit. X,
8. Collect the details
9. Discuss i '(fr‘i/ends, teachers, officials of retail store and then Finalize.
10. Sub fie visit report to your Teacher.

Check Your Progress

ACATH in the Blanks
Q 1. When goods are sold without  receiving immediate , itis called
a credit sale.
2. Credit sales are made between a and a
with buyer agreeing to pay by installment.
3. to sell means a contract of sale under which the transfer

of goods takes place in future date or subject to some conditions
thereafter to be fulfilled
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4. of saleis in which seller transfers goods to buyer on a
price.
5. contract must have at least two parties.

B. Multiple Choice Questions

1. Condition is a stipulation whereas warranty is

a) Collateral to the main purpose

b) Agreement

c) Treatment b,

d) None of the above “Qe
S

2. Which one is the essential of contrac t of sale? \\

a) Transfer of property
b) Money consideration Q'Q’
c) Goods <

d) All a), b) and c) O

3. sale means inventory which is sale_on credit (not on
cash), and the amount will receive in the future.

a) Invoice %O
b) Rate @
Y

c) Credit .
>
d) None of the Above .
4. is consideratioQ_of goods.
a) Property S
b) Purchase bﬁ
c)aandb %\,\}
d) Price %&J
5 A ., of situation may be treated as abrea  ch of warranty.
a) Breach‘j\'
~
b) Guarantee
AN\ T
c) Sales
"
%d) None of the Above
QGS?ate whether the following statements are True or False

1. There must be at least three parties for contract of sale.

Barter is goods exchanged in consideration of goods.

All stipulations in the contract can be treated under same footing.
Agreement to sale means a contract of sale.

Credit sales increase customers.

S orwN

D. Match the Column S:
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Column A Column B
1 Condition A | Stipulated collateral
2 | Warranty B | Consideration of contract of sale
3 Transfer of property c Executed contract
4 Sale b Stipulation essential
5 Price E Transfer of ownership @b'
A
\)’
E. Short Answer Questions \\9
1. Define credit sales. O
2. What are the benefits of credit sales? Q’Q’
3. What is credit sale agreement?
4. What is retail credit facility? ~Q©
5. What is agreement to sell? o)
6. What is condition? 0
7. What is meant by warranty? o)
F. Long Answer Questions %
1. Explain the features of credit sales. @
2. What conditions are used for sale of gqo@&)n credit?
3. Differentiate sale and agreement to sa@y
4. Differentiate conditions and warrani€s
5. What are the essentials of contga sale?
G. Check Your Performance
1. Demonstrate the essenti&f contract of sale
2. Spell out the features o dredit sales.

Session 2: Credit Checks and Getting Authorization

Any retail store prixq[@? aim is to increase profits. Therefore, there is need to

identify the pot customers for making credit sales. By keeping this in
mind credit must make credit ch eck in order to comprehend whether
customer4 ing repaying capacity or not. This can reduce risk of bad debts

to the fling firm.

M%}NG AND DEFINITION OF CREDIT CHECK

“Credit check is some sort of search performed by retailer to evaluate suitability

of customer for credit. Retailer can assess how customer can handle his money
matters and fulfill their requirements for credit. B asically, a credit check
provides necessary information of an applicant's creditworthiness. It also
provides information to alter creditor of level of risk.

NEED FOR CREDIT CHECKING
The need for credit check is as follows:
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1. Credit check need to protect interests of parties. It also ensures that ea ch
party has capacity to enter into deal.

2. Retail firms need to have credit check run on customers any time whenever

the customers apply for a loan, hire purchase, credit card, store card or line
of credit.

3. I't provides i nf or matadrtgage, caebiitccards ¢Fig.s4tl)o
arranged overdrafts, personal loans, car finance, hire purchases, and
repayment history of customerds phone

& &

1&9/5

. W——; - PR — g N— N o N/ — ) —

MONTH / YEAR

VALID = o=
THRU - |

" YOUR NAME '
€T :

. (b)’

Fig.4.1:Cr \étrd
Source: sh at/cvCMT
N

4. A credit record is basically an account of any type of credit of the customer
given for the last six years. It reveals how much money is being accessed
by customer and if customer has unsuccessful to make any obligations etc.

ANS

5. When applying for credit, the customers will be asked by lender for his
consent to check the customerds credi
of things such as address of the customer, current commitments of the

customer, reliability of customer.
PR, U

The criteria vary from custo  mer to customer. It is based on financial profile
and credit history. Customer information on account of occupation, age, a
homeowner etc., also takes place.

Posit'v@}adit reporting

I he past, credit check incl udes cewheng
Qs omer failed to meet his obligations. They calculate cr edit score from this
information and  with other credit activity on customer file, such as previous
enquiries from credit providers. This change will provide clear Figure of
cust omer 0as, ahd willashow if you have recovered from any credit
difficulties in the past.

PROCEDURE FOR CREDIT CHECK ON A PROSPECTIVE CUSTOMER
Before retail firms extend credit to customer, it is the practice to check

~

customerod6s credit history.
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