Course Curricula
For
Short Term Courses based on
Modular Employable Skills (MES)
In
RETAIL SECTOR

DIRECTORATE GENERAL OF EMPLOYMENT AND TRAINING
MINISTRY OF LABOUR & EMPLOYMENT
GOVERNMENT OF INDIA




Course Curricula for Short Term Courses based on Modular
Employable Skills (MES) in Retail Sector

CONTENTS

BaACKGIOUNG ..o
Frame Work for Skill Development based on Modular Employable Skills .....................
AGE OF ParTiCIDANTS ...
Curriculum DevelopmMENTt PrOCESS.....ciii it
Development of Core COMPELENCIES ....uuiiiieeiiiieiiiiee et e e e e e
Duration of the ProgrammeEs...........oouuiiiiiiii it e e e e e e e e
Pathways to acquire QUAlIfiCatioN ..........cooiiiiiiiiiie e

Y111 g oo (] (oo | V20U

© ©® N o gk~ w DR

Instructional Media PacCkages ..........oouuuuiiiiiiiiiieee e

[ERN
o

B NS Y oY ST Y] 1= |

=
[N

012 111 [0%= 1 (IR

=
N

B O 0 T =1 {1 G
S IMIOAUIE ..ttt
. SAIES PEIrSON (RETAII ...ttt nneeee
15. Senior Sales Person (Retail)...........ooouuiiiiiiiii 10

16. Retail OPeratioNS. .. .uuueeee et ee et e e et e e e e e e aeeeeeannans 14

I =
AW

17. Sales person (DOOr tO DOOK) ... ..c.iiuii i e 17

18. List of Expert/Trade Committee MemDbErS...........coooiiiiiiiiiiiiiiiii 18



Skill Development based on Modular Employable Skills (MES)

Background

The need for giving emphasis on the Skill Development, especially for the less
educated, poor and out of school youth has been highlighted in various forums. The skill
level and educational attainment of the work force determines the productivity, income levels
as well as the adaptability of the working class in changing environment. Large percentage
of population in India is living below poverty line. One of the important causes is lower
percentage of skilled persons in the workforce

The skill development at present is taking place mostly in the informal way, i.e.
persons acquire skill at the work-place when they help their parents, relatives and employers
etc. Such persons do not have a formal certificate and thus earn lower wages and are
exploited by employers. They have come through informal system due to socio-economic
circumstances of the family and the compulsions of earning a livelihood rather than
attending a formal course. While their productivity is low, their contribution to the national
GDP cannot be ignored. If the country can create a system of certification which not only
recognizes their skills but also provides education and training in a mode that suits their
economic compulsions, it will not only benefit the workforce to earn a decent living but also
contribute to the national economy by better productivity of this workforce.

Another related problem to be tackled is large number of students drop outs (About
63% of the school students drop out at different stages before reaching Class-X).

Frame work for Skill Development based on ‘Modular Employable Skills (MES)’

Very few opportunities for skill development are available for the above referred
groups (out of school youth & existing workers especially in the informal sector). Most of the
existing Skill Development programmes are long term in nature. Poor and less educated
persons can not afford long term training programmes due to higher entry qualifications,
opportunity cost etc. Therefore, a new frame work for Skill Development for the Informal
Sector has been evolved by the DGET to address to the above mentioned problems. The
key features of the new frame work for skill development are:

¢ Demand driven Short term training courses based on modular employable skills
decided in consultation with Industry

Flexible delivery mechanism (part time, weekends, full time)

Different levels of programmes (Foundation level as well as skill upgradation) to meet
demands of various target groups

Central Government will facilitate and promote training while Vocational Training (VT)
Providers under the Govt. and Private Sector will provide training

Optimum utilisation of existing infrastructure to make training cost effective.

Testing of skills of trainees by independent assessing bodies who would not be
involved in conduct of the training programme, to ensure that it is done impatrtially.
Testing & certification of prior learning (skills of persons acquired informally)
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The Short Term courses would be based on ‘Modular Employable Skills (MES)'.
The concept for the MES is :

a

Identification of ‘minimum skills set” which is sufficient to get an employment in the labour
market.

It allows skills upgradation, multiskilling, multi entry and exit, vertical mobility and life long
learning opportunities in a flexible manner.

It also allows recognition of prior learning (certification of skills acquired informally)
effectively.

The modules in a sector when grouped together could lead to a qualification equivalent
to National Trade Certificate or higher.

Courses could be available from level 1 to level 3 in different vocations depending upon
the need of the employer organisations.

MES would benefit different target groups like :
o Workers seeking certification of their skills acquired informally
o workers seeking skill upgradation
o early school drop-outs and unemployed
o previously child labour and their familly

Age of participants

The minimum age limit for persons to take part in the scheme is 14 years but there is
no upper age limit.

Curriculum Development Process

Following procedure is used for developing course curricula

Identification of Employable Skills set in a sector based on division of work in the labour
market.

Development of training modules corresponding to skills set identified so as to provide
training for specific & fit for purpose

Organization of modules in to a Course Matrix indicating vertical and horizontal mobility.
The course matrix depicts pictorially relation among various modules, pre requisites for
higher level modules and how one can progress from one level to another.

Development of detailed curriculum and vetting by a trade committee and by the NCVT

(Close involvement of Employers Organizations, State Governments, experts, vocational
training providers and other stake holders is ensured at each stages).

Development of Core Competencies

Possession of proper attitudes is one of the most important attribute of a competent person.
Without proper attitudes, the performance of a person gets adversely affected. Hence,
systematic efforts will be made to develop attitudes during the training programme.



The trainees deal with men, materials and machines. They handle sophisticated tools and
instruments. Positive attitudes have to be developed in the trainees by properly guiding
them and setting up examples of good attitudes by demonstrated behaviors and by the
environment provided during training.

Some important core competencies to be developed are:

. Safety consciousness and safe working practices

. Care of equipment and tools

. Punctuality, discipline and honesty

. Concern for quality

. Respect for rules and regulations

. Concern for health and hygiene

. Cordial relationship and Cooperation with co-workers and team Work
. Positive attitude and behavior
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. Responsibility and accountability

10. Learn continously

11. Communication Skills

12. Concern for environment and waste disposal

Following competencies should also be developed during level-1l and higher courses:
1. Ability for planning, organizing and coordinating

Creative thinking, problem solving and decision making

Leadership

Ability to bear stress
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Negotiation

Duration of the Programmes

Time taken to gain the qualification will vary according to the pathway taken and will be kept
very flexible for persons with different backgrounds and experience. Duration has been
prescribed in hours in the curriculum of individual module, which are based on the content
and requirements of a MES Module. However, some persons may take more time than the
prescribed time. They should be provided reasonable time to complete the course.

Pathways to acquire Qualification:

Access to the qualification could be through:

= An approved training programme; Or

= A combination of an approved training programme plus recognition of prior
learning including credit transfer; Or

= The recognition of prior learning that provides evidence of the achievement of
the competencies for the qualification.
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Methodology

The training methods to be used should be appropriate to the development of competencies.
The focus of the programme is on “performing” and not on “Knowing”. Lecturing will be
restricted to the minimum necessary and emphasis to be given for ‘hands on training’.

The training methods will be individual centered to make each person a competent one.
Opportunities for individual work will be provided. The learning process will be continuously
monitored and feedback will be provided on individual basis.

Demonstrations using different models, audio visual aids and equipment will be used
intensively.

Instructional Media Packages

In order to maintain quality of training uniformly all over the country, instructional media
packages (IMPs) will be developed by the National Instructional Media Institute (NIMI),
Chennai.

Assessment

DGE&T will appoint assessing bodies to assess the competencies of the trained persons.
The assessing body will be an independent agency, which will not be involved in conducting
the training programmes. This, in turn, will ensure quality of training and credibility of the
scheme. Keeping in view the target of providing training/testing of one million persons
through out the country and to avoid monopoly, more than one assessing bodies will be
appointed for a sector or an area.

Certificate

Successful persons will be awarded certificates issued by National Council for Vocational
Training (NCVT).



Course Matrix based on Modular Employable Skills (MES) for the Retail Sector

Level - 2 Senior Sales Person (Retail)
Level - | Sales Person (Retail)

Retail Operations

Sales Person
(Door to Door)




MODULE — Sales Person ( Retail)

Name Sales Person (Retalil)
Sector Retail

Code RET101

NCO Code

Entry Qualification

Terminal Competency

10" Standard and 14 Years of Age

After completion of training the trainee

will be able to work as a sales person and handle
customers in large/small sales outlets.

Duration

180 hours

Practical Competencies

Underpinning Knowledge (Theory

e Identifying Categories & Products
available in a Retail Store in a
simulated environment

e Identify Security Equipments

e Practice on giving first aid.

e Visit to nearby retail
outlets/showrooms/malls

e Demonstrate food safety practice
in a simulated environment

Orientation to Retail

e Familiarization with the day to day
activity of the store associate in
the store

e Importance of Customer
orientation while interacting with
customer at the store

Orientation to Products

e Familiarization with various
Categories & Products available in
a Retail Store

Safe Working Environment
e Importance of store safety and
security
o First Aid, Fire safety &
Evacuation Procedures
o Ambulance, Fire, Local Police
Station contact numbers

e Familiarization of Scanning and
other security systems and
procedures used in the store

e Introduction to the retail food
safety practices
o Apply personal hygiene,




Cleaning work area in a simulated
work environment

Demonstrate Customer
Interaction in a simulated
environment

Individual practice on public
speaking.

sanitation & House keeping

o Identify food safety
plan/program

o Handle product hygienically

o Clean work area and
equipment

o Monitor food safety

o Contribute to continuous
improvement

Speak Well

Importance of Personality
Development in Career Growth
Introduction to Communication
English Speaking

Personality Development
Communicate with Customers

Demonstrate Smile, Wish,
Greeting & Appreciating
customers in a simulated
environment

Role play on types of customers
Role play on good customer
relationship.

Identifying different types of
Visual Merchandising (VM)
Demonstrate VM in a simulated
environment

Produce retail visual illustrations
Manufacture visual merchandising
support structures

Design, construct and maintain
props

Create a display

Demonstrate merchandising and
category presentation skills
Visit to nearby retail
outlets/showrooms/malls to
observe VM

Customer Relations

Basics of Consumer Behaviour
The 5As* Concept

Profiling the Retail Market
Customer Relations

Dynamics of Customers

Build relationships with customers

Merchandising & Visual Merchandising

Introduction to Merchandising
Introduction to Visual
Merchandising

Retail visual illustrations
Visual merchandising support
structures

Props

Display

Merchandising and category
presentation

Demonstrate selling skills in a
simulated environment
Role play on qualifier of a good

Selling Skills

Basics of Selling
Qualities of a good sales person
Basics of Sales Inventory




sales person.

Demonstrate High-end product
selling skills in a simulated
environment

Demonstrate skills in handling
complex sale situations in a
simulated environment

Identifying Computer hardware
and peripherals used in a Retail
outlet

Use of internet, e-mail, telephone,
fax and photocopier.

Demonstrate keyboard skills in a
simulated environment

Identifying the equipments
Identifying POS & Non-POS
equipments

Visit to nearby retail
outlets/showrooms/malls to
observe retail equipment
Demonstrate Point of Sale
Handling Procedures in a
simulated environment
Operate Non-POS Retail
Equipment

Operate POS Equipment

Suggestive Selling
o Importance of Identifying
customer needs
o Probing to identify customer
needs
o Suggest product/service as
per customer requirement
Selling high-end Products
Handling complex sale-situations
Dynamics of Sales and Service
Delivery

Basics of Computer

Understanding the Hardware
Introduction to computer
peripherals

Computer peripherals used in a
Retail outlet

Introduction to Internet explorer
Apply key board skills

Operating data entry equipment

Retail Equipment

Basics of equipments used in
store/department
Types (POS & Non-POS)

o Labelling, Bar-code reader,
Computer, Printers &
Currency Counter
equipments

Point of Sale Handling Procedures
Non-POS Retail Equipment

POS Equipment

Stacking Norms

Retail Sales 'Key Performance
Indicators'

Retail Sales 'Key Performance
Indicators'

Retail Sales Financial
Responsibilities

Elements of marketing concepts,
marketing mix and strategies.




MODULE — Senior Sales Person ( Retail)

Name Senior Sales Person (Retail)
Sector Retall

Code RET202

NCO Code

Entry Qualification

10™ Standard/and 14 Years of Age

+RET101

Terminal Competency

After completion of training the trainee

will be able to work as a senior sales person,
supervise and guide sales persons.

Duration

120 hours

Practical Competencies

Underpinning Knowledge (Theory

Role play and demonstration on
communication skills, customer
handling, selling skills, visual
merchandising, retail equipment in a
simulated environment as per the
curriculum of module titled ‘Sales
Person Retail’.

e Checking the lock or seal and
tallying stock

¢ Handling discrepancies found in
the seals

e Tallying Transfer Out

Brief overview of curriculum of
module titled ‘Sales Person Retail’,
especially Safe working environment,
communication skills, customer
relations, selling skills, visual
merchandising, retail equipment.

Inventory

« Stock control

e Receiving & Processing incoming
goods

e Receiving and checking stock

o Discrepancy in / tampering of seal

o Transfer Out

o Unloading stock

e Handling discrepancy found in stock

e Unloading stock

e Handling the unloaded stocks

o Documenting unloading

o Documenting & Loading stock
returns in the van

o Dispatching empty tubs and
cartons to the distribution center

o« Completing documentation

» Stock rotation procedures for
merchandise

« Wrapping and packing materials
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Demonstrating safe lifting &
carrying techniques
Handling goods dispatch in a
simulated environment

Identifying & rectifying Hygiene
and sanitation
problems/situations, including
potential sources of food
contamination

Identifying , reporting & rectifying
Conditions which promote
microbial growth

Identifying different equipments
used in store/department
Operating and maintaining retail
equipment according to design
specifications

Identifying & reporting Equipment
faults

Managing a simulated till
Practice on billing, handling cash,
other modes of payment,
bagging, queue management

Conducting team reviews in a
simulated environment

Handling Excess stock

Safe lifting and carrying techniques
Storing goods unfit for sale
Avoiding return of damaged stock
onto the shelves

o Ensuring returns are scheduled
and categorized by Damaged,
Excess and Expiry

o Packing safely and securely to
avoid damage in transit.

o Ensuring food and non Food stocks
are sent in separate crates

o Loading goods in the van as per
schedule along with the necessary
documents.

e Ensuring that the document is
cleared by the security and signed
by the supervisor

« Reordering stock

Loss Prevention
Personal hygiene and sanitation
Food safety plan/program
Monitoring food safety
Safe working practices
Food safety practices
Apply routine store security
Minimize theft

Operating & Maintaining Retail

Equipment

Managing Till

« Billing

e Processing Modes of Payment
« Handling Cash

« Bagging

e Queue Management

Managing Store Performance
e MIS System

e Communication System

o Contingency Planning
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Role Plays in simulated
environment

Handling Customer Call in a
simulated environment
Preparing & Making business
presentations

Coaching in a simulated
environment

Visits to nearby showroom/malls/
retail outlets.

o Monthly Reviews
o Store Audit

Advanced Sales Process
« Preventing Objection
o Objection Handling
o Advanced Probing Skills
« Handling Low Reactors
« Managing Sales MIS

Interpersonal Communication

e Written Communication

e Handling Telephone

« Resume Writing

« Handling Interviews

« Presentation

o Conflict Resolution

o Impact of self image on
performance

o Handling Job pressure

Coaching

e Orientation to Coaching

e Process of Habit formation
« Climate setting

o Objective observation

o Feedback

o Development Plan

o Reviewing Coachee

Service Recovery

o Importance of Service Recovery

« Different Service Recovery
Situations

o Taking Supervisors Help

« Elements of Promotion Strategies,
sales promotion, publicity,
advertising and personal seller.

e Supervisory skills.
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Tools and equipments

Equipments/Tools Required for Class Room

Computer 01

LCD Projector 1

Projection Screen : 1 (minimum dimension 8/6) Ft
White/Black Boards : 6/4 Ft

Flip Chart Holder : 2 Nos

Equipments/Tools Required for Practical Room

Shelves for Stacking Products 4
Shopping Cart 2
Signage Board 6
Offer Signages 1
End Cap 01
Table (POS) 1
Chair (POS) 01
Poster (POS) 1
Card Swiping Machine 01
Computer (Till) 1
Mannequins 2
Gondolas 2
Display Photographs Of Different Types
Of Products Categories :10 Each
10 different danglers :10 Each
Display Photographs Of Focal Points : 1 Each
Photographs Of Different Financial
Instruments : 1 Each
Types Of Cards, Coupons And Vouchers : 1 Each
Credit Notes :1 Each
Notes Of Different Denominations : 1 Each (Color Photo Copies)
Carry bags : 1 Each of different dimensions
Neck-Locks For Carry Bags 1
Physical Bill Copy 1
Photographs Of Stacked Notes 01
List of Members of the trade committee :
1. Mega Mart Member
2. Apollo Hospitals ( Drug Outlets ) Member
3. Big Bazaar Member
4. Reliance ( Retail ) Member
5. Ashwani Aggarwal

Deputy Director of Training, DGET Member

File name: MES Retail Sector Aug 2007
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Module: RETAIL OPERATIONS

Name of the course
Code

Entry Qualification
Age

Terminal competency

s whNRE

6. Duration
7. Course content

Retail operations
RET103
10" Standard
14 years
After completion of training participant will be
1. Able to manage the Retail store
2. Able to work as Sales person

3. Capable of handling customers in large/small

sales outlet

180 Hours

Practial competencies

Underpinning Knowledge

Visit to Retail store and to demonstrate
organized/unorganized retail activities and
various formats used

Demontration on retail verticals

Demonstrate the consumer rights in
simulated environment

Demonstrate the soft skills in simulated

1.0verview of Retail and Retail Environment:
A Organized Retail---
Introduction
What is Retailing?
Evolution of Indian Retail
Organized vs. Unorganized Retail
Structure of Organized Retail
Challenges Faced in Organized Retail
Growth prospects in Organized Retail
Key Words
B Types of Formats of Retail and Verticals---
Introduction
Retail Formats
Hypermarkets
Supermarkets
Discount Stores
Convenience Stores
Department Stores
Specialty Stores
E-Tailing
Malls
Retail Verticals

Insurance , Banking ,General Marchandise

Food

Key words
C Compliance and Legal Environment
D Consumer rights-----

Introduction

Consumer Right:

Right to Safety ,Right to Information

Right to Choice, Right to be Heard

Right to Redress,Right to Consumer Education

Right to Basic Needs
Right to Healthy Environment
Significance of Consumer Rights in Retail
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environment

Demonstration on safe practices in simulated
environment

Visit to retail store for study of safety
practices

Practise on simple arithmetic problems
Practise on simple accounting
,Journals,profit & loss

Demonstrate customer interaction in a
simulated environment

Demonstrate selling skills /complex situation
handling in a simulated environment.

Context , Consumer Responsibility
Key Words
E Skills and Challenges in Retail Jobs-----
Skills required in Retail Jobs:
Front End
Positive attitude , Confidence
Good communication skills
Good interpersonal skills
Ability to persuade
Ability to build rapport instantly
Clarity of thought and presentation
Listening , Comprehension
Mannerisms
Backend:
Basic communication
Interpersonal skills
Need to be good with numbers
Be attentive to detail.
Time management
Challenges in Retail Jobs
F Safety, Security and Sanitation -----
General safety
Safe work practices, Electrical safety
Confined spaces,  Accident reporting
Office/Store equipment safety
Common office/store chemicals
Fire hazard , First Aid
Security
Shoplifting , Deterrence
Sanitation
House keeping
Key Words
G Basic Arithmetic and Accounting-----
Introduction
Basic Arithmetic
Addition , Subtraction , Multiplication
Division , Fractions, Percentages
Basic Accounting: —Debit , Credit
Golden rules of accounting:
Personal account, Real Account,
Nominal Account
Journals,Ledgers, Trial balance,
Bank reconciliation statement,
Profit & Loss account, Final accounts
2.Customer Interface
A Customer Service----
What is Customer Service?
How to Achieve Effective and Efficient
Customer Service?
Need and Importance of Customer Service
Retain a Customer through Customer Service
Key Words
B Retail Selling Skills
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Individual practice on communication skills

Individual practice on team work skills

Individual practice on grooming

Visit to a retail store to study communication
skill, teamwork & grooming

Introduction to Retailing
Selling in Different Retail Formats
Prerequisites of Selling:
Attitude , Positive self talk
Personal hygiene and appearance
Understanding the store
Understanding the customer
Product knowledge
C Steps in Selling and Cross Selling
Introduction
Preparing to Sell:
Positive frame of mind
Know your product
Know company procedures
The Selling Process:
Meet and greet the customer
Initiating sales conversations
Identifying customer needs and wants
Matching products to needs and wants
Handling Customer Objections
Cross Selling
Confirming and closing the sales
Keywords
D Customer Retention and Loyalty
Introduction to Customer Loyalty
Customer Loyalty and Customer Retention
Factors affecting Customer Loyalty
Importance of Customer Loyalty
How to build Customer Loyalty
Keywords
E Complaint Management
Introduction
Why do customers complain?
Types of complainers
How to look at Customer Complaints
How to manage Customers’ Complaints
Challenges in Complaint Management
Keywords

3 Soft Skills-----

A Communication Skills---

Introduction
Importance of Communication
Oral Communication
Essentials of Oral Communication
Importance of Body Language in oral
communication
Barriers affecting Oral Communication
Listening Skills
What is Listening
How to listen effectively
Barriers affecting effective listening
How to build effective communication
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Basic English language skills
Key Words
B Interpersonal Skills
Introduction
What are Interpersonal Skills?
Managing Perceptions:
What is “Managing Perceptions”
Why do we need to manage perceptions
How do we manage perceptions
Building Relationships:
With the Team Members
With the Customers
Team Work:
Benefits of Team work
Essentials of Team work
Key Words
C Grooming
Introduction
Advantages of grooming
Disadvantages of not being groomed
What is proper grooming:
Men Women Key Words

Tools and equipments

Equipments/Tools Required for Class Room

Computer

LCD Projector
Projection Screen
White/Black Boards
Flip Chart Holder

Equipments/Tools Required for Pract

Shelves for Stacking Products
Shopping Cart

Signage Board

Offer Signages

End Cap

Table (POS)

Chair (POS)

Poster (POS)

Card Swiping Machine
Computer (Till)

Mannequins

Gondolas

Display Photographs Of Different Types
Of Products Categories

10 different danglers

01

01

: 1 (minimum dimension 8/6) Ft
: 6/4 Ft

: 2 Nos

ical Room

NNRRRRPRRROND

:10 Each
:10 Each
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Display Photographs Of Focal Points
Photographs Of Different Financial
Instruments

Types Of Cards, Coupons And Vouchers
Credit Notes

Notes Of Different Denominations

Carry bags

Neck-Locks For Carry Bags

Physical Bill Copy

Photographs Of Stacked Notes

Members of the Trade Committee:

1.R.V.Bala lyer,
Vice President ,
Reliance Retail Limited ,
Reliance Corporate
Park,Building No 4, B Wing, FF,
CA No 12, Thane Belapur Road, Ghansoli,

Navi Mumbai 400701. Tel. 2977 0000 —Ext. 71548
Direct : +91 22 44771548 Mobile : +91 9967049636

Email: Bala.lyer@ril.com

2.Mr. Kurien C. K. ,

Senior Manager- Human Resources and Design,

;1 Each

: 1 Each

: 1 Each

: 1 Each

: 1 Each (Color Photo Copies)

. 1 Each of different dimensions
01

01

01

Pantaloon Retail ( India ) Ltd., Ascot Centre, Sahar Road,
Next to Hotel Le Meriden, Andheri East, Mumbai 400099 .

Tel. 67152418, Fax: 67152700, Cell 93239 29997,

Email: kurien.ck@pantaloon.com

3 Mr. Kripesh Hariharan,
General Manager — Human Resources,

Pantaloon Retail (India) Ltd., 1st & 2™ Floor, No.18 /1,
10™ Main, Ashoka Pillar Road, Jayangar 1% Block, Bangalore 560 011.
Tel. 080-6658 8600, Fax 080-2657 7530, Cell: 9343078422 / 9320322935,

Email: kripesh.hp@pantaloon.com

4.Ms. Chitra P
Pantaloon Reatail (I) Ltd
Mumbai

5. R Senthil Kumar
Regional Director
RDAT,Mumbai

6. D K Pawagi
Jt director of Training
RDAT,Mumbai

7.1 R Bhilegaonker
Assistant Apprenticeship Advisor
DVET,Mumbai
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LEVEL -1

Module — 2
NAME . Sales Person (Door to Door)
SECTOR . Retail
CODE . RET 104
ENTRY QUALIFICATION : Std. 10" Passed
Age Limit : 14 or more
Unit Size : 20 Students (Max)
DURATION : 180 hours
Competency : After completion of course participant will be able to:

1. understand territory management

2. attend basic sales calls

3. build relationship with customer

4. manage administration and report effectively

Under pinning knowledge

Practical skills

Orientation to Direct & or Door to Door
Channel
a. Familiarization with day to day activity
of Door to Door sale
b. Importance of customer orientation
while interacting with customer in
their homes/offices
c. Industry awareness. What is a direct sale?
Sales
as a career. Performance of the company.
d. Identifying the company for direct sales.
e. Qualities of a good salesman
Orientation to Products
a. Familiarization with various catagories
& Products available in Door to Door
channel
Safe working Environment
1.Importance of Home safety
(a)First Aid (b)Fire Safety(c)Ambulance
d)Fire & Local Police station contact
numbers
Personal Hygiene
Sanitation & House keeping
a. Handle product hygienically
b. Clean work area & equipment
c. Food safety tips
d. Contribute to continuous Improvement
Speak Well
a. Importance of Personality
development in carrier growth
b. Introduction to Communication
c. English & Hindi/Local language
d. Communicate with customers

Customer Relations
a. Basics of Consumer behavior

Identifying Categories & Products available in
Door to Door channel in a simulated
environment

Identify small hand tools

Demonstrate customer interaction in a simulated
environment

Visit to nearby Door to Door sales outlet

Demonstrate safety in a simulated environment
Giving personal first-aid

Cleaning work area in a simulated work
environment

Demonstrate Smile, Wish, Greeting &
Appreciating

Individual practice on public speaking
customers in a simulated environment

Role play on types of customers

Role play on good customer relationship
Identifying different types of Visual products
(VP)

Demonstrate VP in a simulated environment
Produce Door to Door visual illustrations
Design, construct & maintain Props/PoPs
Create a display

Demonstrate products & category presentation
skills

Visit to nearby Door to Door outlet to observe
Visual products (VP)

Demonstrate selling skills in assimilated
environment

Role play on qualifier of a good sales Person
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b. The 5As* concept Ask,advise,Assess,assist
and Arrange
c. Profiling the Door to Door market — Territory
maping
d. Customer relations
e. Dynamics of Customer —
Buyer behaviour — First time buyer,
Repeating buyer
Build relationships with customers
Listening skill
Questioning skill
Demonstration skill
Observation skill
. Administration and Reporting
Merchandising & Visual Merchandising
a. Introductions to product
b. Introduction to Visual Products
c. Door to Door visual illustrations
d.Basics of equipments used in Door to Door
fon
the wheels
e. Types(POS & Non POS)
f. Props/PoPs
g. Display
h. Product & category presentation
Selling Skills
a. Planning and Preparation
b. Basics of Selling — Door knocking,
Detailing
technique, Probing skill
c. Qualities of Good sales person
d. Knowledge of person Grooming
e. Time /stress management sessions
f. Suggestive selling
-Importance of Identifying customer Needs
-Probing to identify customer needs
-Suggest product/service as per Customer
-Selling High end products
-Handling complex sale situations
-Closing a sale
- Door to Door key performance Indicators

~T & S @ oo

Number of calls, number of
demonstration,
Number of conversations
-Dynamics of sale & Service Delivery

Basics of Mobile usage

a. Understanding of Mobile handset

b. Making & Receiving calls

c. Sending & Receiving SMS

d. Understanding basic functionality of
mobile phones

Door to Door Selling aids

Demonstrate High end product selling skills in
simulated environment

Demonstrate skills in handling complex
situations in a simulated environment
Demonstrate skills in closing a sale
Familiarization with Communication aids

Use of mobile for sending & receiving calls/
SMS &

Demonstration on using basic other functions
Identifying the products

Identifying POS & Non POS

Visit to nearby Door to Door out let to observe
use of equipment

Demonstrate point of sale handling procedure in
a simulated environment

Operate POS equipment for POS

20



a. Point of sale handling procedure
Door to Door Sales KEY Performance
Indicators

a. Door to Door sales Financial
Responsibilities

b. Elements of Marketing concepts, Market

mix and strategies
c. Post sale contact — Reference generation

Tools/equipment required (for a batch of 20 trainees)

1. Audio visual aids.................ooooi As required

2. Flipcharts .......cocoeiiiiiiiiiiiiiiis As required

3. LCD projector ..........ccooeviiiiiiiiiiinininn One no.

4. Computer with latest configuration ......... One no.

5. White board ........c.cocoeviiiiiii One no. (6 X 4 ft.)
6. Projection screen ..............c.coooviiiiiiinnnn. One no. (8 x 6 ft
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List of members attended the Trade Committee Meeting for designing the course curriculum
under Skill Development Initiative Scheme (SDIS) based on Modular Employable Skills (MES) on
The Module of
Sales Person (Door To Door) in the Retail Sector held on 12th JANUARY 2011 at RDAT,

Mumbai
Sl. Name and Designation Organization Remarks
No. S/Shri
1 Shashikant Juvekar, Dy. General Godrej & Boyce Mfg. Co. Ltd., Chairman
Manager Mumbai
2 Anil Kumar, Director In Charge CSTARI, Kolkata Member
3 D. K. Pawagi, Director In Charge RDAT, Mumbai Member
4 Commandar Surendra Kulshrestha, Dr. Jhoomer Beauty Academy, Member
CEO Mumbai
5 Bhushan Lawande, Director, CEO E-4 Development & Coaching Member
Ltd., Mumbai
6 L.K.Mukherjee, Dy. Director of Trg. CSTARI, Kolkata Member
7 D. K. Jatav, Assistant Director RDAT, Mumbai Member
8 Ravi Bhat, National Head Godrej & Boyce Mfg. Co. Ltd., Member
Mumbai
9 B. V. Ramparkar, Asst Appr. Adviser | DVE&T, Maharashtra Member
10 Bala lyer, Vice President Reliance Retail Ltd., Mumbai Member
11 Sanjoy Rastogi, Head Human Trent Ltd., Mumbai Member
Resource (Corpt.)
12 Prakash Keswani, General manager Ureka Forbes Ltd., Mumbai Member
13 Kripesh Hariharan, General manager - | Pantaloon Retail (I) Ltd., Member
HR Bangalore
14 Ms. Chitra P. Pantaloon Retail (1) Ltd., Member
Bangalore
15 Lawrence Fernandes, Director Retailers Association of India, Member
(Learning) Mumbai
16 S.S.Bhatni Hindustan Unilever Ltd., Mumbai | Member
17 R. N. Manna, Training Officer CSTARI, Kolkata Member
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