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	Reference to the qualification:
	Retail assistant / shop assistant
	

	Area of work tasks:  Working in a retail shop
	EQF-level: 3/4
	DQR-level: 3/4

	Description of the Unit:  

She/He is able to advise customers depending on their needs and is able to sell products and services.

	Knowledge
	Skills
	Competence

	He/she is knows:

· the significance and position of the shop itself and retail industry in general

· specialized details about the products and services 

· the dress code & the philosophy of the shop 

· how to identify different types of customers

· how to find out the customer needs by using certain question techniques

· how to select products in accordance with customer wishes

· how to advise customers

· how to present products

· how to offer additional products or services fitting to the main products

· basic terminology in foreign language

· health, safety and environmental regulations within the shop 

· ergonomic principles at work places


	He/she is able to:

· greet a customer appropriately and courteously

· correspond with customers and staff using specialized terminology  

· use related technical equipment e.g. computer systems, scanners, scales etc. correctly

· work with goods trade processing software

· plan, realize and evaluate typical shop activities (decoration, samples, storage systems, etc.)

· solve special customer situations (wrapping gifts, selling vouchers, shoplifting, etc.)
· aim to customer satisfaction

· deal courteously with complaints and compliments
· use and interpret verbal and nonverbal communication 
	He/she is able to:

· express and receive situation-based criticism

· communicate with colleagues and customers, cooperate in a team

· show empathy

· solve problems

· control and evaluate results of working activities 

· be flexible during the work at a shop

· work independently

· take responsibility 

· be creative with special customer´s needs
· be on time

· be polite to others

· assign priorities and work goal-oriented

	Additional information: 

The trainee writes a weekly report about the working process and presents the results at school.
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