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Independent retailer
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 (b) Chain retailer or corporate 
retail chain:

 (c) Franchising:

 (d) Consumer cooperatives:
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 (a) Convenience stores:

 (b) Supermarkets: 

 (c) Hypermarkets:
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 (d) Specialty stores:

 (e) Departmental stores:

 (f) Catalogue showrooms:
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 (a) Mail order retailing:

 (b) Television shopping:
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 (c) E-shopping:

 (d) Telemarketing:
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Stock ledger

Bin card
Computerised
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Delivery note

Invoice

Consignment note
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Grand Furnishings
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Internal packing note

Electronic data systems
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Back room
OfÀce and functional spaces

Aisles, services areas and other non-selling 
areas of main sales Áoor
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Wall merchandising space

Floor merchandising space
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Shortage
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Trolley

Bags

Basket

Hand-held scanner
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Labelling machine

Electronic Funds Transferred 
at Point of Sale (EFTPOS) 
printer

Electronic scales

Pallet

 Crane:

  Forklift:
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(a) Tangible products:
(b) Intangible products: 
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(a) Warm welcome:

(b) Understanding:

 (c) Fairness:

 (d) Control: 

 (e) Options and alternatives:

Unit 4.indd   75 04/02/2020   1:38:49 PM



 (a)  Communications skills: 

(b) Effective ‘face-to-face’ interactions 
with customers: 
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(c) The art of listening to customers: 

(d)  Handling customer’s grievances 
smoothly: 

 (e) Adopting a new, different perspective: 

(f) Monitoring and measuring 
effectiveness: 
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 (a) Be adaptable: 
 (b) Pace and lead: 

 (c) Allow them to get it all out: 

 (d) Repeat again: 

 (e) Get customer name Àrst: 
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(f) Make the customer’s problem the retailer’s 
problem: 

(g) See it from customer’s point of view: 

(h) Share their priorities: 

 (i) Remember value of an apology: 

(j) Retailer doesn’t have to have ‘things in common’: 

(k) Don’t rush: 

(l) Smile: 

(m) Personal interest in customer beneÀts: 

(n) Display good listening skills: 

(o) Remain focussed: 
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(p) Not all customers want to chat: 

(q) Avoid assumptions: 

(r) End on a high: 

(s) Smile through the complaints: 

(t) Beware of inappropriate jokes: 
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 (a) Overall appearance:

 (b) Dress code:

 (c) Hair:

 (d) Identity cards with company logo:

 (e) Body language:

 (f) Cosmetics:
 (g) Tattoos:
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 (a) Concept meets reality:
 (b) Conversation with customers:

 (c) Group feedback:
 (d) Gain insights from community:

 (a) Personalisation of goods or services:

 (b) More options:

 (c) Listen closely, respond quickly:

 (d) Give front-liners more control:
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 (a) Find their real need:

 (b) FulÀll the customer need:

 (c) Meet our customer needs with appropriate product: 
 (d) Give an honest explanation:
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