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Dubbo District Work Placement

	SUGGESTED STUDENT ACTIVITIES: RETAIL SERVICES


Qualification: 
SIR20116 Certificate II in Community Pharmacy
SIR30216 Certificate III in Retail
Training Package: 
SIR Retail Services Training Package (version 2)

Teachers delivering this course and workplace supervisors who have hosted their students recommend any of the following activities for students to complete during work placement. This is not a finite list – you may wish to offer other suitable activities relevant to the course.

Talking with the student should help reveal the student’s level of confidence and maturity; their current strengths, their preferred competencies to work on and perhaps some areas to improve. The Student Placement record can also assist. 
NB: The activities include degrees of independent work – instruction and supervision must still be provided for the student.

Students studying for this qualification are able to perform roles such as: 

· providing product and service advice in a retail store 

· selling products and services in a variety of retail settings 

· operating a checkout area 

· preparing and selling fast food items 

· store, rotate and replenish food stock 

· checking stock and replenishing retail shelves 

· organising and maintaining work areas and displays. 

Suggested activities while on work placement include: 

· observe, follow and document OH&S guidelines, as well as signage, for employers and customers
· replenish point of sale areas eg. bags, register rolls, stationery
· dust shelving, fixtures and stock
· assist with the packaging of purchased items
· if possible, refill floor stock from stockroom and face-up, move stock forward, size merchandise and ensure hangers face the same way

· investigate how staff members would list their availability and check rostering for the following week

· list housekeeping duties to be done daily

· list the shoplifting deterrents used in the store

· identify, list and practice safe manual handling procedures

· detail any protective clothing required as well as procedures for handling hazardous good eg. Chlorine, potting mix

· locate exits and fire exits then read the emergency evacuation procedures

· list the procedures for

· Eftpos

· Latby

· Gift vouchers

· Refunds

Mandatory units of Competency for the HSC are:

	Customer Service

	SIRCCCS001
	Interact with pharmacy customers

	or
	

	SIRXCEG001
	Engage the customer

	Safety

	HLTWHS001
	Participate in workplace health and safety

	or
	

	SIRXWHS002
	Contribute to workplace health and safety

	Sales and security

	SIRXRSK001
	Identify and respond to security risks

	SIRXSLS001
	Sell to the retail customer

	SIRXSLS002
	Follow point-of-sale procedures

	Working in the industry

	SIRCIND001
	Work effectively in a community pharmacy

	or
	

	SIRXIND001
	Work effectively in a customer service environment

	and
	

	SIRXCOM002
	Work effectively in a team


Streams:

	General Selling

	SIRRMER001
	Produce visual merchandise displays

	SIRXPDK001
	Advise on products and services

	Food selling

	SIRRFSA001
	Handle food safely in a retail environment

	SIRRMER002
	Merchandise food products

	SIRXPDK002
	Advise on food products and services

	Community pharmacy

	SIRCIND002
	Support the supply of Pharmacy Medicines and Pharmacist Only Medicines

	SIRCINF001
	Use pharmacy practices for infection control


Student outcomes include:
· explains the fundamental principles of quality customer service

· proposes appropriate responses to customer inquiries, dissatisfaction, problems and complaints

· applies knowledge of workplace policy and procedures and industry standards to ensure quality customer service.

· demonstrates an understanding of work health and safety (WHS) compliance, participation and consultation in a retail services industry

· explains workplace policy, procedures and practices that ensure the safety of the community pharmacy/retail worker and their colleagues and customers

· applies risk management in a community pharmacy/retail workplace

· proposes appropriate responses to emergency situations.

· understands the techniques and workplace procedures for selling products and services

· explains point-of-sale handling procedures

· explains strategies for theft prevention and minimising security risks and loss of stock in a community pharmacy/retail work environment

· understands the importance and application of legislative requirements, industry standards and workplace policy and procedures for sales and security in a community pharmacy/retail work environment.

· examines the nature of retail services industries

· demonstrates an understanding of working in a retail services industry

· explains how to communicate and work effectively with others in a community pharmacy/ retail workplace

· applies industry and workplace standards to ensure quality work outcomes 

· explores how misunderstandings and conflict may be avoided or effectively managed in a range of situations common to community pharmacy/retail work environments.
General selling stream:

· understands the techniques and workplace procedures for merchandising products

· develops knowledge required to advise on products and services

· understands the importance and application of legislative requirements, industry standards and workplace policy and procedures for merchandising and advising in a retail work environment.

Food selling stream:

· understands the techniques and workplace procedures for merchandising food products 

· develops knowledge required to advise on food products and services

· considers the importance of safe food-handling processes in a retail food environment

· understands the importance and application of legislative requirements, industry standards and workplace policy and procedures for merchandising food and advising in a retail food environment.

Community pharmacy stream:

· describes the role, responsibilities and boundaries of community pharmacy workers

· applies product knowledge to recommend and supply a range of pharmacy products and services to customers

· compares the promotion and supply of Pharmacy Medicines with Pharmacist Only Medicines

· analyses the legislative framework, industry regulations and protocols and quality assurance standards relevant to a community pharmacy workplace

· explains strategies that limit contamination and prevent transmission of and/or control infection.

Employability Skills for the qualification:
	Skill 
	Industry/enterprise requirements for this qualification include: 

	Communication
	· use questioning and active listening to determine and respond to customer needs to ensure customers enjoy a positive retail experience that reflects store values

· persuade customers to purchase goods by communicating their features and benefits

· regularly give verbal instructions and carry out verbal instructions from other team members and supervisors

· read and interpret simple workplace documents

· complete written workplace forms and share work-related information with other team members

	Teamwork
	· participate in retail store teams, working independently to complete own tasks and also supporting other team members where appropriate

· lead small retail teams where required in the context of the job role, mentoring and supporting other team members

	Problem-solving
	· demonstrate sensitivity to customer needs and concerns, anticipating problems and acting to avoid them where possible

· solve a range of operational retail store problems individually or in the context of a team structure where, after clarification, existing policies and infrastructure may be applied to source information and resources and develop practical and sustainable solutions

	Initiative and enterprise
	· look for opportunities to do things better and suggest ideas to other team members and supervisors in the context of the job role

· translate ideas into action by positively accepting and adapting to changes in procedures or arrangements at the store level

	Planning and organising
	· establish and communicate clear goals and deliverables for self and team members in the context of organisational objectives and the current store situation

· coordinate resources to ensure that work is carried out according to timelines and priorities

· coordinate and implement changes arising from continuous improvement processes

	Self-management
	· understand how a personal job role fits into the context of the wider business values and directions

· work within the store culture by practising inclusive behaviour

· manage personal presentation, hygiene and time

· prioritise and complete delegated tasks

· maintain own knowledge of the job role

· review own performance and actively seek and act on advice and guidance

	Learning
	· identify personal strengths and weaknesses in the context of the job role and recognise how to personally learn best

· seek opportunities for formal education in the context of a current role or future retail job opportunities

· accept opportunities to learn new ways of doing things and share knowledge and skills with other store team members

	Technology
	· select and use a range of retail technology, such as point-of-sale systems, according to available equipment and store procedures

· recognise and report faulty equipment and follow workplace health and safety procedures
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