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[bookmark: _Toc16577429][bookmark: _Toc19630194]Purpose of this Manual 
The purpose of the TAFE Simulated Workplace Policies and Procedures Manual is to provide TAFE students undertaking courses in Retail with a range of workplace policies and procedures that can be used with related learning and assessment tasks. 
A copy of this manual can be provided to the student at the start of their course electronically or a hard copy can be accessed in the simulated environment.
Qualifications and Courses that may use this manual are listed below: 
Table 1 Qualification Course codes and names
	Qualification/Course  code
	Qualification/Course name

	SIR10116
	Certificate I in Retail Services

	SIR20216
	Certificate II in Retail Services

	SIR30216
	Certificate III in Retail

	SIR40316
	Certificate IV in Retail Management

	
	

	
	

	
	

	
	

	
	

	
	

	
	




[bookmark: _Toc14367200][bookmark: _Toc14371584][bookmark: _Toc14430485][bookmark: _Toc16577430][bookmark: _Toc19630195]Version Control 
Policies and Procedures in this Manual are samples only and will be updated as required by TAFE NSW staff. The following table will be updated by TAFE NSW (SEC SkillsPoint) when amendments are necessary.  
Table 2 Version Control
	Date
	New Version
	Brief detail of amendments
	Authorised by

	12/08/2019
	1.0
	New Manual 
	SEC SkillsPoint

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	




[bookmark: _Toc14371585][bookmark: _Toc14430486][bookmark: _Toc16577431][bookmark: _Toc19630196]What are Workplace Policies?
Workplace policies are statements that underpin how an organisation manages issues, decisions and practices within their workplace. Policies are a way of communicating this information to staff and customers. Policies often refer to relevant law, legislation, or regulations that underpin the policy. 
The key purpose of workplace policies is to: 
· Communicate workplace values and expectation of employee behaviour and performance.
· Reinforce and clarify standard operating procedures. 
· Define acceptable and unacceptable behaviour, and explain the implications for not adhering to the policies.
[bookmark: _Toc14371587][bookmark: _Toc14430487][bookmark: _Toc16577432]Benefits
The benefits of having workplace policies include the following: 
Help staff comply with associated legislation.  
Help to clarify the values of the organisation.
Help to enable the workplace to operate efficiently.
Help clarify decision making processes.
Help to clarify functions and responsibilities.
Help to foster stability and continuity.
Help customers, contractors and suppliers to know how the organisation operates.
Workplace procedures are instructions about how to do work tasks or functions. Procedures are usually related to a policy and provide steps or actions for staff members to take or follow. You may find there are different names used to describe procedures. Some examples include: Standard Operating Procedures, Work Instructions, Processes, and Safe Work Methods. 
Procedures may also refer to other systems or documents, for example, guidelines, record keeping systems, or equipment maintenance schedules. 
Source: NSW Department of Industrial Relations. 
[bookmark: _Toc14430489][bookmark: _Toc16577434]

[bookmark: _Toc19630197]Policy template  
[bookmark: _Toc16577435][bookmark: _Toc14371589][bookmark: _Toc14430490]1. About this policy
[bookmark: _Toc16577436]1.1 Policy Purpose 
This policy purpose will tell you what the policy is about, what it aims to achieve and, why it is used in the workplace/organisation. It may also reference any legislation or external authorities/regulations that underpin the policy. 
[bookmark: _Toc14371590][bookmark: _Toc14430491][bookmark: _Toc16577437]1.2 Policy application 
The policy application will tell you who the policy applies to and may include staff, customers, contractors and suppliers. It will also tell you if there are any exemptions to the policy. It may explain any consequences of not complying with the policy. 
[bookmark: _Toc14371591][bookmark: _Toc14430492][bookmark: _Toc16577438]1.3 Policy authorisation and review
The policy authorisation tells you who in the workplace/organisation authorised the policy and when it will be reviewed. It may also explain who will be involved in the review and the consultation process and timeframes for any review of the policy. 
[bookmark: _Toc14430493][bookmark: _Toc16577439]1.4 Policy location
The policy is located on The Retail Room website (staff access area) and is also contained in the TAFE Simulated Workplace Policy and Procedures Manual.
[bookmark: _Toc14371593][bookmark: _Toc14430495][bookmark: _Toc16577440][bookmark: _Toc14371592][bookmark: _Toc14430494]1.5 Definitions
The definitions listed for the policy will clarify terms that are specific to the policy and require explanation. 
[bookmark: _Toc16577441]2. Related procedures 
The related procedures detail the steps/processes or actions that staff must undertake to implement the policy. Related procedures may also refer to standard operating procedures, work instructions, maintenance schedules, record keeping documents, workplace systems or operations. 



[bookmark: _Toc19630198]Section 1
[bookmark: _Toc19630199]Customer Service and Sales Policy and Procedure


1. [bookmark: _Toc16577444]About this document
[bookmark: _Toc16577445]1.1 Policy purpose
The Retail Room recognises that customer service is the most important aspect of a thriving business. We are committed to providing excellent advice and service to our customers in accordance with our core values, business goals and strategic plan. We seek to maintain and enhance our reputation by providing high quality services at all times.
Our vision is to provide professional, friendly service and advice to our customers whether dealing with them face-to-face, via email or telephone. 
We understand that our customers are important and we will endeavour to remain respectful and courteous to every customer and provide the appropriate care for their needs.
Remember the first impression is very powerful. 
Once this has been formed, it takes a long time to change it.
[bookmark: _Toc16577446]1.2 Policy application
All staff must comply with this policy in their conduct of workplace duties. This policy covers all customer service issues and concerning matters that are under the control and management of The Retail Room. 
[bookmark: _Toc16577447]1.3 Policy authorisation and review
This policy has been authorised by the Manager and is available to all staff. This policy will be reviewed annually, and more regularly if changes are necessary. The Manager is responsible for initiating the review and ensuring the amendment of the policy. Staff will be consulted to provide input during the policy review period over a 10 (ten) working day period. Customers may be engaged to provide feedback on the complaints policy and procedures.  
[bookmark: _Toc16577448]1.4 Policy location
The policy is located on The Retail Room website (staff access area) and is also contained in the TAFE Simulated Workplace Policy and Procedures Manual.


[bookmark: _Toc16577449]1.5 Definitions
Table 3: Definitions
	Term
	Definition

	Face-to-face
	These are customers that physically walk into the store.

	POS
	Point-of-sale terminal or register. 

	Diverse customers
	These are customers from different backgrounds and/or with special needs.


2. [bookmark: _Toc16577450]Related procedures
[bookmark: _Toc16577451]2.1 Welcoming customers and providing customer service
The Retail Room aims to provide professional, friendly service and advice to our customers, whether dealing with them face-to-face, via email or telephone. Below are steps to effectively serve these different types of customers:
2.1.1 Face-to-face customers
· Welcome all customers as they enter the store or as you walk past with “Good morning/afternoon” in a polite tone of voice and with a genuine smile. Customers should be acknowledged within 30 seconds of them entering the store. 
· After the customer has had a chance to browse, you should then approach the customer using one of the following approach styles: 
· Merchandise approach.
· Greeting approach.
· Service approach.
· Try and engage the customer in a conversation. Customers should be approached no longer than 5 minutes after entering the store. 
· Call customers by their name wherever possible. 
· Always use good eye contact, positive body language and positive facial expressions. 
· “Are you right?” or “can I help you?” are not acceptable approach lines!
· In a friendly professional manner, always let the customer know you are there to help. If you are busy with another customer, advise the customer you will attend to them shortly or ask another staff member to assist them. 
· You should use a combination of open, closed and reflective questioning techniques to find out exactly what the customer needs from their product.
· Once a product/service has been matched to the customer’s needs, you must provide the customer with advice including:
· Features and benefits that match the customers’ needs.
· Instructions on how to use including storage and handling.
· Pricing.
· You must handle any objections the customer may have about the recommended product/service using either the merchandise, price or time objection techniques. 
· Staff are to maximise sales where possible by either:
· Price matching.
· Selling up/Upselling.
· Selling down/Top down selling.
· Add on sales/Cross selling.
· Keep customers informed of any unexpected delays in service.
· Finalise the sale by taking the customer to the register and completing the transaction. Wrap and pack the products, treating them with respect and care. 
· Your farewell statement should be warm, friendly and genuine. For example. “Thank you. Next time you’re in, let me know how it goes! Have a great day!” Always invite the customer to return to the store. 
· Be polite and friendly at all times: they are still your customer until they walk out the door. 
2.1.2 Telephone etiquette
Customers on the telephone are just as important as customers that walk into our store. They should be treated with the same priority and respect as face-to-face customers. 
· The phone must be answered within 2 rings where possible. 
· The standard greeting will be “Thank you for calling The Retail Room …speaking. How may I help you?”
· Actively listen to the callers requests and assist accordingly. 
· If you cannot assist the caller, you will direct the call to the appropriate person. Ensure the caller knows that you are transferring their call and give them the name of the person you are transferring them to. 
· If you need to place a call on hold, please ask permission from the caller to do this.
· If the person they require is not in store at the time, a message slip must be filled out and personally given to the staff member when they return to the store. 
· End the conversation in a courteous and professional way by thanking the caller.
Any voicemails should be dealt with within 24 hours during normal business hours.
2.1.3 Emails
Emails will occasionally be received from customers contacting us from the website. Emails are an important mode of communication with our customers. 
· Emails should be responded to within 24 hours, during normal business hours. 
· The email notification messages should be updated if the emails will be unattended for an extended period of time. 
· When responding to emails, be polite using correct English and grammar. 
· Start emails with the correct salutation. I.e. using ‘Dear’ or ‘To’. 
· End using the correct valediction. I.e. Regards.
· Email signatures have been set up by management and will automatically appear at the bottom of the email. 
[bookmark: _Toc16577452]2.2 Customer service values
We pride ourselves on the following values when dealing with our customers:
Reliability
Always do exactly what you have said you will do for a customer – if not more.  
Efficiency
When retrieving stock, taking phone calls and processing sales, remain fast and efficient.
Presentation
Good grooming and personal cleanliness are expected at all times.  Presentation should be neat and appropriate and voice presentation should portray a relaxed professionalism and confidence. 
Personal presentation and hygiene standards are included in the Dress Code. 
Professionalism
Accuracy and knowledge combined with a customer-focussed attitude will ensure that you maintain professionalism whilst building customer relations.  
Courtesy and tact
Always treat customers with respect and courtesy.  Avoid too much familiarity and monitor their reaction to your approach.  Thank them for their business and ensure they are aware you appreciate their custom.
Flexibility and convenience
Maintain a ‘can-do’ attitude.  Even if the request is unusual, think about how we can either satisfy their request or provide alternative options.  Make it easy for them to do business with us.
Communication
Keep customers well informed about things that affect them. Let them know if there are delays and be apologetic if they are inconvenienced.  Make sure they know you are concerned about their experience.  Build a rapport without intruding and communicate with other staff to ensure messages are consistent.
Credibility
Do not promise what you cannot deliver.  Be sincere and make a genuine effort to fulfil the customer’s expectation.  Follow up and confirm satisfaction.
Understanding the customer
Make an effort to ‘read’ the customer and their reactions.  Are they relaxed and comfortable?  Do they feel anxiety?  Are they confused?  Once you have established any uncertainty, ask questions and put them at ease.
Attentiveness
Be aware of your customer’s needs and ensure they have all of the information they need.
[bookmark: _Toc16577453]2.3 Diverse customers
The Retail Room has a customer base from diverse backgrounds, including those with physical and intellectual disabilities, non-English speaking backgrounds, and different cultural beliefs. All employees will treat every customer with dignity and respect, no matter the situation.
Some points to remember when dealing with diverse customers are:
· Avoid using jargon.
· Ask the other person if they understand what you are saying.
· Speak clearly.
· Listen carefully to what is said.
· Use gestures, drawings, demonstrations and signs to aid understanding.
[bookmark: _Toc16577454]2.4 Customer service processes
The Retail Room offers transactions such as:
Lay-By’s
Returns.
Exchanges.
Loyalty programs.
Gift vouchers.
Afterpay.
Sales transaction procedures can be found in the Point-of-Sale and Balancing Policy and Procedure. 
[bookmark: _Toc16577455]2.5 After sales service
Offering exceptional customer service does not end when the customer leaves the store. There are services that we offer our customers to promote loyalty and encourage the customer to return to our store. After sales services include:
Parcel pick-up
Alterations.
Home delivery.
After sales service procedures can be found in the Point-of-Sale and Balancing Policies and Procedures.
[bookmark: _Toc16577456]2.6 Customer information
The Retail Room holds the privacy of our staff and customers in the highest regard. The personal information of our staff and customers will be kept securely and will only be accessed by authorised staff.
To ensure this information is kept secure it is essential for all staff to access computerised records with their unique staff identification number. Do not give this number to anyone else.
When you have finished using the computer ALWAYS log out. NEVER walk away and leave the computer unsecured.


2.6.1 Release of customer information
The Retail Room will not sell or release personal information of any customers to third parties under any circumstances. The Retail Room’s employees will comply with the Privacy Act 1988.
Customer information will only be released where required by law or in cases where unlawful activity such as fraudulent credit card use is suspected.
[bookmark: _Toc16577457]2.7 Team communication
Employees are expected to communicate with customers and colleagues in a respectful and professional manner. 
Employees will not engage with customers on social media, using personal or company profiles, unless approved by the marketing department. 
Team communication procedures and what is expected from you, is provided in the Store Operations Policy and Procedure.
[bookmark: _Toc16577458]2.8 Sales targets
The Retail Room’s sales process is closely linked to the customer service process. If employees follow the customer service process, achieving sales targets will be the end result.
Employees at The Retail Room should have a clear understanding of the KPIs for their store, including their own personal sales targets. Each employee will be given their sales target at the beginning of their shift and are expected to monitor their progress to ensure these targets are achieved.
Your targets for each shift will include the actual dollar value of sales to achieve, as well as a target AUT (Average units per Transaction).
2.8.1 Key Performance Indicators (KPI’s)
Key Performance Indicators (KPI’s) are used to measure the success of The Retail Room’s sales strategies. Monitoring KPI’s regularly gives an idea of how the store is performing, what areas are doing well and what areas need to be improved upon.
The Retail Room’s KPI’s are:
Average Units per Transaction (AUT)
The average units per transaction is calculated by taking the total number of items sold for the day and dividing it by the number of transactions made. The AUT at The Retail Room is 2.2. Monitoring this KPI allows the store to make adjustments to selling strategies to offer more products to customers whilst selling.
Daily budgets
The daily budget can be broken down into hourly targets to ensure the target is achieved. For example, the daily budget for your store is $2000, and the store is open for 8.5 hours. To calculate the hourly target you divide the daily budget by the number of hours the store is open. In this example, the hourly target is approx. $235.
Shrinkage
The Retail Room calculates the shrinkage suffered by the business each financial year, as a percentage. The shrinkage for the store should be below 2%.
Mystery shop appraisals
The Retail Room regularly employs mystery shoppers to gather feedback on the customer service and sales processes implemented in store. You won’t know who a mystery shopper is, they will act as a regular customer and later complete a survey on their in-store experience. Once this is forwarded to The Retail Room we give it a score as a percentage. The required percentage for mystery shop appraisals is 85%.
2.8.2 Sales planning and evaluation
The Retail Room forecasts sales performance each financial year, based on previous sales results, upcoming promotional periods and territory/customer profiles. Store budgets are created using this information and also take into account “overhead” costs such as wages, rent, electricity, stock cost, etc. Sales budgets for promotional periods will be higher than non-promotional periods as it is expected that the store will have a higher volume of sales.
The management team at The Retail Room evaluates the performance of each store during both promotional and non-promotional periods. Information is gathered for each store on KPIs and measured against the benchmark set by The Retail Room. Areas that have under-performed will be communicated to store managers and will become focus areas for that store. Training on those areas will be arranged and staff and store performance closely monitored.
Areas that are consistently under-achieving will require specialised training. The Area manager for the store will spend time in store offering coaching and feedback, and will report the issues and progress to the head office.


2.8.3 Approvals
The KPIs and sales targets for each store will be set by the sales and marketing team, in consultation with the store manager. All targets must be approved by the sales and marketing teams before they can be implemented in store.
Any amendments to personal sales targets must be approved by the store manager, with supporting evidence to justify the change.



[bookmark: _Toc19630200]Section 2
[bookmark: _Toc19630201]Customer Complaints Policy and Procedure


1. [bookmark: _Toc16577461]About this document
[bookmark: _Toc16577462]1.1 Policy purpose
The Retail Room recognises that not all customer or staff interactions go according to plan. Customer satisfaction is our focus, so staff must be able to handle customer complaints or issues effectively. Staff issues can also cause problems in the workplace so employees must be aware of the grievance process so these can be resolved effectively and efficiently to maintain team cohesion. 
We value complaints as they assist us to improve our services. The Retail Room is committed to consistent, fair and confidential complaint handling and to resolving complaints as quickly as possible.  We aim to make it easy for people to make a complaint if they are dissatisfied and we will treat all customers and staff making a complaint equally. 
[bookmark: _Toc16577463]1.2 Policy application
All staff must comply with this policy in their conduct of workplace duties. This policy covers all complaint issues and concerning matters that are under the control and management of The Retail Room. 
[bookmark: _Toc16577464]1.3 Policy authorisation and review
This policy has been authorised by the Manager and is available to all staff. This policy will be reviewed annually, and more regularly if changes are necessary. The Manager is responsible for initiating the review and ensuring the amendment of the policy. Staff will be consulted to provide input during the policy review period over a 10 (ten) working day period. Customers may be engaged to provide feedback on the complaints policy and procedures.  
[bookmark: _Toc16577465]1.4 Policy location
The policy is located on The Retail Room website (staff access area) and is also contained in the TAFE Simulated Workplace Policy and Procedures Manual.


[bookmark: _Toc16577466]1.5 Definitions
Table 4: Definitions
	Term
	Definition

	Complainant
	Customer or member of the public making the complaint.

	Complaint
	An expression of dissatisfaction with a decision, policy, procedure, charge, employee, contractor or the quality of the service provided.


2. [bookmark: _Toc16577467]Related procedures
[bookmark: _Toc16577468]2.1 Customer complaints
At The Retail Room we welcome customer feedback, both positive and negative. Negative feedback shows us how we can improve and offer the very best customer service experience. All people making a complaint will be treated with courtesy and respect, no matter the nature of their complaint. 
2.1.1 Face-to-face customers
When a customer has a complaint, it is our aim to remain positive and turn the situation around so an unhappy customer becomes a happy, returning customer. Where possible, complaints will be resolved at the first point of contact.  
There are times when you may need to offer compensation to pacify unhappy customers. This may include:
· Offering gift vouchers to be used in the store.
· Giving discounts on particular products and services.
· Offering a store credit.
Compensation should only be offered in extreme cases, when a customer is unable to be pacified. Never offer compensation without the authority of your manager.
Listen
Show the customer that you are listening by using active listening techniques, like occasionally nodding, and do not talk over them. Customers want to feel like they have been listened to, and not showing you are listening could potentially make the situation worse.


Acknowledge
Acknowledge the customer’s feelings and concerns. Use phrases like “I understand”. Do not directly agree with what they are saying. Until the issue is investigated further you do not have enough information to admit fault. Apologise for any inconvenience, again, not admitting fault, you are just empathising with them for the inconvenience. 
Question the customer
Question the customer to get all the details and what their desired outcome would be. Use open, closed and reflective questions to gather all the information required to help deal with the situation.
Find a resolution
Work quickly to find a resolution that is both acceptable to the customer and the company.  Do not hesitate or seem unsure of what to do. If the situation is out of your control, or the customer is not happy with your resolution, excuse yourself and call a manager. Refer all issues that are beyond your scope of responsibility to a manager/supervisor.
All major complaints must be recorded on the Incident Report Form. Your manager/supervisor will advise you if this is necessary.
Remember, a happy customer may only tell 5 people of their good experience, but an unhappy customer will tell thousands about a bad experience!
2.1.2 Written customer feedback
Written complaints or feedback, including online reviews, will be treated with the same courtesy and respect as a face-to-face customer.
Written complaints will be acknowledged within 48 hours. If the complaint cannot be resolved immediately, the customer will be given a timeframe, a contact person and details of our complaint handling process. The manager will allocate the contact person.
The same offers of compensation as for face-to-face customers can be used if a customer is unhappy with the resolution to their complaint or feedback. 
2.1.3 Informing customers of progress
Customers will be informed of the progress of their complaint regularly, especially if there are any delays or changes to what has been agreed. Where the complaint requires further investigation, customers will be given an approximate timeframe for resolution at the time they make their complaint. 
Customers will be informed of any changes to our products or services as a result of their complaint. Where appropriate, customers who have had a complaint resolved will be contacted at a later date to see if they are happy with how their complaint was handled.
2.1.4 Escalating complaints
If the complaint is unable to be resolved at the first point of contact, it should be referred to the manager and the customer will be informed and given an amended timeframe for resolution. The manager will arrange for the complaint to be investigated and provide the complainant with our findings.
2.1.5 Complaints management
The manager will review complaints on a monthly basis and report on complaints received and resolved at staff meetings. Recorded information will include:
•	Number of complaints received.
•	Amount of time taken to resolve the complaints.
•	Nature of complaints received.
•	Satisfaction levels of customers after complaints have been resolved.
•	Service improvements made as a result of the complaints received.
This information will be presented at the first staff meeting of each month.
2.1.6 Recording complaints
All complaints made verbally or written, will be recorded in the Complaints Register at the time the complaint is made, or as soon as possible afterwards, by the staff member who first receives the complaint. When taking a complaint, the staff member will record the following: 
•	Name and contact details of the customer (complainant).
•	The date and time of the complaint.
•	Details of the service provision.
•	Details of the problem or issue.
•	Suggestions made by the complainant.
•	Contact details and preferred mode of contact.
•	Service commitments made to the complainant.
•	Copies of any documentation relating to the complaint.
All details will be held as per our privacy and confidentiality policies.  The Manager will monitor recorded complaints to identify any on-going issues or trends.
[bookmark: _Toc16577469]2.2 Angry and aggressive customers
There may be times when you are faced with a customer who is extremely angry, possibly even aggressive or physically violent. It is important to deal with these situations calmly and efficiently whilst keeping yourself, customers and other staff, safe.
If a customer is yelling or angry:
· Remain calm.
· Calmly ask the customer not to yell. Never tell a customer to calm down.
· Do not retaliate, react or argue with customers.
· Place a physical barrier, such as a counter, between yourself and the customer.
· Ask colleagues or customers to call for assistance if you cannot diffuse the situation.
· Report the incident to a supervisor/manager as soon as possible.
· Record the incident on the incident report form.
If a customer is physically aggressive or violent:
· Remain calm.
· Call security if possible. 
· If not, ask a colleague or customer to call.
· Try and evacuate the immediate area.
· Place a barrier, such as a counter, between yourself and the customer.
· Report the incident to a supervisor/manager as soon as possible verbally either by phone or via another staff member.
· After the incident has been controlled, complete an incident form. 



[bookmark: _Toc19630202]Section 3
[bookmark: _Toc19630203]Point-of-Sale and Balancing Policy and Procedure


1. About this document
1.1 Policy purpose
The Retail Room aims to create happy customers who want to come back again, and again…and again. 
Our employees can make this happen by processing transactions at the Point-of-Sale (POS) efficiently, accurately and courteously.
Being familiar with the content of this manual will ensure that you:
Open and close the POS correctly.
Operate POS equipment accurately and efficiently.
Perform POS transactions correctly.
Complete sales transactions correctly. 
Wrap and pack goods according to store requirements. 
1.2 Policy application
All staff must comply with this policy in their conduct of workplace duties. This policy covers all sales issues and concerning matters that are under the control and management of The Retail Room. 
1.3 Policy authorisation and review
This policy has been authorised by the Manager and is available to all staff. This policy will be reviewed annually, and more regularly if changes are necessary. The Manager is responsible for initiating the review and ensuring the amendment of the policy. Staff will be consulted to provide input during the policy review period over a 10 (ten) working day period. Customers may be engaged to provide feedback on the complaints policy and procedures.  
1.4 Policy location
The policy is located on The Retail Room website (staff access area) and is also contained in the TAFE Simulated Workplace Policy and Procedures Manual.


1.5 Definitions
Table 5: Definitions
	Term
	Definition

	POS
	Point-of-sale terminal or register.

	Cash Float
	Money in the register at the start of the day to be able to give customers change.

	Cash drop
	Can be called a Cash Clearance. Clearing excess cash from the register for security purposes. 

	Reconciling
	This is the procedure of checking amounts received in payments against the POS system reports. 


2. Related procedures
2.1 Mode of sale
Follow these steps at the point-of-sale:
1. Welcome the customer.
2. Provide efficient service.
3. Follow security procedures for cash and goods.
4. Encourage the customer to return.
2.2 Opening the register
The manager on duty will open the register prior to the opening of trade each day. These are the steps for opening the register:
Get cash float from the office.
· Count the cash float to check accuracy. Fill in the cash float count sheet.
· Transfer the cash float to the POS terminal.
· Close the cash drawer.
· Turn the POS terminal on.
· Turn the EFTPOS terminal on.
· Log on to the POS terminal by entering staff ID code.


2.3 Security procedures at the POS
The team must maintain security procedures to prevent theft and fraud at the point of sale. These procedures include security when handling cash and processing other transactions.
2.3.1 Cash handling procedures
The cash drawer must be closed after each transaction.
Never leave an open cash drawer unattended under any circumstances.
The register must be locked and the key removed whenever it’s unattended.
Never count money in view of the customers.
The maximum amount of cash allowed in the register is $500. Any excess cash should be removed by:
· Counting the excess cash.
· Filling in the cash clearance slip.
· Placing the cash and slip in the bag provided, and sending up the clearance chute.
When taking cash from a customer:
· Call the amount tendered.
· Place the amount tendered into the note clip on the register until the customer has received their change.
· Count back the change to double-check yourself.
· Avoid being distracted by other people while processing a transaction.
2.3.2 Getting change for the register
Never let the register run short of change. This could cause delays in serving customers. Check the level of change during quiet times. If you anticipate high sales during the day, e.g. for a sale, get extra change early in the day.
Use a change sheet to document the amount of money you’re taking from the register for change. Use a separate change slip for each register to ensure accuracy for balancing. 
In the left hand column (cash removed), write in the amount of notes/coins you are removing from the register. In the right hand column (change required), write the amount of notes/coins you are replacing in the register. The right hand total should be the same as the left hand total. The change sheet is a security check. 
Take the change sheet to the cash office when getting change. Remember when placing change back into the register to check it for accuracy also. 
Example change sheet 
[image: ]
For more information on security at the POS, see the Store Security Policy and Procedure.
2.3.3 Cash clearances or cash drops
Cash will be cleared from the registers to maintain the security of the register. Cash clearances should be performed regularly dependent on how busy the store has been. As a guide, check the amount in the registers at 11.45am and 3pm. Only managers or supervisors will conduct a cash clearance. All cash drops are to be placed in the bags provided and sent through the clearance chute system. The maximum amount of cash allowed in the cash drawer is $500.00.
Clear large note amounts of $100, $50 and $20 notes. 
Complete a clearance slip with the number and amount of each denomination taken from the register. Use a separate slip for each register to maintain accuracy for balancing. Ensure the register number is included on the clearance slip.
The excess cash will be stored in the safe for balancing at the end of the day. 
2.4 Types of transactions
2.4.1 Lay-By
Lay-Bys can be made with a 10% deposit and a $5 non-refundable administration fee.  Lay-Bys will be kept for a period of 8 weeks and require fortnightly payments to remain active.  If a customer lay-by is cancelled by the store, a letter will be sent to the customer and all money paid (except the administration fee) will be refunded.  


2.4.2 Refunds and exchanges
Refunds or exchanges can be provided for customers when:
The goods have a basic fault which was not present at the time of the sale.
The goods are unsuitable for the purpose the customer had made known to the sales assistant at the time of the sale.
When customers have changed their minds.
For a refund or exchange to be processed the goods must be:
Returned within a 30 day period from purchase.  
In original or saleable condition with tags attached, packaging intact.
Accompanied by a proof of purchase (receipt). 
Faulty items will be replaced or refunded. 
For all other situations, refunds or exchanges will only be given at the manager’s discretion.
If you are unsure please refer to your manager before processing the refund.
In all cases, proof of purchase (receipt) must be provided. 
2.4.3 Loyalty program
Every customer must be asked at the point-of-sale terminal if they have a loyalty card (to scan with purchases). If the customer presents their card, scan before finalising the sale through the point-of-sale terminal. If the customer is a member but does not have their card to scan, use the member search function on the POS. 
If the customer indicates they are not a member, politely ask if they would like to join the loyalty program today. The customer must be informed that:
· There are no costs involved with them joining.
· It is a quick and easy process and if they join today they will receive points on their purchase today.
· They will receive a card for their membership but they can be searched through the computer if they lose their card.
· Points earned will accrue and be converted to vouchers or credit to spend in store.
· Every birthday the customer will receive a discount voucher off their next purchase.


2.4.4 Afterpay
Customers are able to use Afterpay to make purchases in our store.  The Afterpay process is:
· The customer must download the Afterpay app and sign up for an account.
· Once the customer has an account, they can log in and generate a single-use barcode.
· Select the Afterpay option on the point of sale terminal.
· Scan the customer’s barcode.
· Once approved, process the sale as normal.
Please follow the procedures in the tables below to process transactions.
Table 6: Sales transactions procedures
	Cash Procedures
	EFTPOS/Credit Tap-n-go

	Scan the goods into the register. 
Sub-total the sale and tell the customer the total amount.
Call the amount of money tendered by the customer.
Place the money tendered on the register. 
Ring up the amount tendered using the Cash Total button.
Make up the change and count it back to the customer.
Place the amount tendered into the cash drawer.
Close the cash drawer.
	The total sale must be more than $10.
Ask the customer to tap their card.
If the amount is more than $100 the customer will need to enter their PIN.
Press ‘OK’ to get a customer copy of the receipt.
Place the store copy in the designated area.





	EFTPOS – Insert or swipe
	Lay-By

	The total sale must be more than $10.
Insert the card “chip first” into the machine or swipe the customer’s card.
Ask the customer to select the account, and then enter their pin.
Press ‘OK’ to get a customer copy of the receipt.
Place the store copy in the designated area.
Please note we do not accept Diners Club Card or AMEX.
Please note we do not offer customers a “cash out” option.
	Advise the customer of the Layby terms and conditions.
Scan the items into the register and select the F7 layby button.
The deposit is entered into the register as a cash amount tendered. The register will tell you the balance outstanding.
Press the sale button to open the cash drawer and put in the deposit.
The details will be printed on the receipt. Give one copy to the customer.
Wrap the goods and attach the other receipt to the outside of the parcel.
Take the goods to the layby department for storing.

	Gift voucher - Sale
	Gift voucher - Redeem

	Ask the customer what value they would like the gift voucher to be.
Enter the amount of the voucher into the register.
Press the Gift Voucher button on the register.
Swipe the gift voucher into the EFTPOS machine.
Process the sale via cash or EFTPOS as normal.
Give customer the sale receipt and gift voucher activation receipt.
	Scan the items into the register.
Ask the customer what amount is on the gift voucher.
Select gift voucher as the sale type.
Enter the total to be paid with the gift voucher.
Swipe the gift voucher in the EFTPOS machine and enter the PIN.
If there is additional money to be paid, select the tender type and process as normal. Dispose of gift voucher.
If there is value left on the voucher, write the total on a sticker and attach to the card.  Return the card to the customer.




2.5 Busy periods at the POS
Make our customers happy. Remember: ‘Think like a customer.’
Apologise to the customers who are waiting. Thank them for their patience. 
If the EFTPOS machine becomes unusable offer alternative methods of payment so that you don’t lose the sale.
Call for assistance if necessary.
Open another point of sale register.
2.6 Quiet periods at the POS
Keep busy during working hours. 
Check the amount of change and replenish if necessary. 
Check the amount of receipt rolls and gift vouchers available and replenish if necessary.
Check the amount of wrapping material or bags and replenish if necessary.
Clean and tidy the point of sale area and equipment.
Clear excess cash from the register and transfer money if necessary.
Check if the register roll needs to be replaced and do so if necessary.
2.7 Consumables for the POS
Consumables must be checked regularly throughout the day and replenished when required. Consumables include:
Receipt rolls/EFTPOS rolls.
Plastic bags – small, medium and large.
Paper bags.
Wrapping materials.
Stationary supplies such as pens, paper, sticky tape, scissors, staples, rubber bands etc.
Vouchers.
Change slips.
Reconciliation documentation.


2.8 Register Errors
If in doubt, ask for help.
Most errors on the register can be fixed by pressing the Clear button and starting the transaction again.
If you process a transaction on the POS under the wrong tender type, leave a note in the register to inform the person closing the register, or notify a manager immediately.
All ‘No Sale’ transactions must be accounted for. Keep the receipt, write the reason for the ‘No Sale’ on the back of the receipt and have it signed by the department manager. Keep the receipt with the non-cash documents in the register.
All incorrect transactions must be accounted for. Keep the receipt, write VOID across the front, write the reason on the back and have it signed by your department manager. Keep the receipt with the non-cash documents in the register.
2.9 Wrapping and packing goods
Wrap safely to keep goods safe and customers happy.
All garments should be wrapped in tissue paper before being placed in the plastic bag.
All fragile items must be thoroughly protected with tissue paper to protect against damage.
Large items will fit into the oversize bags.
For an additional charge of $5 per item we can gift wrap products in boxes.  Find the appropriate sized box, and place item inside.  Fill up gaps with tissue paper.  Put on lid and place ribbon around box, tie in a neat bow.
At the close of a sale, farewell the customer and hold the bag up until the customer takes it from your hand. 
Present the bag to the customer with the logo facing the customer. 
Do not hurry the customer to leave. The Retail room’s high standard of customer service is to continue until the customer has left the store.


2.10 After sales services
2.10.1 Delivery service
Home delivery is available for customers. Items that they have purchased will be delivered to their home for a fee of $70. 
We will deliver once a week.
· The current costs, and dates, for delivery are kept with the delivery docket book at the point of sale.
The procedure for home delivery is as follows:
Process the sale as normal, including the $70 home delivery fee.
Fill in the home delivery form with all of the customer’s information. It is important to ensure all aspects of this form are complete.
Detach the bottom part of the delivery docket and give it to the customer.
Book in a delivery date and time on the booking system.
Once the transaction has been completed follow these steps:
Wrap the goods for delivery.
Attach the top part of the form to the goods. The duplicate of the delivery docket stays in the docket book as our copy of the transaction.
Take the goods to the delivery storage area.
2.10.2 Parcel Pick-up
Heavy or bulky items are not always displayed on the shop floor as they take up too much space and could cause injury if customers try to move them. For this reason, we have parcel pick-up. The parcel pick-up procedure is as follows:
•	The customer brings the item information slip that is displayed in the department to the POS counter.
•	Process the sale as normal.
· Stamp “parcel pick-up” on customer’s receipt.
· Advise the customer of how to get to the receiving bay.  
· Phone the information to the receiving bay with receipt number and product details. 
· Customer takes their receipt to the receiving bay where staff will help them load their goods.
2.10.3 Alterations
An alteration service is available for customers purchasing clothing items. If a customer would like to use this service, the procedure is as follows:
· Inform the customer that there may be a fee depending on the service required.
· Check the alterations booking system for available dates.
· Book the customer in using the booking system.
2.11 Closing the register
Registers are to be balanced at the end of the day ONLY. 
If customers query change given to them, inform the customer that you will take their name and details and a register balance will be done at the end of the day. If the register is over by the amount queried, the customer will be contacted and given the correct change. Refer the customer to a manager/supervisor if the customer is not happy with this procedure. 
At the close of trading each day, the manager on duty is responsible for closing the register. 
2.12.1 Balancing/reconciling the register
The store must be closed and locked before registers can be balanced. Once logged on to the register there is a balance register button to start the balance process. 
These are the steps for closing the register:
Remove the cash and non-cash documents from the register.
Separate the cash float and count the cash and non-cash documents. The cash float should be placed in a cash float bag and secured in the office overnight. 
Record the totals on the count sheet.
Print a reconciliation report (Z-Read) from the POS terminal, and check against the totals on the count sheet. The cash totals on the reconciliation report should match the total on the count sheet.
Print a reconciliation report on the EFTPOS terminal and check against the non-cash documents and totals on the POS reconciliation report. The EFTPOS reconciliation report should match the POS reconciliation report.
If there are any discrepancies, re-count the cash and non-cash documents and find where the error has occurred. Once found, make a note of it on the reconciliation report.
If a discrepancy cannot be fixed, report to manager or finance department.
Leave the cash drawer open. 
Return the key, all monies and documents to the office. 
After the reconciliation is complete, fill in the deposit slip and place in the banking bag with the cash to be banked. File the POS reconciliation report, EFTPOS reconciliation report, and non-cash documents in a plastic sleeve with the day, date and register number written on it.
All POS terminals must have the cash drawer left open overnight to prevent damage to the POS in the event of a burgulary. 
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1. About this document
1.1 Policy purpose
Stock control is an important aspect of The Retail Rooms business. We strive to maintain good stock records and minimise shrinkage in store due to errors, waste and theft. Staff responsible for the stock control process must ensure complete accuracy and efficiency to maintain the stores stock records to a high standard. 
1.2 Policy application
All staff must comply with this policy in their conduct of workplace duties. This policy covers all stock issues and concerning matters that are under the control and management of The Retail Room. 
1.3 Policy authorisation and review
This policy has been authorised by the Manager and is available to all staff. This policy will be reviewed annually, and more regularly if changes are necessary. The Manager is responsible for initiating the review and ensuring the amendment of the policy. Staff will be consulted to provide input during the policy review period over a 10 (ten) working day period. Customers may be engaged to provide feedback on the complaints policy and procedures.  
1.4 Policy location
The policy is located on The Retail Room website (staff access area) and is also contained in the TAFE Simulated Workplace Policy and Procedures Manual.
1.5 Definitions
Table 7: Definitions
	Term
	Definition

	Shrinkage
	 The difference between the amounts of products the store actually has compared to what the records say should be there. Difference may be due to error, waste or theft.

	Stock replenishment
	The act of filling the shelves from the store reserve, excess stock or new deliveries to replace goods that have sold. 

	Stock rotation
	Is ensuring new stock in store is placed towards the back of the shelf so customers purchase older stock first.  


2. Related procedures
2.1 Receiving stock
All stock delivered to the store will be stored in the receiving bay in the receiving area. Deliveries will only be received one at a time, whether they are hand delivered or by transport. This will ensure deliveries are not confused and will minimise the opportunity for vendor theft. The receiving bay must be clean and tidy at all times to ensure workplace health and safety standards are met. This is a working area where staff must be able to work efficiently and operate equipment safely. 
For more information on stock security, see the Store Security Policy and Procedure.
Once a delivery is made stock control staff will:
Do a visual check of the boxes to ensure there is no damage to any box. Boxes that appear to be damaged, tampered or interfered with will be opened and checked before signing any delivery documentation. Note any issues on the consignment note and in the store diary.
A physical count of the boxes must be made and compared against the consignment note. If any boxes are missing, a note should be made on the consignment note and in the store diary. 
Check use-by-dates and temperatures for perishable goods.
Check the name and address is correct. 
Only once the first four checks have been completed can you sign the consignment note. 
Perishable items are to be dealt with immediately and stored in the correct location. I.e. cool room/freezer. 
If boxes have to be moved, correct manual handling techniques must be used (procedure for correct manual handling can be found in the Workplace Health and Safety Policy and Procedure). Staff must either get assistance from another staff member when moving heavy stock or use trolleys.  Only authorised staff members may use the hand driven forklift.
All other goods must be stored appropriately as soon as they have been received, ready for processing. 


2.1.1 Receiving bay equipment
The receiving bay has special equipment available to help unload and move boxes and pallets. All staff are to ensure they are using the correct equipment to ensure their own safety and the safety of others around them. Only staff authorised can use the forklifts. 
Table 8: Equipment examples
	Examples of receiving bay equipment
	Usage
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	Hand Trolley
Use a hand trolley to move small cartons.
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	Flat trolley
Use the flat trolley to move larger cartons. 
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	Pallet Jack
The pallet jack is used to move larger stock, such as those on pallets, throughout the store. Ensure safety around customers when using on the shop floor.

	[image: ]
	Hand-driven forklift
The hand-driven forklift is used to move larger stock, such as those on pallets.


2.2 Processing deliveries
Goods will only be processed after the receiving officer has signed the delivery docket.
Remove the goods from the packaging and place on the benches in the receiving bay. This is where the goods can be counted and checked against the invoice. When checking stock you must ensure:
· The quantity is correct for each item.
· The quality of the item (i.e. no rips, tears or damage).
· For perishables check the temperature and expiry dates. 
Any discrepancies or issues must be noted on the invoice and a supervisor/manager notified. 
Use the safety knives to open all packaging. Remember to cut away from your body to prevent accidents. 
The packaging must be disposed of in the rubbish bin or the recycle bin, as appropriate. Our policy is to recycle wherever possible. The cartons must be immediately crushed placed in the recycling bin.
Goods can be stored immediately in the reserve, unless special requirements apply. Each department has its own storage area within the reserve. 
Certain products arrive without pre-printed barcodes on the product. Ensure either price labels are printed from the stock control system (which includes a barcode) and placed on the product or manually priced using the pricing guns. 
2.2 Invoices
Invoices will accompany the delivery and should be a reflection of the original purchase order. It is important the goods received are checked against the invoice to ensure the amount invoiced is actually what we received in the delivery. Invoices must be checked thoroughly before goods are sent to the reserve or the department. Tick the correct listings on the invoice or note changes that need to be addressed.
Check for:
Correct name and address of the store.
Goods and quantities match what is on the invoice.
Correct price has been charged and discounts are correct.  
Goods and Services tax is correct as well as any freight charges.
Goods that are incorrect, damaged or out-of-date must be returned to the supplier. A completed claim form must accompany the goods on dispatch.
Once an invoice has been checked and is correct, the invoice number must be entered into the POS system and marked as received. The stock received will automatically be updated on the store inventory list, ensuring stock levels are correct. 
Completed invoices are to be filed in the correct filing tray in the receiving bay office. 
2.3 Storing stock
Some stock requires special storage. These are outlined below:
All jewellery is stored in the department for security reasons.
· Observe regulations for storage of hardware goods. Dry chlorine should not be stored near liquid or powder chlorine. Nor should it be stored near oil, heat beads or firelighters. Wear gloves when handling chemicals. Store in a well ventilated area. If unsure, check the Safety Data Sheets (SDS) with the products.
· Fragile goods must be given adequate storage space and handled correctly to prevent breakages. 
· All perishable goods must be stored in date order and to correct storage conditions. I.e. in cool rooms or freezers.
· Heavy and bulk items are to be stored at ground level. Do not place on high shelving. 
· Any legislated products such as spray paint cans and knives must be stored in the correct locked cabinets. 
For more information on procedures for securing stock, see the Store Security Policy and Procedure.
2.4 Stock replenishment
Stock on the shop floor needs to be replenished daily. Customers cannot buy merchandise from the store room! All staff working on the day are responsible for replenishing stock in their section. Ensure excess stock is used before newly delivered stock. When replenishing stock, ensure the FIFO principle (outlined below) is used.
Before placing goods onto the shelf, check the descriptions and barcodes on the shelf labels match the products to ensure it is in the correct location.  For stock that is missing barcodes, you will need to print barcodes using the stock control system or manually price using the pricing gun. For a list of items requiring these processes, please see the stock control staff. 
For individual new products that are not allocated a space on the shelving: firstly check the planogram for that section to see where it should be placed. If not on the planogram, place in the new stock tub in the office so a space can be allocated by a manager. New product range lines can be placed in prominent positions as per the Visual Merchandising Policy and Procedure. Any shelf labels found to be missing or damaged must be ordered through the stock control system and placed on the shelf as soon as possible. 
Use the ‘Clean as you go’ technique and remove any waste products to the correct bin as you are replenishing stock to ensure you do not create hazards for customers or other staff. 
For more information on merchandising products, see the Visual Merchandising Policy and Procedure.
2.5 Stock rotation
At The Retail Room, we follow the FIFO system for stock rotation. 
FIFO = First In – First Out
That means the goods that are first into the store must also be the first to go out of the store with the customer. In a practical sense, when replenishing stock on the shop floor, new stock is to be placed at the back of the shelf and older stock brought to the front. Stock that is rotated regularly has less chance of becoming soiled or damaged.
Check all dates on perishable goods before you put stock onto the fixtures. Ensure the stock on the shelf is in date order. Stock with the most recent use by date to the front to sell first and older dates to the back. This helps minimise waste or stock going out of date.  Items should be pulled to the front of the shelf and faced forward so the shelf looks full (faced up).
2.6 Ordering stock
Stock levels on the shop floor should be checked daily and where necessary, filled from the reserve. 
Stock may only be re-ordered by authorised staff using the online ordering system. If you are not authorised to re-order stock, speak to your manager if stock levels are running low. Sometimes stock that has been ordered does not arrive as expected. If you are out of stock on a particular item, you need to:
Find out why this has happened. Check the invoice and phone the supplier if necessary. 
Notify staff members of the reason for the delay so they can inform customers when necessary.
Place a ‘Temporarily Unavailable’ ticket on the shelf, if appropriate.


2.7 Damaged and out of date stock
All stock should be checked regularly for damage. Sections with perishable goods must check expiry dates daily.
2.7.1 Damaged stock
Any products found to be damaged or stolen are to be placed in the damaged/stolen trolley in the back office with a damaged slip completed and attached to the item.  The damaged slip must contain the date, name of the staff member who placed it there and what is wrong with the product (or how it got damaged if known).  
The stock control team will then record each item in the stock control system and:
Return any items to the suppliers (i.e. faulty or damaged stock). 
Discount any items able to be sold (i.e. packaging damage but product ok). 
2.7.2 Out of date stock
Dates should be checked daily when replenishing stock. 
When you identify an item that has a use-by or best before date of less than 5 days away, it needs to be marked down by 30% and placed in the specials bin or at the front of the shelf. Make sure there is a reduced sticker clearly visible on the product. 
When you identify an item that is past its use-by or best before date, you must remove the item from sale immediately. Attach a waste sticker to the product with the following information:
Date.
Identified issue.
The stock then needs to be placed in the specially marked waste bin in the back office. The stock control team will record each item in the stock control system and dispose of the waste. 
2.8 Returning stock
All goods that need to be sent back to the supplier must be done according to store procedure:
Identify the reason for the returns – damage, soiled, oversupply or incorrect goods.
Package the goods carefully to avoid damage in transit. 
Complete a credit request form.
Check the documentation has been completed accurately – name, address, reason for return, pricing and special delivery instructions.
Goods for dispatch must be held in the designated area of the reserve. This will ensure they are returned and processed promptly. 
2.9 Work Health and Safety (WHS) and stock control
WHS is an important aspect of the stock control process. At all stages there is the risk of harm to staff and customers. When involved in the stock control process, staff must be aware of their surroundings and how their activities may impact on the safety of others. To minimise the risk of harm, all staff are to follow correct manual handling techniques, use the appropriate equipment and clean as they go to ensure no hazards are left behind.
For more information on WHS procedures, see the Work Health and Safety Policy and Procedure. 
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1. [bookmark: _Toc16516021]About this document
1.1 [bookmark: _Toc16516022]Policy purpose
The purpose of this policy is to establish guidelines for the presentation of merchandise at The Retail Room. The Retail room aims to attract customers with effective store layouts and merchandise that is easy to find. Employees are responsible for implementing this policy in store and ensuring that visual merchandising activities reflect and enhance our brand.
1.2 [bookmark: _Toc16516023]Policy application
All staff must comply with this policy in their conduct of workplace duties. This policy covers all merchandising issues and concerning matters that are under the control and management of The Retail Room. 
1.3 [bookmark: _Toc16516024]Policy authorisation and review
This policy has been authorised by the Manager and is available to all staff. This policy will be reviewed annually, and more regularly if changes are necessary. The Manager is responsible for initiating the review and ensuring the amendment of the policy. Staff will be consulted to provide input during the policy review period over a 10 (ten) working day period. Customers may be engaged to provide feedback on the complaints policy and procedures.  
1.4 [bookmark: _Toc16516025]Policy location
The policy is located on The Retail Room website (staff access area) and is also contained in the TAFE Simulated Workplace Policy and Procedures Manual.
1.5 [bookmark: _Toc16516026]Definitions
Table 9: Definitions
	Term
	Definition

	Merchandise
	Products sold within a business.

	Planogram
	A visual plan of placement of products on shelving. 

	Facing up
	Bringing products to the front of a shelf or display to make the display look neat and tidy. Products are faced so the front label faces out to the customer.

	Facings
	The amount of rows a product has on a shelf. I.e. 2 facings would have 2 rows of the same product on the shelf. 

	SKU
	Stock Keeping Unit. This is a coding system to keep track of products.


2. [bookmark: _Toc16516027]Related procedures
2.1 Store merchandising
At The Retail Room we believe that good presentation is essential to attract new and potential customers to the store. To remain competitive and increase our brand awareness, The Retail Room has developed these guidelines for displaying merchandise.
2.1.1 New stock
New merchandise lines will be placed in the most visible area in the department. This may be on racks near the front of the department, or on endcaps. Promotional signage should be displayed, which will be provided by the visual merchandising team. When a customer enters the department, the new merchandise should be the first thing that they see. All new stock must have white labels printed for the shelf that contain the following information:
Price.
Product description.
Weight/size.
Quantity (if applicable).
SKU.
Barcode.
2.1.2 Sale stock
Sale stock will be placed at the back of the department, on fixtures that are clearly marked with promotional signage. Promotional signage will be provided by the visual merchandising team. Placing this stock at the back of the department draws the customer in.
All sale stock must be clearly marked with yellow shelf labels or shelf talkers that contain the following information:
 Original price and Sale price.
SKU.
Individual products can be manually priced using the yellow stickers and manual pricing gun.
2.1.3 Shelved merchandise
Merchandise should be displayed on shelves according to the department plan (planograms) provided by the visual merchandising team. Each product should have the correct number of facings, as indicated on the plan. 
Products will be faced up (pulled forward) regularly, so there is no empty space at the front of the shelf. Products will also be faced-forward, with all labels/front of products facing the customer.
Department plans should be followed exactly, to create a consistent shopping experience for our customers. Once a week merchandise will be removed from shelves and the merchandise and shelves will be thoroughly cleaned. Pricing information on products and promotional signage will be checked and updated if needed.
Every 6 months the visual merchandising team will issue a new department plan and the layout will be changed, to keep customer interest.
2.1.4 Hanging merchandise
Merchandise should be displayed on racks according to the department plan provided by the visual merchandising team. Department plans should be followed exactly, to create a consistent shopping experience for our customers.
Clothing will be displayed according to range, season and colour. At all times there should be at least one of each size, per style, displayed on the rack and arranged in size order from the smallest size to the largest. Coat hangers should be “finger spaced”, meaning that there is a finger-width gap between each hanger on the rack.
Pricing information on products and promotional signage will be checked and updated if needed.
Every 6 months the visual merchandising team will issue a new department plan and the layout will be changed, to keep customer interest.
2.2 Merchandise displays
Merchandise displays will be set up within departments for key events, such as:
Themed events e.g. Christmas, Easter, Valentine’s Day, Mother’s Day and Father’s Day. 
Sales events.
New product launch.
The visual merchandising team will send a guideline for the display, detailing the location of the display, products to be used, resources required, and promotional signage. The following principles must be followed:
Displays need to entice customers into the store/department. They need to be visually appealing and promote our products.
Colours should be appropriate to the theme and purpose of the display.
Props should be appropriate to the theme and purpose of the display.
Displays need to be balanced and draw the eye to a key merchandise item.
Displays should not cause WHS hazards such as trip hazards, slip hazards, falling hazards.
Displays should be interactive and encourage the customer to touch and feel the products.
Promotional signage must be clear and displayed where it can easily be seen.
2.2.1 Setting up the display
When you are ready to set up a display, it is important that you source all of the equipment, resources, merchandise, promotional and pricing signage before you begin. Displays will be set up after hours to ensure the comfort and safety of customers. Ensure the display shelving and fixtures are clean before creating you display. 
Take care when handling merchandise and props, damage to these items costs the store money.
For more information on cleaning procedures, see the Housekeeping Policy and Procedure.
2.2.2 Unpacking merchandise
Merchandise should be unpacked carefully and with little disruption to customers. Ensure rubbish is disposed of correctly and recycled when necessary. Follow all manufacturer’s instructions for handling and storage to ensure merchandise is not damaged and does not pose a safety risk. 
Follow these guidelines when unpacking merchandise:
Whilst unpacking gather empty boxes and plastic/paper into one small area to reduce the risk of hazards. Use the clean as you go technique to minimise any risks. 
Clothing should be hung or folded immediately, and steamed if necessary. 
Products should be rotated and faced up whilst creating your display. 
Excess stock should be stored in the reserve area.
Merchandise should be handled and stored according to manufacturer’s instructions.
For more information on stock replenishment and rotation, see the Stock Control Policy and Procedure. 
2.2.3 Completion of displays
Once the display is set up you will need to tidy the immediate area around the display. 
Ensure you have removed all packing materials, rubbish, and tools/equipment used in setting up the display. 
Excess or unused display equipment should be returned to the stock room. 
· Promotional material such as signs and posters should be laid flat to prevent damage. 
· Display props should be stored in the display cupboard and items too large to fit will be stored on the lowest shelves next to the cupboard.  
Excess merchandise from the display is to be stored in the designated area in the reserve, according to manufacturer’s instructions. 
· Large and bulky items should be stored on lowest shelves	
· Clothing should be hung in garment bags to prevent damage.  
It is important to store it in this area so that staff can easily find it when they need to fill the display.
2.3 Review and refine displays
After tidying the display area you will be required to review the display. You will need to make sure that:
The display is the same as the plan provided by the visual merchandising team.
The correct merchandise has been used.
The correct props have been used.
The colours match and are appealing.
The display is balanced and draws the eye to the merchandise.
There are no WHS risks.
If any of these elements are not met, you will need to make changes to the display so that it meets the requirements.


The display will need to be monitored regularly. You will need to:
Check that pricing information is clear and correct.
Refill merchandise as needed.
Remove damaged or torn promotional signs and price tags.
Clean and tidy the display.
2.4 Promotional signage
Promotional signage will usually be provided by the visual merchandising team, however there may be times that you need to create these in store. When creating promotional signage, follow these guidelines:
Promotional signage should always be printed, never hand written.
Promotional signage should clearly state the promotion being advertised.
Pricing and product information should be clear to the customer.
Colours should reflect the store’s image and the display requirements.
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1. About this document
1.1 Policy purpose
The Retail Room is committed to the protection of all staff, customers and stock. We aim to work towards minimising stock losses due to error, waste and theft. We aim to do this by:
Securing products and equipment.
Having procedures in place for shoplifting.
Having procedures in place for emergency situations such as armed hold-ups and bomb threats. 
Training all staff in procedures relating to stock losses. 
1.2 Policy application
All staff must comply with this policy in their conduct of workplace duties. This policy covers all security issues and concerning matters that are under the control and management of The Retail Room. 
1.3 Policy authorisation and review
This policy has been authorised by the Manager and is available to all staff. This policy will be reviewed annually, and more regularly if changes are necessary. The Manager is responsible for initiating the review and ensuring the amendment of the policy. Staff will be consulted to provide input during the policy review period over a 10 (ten) working day period. Customers may be engaged to provide feedback on the complaints policy and procedures.  
1.4 Policy location
The policy is located on The Retail Room website (staff access area) and is also contained in the TAFE Simulated Workplace Policy and Procedures Manual.
1.5 Definitions
Table 10: Definitions
	Term
	Definition

	CCTV
	Closed-circuit television. A camera system to record movement. 

	High risk
	Items that are commonly stolen or in-demand.

	Security breach
	Any incident that results in unauthorized access of data or instances of theft.

	PLU
	Price Look-Up code. Primarily used in grocery stores and supermarkets to look up bulk produce types.


2. Related procedures
2.1 Store security systems
All employees must know the security systems. This is confidential information and should only be kept within the store. 
2.1.1 CCTV 
Our store has a video surveillance system in the corners of the store. The monitor is in the office where managers can view all aspects of the store, including the point-of-sale. All activities are recorded and can be looked at by only authorised employees and police. 
Please report any security equipment faults to management immediately.
2.1.2 Security tags and gates
Security gates are positioned at the front of the store at the doors. They are to be left on at all times. The gates are to be checked every day to ensure they are working. Dye tags are to be attached to all clothing and bags ensuring no damage is done to the item. Security labels are to be placed on all high risk items such as perfumes and designer brand make-up. Other high risk items will be secured in lockable cabinets. Only authorised staff can hold the key for these cabinets. 
Any faults with the gates or tags are to be reported to management immediately.
2.1.3 Security mirrors
Security mirrors are placed around the store in areas that are hard to see. Staff can use these mirrors to monitor suspicious customers. These are to be cleaned regularly with general housekeeping procedures.
Any faults or damage to mirrors are to be reported to management immediately. 
2.2 General security procedures
All customers must be greeted as soon as they enter the store as per the Customer Service Policy and Procedure. Potential shop stealers do not like to be acknowledged or noticed. This is a good way to prevent theft. A staff member must be present on the shop floor in ach department at all times.  During busy periods, or if there is only one staff member on the shop floor, security and customer service is the focus and all tasks not related to store security should be left until a more appropriate time.
All large bags, like school bags, must be left at the front of the store. 
Security dye tags must be attached to all garments.
Affix price tickets/labels to merchandise securely. 
Remove empty hangers from racks. 
Keep customers in full view at all times. 
Keep fitting rooms clear of merchandise. 
Do not leave merchandise lying around unnecessarily. 
Be alert for diversions that may distract you. 
Clearly display anti-shop lifting posters. 
The reserve door must be closed at all times.
The office door must be closed at all times.
2.3 Security at the Point-of-Sale area
The team must maintain security procedures to prevent theft and fraud at the point-of-sale. These procedures include:
Never count money in view of the customers.
Only balance the register when all customers have left the store. The store must be locked before balancing can commence. 
The register must be locked and the key removed whenever it’s unattended.
Never turn your back on an open cash drawer. It only takes seconds for someone to steal.
All ‘No Sale’ transactions must be accounted for. Keep the receipt, write the reason for the ‘No Sale’ on the back of the receipt and have it signed by the manager. Keep the receipt with the non-cash documents in the register.
All incorrect transactions must be accounted for. Keep the receipt, write VOID across the front, write the reason on the back and have it signed by the manager. Keep the receipt with the non-cash documents in the register. 
Follow the procedure for ordering change when cash amounts are low in the register.
Follow the procedure for cash clearances/cash drops when there are large amounts of cash in the register drawer. 
Cash handling procedures are in the Point-of-Sale and Balancing Policy and Procedure. 
2.4 Bag checking guidelines
A bag check must be performed at the POS and when customers leave the store. Here are the guidelines for performing a bag check:
Signs must be displayed at the entry to the store. Ensure these are in place and never removed.
The bag must be A4 size or larger. 
Ask the customer if you can inspect his/her bag.
Ask the customer to lift any item that is obscuring the bottom of the bag. 
Do not touch the customers bag or reach into the bag. 
If a customer refuses a bag check, call a manager.
A customer can only be detained by a manager, and only if they are absolutely sure an offense was committed. 
2.5 Employee theft
The Retail Room trusts all employees will be honest and not steal from the business. To help prevent employee theft:
Conduct bag checks on all staff as they leave the store.
Ensure two or more staff are closing the store and leaving together. This is also to protect the safety of the employees when leaving the premises. 
Lockers are provided for each staff member to protect their personal belongings. 
Employee purchases must be verified by a manager. 
Employees will have their own personal log in for registers and computers. 
Employee refunds must be approved and processed by a manger. 
Only approved employees will deal with opening the registers, change, cash drops and the balancing of registers.
CCTV is operational at all times. 


2.6 Identifying suspect behaviour
Not everyone is a shoplifter, but your vigilance will help prevent theft. Beware of the following suspicious behaviour:
Customers who loiter in the one area.
Customers who want to rush the sales assistant may be trying to cause a distraction.
Groups of customers who split up when they enter a store while maintaining eye contact.
Groups of school children.
Customers who watch sales assistants and other customers.
Customers who wear bulky clothing.
Customers who avoid the sales assistants.
Customers who have bags, umbrellas or prams. (These are easy places to hide merchandise).
Customers who walk around holding unpurchased goods for a long time. 
If you identify any suspicious behaviour:
Notify another staff member to get a manager (if you are able to).
Follow and monitor the actions of the suspicious person. 
Offer them assistance. Most will drop whatever they have and leave. Ensure a bag check is completed as they leave if the item is not paid for. 
2.7 Security breaches
If you witness a security breach or suspect that there has been a breach, you must report it to your manager immediately. This includes theft by other employees, and vendors, as well as customers. Follow the procedures in the previous section for suspect behaviour. Only a manager can approach a customer once they leave the store and only if certain they have stolen an item. Managers will be security trained to ensure correct handling of cases of theft.  
If theft has occurred the police will be called. If you have witnessed the theft, you will be asked to complete a personal description form to help identify the thief. Complete a security incident report form as soon as possible after the event. CCTV footage will be provide to the police. 
Do not touch anyone.
Remember: apprehension is a last resort. This can only be done by a manager. 


Do not accuse anyone.
You cannot just assume someone has taken something because they are suspicious. They haven’t actually stolen anything until they leave the store. 
Try to remember:
Do not touch the alleged offender.
Do not chase an alleged offender if they flee.
Do not approach an alleged offender if you have reason to believe the may be dangerous.
Your life is more valuable than merchandise or money. 
Do not risk your personal safety or the safety of others around you. 
For your incident report and for any police follow up, memorise as much detail about the alleged offender as you can such as:
Approximate height and weight.
Hair colour and style.
Eye colour, skin tone, tattoos, scars or other distinguishing markings. 
Clothing and footwear.
Sound of their voice or accents. 
The direction they take when they leave and the make and model of any vehicles if you see them. 
2.7.1 Armed robberies and bomb threats
Although uncommon, armed robberies and bomb threats are a risk to your safety and to those around you. It is important to follow correct procedure for each event to ensure your safety. 
Procedures for Armed robberies and bomb threats can be found in the emergency section of the Work Health and Safety Policy and Procedure.


2.8 Reducing the risk of theft
Good customer service is the best way to keep the store secure. A thief is less likely to steal if they know they are being watched!
Be aware of how many customers are in the store, and where they are.
Show good customer service techniques – greet the customer, ask how you can help them.
Keep customers in your line of sight. 
Know what stock you have on the floor; that way you’ll know if something is missing.
2.9 Security in stock receival processes
There are also opportunities for stock losses during receiving and processing the stock. 
Make sure a staff member is always present during deliveries. 
Only accept one delivery at a time. If a second vendor or delivery person is present, tell them to wait.
Check all goods.
Check the consignment note and make sure the number of boxes matches the number listed. Also check that the boxes are all part of the same delivery. I.e. store name and address details correct.
Check that all boxes are properly sealed.
If the boxes show sign of tampering, check the boxes against the invoice and make note of this in the presence of the driver.
Open the boxes and count the goods against the invoice.
If there are any inconsistencies (short delivery or over delivery), report to the manager immediately. The manager will telephone the warehouse or supplier.
If the invoice and goods match, sign the consignment note and let the driver go.


2.10 Handling stock
At The Retail Room all stock is to be handled in a careful and secure manner. Do NOT throw boxes or stock. When stock is damaged, our store loses money! 
All electrical items and medications must be stored in the locked cage in the back dock area and can be only accessed by the back-dock manager. If you require any stock from the secure storage area you must complete a stock request form. 
When processing transactions, it is the staff member’s responsibility to ensure that the customer is taking the correct amount of stock. Count all items carefully and check the price tag to ensure the items being taken match the item description. 
More information on handling and maintaining stock can be found in the Stock control Policy and Procedure. 
2.11 Price tags
It is important to check that each item has the correct price tag attached to it. When checking price tags, be sure to look for the following:
Barcodes match.
PLU matches.
The item description is correct (colour, size, weight etc.).
The price is correct. 
Make sure that tags are attached to the item securely and cannot be easily removed or tampered with. This will ensure that tags are not misplaced or used dishonestly. 
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1. About this document
1.1 Policy purpose
The Retail Room is committed to the protection of all staff and visitors from injury and occupational illness and disease. In adhering to the legislative requirements of the Work Health and Safety Act 2011, this organisation works to secure the health and safety of its workers and workplaces by protecting workers and other persons against harm to their health, safety and welfare through the elimination or minimisation of risks arising from work. 
1.2 Policy application
All staff must comply with this policy in their conduct of workplace duties. This policy covers all work health and safety issues and concerning matters that are under the control and management of The Retail Room. 
1.3 Policy authorisation and review
This policy has been authorised by the Manager and is available to all staff. This policy will be reviewed annually, and more regularly if changes are necessary. The Manager is responsible for initiating the review and ensuring the amendment of the policy. Staff will be consulted to provide input during the policy review period over a 10 (ten) working day period.
1.4 Policy location
The policy is located on The Retail Room website (staff access area) and is also contained in the TAFE Simulated Workplace Policy and Procedures Manual.
1.5 Definitions
Table 11: Definitions
	Term
	Definition

	PCBU
	Person conducting a business or undertaking. This term is used to describe business owners. 

	Participation 
	The action of taking part or being involved with something.

	Consultation
	The process of discussing something with your team, manager or supervisor.

	Safety audit
	An evaluation of the safety practices within a workplace.


2. Related procedures
2.1 Work health and safety responsibilities
2.1.1 PCBU and manager/supervisors responsibilities
The PCBU will be responsible for ensuring a safe workplace by:
· Providing appropriate PPE.
· Providing safe equipment.
· Providing training for all staff in WHS procedures.
· Providing a framework for continuous improvement and progressively higher standards of work health and safety.
· Providing well equipped and ergonomic work stations. 
Managers/supervisors are accountable for the working environment under their control and for ensuring all staff members are given equipment, information and instructions necessary to ensure a healthy and safe work environment. Supervisors should ensure that individuals maintain a high level of awareness when it comes to health and safety issues and encourage all staff to carry out safe work practices by reporting any faulty equipment immediately.
Managers must also ensure Risk assessments are completed quarterly in their area. Safety audits are to be completed weekly to identify any hazards or potential problems.
Communication and consultation
The supervisor will communicate with staff on:
WHS processes.
Policy updates.
The status or reported hazards and risks. 
The supervisor will consult with staff by:
Asking for feedback on policies and procedures.
Asking for feedback on WHS processes.
Following up reported hazards and risks and providing information on the outcome. 
Participating in WHS committee or representative meetings.


2.1.2 Employee responsibilities
Employees are expected to take reasonable care regarding the health and safety of others at the work place and to co-operate with the employer in ensuring a safe and healthy work environment. 
Employees must report potential health and safety hazards to their Supervisor using the correct reporting procedures.
Attend all necessary meetings or training sessions relating to workplace health and safety. 
Use all equipment correctly and comply with the manufacturers instructions on equipment and products. Only licensed employees can operate the forklift. 
Use appropriate PPE when required.
Undertake re-fresher training on safe use of equipment in the workplace. 
Make every reasonable effort to reduce the risk of injury by reporting faulty equipment and any unsafe practices or potential health risks. 
The Retail Room aims to provide both our staff members and our customers with a safe and healthy environment. A safe working environment is not something that just happens: you must make it happen!
2.2 Safe work practices
Always remember with safe work practices: Prevention is better than a cure. You should never endanger yourself or others.
It is every staff member’s responsibility to play their role in ensuring their work place is a safe and healthy place to work, and that set standards are met in accordance with Work Health and Safety issues and store policy. All staff members in our store are responsible to bring work place hazards to the Supervisor’s attention if you cannot deal with it yourself.
Employees who follow the safe work practices will dramatically reduce the risk of an accident occurring. Should you have any concerns with safety issues, it is a good idea to report them to the Store Safety Committee.
2.2.1 Accident prevention
All employees are to be conscious of the factors that contribute to store accidents. These factors include such things as:
Slippery floors from oil, chemical or other dripping substances.
Electrical equipment with frayed cords.
Using ladders incorrectly by not having three limbs on the ladder at all times. 
The key to accident prevention is for all staff and management to always maintain:
Safe environment - inspect your work area regularly for dangerous objects that people could trip or fall over. Always ensure aisles and passageways are free of rubbish, boxes and merchandise, as we must provide a safe and convenient environment for our customers and staff members at all times. Never leave cleaning equipment in aisles. Always remember to tidy as you go.
Safe equipment - check equipment for faults and always use the correct tool for the job.
Safe behaviour - perform your duties in a safe manner and only use equipment you have been trained to use.
2.2.2 Personal Protective Equipment (PPE)
It is your responsibility to always use the supplied protective equipment and clothing. This equipment is provided for not only your protection, but for your safety as well. This includes wearing suitable footwear and uniform for your particular job. Where required, protective clothing is supplied and must be worn to protect yourself against injury. This clothing was designed with staff safety in mind, does not restrict movement, and allows loads to be carried close to the body. If you are spending a long time in the freezer and cold rooms, use the freezer jackets provided, which are on the hook outside the door of the freezer.
Other PPE provided includes:
Gloves.
Masks.
Hearing protection (ear plugs and earmuffs).
Eye protection (safety glasses).
Aprons.
2.2.3 Use of equipment
Some of the equipment in your department may be dangerous if used incorrectly. Do not use equipment until your department supervisor has shown you how to use it effectively and safely. You must sign an acknowledgment form that you have read The Work Safe Practices for your department. It is your responsibility to use equipment correctly. Only licensed employees can use the forklifts. Read manufacturer’s instructions if unsure. 
If you notice any damaged or faulty equipment, report it to your Supervisor so a tag can be placed on the item. Never put yourself or others at risk by trying to fix faults. If you see a piece of equipment with a tag, do not attempt to use it.


Carton cutters (box cutters and knives)
The most common piece of equipment used in all departments is the carton cutter. Carton cutters are also one of the major sources of injury.
When using a carton cutter, follow these simple rules:
Always keep the blade sharp and cut away from your body.
Make sure fingers or other body parts are not in harm’s way.
Be careful to avoid damage to yourself or stock - always keep your eyes on your work.
Always retract the blade after use.
Do not leave carton cutters unattended in the selling area and return cutters to the equipment storage cupboard when not in use.
Safety steps and ladders
Safety steps and ladders should be used whenever you must reach above head height to perform any of your tasks:
Check the steps and ladders are in good condition before use.
All ladders should be adequately supported at the base.
Do not use a ladder on a wet, slippery, or uneven surface.
The person using the ladder must always have 3 limbs on the ladder at all times.
A second person should support the ladder.
Never climb higher than the third rung from the top of the ladder.
Always work within easy arms reach from the ladder.
Ladders should be stored away when not in use.
2.3 Potential hazards in the workplace
Avoiding hazards such as the following, will not only eliminate potential risk, but also ensure that in case of a more serious problem, quick and safe evacuation can be carried out in an emergency:
Floor hazards such as spills and boxes left lying around.
Bad lighting, damaged equipment, fixtures and fittings.
Trolleys, ladders or shelving not put back in correct place.
Stock that has been packed away or stacked incorrectly.
A Hazard Identification Form should be filled out and reported to your supervisor, WHS representative or WHS committee member for any identified hazards or unsafe work practices.
2.3.1 Dangerous goods and hazardous substances
Dangerous goods and hazardous substances are goods and chemicals that can cause harm or injury to one's health. Safety Data Sheets (SDS) are provided for all these substances. They contain information describing the product’s safe handling instructions and first aid procedures. Staff must read the SDS when handling any dangerous or hazardous substances. 
Dangerous goods are items, which are explosive, flammable, corrosive, chemical reactive, combustible, toxic, radioactive or infectious. These substances come in many forms, for example cigarette lighters, pool chlorine and fire lighters. A coloured diamond on the packaging can usually identify these products.
Hazardous substances are liquids, solids, vapours, gas, fumes and dust. These all have the potential to cause harm or injury to one's health. Some dangerous goods are also hazardous substances, for example oven cleaner. Colourful writing and warning pictures can identify these goods.
2.3.2 Spills
A common hazard in a workplace are spills. These can be from products leaking or breaking. Customers are encouraged to not enter the store with drinks or food. Signs at the front of the store state this. Customers eating and drinking in store increases the risk of hazards to employees and other customers. 
For information on spill procedures, see the Housekeeping Policy and Procedure. 
2.3.3 Bullying and harrassment
Under discrimination law, it is unlawful to treat a person less favourably based on particular protected attributes such as a person’s sex, race, disability or age. Treating a person less favourably can include harassing or bullying a person. This behaviour will not be tolerated at The Retail Room. If you feel you are being bullied or harassed or know of someone who is, it is your responsibility to report it to your supervisor or another manager/supervisor in the organisation that you feel comfortable approaching. 
For more information on bullying and harassment, see the Store Operations Policy and Procedure.


2.4 Manual handling
It is essential that all staff members follow the Manual Handling Code of Practice. Copies can be found on our website (staff area) and in the back dock area.
Any manual handling which requires a staff member to exert force to lift, lower, push, pull, carry or otherwise move, can be at a potential risk of injury. Retail staff will be involved in manual handling tasks every day. It is important to be aware of the potential for accidents and know how to prevent them. Being aware and practicing the correct manual handling techniques will enable you to work accident and injury free.
To prevent or reduce injuries, we need to identify, assess and control manual handling risks. In our store, these risks relate to our work methods as well as the design of our work areas.
2.4.1 Safe lifting techniques
There are some simple things to do before and during the lift/carry to prevent injury:
Remove obstructions from the route.
For a long lift, plan to rest the load midway on a table or bench to change grip.
Keep the load close to the waist. The load should be kept close to the body for as long as possible while lifting. Keep the heaviest side of the load next to the body.
Adopt a stable position and make sure your feet are apart, with one leg slightly forward to maintain balance.
Think before lifting/handling. Plan the lift. Can handling aids be used? Where is the load going to be placed? Will help be needed with the load? Remove obstructions such as discarded wrapping materials. 
Be prepared to move your feet during the lift to maintain your stability. Avoid tight clothing or unsuitable footwear, which may make this difficult.
Start in a good posture. At the start of the lift, slight bending of the back, hips and knees is preferable to fully flexing the back (stooping) or fully flexing the hips and knees (squatting).
Don’t flex the back any further while lifting. This can happen if the legs begin to straighten before starting to raise the load.
Avoid twisting the back or leaning sideways, especially while the back is bent. Shoulders should be kept level and facing in the same direction as the hips. Turning by moving the feet is better than twisting and lifting at the same time.
Keep the head up when handling. Look ahead, not down at the load once it has been held securely.
Move smoothly. The load should not be jerked or snatched as this can make it harder to keep control and can increase the risk of injury.
Don’t lift or handle more than can be easily managed. There is a difference between what people can lift and what they can safely lift. If in doubt, seek advice or get help. Use another team member to help lift or use mechanical aids such as trolleys and pallet jacks.
Put down, then adjust. If precise positioning of the load is necessary, put it down first, then slide it into the desired position.
2.4.2 Safe pushing technique
Whenever possible, push a load instead of pulling it using a mechanical aid such as a trolley:
The handle of the trolley should be positioned at a height between your elbow and your hip.
Ensure surfaces are clear of obstacles and debris.
Ensure that the load on the trolley is stable and stacked neatly.
Wear appropriate footwear to minimise the risk of slips and trips.
Check that the weight of the trolley is not too heavy.
Push in a smooth motion, using your core muscles. Do not use your back muscles to push.
2.5 Risk control
To be able to provide a healthy and safe work environment, our store must have the following processes:
Identify hazards in the workplace.
Assess risks that may result from a hazard and control the risk.
A Risk Identification Form should be filled out and reported to:
Your supervisor.
WHS representative or WHS committee member.
2.5.1 Safety audits
It is a requirement of our store to carry out regular safety audits to assess any possible problems or hazards in the workplace. These audits are carried out on a weekly basis.
Managers are to complete the safety audits in consultation with employees in their sections. Employees should inform their supervisor or manager of any hazard or safety issue they have come across. When a hazard has been identified, supervisors are to carry out inspections of all areas in their specific department with employees identifying everything that could possibly be harmful. Information gained from carrying out an inspection is essential for ensuring the workplace is safe and assists in recognising training needs. A safety audit checklist is provided to complete this task. Any identified hazards or changes need to be recorded and communicated to appropriate staff to implement or control and reduce the risk to others.
2.6 Emergency procedures
An emergency is a situation that is dangerous and there is an immediate risk of people being injured, killed and/or property damaged. Emergencies can include fires, bomb threats, gas leaks, sudden illness, robberies or armed hold-ups and floods.
2.6.1 General emergency procedures
In an emergency:
Do not panic!
Ensure the area is safe before moving. If there is danger present, try to alert others to it, to prevent personal injury.
Notify the relevant authorities by calling 000.
At all times during an emergency follow the instructions of the Building and Area Wardens.
2.6.2 Emergency evacuation procedures
Evacuation plans are available throughout the store and also in staff areas. In the event of an emergency evacuation:
If the evacuation alarm sounds, or if instructed to do so by a Warden, prepare to leave the building - secure confidential materials, lock registers and computers before leaving.
Ensure all customers are out of the store before staff leave.
Assist any person with a disability to leave the building, or to the nearest fire isolated or fire safe haven for multi-storey buildings. Do not attempt to carry people down stairs. 
Leave the building by the nearest and safest exit route. All doors should be closed (but not locked) on leaving.
DO NOT USE THE LIFTS
Walk quickly and calmly to the designated assembly area for your building or as advised by a Warden or Fire and Emergency Services personnel.
Remain in the assembly area in groups until instructed to leave by a Warden or Fire and Emergency Services personnel.
Managers will account for all staff working on the day.
Do not re-enter the building until informed that it is safe to do so by the Fire and Emergency Services personnel.
2.6.3 Fire/smoke procedures
If you smell or see a fire in the store:
Raise the alarm if not already sounding, using a break glass alarm panel or by shouting ‘Fire, Fire, Fire’ if a panel is not available.
If safe to do so, ensure the immediate safety of anyone within the vicinity of the fire.
Phone Security. Give your name, building, level, room number, type and extent of the fire/smoke and inform your supervisor or Building Warden if safe to do so.
Evacuate the immediate area.
Evacuate the building as instructed to do so by a Warden.
Follow the procedure for an emergency evacuation.
2.6.4 Armed robbery procedures
The Retail Room values the safety and well-being of our employees above cash and merchandise. If you find yourself in an armed robbery situation, the safety of yourself, employees and customers should be your first priority. Cash and merchandise can be replaced, your life cannot. 
If you are faced with an armed offender:
Stand still and keep your hands where they can be seen. Do not make any sudden movements. Do exactly as you are told and speak only when spoken to. 
Avoid shouting or provoking the robber. Do not stare or make direct eye contact. 
Make a mental note of the robber’s appearance (including hair colour, height, clothing, and race), identifying characteristics (such as scars or tattoos), approximate age and type of weapon. 
Activate any duress/hold-up alarms, but only if safe to do so. 
When it is safe, call the police. Ring 000.
Make a full report to the police immediately. 
Evidence must not be touched. Any interference will destroy vital clues.
All witnesses must remain and talk to police. 
2.6.5 Bomb threats
Bomb threats are usually issued over the telephone. In the event of a bomb threat:
Remain calm and keep the caller on the phone as long as possible.
Listen carefully to the caller and take notice of identifying features such as accents, slang, and sex if possible. Also take note of any background noises that may identify their location.
A bomb threat checklist is provided at every phone. 
Ask the questions and follow the procedure on the checklist. 
Write down as much information on the pads provided at the phone. 
When the caller hangs up, Do Not hang up the phone. The police may still be able to trace the call. 
Notify police and emergency personal immediately. Managers are to evacuate the store until police arrive. Staff are to meet at the evacuation point as per the emergency evacuation procedures.
2.7 First Aid procedures
The store’s safety policy is for all supervisors to be trained in First Aid procedures and be able to remain calm and deal with any emergency if it arises. First Aid boxes are located in every department behind the supervisor’s desk, cashier's office and staff room.
If an accident does occur, and medical attention is needed, you must advise the supervisor as soon as possible. Furthermore, if a customer or non-employee has an accident, it is very important that they are happy with the attention and first aid treatment they are receiving. Be sympathetic and caring to the person involved, but most importantly, do not admit fault. Offer to call 000 if required.
It is extremely important that you make sure after using any medical equipment that it is cleaned and you have told the supervisor on duty what was used, so he/she can restock the First Aid kit. If you can handle the problem, do so, but if not, see your First Aid Officer in the workplace.
If an emergency arises, the following steps should be followed:
Remain calm and assess the situation.
Ensure the scene is safe for you, others and the casualty.
Work as a team.
Delegate a responsible staff member to keep other customers away from the incident.
2.7.1 First aid for non-electrical burns
For any non-electrical burns in the workplace:
Remain calm and assess the situation.
Put out the flame.
Use plenty of cold water for at least ten minutes or until the ambulance arrives, if needed.
Call 000 for an ambulance.
Do not apply creams, ointment or lotions.
Do not break blisters.
If the patient is in shock, place him or her in the recovery position.
2.7.2 First aid treatement for cuts (incisions and lacerations)
Cuts are common in a workplace especially since we deal with cutters on a daily basis. If a cut occurs:
Remain calm and assess the situation.
Ensure you do not come into contact with the patient’s blood; wherever possible, use gloves.
Check the wound for any foreign matter.
Apply pressure to stop any bleeding.
If necessary, call 000 for an ambulance.
Do not use adhesive dressing.
Immobilise and elevate the injured limbs if injuries permit.
Do not apply creams or lotions; only use saline solution if it is available.
2.7.3 First aid treatment for sprains
When a sprain occurs:
Remain calm and assess the situation.
Ask a responsible staff member to keep the area clear so no one else slips.
Use an ice pack and elevate the sprain.
Arrange for someone to assist the patient in getting any further medical treatment if required. Call 000. 
2.8 Reporting incidents and accidents
To comply with Work Health Safety Legislation, The Retail Room will record any incidents or accidents that occur in the workplace. All employees are responsible for reporting any incidents that they are involved in whilst on our premises.
All incidents and accidents will be reported immediately to the WHS representative. If at the time there is no appointed WHS Officer, matters should be reported to the manager or owner.
All incidents and accidents will be recorded on the Incident Report Form ensuring all sections are completed accurately.
The form must be signed by the parties involved before submission to the WHS Officer.
All incident forms will be recorded in the incident register ensuring date and time of the incident are recorded.
Any incident or hazard identified from the incident will be immediately followed up to ensure it is resolved.
All incidents will be discussed at the next monthly staff meeting during the WHS agenda item.
All staff will be able to contribute to the identification and resolution of hazards and incidents in the workplace. 
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1. About this document
1.1 Policy purpose
The Retail Room is committed to ensuring, so far as is reasonably practicable, the health, safety and welfare of all individuals while at work. An important component of protecting the health, safety and welfare of all individuals while at work includes actively encouraging good housekeeping practices. We will ensure so far as is reasonably practicable that good housekeeping practices are followed by all personnel to reduce the likelihood of any incidents and injuries in the workplace.
1.2 Policy application
All staff must comply with this policy in their conduct of workplace duties. This policy covers all housekeeping issues and concerning matters that are under the control and management of The Retail Room.  Workers in leadership/supervisory positions are responsible for enforcing good housekeeping practices as it is recognised that poor housekeeping creates hazards, which can lead to incidents and injuries in the workplace.
1.3 Policy authorisation and review
This policy has been authorised by the Manager and is available to all staff. This policy will be reviewed annually, and more regularly if changes are necessary. The Manager is responsible for initiating the review and ensuring the amendment of the policy. Staff will be consulted to provide input during the policy review period over a 10 (ten) working day period. Customers may be engaged to provide feedback on the complaints policy and procedures.  
1.4 Policy location
The policy is located on The Retail Room website (staff access area) and is also contained in the TAFE Simulated Workplace Policy and Procedures Manual.
1.5 Definitions
Table 12: Definitions
	Term
	Definition

	Clean as you go
	A technique for maintaining a clean and hazard fee workplace. Clean up after yourself as you work.

	Housekeeping roster
	A list of daily/weekly housekeeping tasks. Should be initialled when tasks are completed.




2. Related procedures
2.1 General safe housekeeping practices
Good housekeeping practices will be adhered to including the following practices:
Counters, POS area, storage areas and amenities will be kept and maintained in a clean and hygienic manner and free of clutter and rubbish.
Fire escapes, other doors, stairwells, aisles, walkways, corridors and other means of access are to be kept clear and always unobstructed.
Safety signs, fire extinguishers/hoses and emergency exits must never be obstructed.
Portable equipment is to be returned to appropriate storage facilities after use. Material stored in open areas shall be stored in a tidy manner and in appropriate containers. Material or tools removed from their storage should be returned upon completion of the task for which they were removed.
Cleaning equipment must be used and stored according to the manufacturer’s instructions.
Hazardous substances must be stored appropriately as per the SDS and should never be left where the public can easily access them.
Used cleaning products should be disposed of according to the manufacturer’s instructions.
All spills must be cleaned up immediately and cleaning material disposed of correctly.
Kitchens should be kept tidy and clean. Spills should be cleaned immediately. Microwave ovens and other cooking facilities should be cleaned after use as appropriate.
Bathrooms should be kept tidy and monitored. When cleaning is required this should be reported to the appropriate person and all cleaning should be undertaken by persons utilising appropriate PPE.
The shop floor will be vacuumed at the end of trade each day.
Fixtures, displays, fitting rooms and POS equipment, should be tidied and dusted during the day as time permits, or at the end of trade each day.
Electrical cords, hoses and pipes are not to be placed in areas or used in such a way where they may be subjected to damage or cause a trip hazard.
Personal protective equipment shall be maintained in good working order. When not in use, PPE is to be stored in a clean and hygienic manner.
All rubbish should be disposed of as soon as possible and placed in correct bins.
2.2 Housekeeping roster
A housekeeping roster will be provided at the start of the week listing the daily tasks to be completed. Managers may add to the Housekeeping roster if a housekeeping task is required. Staff who complete any task within their shift MUST initial in the appropriate day next to the task they completed. All daily tasks must be completed every day. Weekly tasks must be completed by the end of the week. Supervisors are responsible for allocating tasks to their team. If any task cannot be completed in the appropriate time frame, it must be reported to your supervisor.
2.3 Housekeeping procedures
2.3.1 Counters and Point-of-sale areas
All counters in the store are to be cleaned regularly, a least once a day and also when required to prevent the risk of infection. 
At the start of the day, clean counters before customers enter the store. 
If there is risk of infection/dirty, they should be cleaned as soon as possible being careful around customers and other staff:
· Do not leave chemicals on the benches where children can access them.
· Spray benches only when no customers are present.
· Place all cleaning equipment back in the cleaning cupboard as soon as possible.
Staff are to use the cloths in the cleaning cupboard for cleaning counters and benches.
The All-purpose cleaner is to be used to spray the counters before wiping with a cloth. 
Ensure all equipment (register, eftpos machine etc.) are wiped over whilst cleaning the counter area. Do not spray the chemical directly onto the equipment.
Surfaces are to be wiped dry with the towels provided in the cleaning cupboard.
Supplies at the point-of-sale area to be replenished every day. Supplies to be replenished include:
· Carry bags and wrapping materials.
· Stationary items such as pens, stick tape, scissors etc. 
· Register and EFTPOS receipt rolls.
· Message pads, gift vouchers, feedback forms and change order forms.
Follow manufacturer’s instructions for all cleaning chemicals.
Use appropriate PPE.
Follow correct manual handling techniques.
2.3.2 Floors, walls and walkways
Daily cleaning or inspection of floors, walls and walkways must be conducted as per the housekeeping roster:
Vacuuming of the carpeted areas can be completed half an hour before the store closes.
Ensure when vacuuming that you use the closest power point to the area you are cleaning and not running the cords across where customers are walking.
If a customer requires help whilst vacuuming please turn the vacuum off and move it out of the aisle so it does not create a trip hazard OR call upon another staff member to help.
Hard floors and walkways are to be mopped every day preferably at the end of the day after the doors have closed. 
Hard floors are to be swept daily to remove dirt before mopping.
A wet floor sign must be placed in the area before mopping.
Mop and bucket can be found in the cleaning cupboard.
Disinfectant is to be used for cleaning the floor. Dilute to the recommendations on the bottle.
Fill the bucket with warm water and the required amount of disinfectant.
Mopping can begin as soon as the front doors are ready to be closed.
Use correct manual handling techniques when moving buckets and cleaning equipment.
Ensure sign remains on the floor area until it has dried completely.
After mopping the dirty water must be disposed of in the cleaning sink in the storeroom.
Rinse out the mop and bucket and leave to dry in the allocated area next to the cleaning sink.
Once dry, return the mop and bucket to the cleaning cupboard.
Walls not covered by shelving are to be dusted once a week unless dirty marks are visible.
Duster can be found in the cleaning cupboard.
If dirty marks are visible, a cloth and All-purpose cleaner can be used to wipe over the wall then dry with a towel.
Maintain the floor and wall area by:
· Checking for spills or hazards, for example, loose tiles or shelving.
· Clearing access for walkways.
· Checking fixtures for sharp edges, missing fixtures or other hazards.
· Replacing posters or tickets that are damaged or torn.
Follow manufacturer’s instructions for all cleaning chemicals.
Use appropriate PPE.
Once a month a professional cleaning company will come in to polish the tiled areas of the store. 
2.3.3 Windows and displays
Windows and display areas are to be cleaned once a week or when displays are due to be changed as per the promotional plan. If visibly dirty, clean immediately.
General stock shelving can be cleaned throughout the day as time permits.
At least once a week all shelving and products in a department should be cleaned.
Special glass cloths are located in the cleaning cupboard for cleaning glass and windows.
Glass cleaner will be used to spray the windows or glass area before wiping.
When cleaning display areas, ensure all glass is cleaned, products are dusted using the duster and display is set up correctly before leaving the area.
If shelving is present in the display area, clean using a general purpose cloth and the All-purpose cleaner.
Maintain the area by:
· Replenishing stock sold.
· Check freshness of food displays, for example, discolouration, expiry dates.
· Check for damaged or leaking products.
· Replace any damaged posters or display tickets.
Follow manufacturer’s instructions for all cleaning chemicals.
Use appropriate PPE.
Follow correct manual handling techniques.
2.3.4 Bathroom and toilet areas
Bathrooms and toilet areas are to be cleaned weekly during quiet periods.
Customers are not to use the staff toilet area unless authorised by the manager.
Equipment and chemicals for the bathroom areas are located in the cupboard inside the bathroom. These are not to be used in any other area of the store.
Place cleaning sign outside toilet area before cleaning.
Ensure no staff are using the toilet area before cleaning.
Cleaning of the sink area is to be completed first. Cloths are located in the cupboard and bathroom cleaner is to be used to spray surfaces before wiping.
All surfaces are to be wiped dry with the towels provided in the cupboard.
Toilet cleaner is to be distributed within the toilet bowl and left to soak whilst wiping over the toilet.
The cloths and bathroom cleaner can be used to wipe over the outside of the toilet.
The toilet can be wiped dry with a towel.
The toilet brush located next to the toilet is to be used to clean the inside of the toilet.
Flush toilet after cleaning the bowl.
Floor in the bathroom area is to be mopped after all cleaning has been completed.
Mop and bucket are located in the cupboard in the bathroom as well as disinfectant.
Ensure you place a wet floor sign outside the door before mopping.
Supplies to be replenished whilst cleaning include:
· Toilet paper.
· Paper hand towels.
· Soap/hand cleanser.
Use correct manual handling techniques for moving cleaning equipment and waste products.
Follow manufacturer’s instructions for all cleaning chemicals.
Use appropriate PPE.


2.3.5 Fitting rooms
Fitting rooms should be clear of rubbish and unwanted items at all times. Regular checks should be made by the fitting room attendant. Be aware of each customer that enters and how many items they have. 
Cleaning of the fitting room will be completed at the end of each day. 
Mirrors are to be wiped clean with the glass cleaner and a cloth.
Floors are to be swept. 
2.3.6 Kitchen
The kitchen area will be cleaned by a professional cleaning company, though all employees have a responsibility to keep the facility clean and hygienic. All spills must be cleaned immediately, and rubbish disposed of in the supplied bins. The microwave must be wiped down after each use to prevent the spread of bacteria. Please wash all utensils and dishes and put them away immediately after use. The fridge will be emptied weekly on a day nominated by the supervisor. Any un-labelled items will be disposed of. Please be considerate of all employees and do not take food that does not belong to you.
2.4 Maintaining and storing cleaning equipment
2.4.1 Vacuum
Vacuum cleaner must be emptied after each use into the correct waste bin out the back of the store. 
Attachments must be placed back into the holder in the cleaning cupboard.
Cord to be retracted into the vacuum before storing.
Wipe over vacuum regularly to remove dust.
Filters to be cleaned at the start of the month.
Vacuum is to be stored in the cleaning cupboard in the allocated space.
2.4.2 Mop and bucket
After cleaning, the mop and bucket are to be rinsed thoroughly in the cleaning sink in the store room.
Mop heads are to be thoroughly rinsed.
Stand the mop with the mop head facing up in the allocated area next to the cleaning sink to dry overnight.
Bucket to be wiped out and placed back into the correct location in the cleaning cupboard.
Mops are to be placed back into cleaning cupboard once dry.
Mop heads to be replaced every month or when damaged.
2.4.3 Cleaning cloths and towels
Cloths are to be rinsed thoroughly after every use.
Cloths are to be hung on the rack in the storeroom after each use to dry.
Once dry, cloths can be placed back in the cleaning cupboard.
Cloths are to be disposed of and replaced monthly or when damaged.
Towels in the cleaning cupboard are to be used to dry surfaces.
Once used, place towels on rack in store room to dry.
Once dry, towels are to be placed back in the cleaning cupboard in the allocated location.
Towels will be washed weekly and replaced when damaged.
2.4.4 Cleaning chemicals
Cleaning chemicals must be placed back into the cleaning cupboard after each use. 
Keep out of the reach of children. DO NOT leave cleaning chemicals in the store area unattended.
Chemicals must be clearly labelled. If labels are damaged please place new label on chemical.
Ensure lid is secure before placing back in storage.
Wipe the outside of the container if any has spilled or leaked.
Safety data sheets are located in the office in case of emergency or spill.
2.4 Waste removal
Waste removal is to be done daily as per the housekeeping roster OR when full. All packing materials and general waste should be disposed of in the correctly labelled bins:
Green bin – Food and garden waste (excluding cooking oils)
Red bin – General waste.
Yellow bin – Cardboard and paper.
Grey bin – Glass and plastic (recyclable).
Black bin – Plastic hangers for re-use. 
White bin – Plastic packing materials such as carry bags.
Waste removal should be done safely and with minimal disruption to customers:
When removing waste from the shop floor:
· Clean as you go – Remove waste from the shop floor as soon as possible to prevent hazards to customers.
· Use back door where possible for waste removal.
· Use trolleys provided to remove waste moving carefully around customers and other staff.
· Use correct manual handling techniques for moving waste products.
Before disposing of waste materials, sort into recycling (i.e. boxes and paper) general waste, and place in the appropriate bin. All bins are scheduled to be collected weekly.
General waste bin (red) and recycling (yellow) is located outside the back door.
A paper bin is located under the office desk for confidential documents or personal details for shredding.
Re-use materials where appropriate as below:
· Coat hangers to be stored in the storeroom and re-used (black bin).
· Boxes are to be broken down and 10 kept in area next to bins at back door to be re-used. Extras are to be broken down and placed in recycling bin (yellow). 
Paper is to be placed in the recycling bin (yellow). Documents once shredded can be put into the recycling bin.
Glass (unbroken) can be taken out to the centre recycling bin outside the back of the store (grey bin). Broken glass is to be placed into a plastic bag, sealed and placed into the general waste bin.
Plastics that are recyclable, i.e. water bottles can be placed in the recycling bin outside the back of the store (grey bin). Other plastics are to be sorted and placed in the general waste bin.
Employees must not wash oil or chemicals, including cleaning products, down the drain.
2.5 Personal Protective Equipment (PPE)
PPE is provided for use for all employees. It is the employees responsibility to use and maintain any PPE used in store. Gloves, masks, aprons and glasses can be found inside the cleaning cupboard. Choose appropriate PPE when carrying out housekeeping tasks. Gloves must be used when handling chemicals. 
For more information on PPE, see the Work Health and Safety Policy and Procedure.
2.6 Spills
The Retail Room has provided a non-slip floor surface to help minimise the risk of slipping or falling. There are two main types of spillage: liquid or dry. When you cause or note a spillage, your responsibility is to prevent an accident occurring by attending to the area in the appropriate manner until the floor is safe to walk on again.
Guard the spillage to prevent staff members or customers slipping.
Ask a nearby staff member to obtain Caution Wet Floor signs and place one at each end of the spillage.
If no one is close by, place a carton or trolley over the spillage.
Check to see if the spillage is chemical, which may require special cleaning.
Obtain cleaning equipment and clean the floor ensuring every trace of the hazard is removed.
For general liquid or solid spills (food, water, drinks etc.) use paper towel to clean up most of the spill and then use the mop and bucket as per the procedure for cleaning floors in section 2.3.2 of the Housekeeping Policy and Procedure.
Dry any wet areas. 
Waste materials are to be disposed of in the appropriate bin.
When the floor is completely dry, remove the signs and place them back in to storage.
Use correct manual handling techniques when moving cleaning equipment and waste. 
If a staff member cannot deal with a hazard, you should immediately report to the supervisor on duty.
Broken glass should not be picked up by hand. Always use a dustpan and brush and dispose of in a safe manner. Wrap the broken glass in newspaper and place in the general waste. 
Suitable footwear helps prevent slips and falls by providing better grip on floors. For your own safety, enclosed rubber soled shoes are a must. 
For more information on appropriate footwear, see the Dress Code.
2.7 Stock levels
Floor stock levels should be monitored closely. Part of the housekeeping tasks is to replenish and rotate stock.
Procedures relating to stock replenishment and rotation are in the Stock control Policy and Procedure.
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1. About this document
1.1 Policy purpose
The Retail Room is committed to ensuring, so far as is reasonably practicable, the health, safety and welfare of all individuals while at work. This section provides information on employee rights and responsibilities and general store operations.
1.2 Policy application
All staff must comply with this policy in their conduct of workplace duties. This policy covers all operational issues and concerning matters that are under the control and management of The Retail Room. 
1.3 Policy authorisation and review
This policy has been authorised by the Manager and is available to all staff. This policy will be reviewed annually, and more regularly if changes are necessary. The Manager is responsible for initiating the review and ensuring the amendment of the policy. Staff will be consulted to provide input during the policy review period over a 10 (ten) working day period. Customers may be engaged to provide feedback on the complaints policy and procedures.  
1.4 Policy location
The policy is located on The Retail Room website (staff access area) and is also contained in the TAFE Simulated Workplace Policy and Procedures Manual.
1.5 Definitions
Table 13: Definitions
	Term
	Definition

	Legislation
	Legislation are laws. There are different laws relating to different industries. 

	Unions
	An association of people forming a legal unit to protect workers in each industry.

	National Employment Standards
	NES – Are 10 set entitlements for anyone working in Australia. 

	Industrial Award
	Legal document containing the minimum standards or working conditions for work in each industry. Includes rates of pay.


2. Related procedures
2.1 Employee guidelines
This section of the policy and procedure manual explains your rights and responsibilities as an employee under relevant Employee and Industrial Relations legislation. Being familiar with the content of this manual will ensure that you:
Understand the rostering process in our store.
Know your responsibilities in relation to Anti-Discrimination legislation.
Are aware of options available to you in case of industrial dispute.
Are aware of your responsibilities in relation to non-attendance at work.
Know your rights under the Retail Industry Award by which you are employed.
Contribute to the overall effectiveness of business operations.
At The Retail Room we believe that our people are our most important asset. We try to encourage a working environment that our staff enjoy being in. As an employee, you are an important part of our team. We will make every reasonable effort to ensure that:
We respect and listen to your feelings and thoughts.
We respect your rights as an individual.
You are treated in a fair and equal way at all times.
Any concerns regarding your employment are resolved fairly.
Your employment conditions are fair and in line with industry standards.
In return we expect that:
You listen to the feelings and thoughts of others.
You respect the rights of other individuals.
You treat others in a fair and equal way at all times.
You bring any concerns you may have to our attention.
You make a positive contribution to the work environment.
You behave in an open, honest and transparent manner in all dealings with customers, suppliers, and the general public.
You adhere to the organisation’s policies and procedures.


2.1.1 Union
The union that covers the retail industry in Australia is the Shop, Distributive and Allied Employees’ Association (SDA).  The union works to protect and advance the wages and working conditions of its members. If you would like more information, or to join, go to the SDA webpage.
2.2 Rosters
At The Retail Room, we use a rostering process to ensure that our store has adequate staff numbers at all times. The rosters work on specific shifts. Each department will have a manager on duty at all times as well as the stipulated number of staff below:
Table 14: Staff numbers for roster
	Day
	Time
	Staff required

	Monday to Friday
	8am to 4pm
	2

	
	10am to 6pm
	3

	Thursday
	4pm to 9.30pm
	3

	Saturday
	8am to 3pm
	3

	
	10am to 6pm
	3


Full time/part time staff will have set days and hours per week. As a casual employee you can be asked to work on any of the available shifts. However, you are only required to work a maximum of 38 hours in one week. Further details about the number of working hours per week, overtime payments etc. can be found on the Retail Wages webpage.
The store manager works out the staff roster, and tries to ensure that each staff member does their fair share of hours, and gets a variety of shifts. If you have special requirements (for example, having to leave early on certain days), you should discuss them with your Store Manager. If you have concerns about the rostering process or your shifts, you should speak with your Store Manager. Employees of The Retail Room are expected to arrive at work 5 minutes prior to the start of their shift.  Employees must be on the shop floor at the start of their shift.


2.2.1 What if you can’t work your allocated shift?
We understand that from time to time, situations or circumstances may arise that will affect your ability to work at certain times. These situations fall into 3 categories:
Sick leave
Unfortunately, it is a fact of life that people do get sick. When you’re not feeling well, you shouldn’t come to work, for 2 reasons – firstly, it won’t make you feel better, and secondly you could pass your illness on to your workmates. When you’re sick and can’t come in to work, we ask that you ring your Store Manager (or nominated person) at least one hour before your shift starts. For example, you wake up at 6.30am, and your shift starts at 8am. Don’t wait until 8 to ring – make the call as soon as you wake up. That way, your Store Manager has got time to find a replacement for your shift. If you are going to be sick for more than one day, you should let your Store Manager know so that they can make arrangements to replace you for longer than just one day. Your Store Manager will give you their mobile phone number so that you can ring them as early as possible without having to wait until the store opens.
Unplanned events
Unexpected situations or circumstances can come up from time to time, and could mean that you are unable to fulfil your shift allocation. If you are able to provide your Store Manager with advance notice of these situations, please do. If it happens all of a sudden (for example, your child is sick at school and you have to pick him/her up) you must let your Store Manager know immediately – before you leave work.  Your Store Manager will give you their mobile phone number so that you can ring them as early as possible without having to wait until the store opens.
Prior engagements or commitments
If you have something important happening at a time that clashes with your rostered shifts, speak to your Store Manager immediately. You must try to give at least 7 days’ notice. If possible, your manager will try to make alternative arrangements so that you can meet your prior engagement or commitment. The Retail Room will at all times try to accommodate your needs. However, you must be aware that a retail business operates in a way that does not allow for a great deal of flexibility in staff rostering. Therefore, we ask that you try to stick to your rostered shifts and hours. Always give as much notice as possible whenever changes need to be made.
Rosters work on a fortnightly basis and are prepared at least 2 weeks in advance. They are  posted on the staff notice board in your store. If you are rostered on a shift that does not suit you, you must give your Store Manager at least 7 days’ notice, so that changes can be made where possible. Should an unexpected circumstance arise that results in you not being able to fulfil your rostered shifts speak to your Store Manager.
2.2.2 Can I swap shifts?
The simple answer is… Yes! However, you need to check with your Store Manager first, because swapping shifts can cause problem if an employee works over a certain number of hours per week. Some shifts (example Saturdays or Thursday evenings) may be at a higher rate of pay – so this should also be considered.
2.3 Employment conditions
The Retail Room operates under the standard retail award that applies in each state. Because awards differ from state to state, you should check with your Store Manager who will be able to provide you with a copy of the specific state award under which you are employed. The Award and National Employment Standards (NES) cover your basic rights such as:
Rates of pay.
Sick leave entitlements.
Leave entitlements.
Superannuation.
Hours of work.	
Allowances.
Retrenchment/Redundancy.	
Dispute/grievance processes.
You can access Award and NES information for your state by visiting the Fair Work Commission website. A copy of the full award is kept in the Store Manager’s office. A copy of the NES is at the end of this document. 
2.3.1 Leave entitlements 
Depending on your type of employment, you may be entitled to leave.  The Retail Room offers the same leave entitlements as are outlined in the General Retail Industry Award 2010. To apply for any type of leave, excluding sick leave, you must submit a leave request form. You can access this through the HR portal on our Intranet. If you are claiming 2 or more consecutive days of sick leave then you must provide a medical certificate upon your return to work.
2.4 Contracts and position descriptions
At the start of your employment with The Retail Room, you will be provided with a contract stipulating the award conditions under which you will be working and a position description outlining the specific responsibilities you will have in the workplace. Each position will have different responsibilities however, you will be expected to complete any other tasks allocated to you by management. For full time and part time staff, the hours and days indicated in your contract will be binding and can only change on the agreement of yourself and the employer. Casual staff should complete an availability form to indicate days and hours available to work for rostering purposes. Your roster will reflect this information as much as possible and hours will change on a weekly basis dependent on rostering needs. 
2.5 Legislation
There are many laws relating to working conditions. Some of the legislation and conditions are listed below.
2.5.1 Equal Employment Opportunity (EEO) and Anti-Discrimination policy
Equal Employment Opportunity (EEO) simply means that all employees have the right to be treated equally in all aspects of their job/s. Under EEO laws, discrimination, vilification, sexual harassment, bullying and victimisation are unlawful and strictly prohibited.
Direct discrimination in employment occurs when a person is treated less favourably than another in their employment because of a reason or ground which is prohibited by law. These laws require The Retail Room to create a workplace free from discrimination and harassment. It’s unlawful to disadvantage employees and job seekers in any way because of their:
	Race.
Colour.
Gender.
Sexual preference.
Pregnancy.
Religion.
Social origin.
	Age.
Physical or mental disability.
Marital, domestic or relationship status.
Family or carer’s responsibilities.
Political opinion.
National extraction.


Indirect discrimination may occur when an employer imposes a policy, requirement or condition which applies to everyone equally but it in fact operates to disadvantage a particular group because of a characteristic of that group, such as their sex, age, race (i.e. a prohibited ground of discrimination).  
If you ever feel that you are not being treated equally in relation to an employment issue, you should immediately speak with your store manager.
While The Retail Room has an obligation to uphold the law and be non-discriminatory towards its staff and customers, you also have responsibilities as an employee. When dealing with customers, your workmates and any other person who does business with The Retail Room, remember to uphold the Anti-Discrimination Policy at all times. You will be held responsible for your own actions.
Vilification
Vilification is a public act which incites hatred, severe contempt or severe ridicule of a person or group, because of race, homosexuality, transgender, transsexuality or HIV/AIDS. Vilification is a particularly serious breach of EEO laws and will be dealt with accordingly.
Sexual harassment
Sexual harassment is unwelcome conduct of a sexual nature, which makes a person feel offended, humiliated or intimidated. Conduct can amount to sexual harassment even if the person did not intend to offend, humiliate or intimidate the other person. However, conduct will not be sexual harassment if a reasonable person, having regard to all the circumstances, would not have anticipated that the conduct would offend, humiliate or intimidate the other person. Sexual harassment does not have to be directed at a particular individual to be unlawful.  Behaviour which creates a hostile working environment for other workplace participants can also be unlawful.  
Victimisation
Victimisation is where a person is retaliated against or subjected to a detriment because they have lodged a complaint, they intend to lodge a complaint or they are involved in a complaint of unlawful conduct. Workplace participants must not retaliate against a person who raises a complaint or subject them to any detriment.
2.5.2 Bullying and harassment
Harassment
Under discrimination law, it is unlawful to treat a person less favourably based on particular protected attributes such as a person’s sex, race, disability or age. Treating a person less favourably can include harassing or bullying a person.  The law also has specific provisions relating to sexual harassment, racial hatred and disability harassment. Harassment can include behaviour such as:
Telling insulting jokes about racial groups.
Sending explicit or sexually suggestive emails or text messages.
Displaying racially offensive or pornographic posters or screen savers.
Making derogatory comments or taunts about a person’s disability.
Asking intrusive questions about someone’s personal life, including his or her sex life.
It is important to understand that a one-off incident can constitute harassment.
The Sex Discrimination Act 1984 prohibits harassment in the workplace by employers, co-workers and other “workplace participants”, such as partners, commission agents and contract workers. Sexual harassment is broadly defined as unwelcome sexual conduct that a reasonable person would anticipate would offend, humiliate or intimidate the person harassed.
The Disability Discrimination Act 1992 prohibits harassment in the workplace based on or linked to a person’s disability or the disability of an associate.
The Racial Discrimination Act 1975 prohibits offensive behaviour based on racial hatred. Racial hatred is defined as something done in public that offends, insults or humiliates a person or group of people because of their race, colour or national or ethnic origin.
All incidents of harassment – no matter how large or small or who is involved – require employers or managers to respond quickly and appropriately. If issues are left unaddressed, a hostile working environment can develop which can expose employers to further complaints.
Bullying 
The Fair Work Amendment Act 2013 defines workplace bullying as repeated unreasonable behaviour by an individual towards a worker which creates a risk to health and safety. Bullying behaviour can range from obvious verbal or physical assault to subtle psychological abuse. It can include:
Physical or verbal abuse.
Yelling, screaming or offensive language.
Excluding or isolating employees.
Psychological harassment.
Intimidation.
Assigning meaningless tasks unrelated to the job.
Giving employees impossible jobs.
Deliberately changing work rosters to inconvenience particular employees.
Undermining work performance by deliberately withholding information vital for effective work performance.
What is not bullying or harassment
Many people refer to bullying as harassment or discrimination. However, bullying may not be unlawful under federal or state anti-discrimination laws unless it is linked to, or based on, one of the characteristics covered by these laws, such as the person’s age, sex, race or disability. Legitimate comment and advice, including relevant negative feedback, from managers and supervisors on the work performance or work-related behaviour of an individual or group should not be confused with bullying, harassment or discrimination.
Providing negative feedback to staff during a formal performance appraisal, or counselling staff regarding their work performance, can be challenging. Managers should handle these conversations with sensitivity, but they should not avoid their responsibility to provide full and frank feedback to staff. It is important to note that any instances of bullying or harassment will not be tolerated and will result in a written warning and performance counselling session.  If you feel that you have been a victim of bullying or harassment in the workplace, please seek immediate advice from your supervisor or manager.
2.5.3 Rights and responsibilities
All employees at The Retail Room must understand and comply with relevant legislation and:
Ensure they do not engage in any unlawful conduct towards other workplace participants, customers/clients or others with whom they come into contact through work. 
Ensure they do not aid, abet or encourage other persons to engage in unlawful conduct. 
Follow the complaint procedure in this policy if they experience any unlawful conduct. 
Report any unlawful conduct they see occurring to others in the workplace in accordance with the complaint procedure in this policy. 
Maintain confidentiality if they are involved in the complaint procedure.  
Employees should be aware that they can be held legally responsible for their unlawful conduct. Any employees who aid, abet or encourage other persons to engage in unlawful conduct, can also be legally liable. 
2.6 Disciplinary procedures
The Retail Room has three courses of action for employees that have participated in or have been subjected to any unlawful event or poor performance. 
2.6.1 Counselling
If an employee is suffering from personal problems that is affecting their ability to successfully perform their role or have been subjected to an unlawful event such as bullying and harassment, then counselling will be offered.  The Retail Room is committed to supporting employees and their mental health. If you would like to take advantage of our free employee counselling service contact the Human Resources department for details.


2.6.2 Performance counselling
Performance counselling is an informal way for a manager to address issues in employee performance or behaviour. Failure to comply with The Retail Room’s policies and procedures will result in performance counselling sessions.  The aim of performance counselling is to guide employees on appropriate workplace behaviour. The process will involve:
The employee filling in a performance appraisal sheet.
The manager filling in a performance appraisal sheet.
The manager and employee having a discussion on gaps in performance.
The manager and employee creating and agreeing on an action plan and timeframe to address gaps in performance.
The manager and employee meeting at the end of the timeframe to discuss results of action plan.
If the employee’s performance has not improved, then it may be necessary to move on to the next step.
2.6.3 Disciplinary action
Disciplinary action will be taken in the following scenarios:
An employee has been caught stealing.
An employee has been caught helping others to steal.
An employee has been giving unauthorised discounts or refunds.
An employee has not been following policies and procedures.
An employee has participated in unacceptable, wilful or serious misconduct.
An employee has received 2 performance counselling sessions on the same issue within 6 months.
An employee has received 5 performance counselling sessions on different issues within a period of 6 months.
Disciplinary action may include reducing the number of shifts an employee is rostered on, supervision, or dismissal. An employee breaching any of these areas will receive a written warning. For minor incidents not on the list above, an employee will receive a verbal warning. Three verbal warnings will result in a written warning. Receiving three written warnings will result in an employee’s contract being terminated. 
Employees caught stealing, or helping others to steal will be instantly dismissed. 


2.6.4 Grievances and complaints
The Retail Room will endeavour to support you and resolve any issues as soon as possible. If you would like to make a complaint, you should:
Contact your immediate supervisor to work out a solution.
If you are not comfortable speaking with them, or they cannot resolve the issue, contact the store manager and arrange a meeting.
If the store manager is unable to resolve the issue, they will refer it to the appropriate department, either the area manager or the HR department.
If you are not satisfied with the measures taken to resolve the problem you have the right to consult Fair Work NSW or your Union representative.
2.7 Uniform and personal hygiene
Staff are expected to wear the provided uniform and be professional and hygienic when in the workplace. 
For information on the expected standards of dress and hygiene, see the Dress Code. 
2.8 Housekeeping practices
Good housekeeping practices not only reduces the work health and safety risks in store, but also ensures a presentable and welcoming work environment. Daily and weekly tasks will be set out on the housekeeping roster for the week. Managers can add tasks to the roster as required. All staff will be allocated tasks to complete and must initial next to tasks completed. 
For complete procedures for all housekeeping tasks, see the Housekeeping Policy and Procedure. 
2.9 Waste removal
All rubbish is to be disposed of in a timely manner to reduce the risk of contamination and WHS hazards. Bins are provided for all types of waste products from the store. Ensure the appropriate bin is used to dispose of waste. If unsure, ask your supervisor.
Information for waste disposal can be found in the Housekeeping Policy and Procedure. 
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1. About this document
1.1 Policy purpose
The Retail Room recognises the importance of a work environment which actively promotes best practice.  The purpose of this Code of Conduct is to describe the standards of behaviour and conduct expected from workplace participants in their dealings with customers, suppliers, clients, co-workers, management and the general public. 
1.2 Policy application
All staff must comply with this policy in their conduct of workplace duties. This policy covers all behaviours and concerning matters that are under the control and management of The Retail Room. 
1.3 Policy authorisation and review
This policy has been authorised by the Manager and is available to all staff. This policy will be reviewed annually, and more regularly if changes are necessary. The Manager is responsible for initiating the review and ensuring the amendment of the policy. Staff will be consulted to provide input during the policy review period over a 10 (ten) working day period. Customers may be engaged to provide feedback on the complaints policy and procedures.  
1.4 Policy location
The policy is located on The Retail Room website (staff access area) and is also contained in the TAFE Simulated Workplace Policy and Procedures Manual.
1.5 Definitions
Table 15: Definitions
	Term
	Definition

	Ethics
	Moral principles. Doing the right thing. 

	Code of conduct
	Outlines the standard of behaviour expected in the workplace. 




2. Related procedures
2.1 The code
All employees of The Retail Room are expected to observe the highest standards of ethics, integrity and behaviour during the course of their employment. The code provides an overview of The Retail Rooms fundamental business values. As a representative of The Retail Room, you are expected to conduct yourself in a professional and courteous manner and observe the following standards of behaviour both inside the workplace and outside the workplace when you are dressed in uniform. 
Comply with all laws, policies, procedures, rules, regulations and contracts. 
Comply with all lawful and reasonable directions from Retail Store. 
Be honest and fair in dealings with customers, clients, suppliers, co-workers, management and the general public.
Display the appropriate image of professionalism at your workplace. Wear the required uniform, safety equipment or work clothes, and if a workplace participant wears their own clothes, ensure their appearance is neat and tidy. 
Treat customers, clients, suppliers, co-workers, company management and the general public in a non-discriminatory manner with proper regard for their rights and dignity. In this regard, discrimination, victimisation or harassment based on a person’s race, colour, creed, religion, national origin, citizenship, age, sex, sexual orientation, marital status, union membership or non-membership, mental or physical disability, or any other classification protected by law will not be tolerated. 
Promptly report any violations of law, ethical principles, policies and this Code. 
Maintain punctuality. If a workplace participant is late or cannot report for work, please telephone and let the manager know as soon as possible. 
If a workplace participant is required to leave the work premises for personal reasons they should advise their Manager well in advance. 
Maintain and develop the knowledge and skills necessary to carry out duties and responsibilities. 
Observe health and safety policies and obligations, and co-operate with all procedures and initiatives taken by Retail Store in the interests of occupational health and safety. 
Be truthful in all dealings with persons encountered at the workplace. 
Refrain from any form of conduct which may cause any reasonable person unwarranted offence or embarrassment or give rise to the reasonable suspicion or appearance of improper conduct or biased performance. 
Not act for an improper or ulterior purpose or on irrelevant grounds. 
Never demand or request any gift or benefit in connection with employment or engagement. 
Respect retail Store’s ownership of all of its funds, equipment, supplies, books, records and property. 
Maintain during employment with Retail Store and after the termination of employment, the confidentiality of any confidential information, records or other materials acquired during the employment with Retail Store. 
Do not fight in the workplace. 
Do not swear in the workplace. 
Never report for work under the influence of illicit drugs or alcohol.
Do not smoke during working hours unless during prescribed breaks and within designated areas.
2.2 Managers and supervisors responsibilities
Managers and supervisors should also:
Promote team spirit.
Maintain confidentiality when conducting investigations into grievances and disputes.
Avoid bias in decision making.
Ensure compliance with procedures when carrying out counselling and discipline.
Exercise objectivity when administering rewards or discipline. 
Do not condone, permit, or fail to report any breaches of the above code by workplace participants under their supervision. 
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Uniform and Personal Hygiene
Staff are to wear the provided uniform at all times when in store:
Women
Button-down shirt with company logo or polo shirt with company logo.
Plain black pants, shorts or skirt. Shorts and skirts must not be shorter than an inch above the knee. Please note that jeans, even black jeans, are unacceptable.
Black enclosed shoes. No open-toe shoes or sling backs.
Name badge is to be worn at all times. 
Hair is to be clean, neat and tidy. Hair must be tied back and a hat must be worn when handling food.
Fingernails and hands must be clean. Acrylic nails are permitted as long as they do not interfere with duties.
Please be aware of body odour. Deodorant must be worn.
We discourage the use of perfumes as some strong smells disturb our customers.
Simple jewellery is permitted.
Men
Button-down shirt with company logo or polo shirt with company logo.
Plain black pants or shorts. Shorts must not be shorter than an inch above the knee. Please note that jeans, even black jeans, are unacceptable.
Black enclosed shoes. No open-toe shoes or shoes with no backs.
Name badge is to be worn at all times.
Hair is to be clean, neat and tidy. Hair must be tied back and a hat must be worn when handling food.
Facial hair is allowed but must be neat and tidy.
Fingernails and hands must be clean. 
Please be aware of body odour. Deodorant must be worn.
We discourage the use of cologne as some strong smells disturb our customers.
Simple jewellery is permitted.
All uniforms must be clean and pressed and facial piercings must be covered when handling food.
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Executive Summary
The Retail Room is a chain of 5 stores with numerous locations across NSW, selling a variety of products from homewares, jewellery and clothing to grocery items. The Retail Room will provide a wide selection of quality products to consumers at a reasonable price.
The Retail Room’s customer base are consumers from the local area, with middle to low incomes. They are males and females between the ages of 18 and 80. The Retail Room’s target market also contains families with an average of 3 children.
The Retail Room has showed continued and steady growth over the last five years, across all locations. The Retail Room plans to expand into two new locations within the next 12 months. Revenue from existing stores is expected to reach $5,000,000 this financial year, growing to $7,000,000 in the next financial year with the addition of two new locations.
[image: ]
Objectives
The Retail Room intends to meet the following objectives within the next financial year:
Establish two new store locations.
Reach revenues of $1,000,000 per store. 


Mission
The Retail Room’s mission is to provide quality products and services within our community. We aim to not only meet our customer’s expectations but exceed them, by providing exceptional customer service on every occasion. The Retail Room will act in a socially and environmentally responsible manner within the community, supporting local charities and displaying our commitment to our sustainability policy.
Keys to success
The keys to The Retail Room’s success include:
Selecting appropriate locations with high demand for new stores.
Offering quality products and services at reasonable prices.
Highly skilled and knowledgeable employees.
Market analysis summary
The Retail Room’s customer base has been analysed and broken into separate groups. These groups include, but are not limited to:
•	Females between the ages of 18 and 80.
•	Males between the ages of 18 and 80.
•	Families with an average of 3 children.
•	Low to mid income earners.
This information has been sourced from census data, customer surveys and The Retail Room’s customer database. The chart below gives a breakdown of the number and type of customers entering The Retail Room’s Sydney store during the 8 hour trade on a Wednesday.
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Market strategy
The Retail Room will use basic, low-cost marketing strategies to entice customers to our stores, whilst keeping product pricing and overheads low. We will primarily focus on making sales through existing customers in our store, using our loyalty program.  Other strategies will include:
Promotional displays within stores.
Catalogue distribution for large promotional events.
Email and social media campaigns.
Sales strategy
The sales strategy for The Retail Room will focus on a number of elements:
Exceptional customer service.
Exceptional product knowledge.
Quality products at reasonable prices.
Target-focused employees.
Combining exceptional customer service and exceptional product knowledge increases customer satisfaction and encourages repeat business, which increases The Retail Rooms profits. Offering quality products at a reasonable price encourages repeat customers as they know they are getting value for money when shopping in our store. 
Employees that are focused on achieving their sales targets and other KPI’s ensure that the Retail Room’s financial goals are met. Employees will be involved in setting sales targets and given training on effective strategies to achieve those targets.
Sales forecast
Key department areas:
Fashion: This department includes men’s, ladies and kids clothing; shoes; jewellery; bags and other accessories.
Grocery: This department includes all grocery items.
Electrical: This department includes technology, small appliances and all other electrical items.
Cosmetics: This department includes all cosmetics and fragrances.
Homewares: this department includes cutlery, dinnerware and serving ware, manchester and all household decorative items.
The table below shows the sales forecast for the next financial year, by department.
Table 16: Forecast sales
	Department
	Last financial year
	Forecasted sales

	Fashion
	$1,054,660
	$1,400,000

	Grocery
	$626,853
	$900,000

	Electrical
	$996,354
	$1,200,000

	Cosmetics
	$589,677
	$800,000

	Homewares
	$468,697
	$700,000

	TOTAL
	$3,736,241
	$5,000,000


The sales forecast has been calculated based on the previous financial year’s figures and rate of growth. The opening of two new stores has also been factored into the calculations.
Training Plan
The Retail Room will provide comprehensive training to all employees, covering the following key areas:
Induction: All new employees will receive induction training upon commencement of their employment. Induction training will include policy and procedural training, WHS training, and store operational training.
Sales: Sales training is ongoing throughout the term of each employee’s engagement. Sales training will include welcoming and approaching customers, selling features and benefits, selling add-ons and upselling, closing the sale, processing sales through the POS terminal, setting and meeting sales targets.
Customer Service: Customer service training is ongoing throughout the term of each employee’s engagement. Customer service training includes communication skills, effective questioning techniques, and active listening techniques, dealing effectively with customer dissatisfaction, encouraging repeat business and promoting loyalty.
Product knowledge: Product knowledge training is ongoing throughout the term of each employee’s engagement. Product knowledge training includes attending trade shows and product demonstrations, product information sessions and reference material on new products.
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Monthly sales report
All of the sales data provided is from the Liverpool store, for the month of August.
Monthly sales by department
Table 17: Monthly sales by department
	Department
	Target
	Total Sales
	Variance +/-

	Fashion
	$17,000
	$17,501.70
	+$501.70

	Grocery
	$9000
	$9,264.98
	+$264.98

	Electrical
	$16,000
	$15,032.41
	-$967.59

	Cosmetics
	$9,000
	$9,865.32
	+$865.32

	Homewares
	$7,000
	$8,545.88
	+$1,545.88

	TOTAL
	$58,000
	$60,210.29
	+$2,210.29


Team member monthly sales
Fashion department
Table 18: Team member monthly sales – Fashion department
	Team member
	Monthly target
	Monthly actual
	Variance +/-

	Farhana
	$6,000
	$6,054.20
	+$54.20

	Mohammad
	$6,000
	$5,987.90
	-$12.10

	Callum
	$3,000
	$2,999.80
	-$0.20

	Chris
	$2,000
	$2,459.80
	+$459.80

	TOTAL
	$17,000
	$17,501.70
	+$501.70





Grocery department
Table 19: Team member sales – Grocery department
	Team member
	Monthly target
	Monthly actual
	Variance +/-

	Gregory
	$4,000
	$4,231.30
	+$231.30

	Anitha
	$2,000
	$2,145.10
	+145.10

	Jacinta
	$2,000
	$1,876.90
	-$123.10

	Lucas
	$1,000
	$1,011.68
	+$11.68

	TOTAL
	$9,000
	$9,264.98
	+$264.98


Electrical department
Table 20: Team member sales – Electrical department
	Team member
	Monthly target
	Monthly actual
	Variance +/-

	Robert
	$6,000
	$5,111.10
	-$888.90

	Yasmin
	$5,000
	$5,250.00
	+$250.00

	Ella
	$3,000
	$2755.50
	-$244.50

	Samuel
	$2,000
	$1915.81
	-$84.19

	TOTAL
	$16,000
	$15,032.41
	-$967.59


Cosmetics department
Table 21: Team member sales – Cosmetic department
	Team member
	Monthly target
	Monthly actual
	Variance +/-

	Fiona
	$3,000
	$3,055.20
	+$55.20

	Marcus
	$2,000
	$2,195.50
	+$195.50

	Yelena
	$2,000
	$2,022.31
	+$22.31

	Sheridan
	$2,000
	$2,592.31
	+592.31

	TOTAL
	$9,000
	$9,865.32
	+$865.32



Homewares department
Table 22: Team member sales – Homewares department 
	Team member
	Monthly target
	Monthly actual
	Variance +/-

	Johan
	$3,000
	$3,566.78
	+$566.78

	Angus
	$2,000
	$2,499.00
	+$499.00

	Samira
	$2,000
	$2,480.10
	+$480.10

	TOTAL
	$7,000
	$8,545.88
	+$1,545.88


Department breakdown
The fashion department’s monthly sales figures have been broken down into products and the number of units sold.
Fashion
Table 23: Department breakdown - Fashion
	Team member
	Units sold
	Total Value
	Average value per unit

	Jewellery
	60
	$895.30
	$14.92

	Ladieswear
	125
	$3,601.20
	$28.81

	Menswear
	110
	$2,850.00
	$25.91

	Childrenswear
	163
	$2,540.30
	$15.58

	Women’s shoes
	66
	$2,190.10
	$33.18

	Men’s shoes
	51
	$1,895.90
	$37.17

	Children’s shoes
	55
	$1,114.50
	$20.26

	Handbags
	25
	$1630.00
	$65.20

	Accessories
	85
	$784.40
	$9.23

	TOTAL
	740
	$17,501.70
	$23.65


Please note: The total average value per unit was calculated by dividing the total value by the total units sold.
Handbag sales report
The monthly handbag sales have been broken down into units to identify the performance of each unit. 
Table 24: Handbag sales
	Code
	Description
	Stock on hand
	Unit price
	Qty sold
	$ Value

	998567
	Alexis tote, black
	11
	$120.00
	2
	$240.00

	998567
	Alexis tote, tan
	8
	$120.00
	4
	$480.00

	887356
	Delilah clutch, black
	5
	$90.00
	1
	$90.00

	887355
	Delilah clutch, silver
	6
	$90.00
	0
	$0.00

	687445
	Indi shopper, black
	7
	$40.00
	6
	$240.00

	697441
	Kyla cross body, tan
	10
	$50.00
	8
	$400.00

	697440
	Kyla cross body, black
	12
	$50.00
	2
	$100.00

	697439
	Kyla cross body, multi
	15
	$40.00
	2
	$80.00

	TOTAL
	
	74
	
	25
	$1630.00


Fashion department sales data
The following data is from the Fashion department’s sales for the month of August.
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Customer sales data
The following tables outline the spending pattern of the fashion department’s top 5 customers over the month of August.
Table 25: Top 5 customer sales – Customer 1
	Customer number: 55698744
	Customer name: Lewis Bartolo

	Transaction number
	Date
	Number of units sold
	Sale amount
	Total for month

	77418
	02/08/2108
	2
	$99.95
	$99.95

	98137
	05/08/2018
	1
	$49.95
	$149.90

	27796
	10/08/2018
	5
	$335.00
	$484.90

	18847
	22/08/2018
	1
	$49.95
	$534.85

	10335
	30/08/2018
	1
	$69.95
	$604.80

	TOTAL
	10
	
	$604.80


Table 26: Top 5 customer sales – Customer 2
	Customer number: 40862334
	Customer name: Heather Shuttleworth

	Transaction number
	Date
	Number of units sold
	Sale amount
	Total for month

	06887
	01/08/2018
	4
	$302.50
	$302.50

	88745
	07/08/018
	3
	$199.95
	$502.45

	6697
	15/08/2018
	6
	$510.55
	$1013.00

	TOTAL
	13
	
	$1013.00


Table 27: Top 5 customer sales – Customer 3
	Customer number: 55698744
	Customer name: Marina Mezolous

	Transaction number
	Date
	Number of units sold
	Sale amount
	Total for month

	9657
	26/08/2108
	6
	$550.55
	$550.55

	TOTAL
	6
	
	$550.55



Table 28: Top 5 customer sales – Customer 4 
	Customer number: 30975541
	Customer name: Janis O’Rourke

	Transaction number
	Date
	Number of units sold
	Sale amount
	Total for month

	9800
	05/08/2018
	2
	$149.95
	$149.95

	8854
	11/08/2018
	1
	$49.95
	$199.90

	6698
	16/08/2018
	3
	$199.95
	$399.85

	2088
	25/08/2018
	1
	$69.95
	$469.80

	6045
	31/08/2018
	2
	$159.50
	$629.30

	TOTAL
	9
	
	$629.30


Table 29: Top 5 customer sales – Customer 5
	Customer number: 38874569
	Customer name: Joshua Camilleri

	Transaction number
	Date
	Number of units sold
	Sale amount
	Total for month

	70226
	02/08/2018
	1
	$99.95
	$99.95

	88663
	07/08/2018
	2
	$159.95
	$259.90

	5621
	19/08/2018
	4
	$310.50
	$570.40

	4096
	29/08/2018
	-1
	-$99.95
	$470.45

	4097
	29/08/2018
	2
	$115.95
	$586.40

	TOTAL
	8
	
	$586.40
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The Retail Room Bed Linen Product Specifications
All linen comes in white with a 160gsm
Machine wash up 90 degrees Celsius with standard washing agents
Linen can be tumble dried and ironed
All products are bleach and chlorine resistant 
Sets consist of one flat sheet, one fitted sheet, two pillow cases
Discounts available to motels and hotels on sets as per the following:
· Up to 5 sets = retail price
· 6-20 sets receive a 15% discount
· 21-50 sets receive a 25% discount
Price range
King Single Set			$70.00
Double Sheet Set		$100.00
Queen Sheet Set		$130.00
King Sheet Set			$160.00
European Pillow Case		$25.00
King Pillow Case		$25.00
Double Quilt Cover		$110.00
Queen Quilt Cover		$140.00
King Quilt Cover		$200.00


Table 30: Linen dimensions
	Product 
	Type
	Dimensions

	
Flat Sheet
	
King Single
	
200 x 275cm

	
Fitted Sheet
	
King Single
	
107 x 204 + 33cm

	
Flat Sheet
	
Double
	
230 x 275cm

	
Fitted Sheet
	
Double
	
137 x 188 + 33cm

	
Flat Sheet
	
Queen
	
255 x 275cm

	
Fitted Sheet
	
Queen
	
152 x 204 + 35cm

	
Flat Sheet
	
King
	
280 x 275cm

	
Fitted Sheet
	
King
	
180 x 204 + 35cm

	
Pillow Case
	
Standard
	
48 x 73 + 18cm

	
Pillow Case
	
European
	
65 x 65 + 18cm

	
Pillow Case
	
King
	
55 x 90 + 18cm

	
Quilt Cover
	
King Single
	
160 x 210 + 30cm

	
Quilt Cover
	
Double
	
180 x 210 + 30cm

	
Quilt Cover
	
Queen
	
210 x 210 + 30cm

	
Quilt Cover
	
King
	
240 x 210 + 30cm
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Event
Stocktake Sale – 20% off storewide.
Objective
The objective of the Stocktake Sale is to clear excess and end of season stock to make room for new lines. Financially it is expected that the Stocktake Sale will generate $50,000 in profit.
Target Market
The target market consists of males and females between 20 and 60 years of age, with low to mid-range incomes.
Budget
The Retail Room has allocated a budget for advertising and promotional displays.
Catalogue distribution: 		$3000
Electronic advertising: 		$1000
In-store marketing and displays: 	$1000
Communication Channels
The Retail Room will communicate details of the promotion in the following ways:
Email.
Social media.
Catalogues.
In-store marketing.
Word of mouth.
It is the responsibility of sales assistants to ensure that they are communicating the promotion details to every customer within the store. 
Resources
The Retail Room will display promotional material to inform customers of the promotion. 


Promotional signs
Signs to be created on A4 paper, landscape orientation. Signs must clearly display the words Stocktake Sale in Ariel Black Font, size 24, bold, red colour.
Promotional signs are to be displayed on racks, shelves and at the Point of Sale counter. Promotional signs should also be placed on merchandise displays and in the store window.
Promotional signs are to be erected before the store opens on the first day of the promotion. 
Examples of promotional signs are shown below:
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Measures of success
Email response rate - 20% clicking on links.
Customer enquiries – 10% increase in customer enquiries in store, phone, email and social media.
Social media interaction – 10% increase in post interactions.
Increased sales - $50,000 profit from sales.
Timeline
The Stocktake Sale runs for 7 days. 
2 weeks before: Catalogue sent out.
5 days before: Email sent out, social media post.
3 days before: Social media post.
2 days before: Social media post.
1 day before: Email sent, social media post.
1st day: Promotional signage erected in store, communicate details to customers. Email sent and social media post.
Social media posts to continue daily throughout sale.
13th day: Final email sent and final social media post.

Image Attribution
Table 31: Image attribution
	Image
	Source

	Sale poster
	Free image from Shutterstock.com

	Persian rug sale posters
	Image by Rick Obst from Flickr- (CC BY 2.0)
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Task 1: POS terminal reconciliation report
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Task 1: EFTPOS reconciliation report
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Task 2: POS terminal reconciliation report
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Task 2: EFTPOS reconciliation report
[image: ]


Task 3: POS reconcilition report 
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Task 3: EFTPOS reconciliation report
[image: ]


Relevant links
Table 32: Relevant links
	Relevant webpages
	Link

	The Information Protection Principles (IPP)
	https://www.cclhd.health.nsw.gov.au/wp-content/uploads/informationprotectionprinciplesexplained.pdf


	Consumer Guarantees
	https://www.fairtrading.nsw.gov.au/buying-products-and-services/guarantees,-contracts-and-warranties/consumer-guarantees 

	Sales Practices
	https://www.accc.gov.au/system/files/Sales%20practices%20-%20a%20guide%20for%20businesses%20and%20legal%20practitioners_0.pdf 



Document title: Topic_Retailstore_SOP_1of1
Resource ID: SEC_18_06_ TOPIC_Retailstore_SOP_1of1                                                                                                                         Page 2 of 135
© NSW TAFE Commission
image1.png
CHANGE SHEET

Cash Change
Removed | Required
$100 [ 1 [$100

$50 $50

$20 $20 3
$10 $10 2
$5 $5 2
$2 52

$1 $1 10
50c 50c

20¢ 20c

10¢ 10c

5c 5c

Total $100 | Total  $100





image2.png




image3.png




image4.png




image5.png




image6.png
Revenue

900,000
800,000
700,000
600,000
500,000
400,000
300,000
200,000
100,000

0

Last Year's Sales Growth

First half Second half Yearly total
Growth

mStore 1 mStore2 mStore3 mStore4 mStore5 mColumnl




image7.png
Number of customers

uFemales mMales = Families




image8.png
‘The Retail Room
Shop 157-Level 2
Westreld
Liverpool NSW 2560
T.02.9208 4136
theretairoom com.au

Date: 25 August 2018

2 Dai
Total Sales

No. Transactions 37
Amount $1885.75
LADIESWEAR

Quantity 10

Amount 534615
MENSWEAR

Quantity 8

Amount §32035
CHILDRENSWEAR
Quantity 10

Amount 524150
SHOES

Quantiy 15

Amount §42215
HANDBAGS

Quantity 3

Amount 5240.00
ACCESSORIES
Quantiy 8

Amount §135.50
JEWELLERY

Quantiy 10

Amount $180.10
Tax Total

GST included

Gross $1697.17
Taxable $1885.75
Tax $188.58
Tendering functions
Cash $495.50
EFTPOS  $372.35
Credit $1017.90

NO SALE: 1

‘The Retail Room
‘Shop 157-Level 2
Westeld
Liverpool NSW 2560
T. 029208 4136
theretairoom com.au

Date: 26 August 2018

2 Dai
Total Sales

No. Transactions 34
Amount $1556.00
LADIESWEAR

Quantity 8

Amount 520895
MENSWEAR

Quantity 5

Amount 5§266.90
CHILDRENSWEAR
Quantity 9

Amount 520210
SHOES

Quantiy 10

Amount 520855
HANDBAGS

Quantity 2

Amount §100.00
ACCESSORIES
Quantity 9

Amount §150.00
JEWELLERY

Quantiy 11

Amount 523950
Tax Total

GST included

Gross $1400.40
Taxable $1556.00
Tax $155.60
Tendering functions
Cash $389.90
EFTPOS  $402.50
Credit $763.60
NO SALE: 0
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The Retail Room
Shop 127-Level 2
Viesale
Livrpool i 2580
02 620 4130
thestairoom som s

Date: 27 August 2018

ZDaiy Roport
Total Sales:
No.transactions 12
Amount $359.15
LADIESWEAR

Quaniy §

Amount 21085
MENSWEAR

Quanity &

Amount 524730
CHILDRENSWEAR
Guaniity 3

Amount 59595
SHOES

Quaniy 5

Amount 518990
HANDBAGS

Quaniiy 1

Amount  $50.00
ACCESSORIES
Quanty 2

Amount 55995
JEWELLERY

Quantity 3

Amount 510550
TaxTotal

GST included

Gross 86323
Taable  $959.15
Tax 5952
Tendering functions
Ccash s215.00
EFTPOS  $220.00
Credit 545515

NO SALE: 0

The Retail Room
‘Shop 187-Lvai 2
estica
Liverpooi NSW 2550
"7 02 6208 4120
tharatairoom som s

Date: 28 August 2018

ZDaily Roport
Total Sales:
No.transactions 31
Amount $2049.40
LADIESWEAR

Quaniiy 14

Amount  $508.95
MENSWEAR

Quanity

Amount 538990
CHILDRENSWEAR
Quaniiy 15

Amount  $305.10
SHOES

Quaniy 12

Amount 539500
HANDBAGS

Quaniy 5

Amount  $45000
ACCESSORIES
Quantty 7

Amount 59095
JEWELLERY

Quaniity 16

Amount 535050
TaxTotal

GST included

Gross s2050.45
Taable  $2649.40
Tax S2e494
Tendering functions
Ccash 585000
EFTPOS  $548.80
Credit $100.50
NO SALE: 5
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The Retail Room
Shop 127-Level 2
Viesale
Livrpool i 2580
02 620 4130
thestairoom som s

Date: 29 August 2018

ZDaiy Roport
Total Sales:
No.Transactions 19
Amount $1402.30
LADIESWEAR

Quantty

Amount 33050
MENSWEAR

Quanity 5

Amount 524495
CHILDRENSWEAR
Guaniity &

Amount 520595
SHOES

Quaniy &

Amount 519995
HANDBAGS

Quanity 2

Amount 513000
ACCESSORIES
Quanty 5

Amount 8150
JEWELLERY

Quanity 5

Amount | 524945
TaxTotal

GST included

Gross s1298.07
Taable  $1442.30
Tax $14423
Tendering functions
cash 535055
EFTPOS  $495.35
Credit $595.80
NO SALE: 2

The Retail Room
‘Shop 187-Lvai 2
estica
Liverpooi NSW 2550
"7 02 6208 4120
tharatairoom som s

Date: 30 August 2018

ZDaily Roport
Total Sales:
No.Transactions 82
Amount $4165.20
LADIESWEAR

Quanity 22

Amount 587500
MENSWEAR

Quaniity 18

Amount 65050
CHILDRENSWEAR
Quaniiy 25

Amount  s72225
SHOES

Quaniiy 19

Amount  $585.00
HANDBAGS

Quanity 7

Amount 62000
ACCESSORIES
Quantiy 11

Amount 520230
JEWELLERY

Quaniy 21

Amount 51015
TaxTotal

GST included

Gross s3748.68
Taable  $4165.20
ke 41652
Tendering functions
Ccash 111550
EFTPOS  $1558.95
Credit $1450.75

NO SALE





image11.png
The Retail Room
Shop 127-Level 2
Viesale
Livrpool i 2580
02 620 4130
thestairoom som s

Date: 31 August 2018

ZDaily Roport
Total Sales:
No.Transactions 51
Amount $3628.70
LADIESWEAR
Quaniiy 18

Amount  s74995
MENSWEAR
Quanity 16

Amount  $60250
CHILDRENSWEAR
Guaniity 24

Amount 575075
SHOES

Quaniy 17

Amount 558500
HANDBAGS
Quaniy 3

Amount 525000
ACCESSORIES
Quaniy 15

Amount 521050
JEWELLERY
‘Quaniiy 16

Amount 548000
TaxTotal

GST included

Gross s3265.83
Taable  $3628.70
Tax 36287
Tendering functions
cash $1450.00
EFTPOS  $107820
Credit 110050

NO SALE:4
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PART A (Details of Incident)

Name of person/s involved:

Address:
Doe: Phone: Email
Date: Time: Location:

Describe exactly what happened:

Injuries Sustained: | Details (Including first aid provided):

/N
Reported by: Signed.
Reported to: Signed.
Date of Investigation: Investigated by:

Results of Investigation:

PART B (Action Taken)

Action Responsibilty Completion Date

Feedback provided to employee on (date: Signed.
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Hazard Report For

PART A Brief description of the hazard — Describe the hazard that you have identified,
including any equipment or people that may be involved. Draw a picture or provide a
photoif necessary.

Location of hazard in the workplace:

Date & Time that the hazard was identified:

Recommended action to fix the hazard:

Reported by: Signed.

Reported to Signed.

PART B (Action Taken)

Has the hazard been acknowledged by

management? Yes / No

Describe what has been done to resolve the hazard:

Is the hazard fixed? Yes / No

Name: signature:

Date:
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Date: 27 February 2019

ZDaily Roport

Total Sales

Sales Count 15,
Quantity ltems 28
Amount - $693.00

DEPT1
Counts

Quaniiy 10
Amount 546,15

DEPT2
Count

CQuanity &

Amount 532035

DEPTS
Countd

Quaniity 10
Amount 524150

TaxTotal
GST included
Gross ~$630.00
Taxable _ $693.00
Tac $6300

Tendering functions
Cash 835245
EFTPOS $124.20
Credit $216.35

NOSALES

Report is cleared

‘The Retail Room
Shop 187-Level 2.
Macarthur Square
‘Campbelltown NSW 2560
T 0246 274136
theretailroom.com.au





image18.png
nab EFTPOS

‘The Retail Room

Merchant copy
SETTLEMENT
26 FEB 2019 18:

To
27 FEB 2019 181

BANKTOTALS
Acauirer NaB

Merchant I 29147812

TerminaliD  M25478

BANKTOTALS (AUD)
SALES s
REFUNDS o
ToTAL s
casH ouT 0
ADIUSTS 0
TERMINAL TOTALS
DEBIT
PUR 003 $12820
visa
PUR 002 512635
MASTERCARD
PUR 004 $145.00

ToTAL 539555
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Date: 01 March 2019

ZDaily Roport

Total Sales

Sales Count 13
‘Quantity ltems 32
Amount - $930.67

DEPT1
Countd

Quanity 7

Amount 520500

DEPT2
Count 7

CQuaniiy 16
Amount 542000

DEPTS
Countd

Quanity

Amount 530567

TaxTotal
GST included
Gross ~$846.07
Taxable ~ $930.67
Tac $8460

Tendering functions
Cash_$17450
EFTPOS $236.72
Credit $519.45

NOSALES

Report s cleared

‘The Retail Room
Shop 187-Level 2.
Macarthur Square
‘Campbelltown NSW 2560
" 0246 274136
theretailroom.com.au
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nab EFTPOS

‘The Retail Room

Merchant copy
SETTLEMENT
28 FEB 2019 181

To
01 MAR 2015 18:00:20
BANKTOTALS
Acauirer NaB
Merchant I 29147812
TerminaliD  M25478

BANKTOTALS (AUD)
SALES 8
REFUNDS 1
ToTAL s
casH ouT 0
ADIUSTS 0
TERMINAL TOTALS
DEBIT
PUR 003 $23672
visa
PUR 002 $143.00
MASTERCARD
PUR 004 37645
REF 005 $50.00

ToTAL $706.17
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‘The Retail Room
Shop 187-Level 2.
Macarthur Square
‘Campbelltown NSW 2560
" 0246 274136
theretailroom.com.au

Date: 02 March 2019

ZDaily Roport

Total Sales

Sales Count 26
Quantity ltems 45
Amount - $130.17

DEPT1
Countd

Quanity 7

Amount  $456.00

DEPT2
Count 7

CQuaniiy 16
Amount 576759

DEPTS
Countd

Quanity

Amount 530653

TaxTotal
GST included
Gross $1331.08
able ~ $1630.47
Tac $130.41

Tendering functions
Cash_$380.50
EFTPOS $264.92
Credit $334.75

Gt Voucher $50.00

NOSALES
Report s cleared
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nab EFTPOS

‘The Retail Room

Merchant copy

SETTLEMENT

01 MAR 2019 18:00:20
To
02 AR 2019 18:00:20
BANKTOTALS

Acquirer NAB

Merchant D 29147812

Terminal I M2F478

BANKTOTALS (AUD)

SALES 1

REFUNDS o

ToTAL 1

casH ouT 0

ADIUSTS 0

TERMINAL TOTALS

DEBIT

PUR 003 $264.92

visa

PUR 002 $376.00

MASTERCARD

PUR 004 sas8.75

ToTAL 5109967





