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[bookmark: _Toc26791615]Icon legends
	Icon
	Description
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	Practice activity
Learning activities help you to gain a clear understanding of the content in this resource.  It is important for you to complete these activities, as they will enhance your learning. The activities will prepare you for assessments.
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	Collaboration
You will have opportunities to collaborate with others during your study. This could involve group activities such as mini projects or discussions that will enable you to explore and expand your understanding of the content.  
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	Self-check
An activity that allows you to check your learning progress. The self-check activity gives you the opportunity to identify areas of learning where you could improve. If you identify these, you could review the relevant content or activities.
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	Resources (required and suggested)
Additional resources throughout this workbook such as chapters from textbooks, online articles, videos etc. These are supplementary resources, which will enhance your learning experience and may help you complete the unit.
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	Assessment task
At different stages throughout the workbook, after you have completed the readings and activities, you may be prompted to complete one or more of your assessment tasks.
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	Video
Videos will give you a deeper insight into the content covered in this workbook. If you are working from a printed version, you will need to look these up using the URL provided.



[bookmark: _Toc26791616]Getting started 
[bookmark: _Toc26791617]What will I learn by completing this workbook? 
This workbook has been developed for the unit of competency SIRXSLS002 – Follow point-of-sale procedures. 
Successfully completing this unit of competency will give you the skills and knowledge required to follow point-of-sale work systems, process transactions and complete sales. 
In this workbook, you will learn:
· Opening and closing a point-of-sale terminal.
· Maintaining the point-of sale terminal and register area.
· Processing different transaction types through the point-of-sale terminal.
· Completing any follow-up and post purchase activities.
Each topic includes opportunities to check your progress and understanding as well as activities that will help you to complete the formal assessments. Web addresses and suggested video links are at the end of this workbook as well as self-check answers to the activities.
[bookmark: _Hlk10115583]There are three topics to complete within this workbook. They are: 
1. Follow point-of-sale work systems.
1. Process point-of-sale transactions.
1. Complete sales.
Alright, let’s get started!



[bookmark: _Toc26791618]Topic 1: Follow point-of-sale work systems
 


[bookmark: _Toc26791619]Overview
This topic provides information on setting up and maintaining a point-of-sale terminal throughout the working day. 
In this topic you will learn about:
Opening and closing a point-of-sale terminal when required.
Clearing the point-of-sale terminal of excess cash.
Handling cash.
Maintaining supplies of change and consumables for the point-of-sale terminal.
The activities throughout this resource will assist you in your learning. These activities do not form a part of your final assessment however they will contribute to your understanding of the topic area.
1.1 [bookmark: _Toc26791620]Open and close point-of-sale terminals at designated times
[bookmark: _Toc26791621]Introduction to point-of-sale (POS) terminals
The term point-of-sale (POS) refers to the specific place where a sales transaction takes place. Individuals working in frontline operational roles must be comfortable and confident in using POS terminals, which are required in order to process and complete transactions. The use of POS terminals is necessary in a wide range of industries, such as hospitality, beauty, pharmacy and retail. Whatever your business sells, it will require a point of sale for each financial transaction it makes.
Equipment in the POS area can include:
Cash register and cash drawer.
EFTPOS terminals (Electronic Funds Transfer at Point-of-Sale).
Scanners.
Keyboards or touch screens for entering data.
Electronic scales.
Security tagging and detaching equipment.
Cash clearance chutes.
Conveyor belts.
Printers.
There are many different types of registers or POS systems. Typically, they can be placed into two categories, manual and electronic POS terminals. These will be discussed later in the resource. Regardless of the type of register used in a business, there are two important things you must know:
What the equipment does (function)?
How to use the equipment (operation)?
Businesses use registers to collect important information about their sales to help with decisions such as:
The amount of staff required on certain days to meet average customer numbers.
The type of products customers are purchasing.
Removal of products that do not sell well. 
Correct levels of stock to be ordered to meet customer demand. 
It is vital that POS operators:
Learn the register system.
Take appropriate care and time when completing transactions.
Be accurate with entering data.
Seek help when required.
The operation of any equipment requires training and practice to become efficient and competent. Knowing how to use the equipment correctly will enable the operator to provide customer service of a high standard. A well organised POS area can set the scene for the efficient processing of the customers transactions and reinforce their ultimate satisfaction with the store. It is therefore important that you know and understand the procedures for setting up, maintaining and closing down the POS. 
[image: ]
[bookmark: _Toc26791622]Opening the register
The point-of-sale area needs to be prepared and the register set up before the business opens for trade. This should take place according to policy and procedures. Procedures might, for example, state the length of time that employees must arrive prior to the opening of the establishment or before the commencement of their shift. Failing to open the POS terminal within designated times could result in delaying customers. 
When you come into work in the morning to open up for the day, you may find that the register drawer has been left open overnight. This is done so that in case of burglary, the register would be untouched because an open drawer shows that there is no money inside. 
Typical procedures at the commencement of trade might include:
Collecting any keys and cash float for the register/terminal from the supervisor.
Count the float to check for accuracy. Fill in the cash float count sheet if applicable.
Transfer the float to the cash drawer separating denominations.
Close the cash drawer.
Insert key and turn on if using a manual register OR open the sales program on a POS system.
Ensure the EFTPOS terminal is on or logged on ready for trade.
Log into the register by entering your staff ID.
Cash floats
A cash float is a set amount of cash placed in the register at the beginning or end of the working day or at a defined period of time during the shift to ensure that change can be provided to customers. Every business that deals with cash transactions will use cash floats. 
The nominal sum of money, which changes dependent on the size of the business, consists of several denominations of cash and coins and is used at the start of trading to give change to cash-paying customers before sufficient sales have been made. Without a float, the first cash paying customer of the day handing over a $20 note for a product that retails at $15.99 would not receive any cash change because there would not be any in the register.
If there is more than one cash register in your outlet, each will have its own cash float and they are usually stored in separate containers in a safe in a back office away from the shop floor. The float should be transferred into the register at the beginning of the day and removed again when the drawer is balanced or reconciled. The money remaining in the cash drawer is the takings for the day. When removing the cash float at the end of the day you must ensure that you leave adequate amounts of coins and small notes for change the next day. Where possible try not to use $50 and $100 notes.
There will usually be a designated custodian of the cash floats within your business that hands out the cash float(s) at the start of your shift and checks it back in at the end of the shift and will most probably maintain a cash float sheet, either paper-based or recorded electronically. How the use of the cash float is recorded will be determined by your policies and procedures and it may be your responsibility for recording your own usage, or that of a supervisor. However, if it is recorded you will probably have to sign a document to say you have received the float and that it is correct, and sign it back in at the end of your shift to say it is all there. This makes you accountable for its contents throughout your shift. As with the takings, the cash float must be secured at the end of the day. Businesses may have a safe to store the money in or use a cash tin in a locked cupboard. If there is more than one register in the business, the cash floats must be clearly labelled to show which register they belong to. 
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[bookmark: _Toc26791623]Closing the register
As with starting up a register for a new trading day, there is likely to be a closing down the register procedure at the end of the day. In most cases it is a manager/supervisor who handles the balancing of the register and the reconciliation of the cash taken. However, some other staff members are often trained to know the process should they be required to assist. 
POS terminals will usually be closed at the end of the working day, when business is quiet and employees operating the tills could be utilised elsewhere. You might need to temporarily close down a terminal at the end of a shift when swapping with a colleague or you might simply have to sign out of the terminal system while the new employee taking over signs in. When closing down a terminal due to lack of customers, you should do so following the correct practices. 
You might have to turn off a light that is placed above POS terminals to indicate they are open, or you could place a sign that says the terminal is closing. Another situation where a balance may be required is when a customer disputes the amount of change they were given. You should not just take their word for it but check. This may mean doing a register balance. 
Every register or POS system can provide sales information that is required for balancing at the end of the day. Balancing is the process of checking that the cash register contains the right amount of monies against the sales that have been made. This will include subtracting the starting balance, or float, and will also take into account non-cash transactions such as credit cards and vouchers. For example, if you started with a float of $350, and the register report states that you have taken $1000 cash during trade, there should theoretically be exactly $1350 cash in the drawer. After you take the cash float out of $350, you should be left with $1000. If your non-cash transactions equal what the register report says also, then the register balances. 
The type of report you produce will depend on the type of system you use. These are generally called an X or Z read/report. These can be accessed at any time of the day to monitor sales but are essential for the balancing process to close a register. 
The reports will give information on:
The total sales for the day/shift.
GST collected.
Discounts given.
Refunds processed.
No sales. 
Value of sales for each department and payment type. 
Examples of both a manual register Z read and an EFTPOS machine settlement are given at the end of this section.
A general procedure for closing a register if you are authorised to complete the balancing process includes:
Removing all cash and non-cash documents from the cash drawer.
The float needs to be separated from rest of the money and then count the remaining cash and non-cash documents.
Record the totals on the count sheet.
Print a reconciliation report from the register/POS terminal showing details of the day’s transactions. These can be called different things dependant on the type of POS or register you are using.
Print a reconciliation report from the EFTPOS machine.
Re-count cash and non-cash if there are any discrepancies.
Report any discrepancies to manager.
Prepare banking.
Leave the cash drawer open and return all keys, documents and monies to the office.
If you are not authorised to complete the balancing process but are responsible for closing the register, you may need to:
Print the Z read or end of day report.
Print an EFTPOS settlement report.
Place these in the cash drawer along with ay non-cash documentation.
Remove the cash drawer from the register. 
Secure the cash drawer, non-cash documents and reports in the designated location for someone to reconcile. 
[image: ]	Resources
[bookmark: _Toc11228378][bookmark: _Toc26791624]Additional resources
Read ‘The Retail Room’s Point-of-Sale and Balancing Policy and Procedure’ in your Retail Policy and Procedure manual. This resource will be needed to complete the assessments for this unit and covers point-of-sale and balancing procedures.

Example Z read from a manual register:
[image: ]
Example EFTPOS settlement:
14[image: ]
	[image: ] 	Practice activity
[bookmark: _Toc26791625]Activity 1.1: Open and close point-of-sale terminal at designated times
1. Explain the differences between a manual register and electronic POS system.

As a POS operator, what are the four vital things you must be doing?

What is a cash float?


1.2 [bookmark: _Toc26791626]Clearing the POS terminal of cash
Stores which accumulate a substantial amount of cash during a trading day will usually perform register clearances or a cash drop. This involves the removal of excess cash from the cash drawers, mainly for security purposes and also because a register can only hold a certain amount of cash before it becomes unmanageable. Remember that a register is only a change drawer, not a secure place to store money. 
Store policy will dictate how and when a cash clearance occurs. It can be when a cash register reaches a certain limit of cash, or it may be chosen randomly throughout the day. There will also be strict procedures in place relating to a register clearance, such as who is authorised to do it, any documentation that is required and the method of moving the cash from the register to a secure place. From a theft point of view, it is a high-risk procedure. Be aware of who is around you when conducting a cash clearance. These should obviously be done in quiet times or when there are no customers at the POS area. 
To complete a cash clearance or cash drop you should:
Count the cash being removed from the register drawer (usually excess $50 and $100 notes).
Enter the amounts of each denomination onto a cash slip. 
Place a copy of the slip into the register. 
Secure the cash. This can be in a cash bag or in a capsule (if stores have a chute system to carry cash to the office area). 
Ensure the bag or capsule is labelled correctly for the register number the money came from. 
Place the capsule in the chute to transfer the money or if walking the cash to the office area or safe, ensure you go directly there and do not stop to speak to anyone on the way. 
An example of a cash slip is below:
[image: ]
1.3 [bookmark: _Toc26791627]Handling cash
Whenever you are handling cash in any business, consideration must be given to security. You are responsible for the money and hence profits of the business so you must ensure you are security conscious and accurate. Your business policies and procedures will state:
Which employees are authorised to handle cash (other than processing sales). 
The maximum amount of cash that can be handled at any time.
The equipment that should be used to carry and store cash.
The storage locations for cash. 
There may be only certain staff members who have access to large amounts of cash. This will help to reduce the chances of cash going missing or being placed in the incorrect places, and employees who do have access will have more accountability. Such an individual may transfer business takings to a safe or locked room, and can provide POS employees with cash floats. Other employees may have responsibilities to handle smaller amounts of cash, and they should be trained in order to do so according to business standards.
Security procedures for handling cash must be adhered to, for your own safety, the safety of your colleagues, and the prevention of theft within the business. 
[bookmark: _Toc26791628]Security of cash and equipment
The point-of-sale area is often a key target to thieves and opportunists. There are many tricks they use to entice sales staff away from the register or distract them long enough to enable them to steal cash from the register. The first simple rule is never leave the point-of-sale terminal active. In other words unlocked or operational. Most registers will automatically lock themselves after a sale and require a staff log on to access it again. Others will operate as long as a key is in the register. If a staff member needs to leave the point-of-sale area, they should ensure the registers are locked or key removed before leaving. 
[image: ]

There a many procedures that can be followed to secure cash in a business. Some common ones include:
Never count money in front of, or in view of customers. 
Never leave an open cash drawer unattended under any circumstance.
The cash drawer must be closed after every transaction.
The register must be locked or key removed whenever it is unattended. 
If you see something or someone suspicious, immediately alert your supervisor or manager.
Non-cash items, such as cheques and other transactional documents, if lost or stolen, can represent considerable financial loss to the store. Treat them as you would cash. 
 When taking cash from the register to another section of the store, go straight there and do not speak to anyone. Do not put the cash down or leave it unattended. 
If it is closing time, wait until the store is empty of all customers and locked to outsiders before opening the cash register. 
Never provide your staff log on code to anyone. 
Have excess cash cleared on a regular basis. 
Do not be distracted whilst using the register.
Never leave cash lying around.
Use common sense and be alert at all times. 
Always call the amount tendered and count back change to customers to double check yourself and to minimise misunderstandings with change. 
Retail stores may have a policy and procedure for the maximum amount of cash allowed in the register. For example, $500. Any excess cash over this amount should be removed as a cash clearance or cash drop by the supervisor.
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	[image: ] 	Practice activity
[bookmark: _Toc26791629]Activity 1.3: Handling cash
1. What is the first simple rule for securing your registers?

Explain how the security procedures listed help to minimise theft and loss of money.

What should happen when the register accumulates money over the allowed cash limit?


1.4 [bookmark: _Toc26791630]Maintain supplies of change
You have learnt already that the float is an important part of setting the register up for trading as it is needed to provide change to customers at the beginning of the day. Equally as important is ensuring the supplies of coins and notes in your cash drawer are maintained to continue being able to provide change throughout the day.  Even though cash floats will provide you with adequate supplies of change at the start of a shift, you will find that the majority of customers will pay for goods with notes rather than coins. If this trend continues, you will eventually run out of coins as they are gradually handed to customers as change. It is the responsibility of the POS operator to keep a close eye on the level of change available and take action to replenish before actually running out. 
It is better to replenish small change during quiet times rather than having to top up when you are surrounded by customers. Better to be prepared than cause inconvenience to your customers. You will need to follow your businesses policy and procedure for replenishing change. This may mean notifying a manager/supervisor when change is required. Things to remember when obtaining change:
Never let the register run short of change.
Always try to get change when you are not busy with customers.
Ensure there is extra change available for anticipated days of increased sales such as promotional events. 
Complete a change slip with what notes you remove from the register. The exact amount you take out should be the same amount that you order as change. This ensures your register balances at the end of the day.  
Always let another staff member know if you are leaving the register area to get change for security reason and be as quick as possible. 
If a manager/supervisor is authorised to get change, alert them as soon as possible to avoid running out. 
Always count the change back into the register to ensure the correct amount has been provided. 
If you receive change but haven’t had a chance to put it away before customers come, ensure the change is secured in a locked cupboard or out of sight of customers until they are served. Once it is quiet again, immediately place the change back into the register. 
Follow procedure for obtaining change.
If you do find yourself stuck for change when serving a customer, it may be necessary to give change in smaller coins to the amount that is required until you can order more. For example, if the customer needs $5 change and you have no $5 notes, you may need to make up the $5 in smaller coins. Alternatively, if you have more than one register, you may be able to swap notes for coins in the other register until change can be obtained. 
Some businesses will have stores of change in their safes to provide change efficiently to their registers. Others will go directly to the bank if change is required, or have security people come in to get change for them. If you receive change directly from the bank, it is important to order change amounts similar to how denominations are packed. For example, if you need $2 coins, you would order a bag which equals $50 worth. 
An example of a bank coin bag is pictured below showing the amounts that coins are packed in and an example of a change slip that may be required when ordering change. 
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	[image: ] 	Practice activity
[bookmark: _Toc26791631]Activity 1.4: Maintain supplies of change
1. From your Retail Policy and Procedure Manual, explain the procedure for obtaining change at The Retail Room. 

List at least three important things you should remember or be doing when obtaining change for your register.


1.5 [bookmark: _Toc26791632]Maintain supplies of consumables
Consumables are supplies used either by the register/POS terminal or are needed in the area to ensure ongoing performance of the equipment and processing of sales. Just as the register is maintained with change, it is important to maintain the POS area with the consumables required. This will ensure the day’s trading runs smoothly and problem free. 
At times you will notice that supplies are running short, and if actions are not taken prior to running out of supplies, you may not be able to serve customers and delays can result. It is therefore vital to keep an eye on levels of supplies so that you do not run out.
[bookmark: _Toc26791633]Consumables needed to serve customers
You will need to maintain certain supplies of consumables in order to meet the needs of customers. For example, many shops and restaurants sell vouchers that can be used as credit on future visits. Usually vouchers consist of a card that contains details of the terms and conditions and the amount of credit available. Such vouchers should be kept in close proximity to the POS terminal so that customers are not kept waiting when they ask for one.
You should also have adequate supplies of stationary that is used on a daily basis such as pens, scissors, staples, sticky tape, paper and other documents that may be required such as order forms. 
As with maintaining supplies of change, you should follow your businesses procedures in terms of the actions required to maintain consumable levels. You might be able to go and gather items yourself during less busy periods, or you might have to contact a colleague working in storage or on the store floor to bring the consumables to the point-of-sale.
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[bookmark: _Toc26791634]Consumables for the POS system
All retail equipment, including cash registers, use some type of consumable that will eventually require replacement. Depending on the type of POS system used, you may require ink ribbons or cartridges. Every system will require receipt rolls. These will generally indicate when they need replacing by a pink/red line running along the edge or in the middle of the paper. Replacement of the roll will be different with each system so you must be aware of how to change your receipt rolls or have someone in the business show you how to change it. Operating manuals may also be available to help if you are unsure. 
EFTPOS machines will require receipt rolls as well and usually have the same indicator line on them for replacement. Once the line appears, you can most times serve another few customers before the roll runs out. You should try to serve your customers and replace the roll once the register area is quiet again. If this is not possible, it is important to notify the customer that you need to replace a receipt roll and let them know how long they may expect to wait. If you have more than one register in the business, you may need to direct the remaining customers to the other register. 
[bookmark: _Toc26791635]Wrapping and packing materials
All retail outlets will have common wrapping or packaging that they use. Whether it is printed, for advertising purposes, or plain, there needs to be adequate supplies that are easily accessible. It is the retailer’s responsibility to provide appropriate wrapping and packaging for their products to ensure the customer is able to carry them out of the store safely and without damaging the products. Packing products safely will keep customers happy.  
The types of materials and quantities needed will depend on the size and type of products sold in your business. These materials should be stored in the POS area for convenience and monitored during the day. If they start to run low you will need to replenish them. The types of wrapping and packing materials may include:
Plastic – these can come in varying sizes.
Environmentally friendly bags – such as paper or material that are re-usable. 
Wrapping paper – this can include tissue, brown paper and fancy papers for gift-wrapping.
Boxes and cartons.
Protective materials – can include bubble wrap, Styrofoam pieces or shredded paper.
Fastening material – such as tape, string or ribbon. 
Garment bags for delicate clothing.

As a POS operator you must be aware of the products you sell and the types of wrapping and packing materials that would be suitable. For example, if you sell drinking glasses that are breakable, it would not be appropriate to place these in a large plastic bag that may tear and/or the glasses crash against each other and break. The more appropriate means of packing would be to wrap each glass in paper or bubble wrap and place in a sturdy bag or in a box. You would also not place heavy items on top to fill the bag or box. 
Other considerations when wrapping and packing is for food items and that can be contaminated or damaged if not packed correctly. Similar food items should be packed together and chemicals or personal hygiene products separated from food items. 
In becoming more environmentally aware, businesses are choosing to rid their stores of plastics that are not biodegradable and either providing appropriate bags or boxes for customers to use to carry their goods. Customers are encouraged to provide or re-use their own bags to minimise waste.  
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[bookmark: _Toc26791636]Delays at the point-of-sale
When sales staff are requesting change, replacing rolls or ink cartridges, it can cause some delays to customers. This can often become frustrating for customers waiting to be served. The first rule is to try to do these procedures during quiet periods. Most times though, this will not be possible. Ensure you notify the customer of any delays and explain what is happening. Most customers are patient enough to wait as long as they are informed of the delay and have a reasonable time frame for the task to be completed. As mentioned previously, if you have other registers available for use, have the customers directed to the other registers. 
Once you have completed your task, ensure you apologise to the customers waiting and thank them for their patience. 


	[image: ] 	Practice activity
[bookmark: _Toc26791637]Activity 1.5: Maintain supplies of consumables
Read the following questions then write true or false in the space provided.
	Questions
	True or False

	1. Consumables are things you eat at the POS area.
	

	2. Consumables can include pens, paper and other stationary items.
	

	3. It is not important to replenish supplies at the POS as customers can make do with what they have to carry their items.
	

	4. Customers may be required to re-use and provide their own shopping bags in some businesses. 
	

	5. It is important to notify customers of any delays at the register area.
	

	6. You should apologise if you have made a customer wait. 
	

	7. When packing products for customers there is no need to separate food items from chemicals. 
	

	8. Products must be packed safely to prevent damage. 
	






	[image: ]	Self-check
[bookmark: _Toc26791638]How did you go?
You have completed the topic on following point-of-sale work systems. Check the boxes for the tasks you feel confident you can complete. 
☐	I can open and close a register at the required times.
☐	I can handle cash according to my stores policies and procedures.
☐	I can complete a cash drop or obtain change to maintain the register. 
☐	I can maintain the supply of consumables at the register area. 
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[bookmark: _Toc26791639]Topic 2: Process point-of-sale transactions
 


[bookmark: _Toc26791640]Overview
This topic provides information on processing sales through the point-of-sale system and maintaining accurate records. 
In this topic you will learn about:
Different transaction types.
Making calculations for pricing.
How to process a sale.
Identifying errors and completing accurate records.
The activities throughout this resource will assist you in your learning. These activities do not form a part of your final assessment however they will contribute to your understanding of the topic area.
2.1 [bookmark: _Toc26791641]Transaction types and procedures
In order for a retail business to be successful, sales transactions must be made. It is crucial that business procedures are followed carefully for any transactions. There are several steps involved in processing a sale and payment can be accepted in a range of forms. 
When working in the POS area you should follow these steps:
Welcome the customer – Stop what you are doing, smile, greet them appropriately, listen carefully and answer any queries.
Give efficient service – Scan items or enter them into the register and be accurate. 
Handle the transaction following the correct security procedures – total the sale and tell the customer the amount, call the amount tendered by the customer if they are paying cash (this is the amount of money that the customer gives you), ensure the cash drawer is closed after every transaction. 
Complete security procedures in a courteous and efficient manner – Check bags politely if required and thank the customer for their co-operation. 
Make the customer want to return – Be sincere and courteous, give each customer your full attention, use their name if you know it, acknowledge customers waiting and thank the customers and invite them to return. 
It is important to remember to look after your customers as there are many other stores that will. If you don’t want to look after customers in your job then management will find someone else who does. 
[bookmark: _Toc26791642]Processing sales without delay
In this busy day and age, customer do not like to be kept waiting. If there are several POS terminals in your workplace and customers are waiting, it is important that another operator is called to help out. Operators should be on stand-by to come on and off the registers when required. Busy periods such as Christmas and Easter, create situations of lines of customers wanting to be served and, at these times, waiting is to be expected. If you are finding that there is a backlog of customers most of the time during normal trading periods, it may be a rostering issue and the problem may need to be addressed with a supervisor/manager. 
Delays are, at times, unavoidable and it is important to have a good understanding of the correct procedure to inform customers of delays. Delays may occur due to:
EFTPOS transactions being slower in peak trading hours. 
Staff training on new POS systems or new employees learning the POS system.
Information entered into the POS is incorrect or pricing is incorrect. 
Internal problems with the system.
As a POS operator, you must take the time to apologise to the customer for the delay and thank them for their patience. Customers can become very irritated when they are delayed and it is good manners and business practice to acknowledge the fact that they have been waiting longer than usual. 
[image: ]


[bookmark: _Toc26791643]Identifying transaction types
Point-of-sale transactions do not just include cash payments. There are many other ways to purchase goods from businesses including:
Credit card payments (including store credit cards).
Debit or EFTPOS payments. 
Cheques.
Customer accounts.
Gift vouchers.
These payment types are called non-cash transactions. Other point-of-sale transactions may include: 
Returns or exchanges.
Lay-bys.
Delivery.
Customer orders.
All transaction types are subject to the store policies and procedures, especially for refunds or exchanges. 
[bookmark: _Toc26791644]Transaction procedures
Cash transactions
In order to be accurate with cash, you should be following a simple procedure for cash transactions:
Scan or enter the goods into the register.
Subtotal the sale and tell the customer the amount.
Call the amount of money tendered by the customer (this is the money they give to you). 
Place the money tendered on the register.
Enter the amount tendered into the register.
Make up the change required and count it back to the customer to double check accuracy.
Place the amount tendered into the cash drawer.
Close the cash drawer.
Avoid being distracted during transactions as this can lead to mistakes.


EFTPOS transactions
EFTPOS stands for Electronic Funds Transfer at Point of Sale. Customers can use either debit or credit cards. Money is automatically transferred to the stores account once the transaction has been approved. Debit cards deduct money directly from the customer’s account whereas with credit cards, the bank forwards the money to the store account and puts the amount into credit with them. The customer pays back the amount in instalments to the bank. 
Examples of credit cards include:
MasterCard.
Visa.
Diners Club.
American Express.
Not all stores will take all card types. You must be aware of the cards accepted at your store. Cards will have a magnetic strip which is swiped through the machine or a chip that can be either inserted into the machine or tapped on the outside (Tap and Go or pay Wave). Personal Identification Number (PIN) verifications are not required for pay Wave if purchases are under $100.00.
You must pay attention to the EFTPOS machine as it is processing transactions. Once a card is swiped, inserted or tapped, it will run a check to ensure the card is not stolen, linked to sufficient funds/credit limits and that the PIN and/or chip information is correct. If you have any reason to suspect the card may be stolen, call for help from a supervisor. 
If an EFTPOS transaction is approved, the terminal will display ‘approved’ and you can continue to process the sale. If the transaction is not approved, the terminal will display the message ‘declined’. This does not automatically mean the customer has insufficient funds so be tactful in the way you communicate this. A good way is to say something like, ‘That transaction didn’t go through. I’ll try again for you.’ Sometimes it can be an error with the transmission of the information and the next time it will work. Always offer the customer alternatives so the customer has every opportunity to pay for their goods. If, after a couple of attempts, there is still no success in finding a payment method that works, you can offer to hold the items for them so they can arrange payment and come back. 
Remember to never to or say anything that may make the customer feel embarrassed at the point-of-sale. 

Debit and credit card procedures
To process an EFTPOS transaction using either a credit or debit card:
· Scan the goods into the register.
· Total the sale and tell the customer the amount.
· Select EFTPOS, credit or debit on your register as payment.
· Check the amount is correct on the EFTPOS machine or enter the amount manually.
· The customer can either, tap, swipe or insert the card into the EFTPOS machine – swiping or inserting will mean an account will need to be selected (savings, cheque, credit).
· Enter a PIN if required.
· Check the transaction has been approved – some stores ask their sales assistants to circle approved on the store copy as confirmation.
· Ensure the customer takes their card.
· Hand a copy of the EFTPOS and register receipt to the customer. 
· File the store copy of the EFTPOS receipt in the register drawer.
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Gift vouchers
Gift cards and vouchers are a popular and thoughtful gift that many customers are choosing to purchase for special occasions.
A common procedure to issue a gift voucher:
· 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 as either cash or EFTPOS as normal.
· Give the customer a copy of the receipt and gift voucher activation receipt. 
When a customer is redeeming a gift voucher or card ensure that you follow your store procedures to ensure the gift card or voucher is still in date and terms and conditions of the card if applicable. Instead of processing the sale as cash or EFTPOS, there will be an option for a gift voucher payment. If the gift voucher does not cover the price of the products, process the remaining amount as usual. If the sale is less than the voucher, stores may give the change or remaining value back as either a credit note or another voucher.
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Lay-by
A Lay-by is a system of paying a deposit for an item/s to pay off later date. The business keeps the product on hold for the customer until the full amount has been paid. Larger stores tend to offer lay-bys. With the introduction of payment methods such as Afterpay and ZipPay, lay-bys are becoming less common. Legally, lay-by agreements must be in writing and specify all the terms and conditions, including any termination charges. A customer can cancel a lay-by agreement but may have to pay a termination charge. A supplier can only cancel a lay-by agreement under certain circumstances. 
To process a lay-by:
· Advise the customer of the Lay-by terms and conditions.
· Scan the items into the register.
· Select lay-by option on the register.
· Enter the customer details or look them up if they have had previous lay-bys. 
· Let the customer know the deposit amount (usually 10% of the price).
· Press the sale button to open the cash drawer to put the deposit in or process through the EFTPOS machine.
· Give the customer a copy of the receipt.
· Wrap the goods and attach the store copy of the receipt to the outside of the parcel.
· Take the goods to the storage place for lay-bys. 



Cheques
Most customers use EFTPOS rather than cheques these days. Cheques are still accepted at some businesses but these security and store procedures must be adhered to, as using cheques carries a great risk of fraud.
· Know your stores procedure if your store accepts personal cheques for payment, for example, there may be a preapproved list of customers only that can purchase by cheque.
· Once the sale has been entered into the register there will be cheque option for payment type.
· Ask the customer to complete the cheque in front of you checking the business name and date are correct.
· Check the amount matches the sale amount and the amount in words has been written correctly.
· Ask the customer for identification such as a current driver’s licence or passport. 
· Write the licence or passport number on the back of the cheque.
· Write the customer’s address and phone number on the back of the cheque.
· Check that the signature on the cheque matches the one on their identification.
· If you are suspicious of a customer who is offering a cheque, see your manager.
[bookmark: _Toc26791645]Relevant legislation
During an induction or training period you should be made aware of how legislation impacts customer interactions and transactions. The main piece of legislation you will need to be aware of is the Australian Consumer Law (ACL), which is the national law for fair trading and consumer protection which commenced on 1 January 2011. This law replaced the Trade Practices Act 1974 as well as previous Commonwealth, state and territory consumer protection legislation. The ACCC (Australian Competition and Consumer Commission) regulates these laws.
The ACL includes:
A national unfair contract terms law covering standard form consumer contracts.
A national law guaranteeing consumer rights when buying goods and services.
A national product safety law and enforcement system.
A national law for unsolicited consumer agreements covering door-to-door sales and telephone sales.
Simple national rules for lay-by agreements. 
New penalties, enforcement powers and consumer redress options. 
(The Australian Consumer Law, 2019)
Consumer guarantees
Consumer guarantees provide customers with a set of rights for the goods and services they purchase. A supplier and manufacturer guarantee that:
Goods are of acceptable quality.
Goods will match any description provided.
Any express warranties will be honoured. 
If a good or service fails to meet a guarantee, a consumer has rights against the supplier, and in some cases the manufacturer, who will have to provide a remedy in order to put right a fault, deficiency or failure to meet an obligation. Remedies can be:
A repair, replacement or refund.
Cancellation of a service.
Compensation for damages and loss.
The type of remedy will depend on the seriousness of the problem. When a problem is minor, the supplier can choose between providing a repair or offering the consumer replacement or refund. When there is a major issue a consumer can reject the goods and choose a refund or replacement. 
(Consumer Guarantees, 2019)
Refunds and exchanges (replacements)
Exchanges and refunds may occur when:
An item is incorrect and is returned within the stipulated return timeframe.
A customer changes their mind in preference of another item and the return is made within the stipulated return timeframe.
An item is faulty or breaks within a certain timeframe.
Unless a product fails to meet one of the consumer guarantees as mentioned in the previous section, it is up to the individual store as to whether they refund or exchange on changes of mind. Stores displaying signs that read “No Refunds” is illegal as it gives the customer the impression that you will not accept refunds, even for faulty products. 
Part of your refund and exchange procedures should include informing customers, at the point-of-sale, on their rights to return items. Most businesses are happy to offer exchanges for customers as they are not losing money on purchases. Many however, will not refund on purchases for customers simply changing their minds, which legally they have a right to refuse, even if the customer has a receipt. 

The stores refund and exchange policy should stipulate:
The timeframe for returning products.
Conditions of the goods (unused, original tags).
What form the return will take (refund, exchange, gift voucher).
Conditions for sale or promotional products.
Documentation will need to be completed for returns or refunds. This is usually in the form of a register printout that the customer must sign and write their details on. This documentation will need to be secured in the register drawer until the end of the day.
Codes of practice
There are industry codes of practice relating to sales that retail businesses follow to help abide by legislation. Codes of practices are not laws, they are guidelines to meet a standard. 
Bag check code of practice
Bag checks are conducted by some retailers in an attempt to control theft. Privacy issues need to be considered when conducting bag checks on customers and staff. 
Legally, when a customer enters a store, they do so under a licence. The owner may make that entry condition upon showing bags, parcels, containers and prams for checking. If a business owner makes a condition of entry to the premises, customers must be notified. This is usually done by signage at the front of the store stating the conditions of entry. If a customer enters a store that displays a notice, it implies that they accept or consent to the store’s conditions of entry. 
Bag checks are voluntary, and may only be conducted with the consent of the customer. A person who forcibly conducts a bag check against a customer’s will may be liable for assault. If a customer refuses to allow a bag check, the business may ask the customer to leave the store and not return unless they are prepared to comply with the store’s conditions of entry. Stores cannot forcibly detain a customer if they refuse a bag check unless they are absolutely certain that an offence has been committed by the shopper. 
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The main points to remember when conducting a bag check:
Have a sign notifying customers that a bag check is a condition of entry.
It is an agreed principle that handbags will not be checked unless they are larger than an A4 piece of paper, unless the business is sure the handbag contains unpaid goods. 
You cannot force a customer to let you check their bag.
The customer must open the bag themselves. There should never be any direct physical interference by the business employees. 
If a view of the bag is obstructed, you may request the customer remove items or move them but you should never touch the bag. 
You cannot detain a customer unless you are certain they have committed an offense.
Police can be called if a customer refuses to leave the store after being asked to leave by a manager/owner. 
(Bag Check Code of Practice, 2019)
Scanning code of practice for computerised checkout systems
The code of practice for computerised checkout systems in supermarkets was developed to ensure that the interests of customers are protected in the operation of supermarket scanning systems. This is a voluntary code of practice, so not all supermarkets are signatories to the code. It covers all merchandise within a store except for liquor and tobacco products, items that do not have a barcode or PLU (price look up) number, or items that have a shelf price of $50 or more. 
Generally, if the scanned price is higher than the shelf price, then the customer is entitled to that item free of charge. Where multiple (more than one) items that have the same barcodes and PLU numbers are scanned, and the price is higher than the shelf price, the customer is entitled to receive the first item free of charge and the remaining at the lower shelf price.  
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	[image: ] 	Practice activity
[bookmark: _Toc26791646]Activity 2.1: Transaction types and procedures
1. List four types of non-cash payments that can be used in a retail store.

List the three things suppliers and manufacturers will guarantee with products.

List the three remedies available if products fail to meet the consumer guarantees.


[bookmark: _Toc26791647]2.2	Interpreting sale price information
When a customer brings a range of goods to the POS, or if they are purchasing something from the register area, as an operator, you will have to quickly interpret the sale price information.
Your responsibilities as a POS operator may be to:
Know the sale value of products or services you provide.
Know when the sale value has changed, due to special offers or reductions.
Be aware of which products or services may be reduced due to damage.
Know how to check the sale value of every product or service you provide.
Check, by consulting colleagues or stock lists, the sale value of a product or service if you are unsure.
Scanning a product should usually provide the employee with price details and this will be displayed on a monitor or numerical display. The price displayed should automatically take reductions and offers into account. Some products offered by the business may also have pricing information printed on price tags/labels and this can be inputted into the POS terminal manually by the operator.
There will be times when sales staff are required to perform numerical calculations. This means numeracy skills are required. As well as the numeracy skills of addition, subtraction, multiplication and division, you will also be required to have a knowledge of calculating percentages. Most POS systems will calculate these for you, but there are still occasions when manual calculations are required. These can include:
Special discounts.
Adding delivery charges.
Subtracting payments to lay-by accounts.
Adding extended warranty charges.
Exchanging products where prices are different. 
Being able to make up change if you entered the tendered cash details incorrectly.
If a customer asks for the price after a discount is applied. 
Balancing and reconciling takings. 
Skills in numerical calculating are very important in a retail environment, especially when it comes to accuracy. This is especially true when handling cash from a customer. Not counting the money from a customer or, giving back too much change will result in the store losing money. Not giving enough change in return can also upset a customer and result in them not returning. 
[bookmark: _Toc26791648]2.3	Make accurate calculations for pricing and collection of payment
[bookmark: _Toc26791649]Making price calculations
Despite the fact that the majority of POS terminals total the cost of goods or services that the customer is purchasing, including when offers and discounts are present, it is still crucial that employees are capable of resolving a range of mathematical calculations that can arise during pricing and the collection of payment. Some smaller businesses may not provide a register or POS but only have a cash draw. Sales may be written on a manual receipt docket. This means all calculations for pricing must be done manually. Other situations where you may be required to manually calculate prices may be if the register has broken down or the power is out to the register. In these situations it is important that the store does not lose the sale. Having an alternate means of processing sales ensures the customer spends their money with you. Receipts are still a requirement of the sale, but you may need to write them down in a manual receipt book to be able to provide the customer with one for their purchase.  When manually calculating information it is important to be accurate. You should when possible use a calculator. Always double check your answers to ensure you have been accurate or have another team member check for you. 
Addition
This is likely to be used when calculating the total cost of goods being brought. If a customer is purchasing a number of different items, their costs need to be added in order to establish the amount that needs to be paid. For example, someone purchasing three items. You would need to add the prices of the three products to get the total of the sale. 
$2.50 + $25.95 + $1.55 = $30.00
Subtraction
This is taking one number away from another number and might be required when subtracting an amount away from the total due to the customer having a voucher, or when subtracting the price away from the cash tendered to calculate the change required. For example, if you forgot to enter in the register the amount tendered by a customer, the register will assume that the customer paid the correct amount. You will then need to subtract the cost of the sale from the amount tendered to get the change required for the customer. 
$50.00 - $35.90 = $14.10
Multiplication
This may be used when a customer is purchasing multiple numbers of the same thing. It is easier to multiply the cost of the items by the amount of items being purchased. For example, if a customer was purchasing 6 bars of soap that were all $1.50 each. 
6 X $1.50 = $9.00
Division
This is the process of calculating the number of times one number is contained within another. For example, if you are working in a restaurant and the four people at the table wish to split their bill, you may need to calculate how much each person needs to pay to cover the amount of the bill. 
$102.00 divided by 4 = $25.50 each.
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Percentages
Discounts
One of the most common tasks you will perform is calculating percentages. This can be used in a range of situations, such as finding out the new price when a discount or offer has been applied to an item. Percentages are usually easier to work out with a calculator than by hand. Most calculators will work out the percentage for you if you input the data correctly. Obviously every calculator is different, so how you input the information may vary also. For example, if the store is having a 25% off sale and a customer asks you how much an item costing $10.00 will be after the discount is applied. 
On most calculators if you input $10.00 – 25% = it will give $7.50. If you want to work out how much the discount amount is you can do this 2 ways. 
$10.00 x 25% = $2.50 	or, since percentages are out of 100 you can divide 25 by 100 to get 0.25. 	Then $10.00 x 0.25 = $2.50. 		$10.00 - $2.50 = $7.50. 
Mark-ups
The same principle for calculating discounts applies to mark-ups. Instead of minusing the percentage amount, you are adding the amount on. 
For example, with an item that has a cost price of $10.00, the store may add 25% mark-up to it to be able to make a profit on the item. The same calculations apply:
On a calculator enter $10.00 + 25% = $12.50. This means the business bought the item for $10 from their supplier and are now going to sell it for $12.50 and make a $2.50 profit on each item. 
Alternatively $10.00 x 25% = $2.50. $10.00 + $2.50 = $12.50. Or since we are adding on you can multiply by 1.25 (1 part plus the .25).
$10.00 x 1.25 = $12.50.
If you are in a supervisory/managerial role or working with stock control within the business, there are times you may need to calculate the percentage mark-ups or percentage gross profit (margin) on products. 
Adding GST to cost prices
This is used when a store receives stock at cost price. To sell the stock, the store needs to add a mark-up % to the cost price, PLUS they need to add GST to the price on applicable products. GST in Australia is 10%. Therefore once you have worked out the mark-up price, you then find 10% and add that to get the final retail price. 
On calculator enter $10.00 + 10% = $11.00. Alternatively:
$10.00 x 10% = $1.00.	 	$10.00+$1.00 = $11.00 or
$10.00 x .10 (10 divided by 100) = $1.00.	 $10.00 + $1.00 = $11.00
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Working out the GST component of a price
If you already have sell price and you need to work out how much GST was put on that product you can use the following formula. 
Formula:
	GST = 
	Retail price

	
	11


For example, if a product is selling at $52.00 you divide by 11 to find the GST.
$52.00 divided by 11 = $4.73 GST (rounded to 2 decimal points). 
Weights and measures
In retail, you may have to measure or weigh products to work out how much to charge customers: For example, in hardware shops, delicatessens and specialty stores. Most stores will give you a price per Kg or Metre. 
Weights
If the amount your customer wishes to purchase is in Kg’s then you just multiply the amount by how much they want. I.e.  3 kilos of steak at $9.95Kg
3 X $9.95 = $29.85.
If on the other hand the amount is not in Kg’s but in grams, then you must convert the grams to kilograms to be able to work out the price. I.e. 250 grams of ham at $7.50Kg.  You can’t just multiply the price by 250gms. To convert grams to kilograms you need to divide the grams by 1000 (there are 1000 grams in a kilogram). 
250g divided by 1000 = 0.25 kilograms. 
An easy way to do this without a calculator is to move the decimal place to the left 3 places (as there are 3 zero’s in 1000). 250gms would be written as 250.00 if you included the decimal point. Move the decimal point 3 places to the left = 0.250 Kg.
So then you would use the formula:
0.250Kg X $7.50 = $1.87.


Measurements
The same applies to measurement. I.e. 2 metres of string at $1.20 per metre. 
2 X $1.20 = $2.40
If the customer wanted 50cm at $5.00m then, you need to convert the cm to m. (100 cm in a metre). 50 divided by 100 = 0.5. Or again move the decimal place 2 places to the left. 50.00 move the decimal 2 places (as there are 2 zero’s in 100) = 0.50
0.50 X $5.00 = $2.50
Estimation
An estimation is a rough calculation of a value or number. It may not be totally accurate, but it gives a person an idea of a cost or number required. For example, when ordering products you may estimate how many of an item you may sell in the next month and order that much based on previous sales. You may not sell that much or on the other hand you may sell out. The estimate is your best guess of what will happen or how many you need. 
When performing calculations you should estimate first so you have an idea if the calculations you made are correct. For example if you need to manually add up items that cost $4.95, $11.50 and $5.25, you can look and estimate that the total price should be around $21.00. If your calculations are not near that amount you know something has gone wrong. The same principle with discounts. If a customer asks you approximately how much an item will be with your 25% off sale you can estimate the price to save looking it up. 25% is a quarter of the price. If the item costs $20.10 you can estimate that a quarter of 20 is 5. If you then take 5 from 20 you end up with 15. You can then tell the customer the price will be around $15.00. 
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Rounding numbers
If you are making manual calculations of money, you may find that your answer has more than 2 decimal places or ends up with a figure like 1c, which we no longer have in our currency. In these cases the amount will have to be rounded to an amount that can be paid with cash. Eftpos transactions accept all amounts, however cash payments must be made to the nearest 5c. For example if a sale total ended up being $59.96. You cannot pay 56c with current Australian money. This would be rounded to $59.95. 
Rounding to two decimal places
If you have calculated percentages to discount or mark-up you may end up with a figure such as $25.9634. In this case we need to round to 2 decimal places, then to the nearest 5c. To round to 2 decimal places you look at the 3rd digit after the decimal point. This will decide if the 2nd number is increased or left the same. If the 3rd number after the decimal place is 5 or more, the 2nd number gets increased by 1. If it is lower than 5, the number stays the same. 
Example: 
$25.9634. The 3rd number after the decimal place is a 3. This is lower than 5 so the 2nd number (6) is left alone. The result is then $25.96.
If the number was $25.9674. The 3rd number after the decimal place is 7. This is higher than 5 so the 2nd number is increased by 1. The result is then $25.97.
Rounding to the nearest 5 cents
When rounding to 2 decimal places you need to look at the number in the 3rd decimal place to decide if the number goes up or down. When rounding to the nearest 5c, you need to look at the last number to decide if you round up or down. Numbers that end in 5 obviously stay as 5c. E.g. $15.95 stays the same. No rounding is required. 
The guidelines from the ACCC are:
1 & 2 cents round DOWN to the nearest 10. E.g. $15.92 rounds down to $15.90.
3 & 4 cents round UP to the nearest 5. E.g. $15.93 rounds up to $15.95.
6 & 7 cents round DOWN to the nearest 5. E.g. $15.97 rounds down to $15.95.
8 & 9 cents round UP to the nearest 10. E.g. $15.98 rounds up to $16.00.
 (Rounding and EFTPOS transactions, 2019)
You may think that 1c or 2c here or there doesn’t matter much but over multiple items it can add up.  POS systems will automatically round to the correct amount so cash can be paid for purchases. This should show on the receipt. 
	[image: ] 	Practice activity
[bookmark: _Toc11228384][bookmark: _Toc26791650]Activity 2.3: Make accurate calculations for pricing
Write your answer in the space provided. Show how you worked your answer out in the answer column. You may use a calculator to answer the questions except for the estimation questions. Round answers to nearest 5 cents or 2 decimal places. 
	#
	Addition, subtraction, multiplication and division
	Answer and working

	1. 
	Add the following item amounts for a customer receipt:
$52.95, $24.50 and $5.55
	

	2. 
	A customer receives a $5 discount if they purchase more than 1 item. Their total sale price is $62.85. What is the new total cost once the $5 discount is taken off?
	

	3. 
	A store orders 20 hats at a unit cost of $5.50 each. How much will it cost them for the 20 hats?
	

	4. 
	A customer has been charged a total of $18.60 for three same-priced items. They would like to know how much each item costs. What is the price for each item?
	



	#
	Percentages
	Answer and working

	5. 
	What is 15% of $50.00?
	

	6. 
	If an item costs $69.90 and is discounted by 30%, what is the discounted price of the item?
	

	7. 
	A store purchases items for a unit cost of $9.50 each from their supplier. They usually add a mark-up of 50%. What is the store going to sell the item for? (no GST added at this stage)
	



	#
	GST
	Answer and working

	8. 
	A shirt has been marked up to $18.60. Add 10% GST to this amount to get the final sell price for the customer.
	

	9. 
	An invoice has a total sale price of $595.25. You need to add GST to this amount to get the total invoice cost to the store. 
	

	10. 
	You purchased an item for $125.50 and want to know how much GST you paid on that item. 
	



	#
	Weights and measures
	Answer and working

	11. 
	A customer wants to purchase 12 buttons at $0.50c each. What is the total cost of the buttons?
	

	12. 
	A customer is purchasing rope which costs $2.35 per meter. How much will they pay for 20m? 
	

	13. 
	A customer is purchasing ham. The ham costs $22.50 per kilo. How much will it cost if the customer wants half a kilo?  
	





Do not use a calculator for the estimation questions. 
	#
	Estimation 
	Answer and working

	14. 
	A customer wants to purchase some edging for their garden. The garden bed is 5m long. The edging comes in lengths of 2m. Estimate how many lengths will you need to sell them so they have enough to run the full length of the garden bed?
	

	15. 
	A customer wants your store to cater for a party. There are 7 guests. If the chickens she orders come cut in quarters, estimate how many chickens you will need to provide so that every person gets at least 1 piece. 
	

	16. 
	A customer is purchasing some fittings for their watering system. They ask you to estimate how much it will cost them if they purchase 5 of the fittings that cost $1.95 each. What is the estimated cost of the fittings?
	

	17. 
	Your store is having a 50% off everything in store sale. The 50% will be discounted at the register. A customer would like to know approximately how much they will pay for an item that sells for $79.95. 
	





Complete the invoice with the missing information:
	[bookmark: RANGE!A1:F37]Catering Supplies
 

	Foodie Lane
	 

	Tamworth, NSW, 2340
	 

	 
	
	
	
	
	 

	INVOICE
	Invoice No: 
	5687
	Purchase Order No: 562
	 

	 
	
	
	
	
	 

	Ordered By:
	Date:
	9/08/2019
	
	
	 

	Retail Room
	
	
	
	
	 

	Janison St
	
	
	
	
	 

	Tamworth, NSW, 2340
	
	
	
	
	 

	 
	
	
	
	
	 

	Description
	Codes
	Quantity
	Unit Price
	Total
	 

	V Sugarfree Guarana Drink 350ml
	34589
	4
	$2.50
	 
	 

	Redbull Sugarfree Drink 330ml
	65896
	4
	$2.50
	 
	 

	Jatz Sticks 200g
	48579
	2
	$2.00
	 
	 

	Sakata Sour Cream & Chives 
	28735
	1
	$2.40
	 
	 

	Homebrand Extra Large Eggs 700g
	538716
	3
	$1.55
	 
	 

	Bulla Crunch Variety Pack 8Pk
	24024
	1
	$3.25
	 
	 

	Bulla crunch Selection Pack 8pk
	20403
	2
	$3.25
	 
	 

	Bulla Crunch Choc Bars 10Pk
	35068
	1
	$3.25
	 
	 

	Black & Gold Vanilla Ice Cream 2L
	50987
	1
	$1.85
	 
	 

	Peters Entice Strawberry Shortcake 1.8L
	90648
	1
	$1.85
	 
	 

	Castello White 150G
	80574
	3
	$1.85
	 
	 

	Devondale Dairy Soft Butter 500g
	72653
	2
	$1.80
	 
	 

	 
	
	
	
	
	 

	 
	
	
	Subtotal:
	$
	 

	 
	
	
	5% Store Discount:
	$
	 

	 
	
	
	Subtotal:
	$
	 

	 
	
	
	Plus 10% GST:
	$
	 

	 
	
	
	Subtotal:
	$
	 

	 
Plus Freight Charge:
	$10.00
	 

	 
TOTAL AMOUNT DUE:
	$
	 

	 
	
	
	
	
	 

	 
	Payment due 30 Days from Invoice Date
	 

	 
	 
	 
	 
	 
	 




[bookmark: _Toc26791651]2.4	Enter accurate sale information into the point-of-sale equipment
[bookmark: _Toc26791652]Entering information into the POS equipment
As mentioned previously, you will regularly have to enter information into POS equipment when a transaction is taking place. You should be provided with tutorials when starting a role where the use of POS equipment is compulsory. Different functions should be explained to you by a supervisor, and you should have the opportunity to practice using the terminal under the supervision of others so that you become comfortable using equipment and any issues are immediately rectified. Some registers and POS systems will have a training mode that should be utilised for new staff to avoid errors and hold-ups with customers.
Equipment where sale information will have to be inputted will generally include:
POS terminals or registers.
EFTPOS terminals.
Electronic scales.
Numerical display boards.
Types of information to be inputted may include:
The cost of goods or services.
The quantity of goods being purchased.
The weight of items.
Any sale or multi buy discounts.
The method of payment.
Cash amount tendered.
[bookmark: _Toc26791653]The importance of accuracy
You should not rush the process of inputting sale information, even during busy periods when there are waiting customers. Trying to quickly enter figures into a POS terminal could result in more mistakes being made, and greater time will have to be taken trying to fix any errors. Furthermore, entering the wrong sales information might result in you unknowingly undercharging or overcharging customers. Subsequently, there will either be losses to business profits or annoyance among customers once they realise they have paid too much, potentially leading to complaints being made. To avoid errors and fraud, check any data entered into the POS. This means checking any manual prices entered and checking each item as it scans to ensure it is the correct description. 
[bookmark: _Toc26791654]Point-of-sale equipment
Registers and POS systems
A manual cash register is a basic machine that has manual entry for transactions. Product categories are programmed into the register as departments and sales are allocated to a department when a transaction is processed. The register records only the amount of the sale and department it was allocated to. This means sales reports will only show the total amount spent in each department rather than actual products sold. It will keep track of the daily sales value and provides basic receipts with a date. 
[image: ]	[image: ]
An electronic POS system is computerised with fully automated software. It will have more equipment that can be connected to it such as scanners, scales, and EFTPOS. Many POS systems are touch screen and have an integrated stock control system. They are usually linked to a business’s network and can be used to access emails, customer databases, and employee files. These POS systems can scan barcodes, hence record accurate information about the product being sold and the receipts contain details on the actual items purchased.
[image: ][image: ]
Information stored in a cash register/pos system
Cash registers and POS systems are an important tool for any business. They store valuable and relevant financial information. Information that can be stored and retrieved from a register/POS system includes:
The total day, week and/or month sales.
Time of sale.
Payment methods.
Product type and number sold, dependent on the register being used.
Number and type of customers.
Cash tendered and change required. 
The information collected by the register/POS system is used by the business to maintain stock levels, decide on the type of products to offer, or discontinue and make decisions on pricing, staffing levels, commissions payable to staff and other operational issues that affect store policy and procedure and customer service. 
EFTPOS terminals
EFTPOS stands for Electronic Funds Transfer at Point-of-Sale. These terminals can either be free standing (not linked to the POS system) or linked to the POS system which automatically transfers the amount of the sale to the machine when a sale is being processed. A free standing or stand-alone terminal requires the POS operator to manually enter the sale price into the terminal to process a sale. If this is the case it is extremely important to check the amount you have entered before handing the terminal to the customer to use their card. Mistakes can occur whenever there is manual entry of information. 
The debit or ATM card allows a retailer to take funds directly out of a customer’s bank account without the need for any actual money to change hands. Software reads the debit card and the debit of funds is approved by the customer by entering a pin number into the card reading equipment. Benefits of having an EFTPOS terminal include:
No need for customers to carry large amounts of cash on their person.
No surcharges, unlike credit cards.
No chance of personal cheques bouncing.
No need for cash to be manually counted by employees, eliminating human error.
Encourages impulse buying.
Customer can get cash out at some stores.
If an item has to be returned, the funds can be returned directly into the customer’s bank account without money changing hands.
Credit cards are also processed through the EFTPOS terminal. In this case, the bank credits the money to the business and the customer pays the bank back in monthly payments. For credit purchases, signatures are no longer required and a PIN is only required for purchases over $100. 
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Weight scales
This type of retail equipment is usually found in supermarkets, butchers, delicatessens, fish shops and other retail food businesses. The product is placed on the scales and a product type or product code is entered and the price per kilo. Some models have features that print out a price ticket or label that has the product description, price and a barcode which enables it to be scanned at the POS counter or checkout. 
Due to information having to be entered into the scales, accuracy of that information is crucial. 
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Scanners
Scanners come in many sizes and styles. There are typically three main types of scanners. Hand-held, bench top and flatbed. Hand-held and desktop scanners are smaller and the POS operator uses it like a gun where you point and scan the barcode. Flatbed scanners are usually incorporated into the counter and the products are waved across the top of the scanner. Barcode scanning is the most accurate way to enter data into a POS system as it requires no manual entry, hence less errors. 
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Portable data entry equipment
These machines can be called Portable data terminals (PDT’s), Personal data assistants (PDA’s), Portable data capture terminals (PDC’s). They can scan the barcodes of items and makes it easier for stocktaking, checking product identification, price checking and ordering.
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Printers
There may be several types of printers you will be required to use in a retail setting. The POS system will have a receipt printer attached in order to print receipts for sales. Your business may also have a standard printer for any information that may need to be printed for customers to take home to read on products or services you offer. You may also find Label printers that can print barcodes or shelf labels for products. 
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Numerical display boards
Numerical display boards can be used for advertising and promotions or for displaying product or service pricing. Information will be inputted to be displayed on the board. Accuracy is key again, as you are displaying pricing for customers. 
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Security devices
There are a multitude of security devices that you may be required to use or remove when working in the POS area. Most businesses will have installed CCTV cameras around the store and POS area to prevent theft from customers and staff as well as a range of product security devices to protect the merchandise. If your store has security devices on its merchandise, it is your responsibility to check each item and remove them before the customer leaves the store. This ensures customers do not come back with complaints due to the inconvenience of tags being left on their items. Other tags or labels may be attached to the item that cannot be removed. These need to be deactivated. There will be a deactivator under your countertop at the POS. Swiping the item over the area will deactivate the tag. 
Any type of security equipment used within a retail store must be checked regularly to ensure it is working correctly. This may mean checking monitors are recording video footage, security gates are alarming with tags and security mirrors are facing the right way. 
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See the suggested video links at the end of this resource for a video on POS systems, equipment and how they work.

	[image: ] 	Practice activity
[bookmark: _Toc26791655]Activity 2.4: Enter accurate sale information into the point-of-sale equipment
1. List some POS equipment that you may need to enter data into.

Why is it important to be accurate when entering data into a POS system?

What type of information is stored in a POS system?


[bookmark: _Toc26791656]2.5	Confirm price and check payments
[bookmark: _Toc26791657]Confirm sale price
After all of the items that a customer wishes to purchase have been scanned or entered into the terminal, you will usually be informed of the subtotal on a display monitor. Alternatively, you might have calculated the cost of goods in your head or using a calculator. In both situations, it is important to state the price to the customer so that they can pay the correct amount. This also allows them to confirm that the total cost is what they were expecting, or state that they believe a mistake has been made. For example, the customer might be buying items that should have discounts applied to them, and this might not be picked up when scanning the goods. To confirm the price to the customer, you could simply state the total amount the customer has to pay by saying for example “that will be $6.99 please”, or “that comes to a total of $25”. If the customer feels there has been an error, they will notify you immediately before the sale is finalised and any errors are easily fixed. 
[bookmark: _Toc26791658]Checking customer payments against the sale value
For obvious reasons, it is vital (when taking payment for a product or service) that you check the customer has paid the correct amount. This means knowing, before payment takes place, what the exact sale value is of the product or service you are selling.
You should also state the amount the customer tenders to you, if paying cash, to confirm to yourself and the customer how much money they have given you. This can save on disputes about change. Entering the correct amount tendered into the register will also ensure you give the correct change back to the customer. 
It is your responsibility to check that the customer is paying the required amount during a sales transaction. Failure to do so could result in the customer not paying enough for the goods, or overpaying. Ensure you count up the cash given by the customer carefully or if paying by EFTPOS debit or credit, ensure the correct amount is on the machine before letting the customer use their card. 
If a customer fails to pay the correct amount, whether they underpay or overpay, do not be afraid to alert them to this matter. You yourself may have asked them for the wrong amount of money.
Ensure you key in the amount tendered on the register as this will avoid the customer claiming they were given the wrong change. 

[bookmark: _Toc26791659]2.6 	Provide correct change for cash payments
Once the total purchase price has been communicated to the customer, the customer will pay for their goods. If the customer chooses to pay for their goods with cash, you will need to ensure that the correct change is given back to them. 
Enter the amount tendered by the customer into the register and place the cash on the register and only put it into the cash drawer after you have provided change. This avoids any misunderstandings about the amount tendered when you give the change back. The register will calculate how much change the customer is owed. Select the right amount using the least amount of coins and notes as possible. 
For example, if someone gave you a $10 note for a purchase that cost $5.50, you would need to give change of $4.50. The best way to make up this amount is with 2 x $2 and 1 x 50c. Not by using 4 x $1, 2 x 20c and 1 x 10c. Customers do not like receiving handfuls of change back if it is not necessary. 
When giving the change, it is important to count it back to the customer out loud. Also hand back each note or coin individually. This gives you the opportunity to double check that you have selected the correct amounts from the cash drawer. The procedure to count back change is to verbally state the total sale price again and then count up to the total of the amount tendered by the customer. 
For example: A customer pays for items that cost a total of $42.50 with a $50 note. 
Verbally state the sale price again: $42.50.
As you hand over each piece of change you start counting up to the total of $50.
1 x 50c 	you say “$43.00”
1 x $2 		you say “$45.00”
1 x $5		you say “$50.00”.
You will find this method helpful to double check your accuracy as it immediately lets you know if you’ve accidentally calculated incorrectly or grabbed the wrong piece of change. For example, if you accidentally took out a one dollar coin instead of a $2 coin, when counting back the change to the customer, the total would not add up to $50, and you would realise you needed to adjust the change to be given. Whatever you can do to make things easy and clear for your customer will enhance your reputation as being a trustworthy business. This includes clarity in communication when it comes to giving change to customers. 
	[image: ]	Collaboration
[bookmark: _Toc877354][bookmark: _Toc11228377][bookmark: _Toc26791660]Activity 2.6: Provide correct change for cash purchases
In pairs practice counting change back to your partner. 
One person acts as a customer, the other as the sales assistant. Practice your cash handling techniques by:
Telling the customer the sale total.
Collecting the amount tendered and repeating the amount to the customer.
Working out the change to be returned to the customer.
Counting back the change to the customer. 
Reflection: Reflect here on how well you will be able to demonstrate these skills in a retail environment with real customers. 

[bookmark: _Toc26791661]2.7	Identify transaction errors
[bookmark: _Toc26791662]Recognising transaction errors
Operating a POS terminal may not always be straightforward and issues can arise. At times this might be due to a mistake made by the operator, while errors could also be caused by the customer or the actual point-of-sale system. Anybody operating a sales terminal could make a mistake. The main requirement for employees is to notice when mistakes have been made, and to follow the necessary procedure in order to rectify the problem in a swift manner. If not corrected, errors usually lead to loss, and loss in any form impacts on the businesses profits. To minimise these issues and maintain an increased standard of security at the POS, every store should have a set of procedures to follow when a problem occurs. 
An important part of the POS operator’s job is to:
Recognise errors.
Be willing to admit that a problem exists.
Correct errors immediately. 
Notify a supervisor/manager to fix an error if the POS operator cannot fix it themselves. 
Examples of errors that can occur include:
Inputting the wrong information into the terminal.
Pressing the wrong buttons on a touch screen.
Entering the wrong payment type.
Miscalculating discounts. 
Customer deciding not to proceed with the purchase after the information has been entered into the system. 
Entering an item twice.
System errors can occur also. For example, a function on the POS terminal stops working, such as the scanner and scales or discounts and multi-buy promotions are not calculating. The actions required for resolving errors will vary depending on the point-of-sale terminal being used. You may be able to ‘undo’ the last thing you have pressed or entered, or reset the transaction. If you are not sure about how to rectify an error, you should attempt to gain support from a supervisor or colleague as quickly as possible. Some transactions or error corrections need approval by a supervisor/manager. If this is the case, you must notify them immediately. 


The important things to remember are:
Stay calm.
Apologise for the error and let the customer know that it is being fixed. 
Explain what is happening.
Reassure the customer that you are getting help and the transaction will be completed as soon as possible. 
Your business may have a transaction log that will need to be filled in for any errors or ‘voids’ (a void is just a cancelled transaction). Otherwise voids may show on the transaction report at the end of the day. 
[bookmark: _Toc26791663]Completing records
When errors do occur during transactions, it is important to complete relevant documentation so that it can be brought to the attention of managers and supervisors. While it might not be necessary to complete records after individual mistakes such as incorrectly inputting costs and calculations, you will usually need to make records of system errors. This may facilitate continuous improvement within the workplace so that the same problems do not frequently occur. Keeping records of terminal errors can also help to explain business data to managers, such as the reason why there were no sales being made within a certain period on one of the terminals. 
Be sure to complete documentation at the designated time periods, such as at the end of a shift or as soon as there is not a queue of waiting customers.
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	[image: ] 	Practice activity
[bookmark: _Toc11228381][bookmark: _Toc26791664]Activity 2.7: Identify transaction errors
Read the following questions then write true or false in the space provided.
	Questions
	True or False

	1. It is not important to identify transaction errors as the customer will not know.
	

	2. Transaction errors must be rectified immediately.
	

	3. Errors can occur from inputting data incorrectly.
	

	4. You cannot undo a transaction error.
	

	5. A void on the POS is an empty space.
	

	6. If an error occurs, you should stay calm and apologise to the customer. 
	

	7. You should notify a supervisor/manager if you are unable to fix an error. 
	

	8. You should document any errors if applicable to your business. 
	





	[image: ]	Self-check
[bookmark: _Toc26791665]How did you go?
You have completed the topic on processing point-of-sale transactions. Check the boxes for the tasks you feel confident you can complete. 
☐	I can identify transaction types and accurately interpret sale information.
☐	I can make accurate calculations that may be used in a retail environment. 
☐	I can confirm the price to a customer and count back change. 
☐	I can identify and fix any transaction errors or notify a manager if I am unsure.



[bookmark: _Toc11228372][bookmark: _Toc26791666]Topic 3: Complete sales
 


[bookmark: _Toc11228373][bookmark: _Toc26791667]Overview
This topic provides information on finalising the sale with your customers and any after sales service required. 
In this topic you will learn about:
Generating and completing documentation related to the sale.
Processing any follow-up activities.
Acknowledging and thanking your customers.
The activities throughout this resource will assist you in your learning. These activities do not form a part of your final assessment however they will contribute to your understanding of the topic area.
4.1 [bookmark: _Toc26791668]Generate and complete documents relating to a sale
After the payment for goods and services has been accepted and the sale has been authorised, you may have to generate and complete a range of documentation. This may include documents that are required by the customer, such as warranties and receipts, or those that need to be kept by the organisation for security or tax reasons.  Documents support the sale and also help to keep track of:
Finances.
Stock control.
The distribution of goods.
Some of the documents required at the POS may include:
Receipts.
Warranties.
Lay-by documentation.
Stock transfers.
Order forms.
Invoices.
Loyalty program sign-up sheets. 


When completing any documentation it is important that you:
Write neatly.
Are accurate.
Double check the information.
Know what to do if you make a mistake.
Know what to do with the information after you have completed it. 
[bookmark: _Toc26791669]Types of documentation
Receipts
Receipts are generated by the register when a transaction is processed and given to the customer as a proof of purchase. Legally, businesses must provide receipts for any transactions over $75. Receipts can be a GST tax invoice, a cash register receipt or handwritten. Most cash registers automatically produce printed receipts that contain information set by the business. On some registers the customer gets a tear off copy and the till roll, which is a replica of the customer’s receipt, serves as a record for the business, otherwise the receipt is printed and given to the customer and the transaction is recorded on the POS system. 
Receipts can be used to reconcile sales and inventory levels. Some businesses may still use hand written receipts but these are usually produced on duplicated or triplicated receipt books and contain the same information as an automated printed receipt. A receipt should contain the following information:
Time and date of transaction.
Contact details of the store/outlet.(including the business ABN (Australian Business Number) or ACN (Australian Company Number)
The name of the member of staff by whom you were served.
A list of the items purchased including their respective prices.
A sub-total.
Any applicable reductions.
Any applicable taxes.
A final total.
Method of payment.
Any change due if it is a cash transaction.
Consumers need to keep their receipts as a proof of purchase should they require a repair, replacement or refund under the Australian Consumer Law (ACL).
(Sales practices, 2019)
There may be cases where receipts are emailed to the customer rather than being provided in a physical format, while some businesses may offer both. Receipts are increasingly being emailed to customers as it prevents issues and disputes when goods need to be returned or exchanged and the customer has lost their paper receipt. If this is the case within your workplace, it will be necessary to establish the email address of the customer at the POS and ensure that the receipt is sent to them following the relevant business policies and privacy laws. 
Warranties
Goods are often sold with a warranty that states that the manufacturer or supplier will repair or replace the product if it does not function correctly or becomes damaged without the consumer being at fault. Warranties are separate from your automatic consumer guarantees which was covered in topic 2 of this resource. Manufacturer’s warranties guarantees products against defects for a limited time period. Extended warranties are sometimes offered by retailers to extend the length of time on the manufacturer’s warranty. These are optional and companies risk breaching the law if they mislead or pressure customers to sing up for extended warranties. 
You might have to provide the customer with warranty documentation for certain items they are buying. The warranty should state the product that was bought, the date and time of purchase, the price of the good, and the length of time that the item remains under warranty for.
Loyalty cards
There are many loyalty programs used within Australia. A loyalty program offers the customer a reward for shopping in the store. When a customer signs up to a loyalty program they will either join online, fill out a sign-up form in store or be given a card to record purchases. These cards when used will provide rewards of either free items, discounts or points that can be redeemed for credit. If your business has a loyalty program in place, it may be a requirement that you ask all customers if they have a loyalty card or are a member or if they would like to become a member. You must ensure that you ask every customer as sometimes the customer will forget and may miss out on their rewards for shopping with you. 
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Customer orders
There will be occasions that a customer might require a product that is currently not in stock. You may have sold out, not received the goods yet or are bulky items so they are delivered direct from a warehouse. Orders are usually taken over the phone or by completing a form in store. You will need to be aware of the order process in your store and the correct forms to complete. “Click and collect” is fast becoming a trend in most retail businesses. Customers can place an order online and collect the goods from their local store. In this case you will need to deal with the documentation of the collection rather than the sale itself. 
Taking customer orders requires careful and accurate recording of the information given by the customer. Common details you will require to collect from the customer for an order includes:
Name and address.
Phone numbers.
Email addresses.
Items being ordered including quantities. 
Price, including GST, delivery costs and any discounts. 
Method of payment. 
Estimated date of arrival.
Pick up or delivery instructions for the customer. 
Customers should be made aware of any additional costs involved in ordering stock such as delivery charges. They should also be given clear instructions on terms and conditions of delivery, if this is the option they choose. 
Invoices
Some retailers, especially those with trade or wholesale customers, allow people to purchase good and/or services on account. These sales are transacted using an invoicing system where the details of the purchase are written, or printed out on an invoice form and usually signed by the customer. The terms and conditions of accounts would stipulate the time frame for payments. The most common payment terms are within 30 days of purchase. 
At the end of the month, statements are sent to the account customers to show the total invoices and sales for the month and payment due dates. 
If you are establishing an account for a customer, you will need to complete a credit form with references for the customer which will need to be approved by the business. 

Lay-bys
A lay-by is a system of paying a deposit for an item/s to pay off at a later date. The business keeps the product on hold for the customer until the full amount has been paid. Larger stores tend to offer lay-by. With the introduction of payment methods such as Afterpay and ZipPay, lay-bys are becoming less common. Most laybys can be processed through the POS terminal but it is still your responsibility as a sales assistant to ensure the information collected from the customer is accurate and that the items being processed are wrapped and the appropriate documentation attached to each parcel to ensure nothing is lost. 
Home delivery/Parcel pick-up
Home delivery and parcel pick-up may be offered by some retailers particularly for bulk items. Parcel pick-up is when the customer purchases items in-store but collects them from the back dock area or warehouse at their convenience. In these situations the sales assistant must ensure they collect all the relevant information from the customer and complete the correct forms so the customer is able to collect their goods or receive them at home. Customers must be made aware of any additional charges relating to delivery. 
Retailers that offer parcel pick-up services would include:
Stores inside shopping centres such a large department stores.
Retailers that sell bulky items such as furniture, electrical goods and whitegoods. 
Hardware stores where timber and other building supplies need to be loaded onto trucks or trailers. 
For parcel pick-up, the documentation should clearly identify:
The customer’s name and personal details.
The number of parcels to be collected.
Any refrigerated items if applicable that may need to be stored in a different location to maintain correct temperatures. 
Each parcel must be labelled with the customer’s details or pick-up number to ensure they are all collected by the correct person. 
Home delivery is when the store will deliver an item to your home, which may come with additional charges. Again, larger bulky household items usually have a delivery service offered whether by the business itself or by local freight companies. Appropriate documentation should accompany any deliveries which clearly identify the customer and where the items are to be delivered. 
Stock transfers
Stock transfers may occur between stores or between a store and its warehouse. Stores may use a manifest to track all stock movement. This is similar to an invoice as it provides details on the quantities and descriptions of stock movement however, has no payment information as there is no payment due. The information on the manifest is used to check the delivery and make sure all the goods have arrived where they are supposed to be. If you are involved in the sending or receiving of stock transfers for your business, you must ensure you complete or check the documentation accurately as this can affect the stores stock control system. 
	[image: ] 	Practice activity
[bookmark: _Toc11228383][bookmark: _Toc26791670]Activity 3.1: Generate and complete documents relating to a sale
1. List some documents you may need to complete when working at the POS area of a store.

List the important things you should do or know when completing documentation. 



[bookmark: _Toc26791671]3.2	Confirm and process any purchase follow up activities
[bookmark: _Toc26791672]Follow up activities
When the sale has been completed at the POS area, sales assistants need to ensure that the customer’s purchases are received by them, that items leave the store in original condition and that the customer is farewelled in a friendly manner. The previous section covered information on services that may be offered by stores and documentation that will accompany sales. If a customer asks for any of the services provided, there will be follow-up activities that must take place to ensure the customer does receive their goods. 
Some examples of after sales services or follow up activities that may be required include:
Placing of customer orders – this may involve sending the purchase orders to suppliers.
Organising delivery of items – you may need to call the freight company or move goods to a storage area to await delivery. 
Issuing of invoices – copies may be emailed to the business or given to the person purchasing on the account. 
Wrapping and packing goods – to ensure goods leave the store safely. 
Carrying items to a customer’s car – this is an extra service that may exceed a customer’s expectations and help promote loyalty. 
Transferring goods to the parcel pick-up area – goods purchased for parcel pick-up will have to be moved to the appropriate storage area for collection. Ensure refrigerated or frozen items are stored at the correct temperature. 
Entering data into the customer loyalty system – for customer loyalty programs you may need to enter the information collected into your system or send the forms to the appropriate person for processing. 
Storing of lay-by items – lay-by items must be wrapped and labelled, then placed in the appropriate storage location. 

[bookmark: _Toc26791673]Wrapping and packing goods
Any purchases made by the customer must be wrapped or packed in a way that the customer can safely take their purchases and they will arrive at home in the same condition that they left the store. Wrapping and packing materials was covered in Topic 1 of this resource. 
When packing a customer’s purchases consideration should be given to the basic rules of handling goods. This includes:
Place the heaviest items at the bottom and lighter ones on top.
Separate fragile or strong odour items.
Parcels shouldn’t become too heavy so be aware of the weight of each package. Divide heavy items into other bags if required.
Check that the parcel can be lifted safely by the customer.
Ensure merchandise is protected, especially if it is fragile. This may mean using bubble wrap or wrapping in paper to ensure it doesn’t get broken. 
Offer gift wrapping if this is an option in your business. 
Take extra care with merchandise that is to be transported or delivered.
Some stores may offer a gift-wrapping service, especially during holiday times such as Christmas, Easter, Mother’s Day etc. This is intended as a convenience to customers. If your business offers this service you should notify customers if they are making a gift purchase. As a sales assistant, it is your responsibility to ensure any pricing is removed before gift wrapping. You may need to refer the customer to another sales assistant if there is specific employees allocated this task. Ensure anytime you refer the customer to another colleague, that you let them know what you are doing and introduce them to the person that will be dealing with them. 
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[bookmark: _Toc26791674]3.3	Acknowledge and thank the customer
There may be policies and procedures in place that state how POS operators should close a conversation with customers. After completing a transaction, such as when change or a receipt has been provided to the person, you should not simply say nothing and move on to serve the next person; acknowledging the customer and thanking them for their service is usually a positive way to close a conversation. 
What you say to the customer will not only depend on policy, but also on the circumstances of the transaction and the situation. For example, if the transaction has taken place as expected and there have not been any problems, you could say thank you to the customer and wish them a good day. If an error occurred during the transaction and it caused a delay to the customer, you might decide to apologise to them again and thank them for their patience. If your customer interaction requires further action such as delivery or placing orders, then it is a good idea to summarise what you have agreed on or what is to take place. 
Additionally, if the customer frequently visits the store or venue, then you might be able to close the conversation with more personal comments, although this might only be possible if there are not customers waiting to be served.
[bookmark: _Toc26791675]Checking customer satisfaction
You could also demonstrate to the customer that you care about their business by asking them whether they found everything they were looking for and whether they are happy with everything they have bought. This can make the customer feel valued and can also improve their overall satisfaction, potentially making it more likely that they will return in the future or may recommend the business to friends, family, or colleagues. Dealing with any concerns that customers might have can also prevent the need for them to return items in the future.
[image: ]

	[image: ]	Self-check
[bookmark: _Toc11228375][bookmark: _Toc26791676]How did you go?
You have completed the topic on completing sales. Check the boxes for the tasks you feel confident you can complete. 
☐	I can generate and complete documentation associated with a sale.
☐	I can confirm and process any follow up activities.
☐	I can acknowledge and thank my customers. 
	[image: ]	Assessment
[bookmark: _Toc26791677]Assessment activity: 
After completing this resource, you should be ready to complete Assessment Task 1 Knowledge Assessment and Assessment Task 2 Skills Assessment
Before you begin you should review: 
SIRXSLS002 Unit Assessment Guide



[bookmark: _Toc877355]	[image: ]	Self-check
Please check your responses to the answers below. Some questions have example answers so responses should be similar to these.
	Activity
	Suggested answers

	Activity 1.1
	1. Manual registers display limited information on sales such as department number and price of items. POS systems show the actual product and price as well as producing reports and can link to stock control systems. 
2. Learn the register system. Take appropriate care and time when completing transactions. Be accurate with entering data. Seek help when required.
3. A cash float is the money that is in the register at the start of the day to enable you to give change to customers. 

	Activity 1.3
	1. The first simple rule is never leave the point-of-sale terminal active.
2. They help to minimise theft as registers and money are secure, it is harder for customers and employees to steal money if security procedures are being followed and it ensures there is little that can be stolen if someone does access the register. 
3. Any excess cash over this amount should be removed as a cash clearance or cash drop by the supervisor.

	Activity 1.4
	1. 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. 
2. Never let the register run short of change. Check the level of change during quiet times. Notify supervisors/managers as soon as possible to get change. Count change back into the register. Alert another staff member if you have to leave the POS area. 

	Activity 1.5
	1. False 2.True 3.False 4.True 5.True 6.True. 7. False. 8.True

	Activity 2.1
	1. Credit card payments (including store credit cards). Debit or EFTPOS payments. Cheques. Customer accounts. Gift vouchers.
2. Goods are of acceptable quality. Goods will match any description provided. Any express warranties will be honoured. 
3. A repair, replacement or refund. Cancellation of a service. Compensation for damages and loss.

	Activity 2.3
	1=$83.00    2=$57.85        3=$110.00           4=$6.20
5=$7.50      6=$48.93 (rounded = $48.95)   7=$14.25
8 =$20.46 (rounded = $20.45)   9=$654.78 (rounded = $654.80)   10=$11.41 
11=$6.00     12=$47.00      13=$11.25
14=3             15=2                16=Less than $10.00   17=approx. $40.00
Invoice
Product answers = $10, $10, $4, $2.40, $4.65, $3.25, $6.50, $3.25, $1.85, $1.85, $5.55, $3.60
Subtotal = $56.90
5% discount = $2.84
Subtotal = $54.05
10% GST = $5.40
Subtotal = $59.45
Plus $10 freight
Total = $69.45

	Activity 2.4
	1. POS terminals or registers. EFTPOS terminals. Electronic scales. Numerical display boards.
2. It is important to be accurate to minimise errors and avoid over or undercharging customers. Errors can lead to loss of profits for businesses. 
3. The cost of goods or services. The quantity of goods being purchased. The weight of items. Any sale or multi buy discounts. The method of payment. Cash amount tendered.

	Activity 2.6
	This is a reflection exercise on counting back change. Hopefully you have learn how to do it and will feel confident repeating the exercise in a real retail environment. 

	Activity 2.7
	1.False  2.True  3.True  4.False  5.False  6.True  7.True  8.True

	Activity 3.1
	1. Receipts. Warranties. Lay-by documentation. Stock transfers. Order forms. Invoices. Loyalty program sign-up sheets.  
2. Write neatly. Are accurate. Double check the information. Know what to do if you make a mistake. Know what to do with the information after you have completed it.  




References
Bag Check Code of Practice. (2019). Retrieved from National Retailers Association: https://members.nra.net.au/wp-content/uploads/2016/01/Bag-Check-Code-of-Practice.pdf
Consumer Guarantees. (2019). Retrieved from Australain Consumer Law: https://consumerlaw.gov.au/sites/consumer/files/2016/05/0553FT_ACL-guides_Guarantees_web.pdf
Rounding and EFTPOS transactions. (2019). Retrieved from ACCC : https://www.accc.gov.au/media-release/rounding-and-eftpos-transactions
Sales practices. (2019). Retrieved from ACCC: https://www.accc.gov.au/publications/sales-practices-a-guide-for-businesses-and-legal-practitioners
The Australian Consumer Law. (2019). Retrieved from Austarlian Consumer Law: https://consumerlaw.gov.au/australian-consumer-law





[bookmark: _Toc26791678]Image attributions
	Image
	Page #
	Attribution

	Cover
	1
	© Getty copied under licence

	Topic 1 cover 
	7
	© TAFE NSW

	Figure 1
	9
	Sales by Blake Wisz under Unsplash licence

	Example Cash float record sheet
	11
	© TAFE NSW

	Example Z read
	14
	© TAFE NSW

	Example EFTPOS settlement
	15
	© TAFE NSW

	Example Cash slip
	17
	© TAFE NSW

	Figure 2
	18
	POS terminal by Peggy und Marco Lachmann-Anke under Pixabay licence

	Figure 3
	19
	Coins by Peggy und Marco Lachmann-Anke under Pixabay licence

	Figure 4
	22
	© TAFE NSW

	Figure 5
	22
	© TAFE NSW

	Figure 6
	24
	© TAFE NSW

	Figure 7
	26
	Shopping bags by BRRT under Pixabay licence

	Figure 8
	26
	Cardboard box by Clker-Free-Vector-Images under Pixabay licence

	Topic 2 cover 
	29
	© Getty copied under licence

	Figure 9
	31
	Queue by Sigurd Decroos under FreeImages licence

	Figure 10
	34
	© TAFE NSW

	Figure 11
	35
	© TAFE NSW

	Figure 12
	38
	Shopping bags by Peggy und Marco Lachmann-Anke under Pixabay licence

	Figure 13
	39
	Supermarket by Peggy und Marco Lachmann-Anke under Pixabay licence

	Figure 14
	43
	Calculator by Peggy und Marco Lachmann-Anke under Pixabay licence

	Figure 15
	44
	Calculator by Peggy und Marco Lachmann-Anke under Pixabay licence

	Figure 16 
	46
	Question mark by public domain under CC0 1.0 

	Figure 17
	53
	Manual cash register Copied under s113P of the Copyright Act, accessed 25112019

	Figure 18
	53
	© TAFE NSW

	Figure 19
	53
	POS system Copied under s113P of the Copyright Act, accessed 25112019

	Figure 20
	53
	© TAFE NSW

	Figure 21
	55
	EFTPOS machine Copied under s113P of the Copyright Act, accessed 25112019

	Figure 22
	55
	Scales Copied under s113P of the Copyright Act, accessed 25112019

	Figure 23
	55
	Scales Copied under s113P of the Copyright Act, accessed 25112019

	Figure 24
	56
	Hand-held scanner Copied under s113P of the Copyright Act, accessed 25112019

	Figure 25
	56
	Desktop scanner Copied under s113P of the Copyright Act, accessed 25112019

	Figure 27
	56
	Portable scanner Copied under s113P of the Copyright Act, accessed 25112019

	Figure 28
	56
	Portable scanner Copied under s113P of the Copyright Act, accessed 25112019

	Figure 29
	57
	Receipt printer Copied under s113P of the Copyright Act, accessed 25112019

	Figure 30
	57
	Printer Copied under s113P of the Copyright Act, accessed 25112019

	Figure 31
	57
	Label printer Copied under s113P of the Copyright Act, accessed 25112019

	Figure 32
	57
	Display board Copied under s113P of the Copyright Act, accessed 25112019

	Figure 33
	57
	Advertising display board Copied under s113P of the Copyright Act, accessed 25112019

	Figure 34
	57
	Fuel price display board Copied under s113P of the Copyright Act, accessed 25112019

	Figure 35
	58
	Security gates Copied under s113P of the Copyright Act, accessed 02122019

	Figure 36
	58
	Tag detacher Copied under s113P of the Copyright Act, accessed 02122019

	Figure 37
	58
	Security tags Copied under s113P of the Copyright Act, accessed 02122019

	Figure 38
	59
	CCTV system Copied under s113P of the Copyright Act, accessed 02122019

	Figure 39
	58
	Security mirror Copied under s113P of the Copyright Act, accessed 02122019

	Figure 40
	64
	Error by Gerd Altmann under Pixabay licence

	Topic 3 cover
	67
	© Getty copied under licence

	Figure 41
	70
	Loyalty card by Jonathan Rolande under CC BY 2.0

	Figure 42
	70
	Loyalty card by purplesteph under CC BY 2.0

	Figure 43
	75
	Gift wrapping by Erbs55 under Pixabay licence

	Figure 44
	76
	Customer satisfaction by Dominik Gwarek under FreeImages licence


[bookmark: _Toc26791679]Suggested videos
	Suggested video links 

	https://online.clickview.com.au/share?sharecode=6b61408b  - Apply point-of-sale handling procedures
You will need your TAFE log on details to access this video





[bookmark: _Toc26791680]Document checklist
Use this checklist when creating resources using TAFE NSW templates for delivery either as electronic files (PDF or docx) or for printed documents.

Do not remove this checklist.
These tables will be removed after QA is approved, before the resource goes onto the Learning Bank.

Formatting text
# 	When formatting the text in this document, I have:	Done
	Structured the content logically using section headings, headings, paragraphs, tables, bullet lists and table of contents.	☒
	Nested the heading styles in order, for example H1, H2, H3.	☒
	Avoided manual styling, for example coloured text and different fonts.	☒
	Created bullet and numbered lists using the format in the style gallery.	☒
	Formatted bullet lists correctly using one of these two structures:	One sentence per line with capitals and a full stop on each line.	No capitals and a single full stop at end of the list.	☒
	When using heading numbering, I have made sure it is consistent throughout the document. For example, numbering practice activities.	☒
	Used sentence case for headings with only the first word capitalised.	☒
	Manually checked heading spelling (auto spell checker may not work).	☒
	Formatted tables using styles. Avoided using nested cells, merged cells or nested tables. 	☒
	Repeated table heading rows across new pages.	☒
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	Named documents correctly using TAFE file naming conventions
.	☒

Inserting images
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	Used words to write the numbers 0-9 in words and all other numbers as numerals. 	☒
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Accessibility
# 	To ensure the accessibility of this resource, I have:	Done
	Used Word styles to format text and to structure your document.	☒
	Not used images for decorative text or headings or tables. 	☒
	Provided long descriptions for images with important text such as graphs or infographics or process diagrams.	☒
	Used the Word Accessibility Checker on the document and addressed issues where possible. Where concerned I have referred to the Accessibility checklists. 	☒
	Re-checked the accessibility in PDF format (where the final format is PDF). Where concerned I have referred to the Accessibility checklists. 	☒

Copyright
# 	To ensure correct copyright of the material in this resource, I have:	Done
	Not plagiarised text or used third party text without permission.	☒
	Used content from third party only within National Copyright Guidelines. For example, 10% or one chapter of a printed work.	☒
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Cultural protocol
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