UNIT 253
 Understanding how individuals and teams contribute to the effectiveness of a retail business
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The employment rights and responsibilities of employees and their employers.  The impact of the performance of individuals and teams on the success of the retail business.

The requirements of a contract of employment and the main points of the laws covering equality and diversity in the workplace.  How an individual’s performance can be improved and how this leads to more effective team work.
What are the employment rights and responsibilities of an employee and an employer?

Your responsibilities will be listed in your job description and your contract of employment.  Many of your employment rights will also be in your contract of employment, but there are others that will not be in the contract.

You must be given a written statement of your terms and conditions within two months of starting work.  This is often in the form of a Contract of Employment.  The statement must contain:

· The names of the employer and employee

· The date employment started

· The date continuous employment started

· The rate and intervals of pay
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The hours of work

· Holidays and holiday pay

· Sickness and sick pay

· Pensions and pension schemes

· Length of notice required

· The date employment is to end, if not permanent

· The job title or a brief description

· The place of work

· Any collective agreements

· Disciplinary rules

· Grievance procedures

There are regulations to protect you from being unfairly treated.  These include:
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The Race Relations Act which makes it illegal to treat employees differently because of their race, colour, nationality or ethnic origins.
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The Sex Discrimination Act which makes it illegal to treat employees differently because of their gender.
· The Disability Discrimination Act which  makes it illegal to discriminate against disabled people in the areas of:

· Employment
· Access to goods, facilities and services
· Management, buying or renting land or property.
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The Employment Relations Act which covers among other things:

· The recognition of Trade Unions
· Maternity/paternity leave and time off for dependants
· The right to be accompanied at disciplinary     and grievance hearings 
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The Employment Equality (Age) Regulations which make it illegal to treat an employee less favourably because of their age in:
· Recruitment

· Promotion

· Terms and conditions

· Redundancy

· Dismissal

Many stores today are far more diverse than in the past.  Employers and employees need to understand the importance of equal opportunities.  For employers equal opportunities can:

· Reduce costs

· Improve efficiency

· Lower staff turnover
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Improve customer relations

For employees, equal opportunities mean they are judged on merit, ability and performance and covers:

· Recruitment

· Promotion

· Training

· Benefits

· Dismissal

Diversity can be defined as ‘the state of being different’.  Deal with diversity by showing everybody the same respect.
If you want any more information on your employment rights and responsibilities, you can try the Advisory, Conciliation and Arbitration Service ("ACAS"), your Trade Union, or the Citizens Advice Bureau, as well as the Internet.
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How can an individual improve their own performance?
This requires a great deal of effort, but produces real benefits both to you and your employer. The following may help:
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Improve your timekeeping and attendance. Someone who ‘enjoys ill health’ is no good to an employer. Always remember it’s better to be ten minutes early than five minutes late.

· Dress for the job. You may have no problem with being served by someone wearing torn jeans, but if your customers have, leave them on the floor in your bedroom.
· ALWAYS show the respect to customers and colleagues that you expect from them.  This may be difficult if you’re having a bad day, but it is important.

· When you finish one task, look for the next; don’t wait for someone to find you something to do. Work is sometimes boring, but never as boring as doing nothing.
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If you don’t know how to do something, ask for advice, don’t muddle along and hope you get it right.  Your colleagues would MUCH rather show you how to do something (even if they have already shown you before) than have to sort out the problems caused by your doing it wrong.

· If there really is nothing you can usefully do (and that is rare in most shops), ask if you can watch someone doing something that you haven’t been trained in yet. Show that you are interested and want to learn.

· Volunteer for the boring jobs – making the tea, tidying the shelves, etc. These are jobs that have to be done, and your colleagues will appreciate your offering. At least you get to choose when to do them that way.

· [image: image14.emf]Show initiative. If there is a job that needs doing, and that you know how to do, do it without being asked. If you think there’s a better way to do something, SUGGEST it, but remember to be tactful.

· When you make a mistake (and we all do) own up and accept criticism. There is nothing wrong with making a mistake, as long as you learn something from it.

· Could your employer do without you? If so, find a way of becoming indispensable; become the ‘expert’ in a system, or the person who knows most about a particular product.

Find out what resources are available to help you improve your performance.  Ask: 

· If there are any qualifications available.  If you are reading this you are probably already working towards a City and Guilds Certificate in Retail Knowledge, but how about an Apprenticeship?
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To complete a Personal Development Plan. If your shop doesn’t use these, show some initiative and offer to produce one that your colleagues may like to use as well. (You will find a simple version in the Activities at the end of this Unit, but you can research the Internet or the Public Library for ideas.)

· What training is available, either on the job or off the job.  You will need to work out which learning style suits you best – do you learn by trial and error, by watching somebody else first and then having a go, by being told how to do something or by reading manuals or text books?
What is needed in order to be an effective team member?

The qualities and abilities needed to work well with other people include:
· Making a good first impression.  First impressions are made in less than 30 seconds.  Customers will judge you on your appearance.  Dress suitably so that:

· Customers know you are a member of staff.
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Your clothing is practical and safe.
· You feel part of the team.
· You feel more comfortable.

Remember, whatever you are going to wear, it must be clean and fresh.  Your nails, hair, teeth, make-up and shoes matter as well.

· Showing a positive attitude.  Be polite, willing and welcoming to the customers.  If you respect others they will respect you.  You will find working much more fun if you are motivated and working in a team.  
· Good timekeeping.  This is also good for you.  You’ll be calmer and much less stressed if you can stroll in to work on time than if you have to rush to get there. 
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Ten minutes early and you are ready for any challenge - ten minutes late and you’ll be behind all day.
· Good communication skills.  Most communication within your team will be verbal.  This is obviously the quickest method but has some risks – misunderstandings can arise, or messages can be forgotten.  Important messages are best written down, perhaps in a message book or a shift hand-over book.  There will be times when you have misunderstandings with your colleagues.  For instance, you meant to ask somebody to do something, and they understood it as an order.  One word will turn an order into a request – ‘please’.  
How does individual performance contribute to the organisation’s success?

Benefits to the organisation of you improving your own performance include improved: 
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· Customer satisfaction. They are much more likely to return to a shop where they have been served quickly, efficiently and politely than one where the staff clearly couldn’t care less.

· Staff morale. You will feel a useful part of the team and everybody else will feel better because work will go more smoothly.

· Staff retention. Happy staff, serving satisfied customers, are less likely to be looking for another job than staff serving disgruntled customers and constantly fighting amongst themselves.
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Work is much more fun, as well as more effective, if you work in a team. Can you imagine playing cricket on your own against eleven others?

You do not need to be a cricket fan to realise how difficult that would be. Sometimes a team that has less talented members will beat the team of stars.  This may be because the members of the team have clearly defined roles, and they all understand what part they play in the team plan. Now look at the teams you are in at work – your department in the shop, or your branch in a chain of shops, or your shift in a 24-hour store.  
Do you know and understand:
· What your role is?

· What everybody else’s role is?
· What your team’s role is in the whole business?

Take an interest in how you are performing against any targets you are given and how your team is doing against its targets; are you the best team or do you need to improve? How are you going to improve? 
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How are retail businesses organised? 
The term ‘retail’ covers a huge variety of different types of organisation.  One way of categorising these is through the types of products and services they provide:

· 52% of retail businesses sell new goods in specialised stores, e.g. Comet, WH Smith, Mothercare, Carphone Warehouse 

· 19% of retail businesses sell new goods in non-specialised stores, e.g. Tesco, Marks and Spencer, Debenhams, Bhs

· 15% of retail businesses sell food, beverages and tobacco in specialised stores, e.g. Spar, Co-operative, GT News

· 9% of retail businesses sell goods in formats other than stores, such as on-line, catalogue, internet trading sites e.g. Amazon, Woolworths, market stalls

· 3% of retail businesses sell pharmaceuticals, medical goods, cosmetic and toilet articles, e.g. Boots, Superdrug, Bodycare

· 2% of retail businesses sell second-hand goods in stores, e.g. Oxfam, Cancer Research, Pawnbrokers

Within this range of organisation types, there are a wide variety of different departments involved in moving products and services from their point of origin through the supply chain to the customer:
· Buying.  Buyers must predict tomorrow’s customer’s needs and order stock to meet it at the best possible price.
· Merchandising.  Merchandisers must distribute the stock ordered by the buyers between stores in the group, making sure the right products are in the right place at the right time.
· Logistics.  The logistics department transports the products from the factory to the store, by road, rail, sea and air, making sure it arrives in the right place at the right time.
· Marketing.  The marketing department makes sure that potential customers know what products are available, where and at what price.
· Visual merchandising.  Visual merchandisers create shop window displays that encourage customers into the store and internal displays that encourage them to buy. 
· Store operations.  This covers all customer- facing staff from store managers to sales assistants.  Store operations turn the hard work of all the other departments into sales. 
· Human Resources.  The HR department recruits and trains the staff who operate all the other departments.
· Information Technology.  The IT department creates and maintains the computer systems that enable all the other departments to operate efficiently.
· Finance.  The finance department raise the money to enable the stock to be bought and control the flow of money though the whole system.
While in large organisations there are all of the above departments, 83% of UK retail businesses employ less than 10 people.  These few people have to carry out all of the above tasks.
Within a large organisation, staff will move within departments and from department to department.  There is a wide variety of training and development opportunities leading to different career pathways.  

	Activity 1

On the personal development plan below, list the qualities which you need to improve on. Identify the action you plan to take to achieve this improvement, a target date and a method of monitoring your progress.

Name

Period covered from…………….. to …………..

Development needed

Action to be taken

Target date

Review of progress

Review date




	Activity 2

Underline the terms below which are included in a contract of employment.

Your address and telephone number
Date employment started
Length of notice required
Supervisor’s name and contact details
Grievance procedures
Employer’s telephone number
Hours of work
Duration of breaks
Cost of staff uniform
Holiday pay




	Activity 3

Think of three ways in which you could support another team member at work and state how each of these would improve customer service.




	Activity 4

Give an example of a situation where poor communication skills have led to a problem in a team that you have been a part of.




	Activity 5

A department store in Hull sells jeans manufactured in Thailand.  List the departments involved in the supply chain and explain their role.



Sample questions

The test will consist of 25 multiple-choice questions.  Try the following examples of questions on this unit.  

Which one of the following laws helps to promote equality in the workplace? 

a  Data Protection Act.
b  Sale and Supply of Goods Act.

c  Disability Discrimination Act.

d  Control of Substances Hazardous to Health.
 Which one of the following best describes diversity in the workplace?

a  Staff who meet a specific level of skills and experience. 

b  Staff with a range of backgrounds and experience.

c  Staff with the relevant qualifications and experience.

d  Staff of various levels of skills and experience.

 Which one of the following is the most likely effect of having poor   communication skills within a team?

a  Reduction in working hours.

b  Increase in customer satisfaction.

c  Duplication of work.

d  Higher sales targets.

Which one of the following is a method of identifying own learning needs?

a  Creating timetables.

b  Writing a contract of employment.

c  Producing a personal development plan.

d  Creating an initial assessment.

Which one of the following would be the best method of learning for someone who likes to learn by observation?

a  Working alongside a colleague.

b  Attending a lecture in a college.

c  Reading a suitable textbook.

d  Searching the internet.
 You have now come to the end of Unit 253 – Understanding how individuals and teams contribute to the effectiveness of a retail business
You should now be able to:

· State the key requirements in a contract of employment in retail business

· State which organisations are able to help individuals in the case of violation of employee rights

· State the key areas covered by ‘equality’ legislation

· State the purpose of laws that promote equality within the workplace

· Define diversity in relation to promoting equality and diversity within the workplace

· Explain what is meant by ‘team work’ in retail business

· Describe the benefits that team work can bring to team members and to retail business as a whole

· Describe the general qualities and abilities required to be an effective member of a team in retail business

· Describe the relevance and importance of communication skills in clarifying and resolving misunderstandings

· Describe effective methods of communication used within teams

· Describe how poor communication skills can affect a team’s performance

· Describe broad functional teams in retail and identify the different job roles and career pathways within these

· Describe the relationships between different job roles within functional teams and identify the lines of accountability in retail business

· Explain the benefit to individual employees and the retail business as a whole of a personal development plan

· Describe the range of methods available to identify own learning needs

· Explain the main learning styles and state which learning methods and activities suit each style

· Identify potential learning resources available for improving own performance

· Explain how work objectives are agreed and state the benefits they can bring to the individual and the retail business

· Explain how a team’s goals impact on the roles and responsibilities of individual team members

· Describe the benefits to the retail business of identifying more effective ways of working
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