
UNIT 257

 Understanding the handling of customer payments in a retail business
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Acceptable methods of payment and the risks involved in handling them.  The responsibility of the cashier at the payment point.

How to process the various methods of payment, and the risks involved.  The cashier’s responsibilities for providing service and processing age-restricted goods.
What are the typical methods of payment and risks involved in handling them? 
Retail businesses typically accept a range of methods of payment.  Each has its own processing procedures and risks.

· Cash.  This may seem the most straightforward method of payment – after all we all handle cash every day.

Wherever you work, there will still be rules about handling cash.

KNOW THE RULES AND FOLLOW THEM

· Check all notes – use a detection pen or UV light if you have one – if not look for watermarks, metal strips, raised print
· Count the change into the customer’s hand
· Close the drawer as soon as you can.  Move notes from the till to a more secure place as soon as possible
· NEVER ‘borrow’ from the till
· Know the refund procedures and don’t by-pass them. If in doubt call a supervisor
· Don’t leave till receipts about – if the customer doesn’t take it, put it in the bin behind the counter
· If you’re not sure whether Scottish or Irish notes or coins are acceptable – ASK.  Some shops in Britain now take Euros – know what to do if you are offered these.
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Of all the different methods of payment there now are, cash is still the most at risk. Think of all the different ways there are to end up ‘out of pocket’

· notes may be counterfeit

· too much change can be given

· cash can be ‘snatched’ from the till

· staff may pocket cash

· ‘dodgy’ cash refunds may be claimed

· foreign or out-of-date notes or coins may be taken.
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Credit and debit cards.  There are lots of different cards in people’s wallets and purses these days.  Credit cards, debit cards, charge cards, store cards; it is easy to get confused, and confusion leads to losses.  Know what you can accept, and know the differences between the cards.

IF IN DOUBT, ASK
The major difference between cards is how much time you have to pay for goods bought with them.

· Debit cards – money taken instantly from your bank account
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Charge cards – statement sent monthly, usually has to be paid in full the next month

· Credit Cards – statement sent monthly, usually a choice to pay in full or to pay part off each month

· Store cards – a type of credit card, but can be used only in certain stores.

Debit cards usually don’t have a fixed limit to the amount you can spend without the shop having to get authorisation – basically it depends whether you have enough money in your bank account.  Many stores offer a ‘cash back’ service on debit cards.  This is where a customer can spend say £40.00 and take an extra £50.00 in cash, charging £90.00 to their debit card.  This is a means of the store reducing the amount of cash it is carrying and will have eventually to bank.  
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Other cards usually will have a limit – make sure you know what it is in your shop.  Watch out for people making several separate purchases for just under the limit – they may have found out what the limit is and are using a stolen or cloned card – or simply one that’s been overspent on.
Some stores may offer customers Credit Terms.  Customers will usually pay a deposit, complete an agreement and pay the balance in instalments, either by coming to the store weekly or monthly or by Direct Debit from their bank.

· Cheques are less common now than they were before Debit Cards were introduced, so it may be a long time before you take one.  Make sure you know what to look for:
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· check that words and figures agree

· check the signature – make sure you see it being signed
· check the date – don’t accept cheques not dated with today’s date (post-dated)
· be careful of cheques not made payable to the shop (third-party cheques).  Can you take them?

· travellers’ cheques – these may NOT be in pounds, check carefully.  Take special care when the travellers’ cheque is for a lot more money than the price of the goods

· business cheques may need two signatures.
What services should the cashier provide?
As well as taking payments, cashiers will also provide other services to customers.  They may well be the first member of staff a customer speaks to, so they will often be presented with the customer’s problems and complaints.  We have dealt with the way these should be handled in unit 251.
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Another important service cashiers may be required to carry out is wrapping and packing goods for customers.  Using the correct packaging will protect the goods between leaving the shop and arriving at the customer’s home, whether they are collected by the customer or delivered by the store.  
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Fragile items should be protected by bubble-wrap, tissue- paper or polystyrene chips, this will prevent damage. They should also be placed in strong cartons for further protection.
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Most shops these days will ask the customer before packing goods in plastic bags as these are not considered environmentally friendly.  Where bags are required, many shops use bags with their name and logo on.  There are a number of advantages to this; it improves the visual appearance of the purchase, appeals to customers’ desire to be recognised as shopping in a particular store, promotes the company image and is very cost-effective advertising.  

Cashiers can also increase the level of sales by offering customers additional sales; for instance a customer buying a pair of shoes may be interested in shoe polish, a customer buying electrical items may be interested in extended warranties.  Another way cashiers can promote sales is by pointing out special offers that customers may not have been aware of.
What are the cashier’s responsibilities for processing age-restricted goods?

A number of goods and services may not be sold to people under a certain age.  They may also not be sold by people under age.
These include:
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	Product
	Age of person

	Tobacco products including Cigarettes, cigarette papers, rolling machines
	18 and over

	Fireworks
	18 and over

	Videos, DVDs and computer games

12 classification
15 classification
18 classification 
	
12 and over
15 and over
18 and over

	Alcohol
	18 and over

	Lottery tickets and scratch cards
	16 and over

	Cigarette Lighter refills containing Butane and solvents 
	18 and over

	Knives and offensive weapons
	18 and over

	Spray paints
	16 and over

	Petrol
	16 and over
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Legislation imposes responsibilities on everybody who works in retailing.  It is not only the employer’s responsibility to see that goods are not sold to people under age, it is your responsibility too.  

There are commercial consequences of failing to comply with the law:
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· Loss of reputation.  Publicity following prosecution for mis-selling goods or services or selling age-restricted products to youngsters will lead to a reputation for dodgy dealing
· Loss of trade.  Customers will tell their friends and family if you get a bad reputation, and a number of potential customers will be lost
· Loss of business.  Loss of trade, loss of reputation and potentially loss of licence may lead to the business having to close down
· Loss of employment.  A combination of all of the above will lead to your job disappearing.
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There are also legal consequences.  You and your employer could face:

· Being fined by the courts
· Losing your licence to trade
· Being forcibly closed down by the courts or the police
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Being imprisoned by the courts. 
It is not worth risking the consequences in order to make an extra sale.


	Activity 1

Find out what the maximum penalty is for selling the following to under age customers.

Alcohol  

Tobacco

Knives

Solvents







	Activity 2

List the payment methods taken where you work.  What risks are involved in each?




	Activity 3

List the additional services cashiers provide where you work.  Are there any additional services they could promote?




Sample questions

The test will consist of 15 multiple-choice questions.  Try the following examples of questions on this unit.  

Which one of the following is not a typical method of payment in a retail business?

a  Cash.

b  Credit card.

c  Debit card.

d  Foreign currency.

Which one of the following actions is a main security risk when handling cash at the payment point?

a  Leaving the till drawer open. 

b  Entering incorrect bar codes.
c  Checking bank notes.
d  Checking bags of money.
A cashier can best help to promote additional sales at the payment point by

a  placing promotional literature in the customer’s bag

b  selling the customer products that are cheaper than the original 
c  selling the customer products which complement the original 
d  asking the customer if there is anything else they require.
Which one of the following is the minimum age for a customer wishing to purchase tobacco products?

a  12.

b  16.

c  18.

d  21.
You have now come to the end of Unit 257 -Understanding the handling of customer payments in a retail business
You should now be able to:
· List the methods of payments typically accepted by retail businesses and describe how each is processed
· Describe how errors can arise when accepting cash payments at the till, and explain how these can result in losses

· Identify the security risks that may arise when handling payments

· Outline the cashier’s key responsibilities for serving customers at the payment point

· Identify common problems which can arise at the payment point and describe how the cashier can resolve of refer these

· Describe additional services which are often offered to customers at the payment point, such as cash-back or wrapping

· Describe how the cashier can help to promote additional sales at the payment point
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What am I       going to learn?





What is this unit about?














What can I practise?
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