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Unit 201: Work effectively in your retail team
Handout 1: How to work effectively in your retail team
Tasks to be carried out in a retail environment fall into three general categories:
· Daily tasks – these tasks are carried out every day and may include opening the payment point, serving customers, maintaining security, general housekeeping, etc.

· Regular tasks – these tasks are carried out on specific days and may include cyclical stock counts, more detailed housekeeping, dealing with deliveries, etc.
· Tasks allocated to you – there may be a rota allocating tasks to individual team members at specific times of day or the team leader may simply ask individuals to carry out tasks such as manning the fitting rooms, changing displays, setting up promotions, etc.

You will need to make sure you have enough time to carry out all your tasks for the day. You will know how long daily and regular tasks take from experience. You will also know how long some of the tasks allocated to you will take, either from experience or because timings are indicated on the rota. From this information you will be able to work out how much time is available to complete any other tasks. Check that you have enough time for everything you need to do, asking your colleagues for more information if necessary.  
[image: image1.jpg]



If you think you will not have enough time to complete all your tasks for the day, you may need to ask for help from your colleagues. If your team leader is on hand, tell them that you may have a problem and ask if anyone is able to help. If there is no team leader you will need to negotiate with your colleagues to ask for their help. 
Your requests for help will be better received if you have been helpful to your colleagues when they have needed it. If you find yourself with spare time, offer to help your colleagues with their tasks; this will not only increase your chances of a positive response when you ask for help, you will find it more interesting than standing around waiting for the next customer and you may learn a new skill which will enable you to take on more interesting tasks in the future. 
There will be times when your colleagues are unable to give the help you have requested as they are too busy. Respect this and don’t take it personally, as there will also be times when you are too busy to respond positively to requests for help. If you do have to refuse, be polite and explain why you are unable to help on this occasion.

Any group of people working together on a daily basis will experience difficulties from time to time. These may arise from personality clashes, individuals allowing their personal problems to affect their work, temporary staff shortages or work pressure. If the behaviour of your colleagues is bothering you it is important that you let them know. If you can discuss the problem constructively with them as soon as it arises, 
you should be able to find a solution. Similarly, if your behaviour is upsetting others, it is better to know there is a problem so that you can deal with it. If you are unable to resolve the issue through discussion it may be necessary to ask your team leader or a senior colleague for advice and help. Both parties should agree to the involvement of a third person and agree to accept their advice. 
Discrimination, harassment and bullying

Other issues that may arise include:

· discrimination

· harassment
· bullying.
There are laws defining discrimination as unfair treatment of one person or group, usually because of prejudice about age, disability, gender reassignment, race, religion or belief, sex, sexual orientation, marriage and civil partnership and pregnancy and maternity. These are now protected characteristics under The Equality Act 2010. 
Discrimination can be:

· direct, when someone is treated less favourably than another person because of a protected characteristic
· by association, when someone is treated less favourably because they associate with another person who possesses a protected characteristic

· by perception, when someone is treated less favourably because others think they possess a protected characteristic

· indirect, when a rule, condition, policy or practice that applies to everybody disadvantages people with a protected characteristic.
Harassment can be defined as unwanted conduct related to a protected characteristic which has the purpose or effect of violating an individual’s dignity or creating an intimidating, hostile, degrading, humiliating or offensive environment for that individual. Harassment:

· applies to all the protected characteristics above except for pregnancy and maternity and marriage and civil partnership

· can be third party when employees are harassed by people other than other employees, such as customers.
Bullying can be defined as the process of intimidating or mistreating somebody weaker or in a more vulnerable situation. Bullying at work is intimidating a colleague, often in front of others and usually someone less senior. It includes physical or verbal abuse, humiliation and undermining someone's confidence. You are probably being bullied if, for example, you are:
· regularly being picked on 
· humiliated in front of colleagues

· unfairly treated 
· physically or verbally abused 
· blamed for others’ mistakes 
· overloaded with work so that you cannot complete it 
· regularly threatened with dismissal
· unfairly passed over for promotion 
· denied training opportunities.
Employers have a 'duty of care' to their employees and this includes dealing with discrimination, harassment and bullying at work. These may occur face-to-face, in writing, over the phone or by email and may not be deliberate. If you can, talk to the person in question, who may not realise how their behaviour has been affecting you. Work out what to say beforehand and describe what has been happening and why you object to it. Remember to stay calm and be polite. If you don't want to talk to them yourself, ask someone else to do it for you.
If you can't solve the problem informally, you must follow your employer's grievance procedure. This may be difficult if the problem is with your manager. Make the complaint in writing to your line manager and ask that it is passed on to another manager to look into. If that doesn’t happen, or isn’t possible, make the complaint to the HR department.
Health and safety

Employers also have a duty to safeguard the health and safety of employees, customers and visitors to the workplace. Under the Health and Safety at Work Act employers must:

· provide a safe area of work

· ensure safe systems of work

· ensure safe handling, storage and transport of stock

· train and supervise staff in health and safety matters

· maintain safe entries and exits

· provide adequate temperature, lighting, seating etc.

· ensure visitors are informed of any hazards.

Employees must:

· work in a safe and sensible way
· use equipment safely and correctly

· report potential risks

· help identify training needs

· follow instructions for safeguarding health and safety.
