Marketing/Sales

Standards and Competencies

Marketing/Marketing Management (52.1401)

Sales, Distribution, and Marketing Operations, General (52.1801)

Retailing and Retail Operations (52.1803)

Standard: National Retail Federation Foundation’s Level I and Level II Retail Store Manager Skills; Customer Service and Sales Skills  
http://www.nrffoundation.com/content/training-certifications
http://www.nrffoundation.com/content/industry-skill-standards
Framework, Duties and Tasks:

Level I Retail Store Manager
1. Selling and Service

a. Knows store’s major customer groups, shopping patterns, and habits.

b. Knows loyal customers by name and maintains relationships.

c. Understands the competitive landscape and differentiating factors.

d. Communicates daily, weekly, monthly, seasonal and annual sales and profit goals and results.

e. Schedules required staff to support daily sales and major sales events.

f. Informs staff about current promotions and rewards programs during daily meetings and periodic status checks.

g. Establishes selling and service goals for associates.

h. Models selling and service behaviors.

i. Supports a store culture that promotes and builds customer satisfaction and loyalty.

j. Executes service expectations.

k. Reinforces customer service priorities through daily meetings and periodic status checks.

l. Ensures customer satisfaction.

m. Walks the floor, interacts with associates and customers to understand needs.

n. Identifies selling and service issues and resolves customer complaints.

2. Merchandising

a. Understands and executes merchandise receiving, staging and presentation processes according to standards.

b. Organizes staff, equipment, and staging area for receiving process

c. Monitors staff to ensure efficiency of receiving process, quality control and execution of safety procedures.

d. Oversees merchandise processing, price changes, transfers, RTVs and damages

e. Understands stock performance data.

f. Sets and directs the execution of visual merchandise presentations according to selling floor standards.

g. Ensures floor is set according to plan-o-gram standards.

h. Directs and executes floor recovery.

i. Understands pricing laws and ensures compliance.

j. Manages sales set up and ensures timeliness and accuracy with proper signing and pricing.

k. Identifies and communicates merchandise issues and selling opportunities.

l. Executes seamless transition between seasonal merchandising setups.
3. Human Resources

a. Sources and interviews applicants for selling and support positions.

b. Selects and hires associates who best match job requirements (EEO, Compliance,

c. Employee Relations, Policies and Procedures).

d. Orients, trains, coaches associates to perform job requirements.

e. Sets up and uses hourly compensations process (Financial).

f. Observes and measures individuals and team performance.

g. Regularly evaluates associates’ performance, provides positive feedback and addresses poor performance.

h. Inspires the team through and effective communications.

i. Recognizes and rewards individual and team accomplishments and celebrates success.

4. Operations

a. Maintains the store’s physical conditions and appearance.

b. Ensures the store is a comfortable and safe shopping environment.

c. Executes security and safety procedures to prevent accidents and respond to emergency situations.

d. Executes shortage programs and merchandise protection standards.

e. Ensures compliance with all laws, regulations, guidelines, polices and procedures.

f. Conducts daily, monthly, seasonal physical inventory and reconciliation.

5. Financial

a. Understands weekly, monthly, seasonal and annual merchandise and sales plans.

b. Understands profit/loss statements by reporting periods.

c. Understands and maintains selling and non-selling expense budgets.

Level II Retail Store Manager

1. Selling and Service

a. Develops local store marketing plan.

b. Ensures appropriate merchandise assortments for store’s customer groups.

c. Understands seasonal and geographical influencers that create sales opportunities.

d. Develops and coordinates a process to drive sales performance for major sales events.

e. Executes a communication strategy, including signage, advertising, and direct-to-consumer pieces.

f. Analyzes customer feedback from survey results, direct contact and observation and develops an action plan to respond to results.

g. Executes action plan by training staff, evaluating operational procedures, and monitoring the selling floor.
2. Merchandising

a. Designs receiving, staging, and replenishment workflow.

b. Monitors auditing process and reconciles inventory reports.

c. Accesses, analyzes, and interprets daily selling and stock performance data.

d. Reviews and analyzes item sales history and trends to manage replenishment and inventory control.

e. Evaluates floor space to drive sales and makes floor moves to impact presentations and sales.

f. Identifies key locations for promotions, products, and quantities.

g. Determines placement of priced-reduced merchandise.
3. Operations

a. Organizes shortage programs and merchandise protection standards.

b. Prepares process for physical inventory and reconciliation.

c. Establishes security and safety procedures.

4. Human Resources

a. Communicates a clear vision for store performance.

b. Communicates changing plans and priorities.

c. Leads and facilitates store meetings.

d. Determines staff requirements to meet the stores financial and operating objectives.

e. Sets up and uses management compensations process.

f. Observes and measures individuals and team performance.

g. Coordinates the roles, responsibilities and activities for the store team members.

h. Writes and conducts accurate and productive performance appraisals.
5. Financial

a. Accesses, analyses and interprets financial reports and performance data.

b. Identifies sales and profit trends and develops an action plan for responding to business results.
6. Leadership Behaviors for a Retail Store Manager

a. Values and represents others’ points of view.

b. Regularly solicits input from others and listens objectively.

c. Adapts to changing plans and priorities.

d. Accepts personal responsibility for consequences of actions.

e. Avoids placing unnecessary blame on others.

f. Applies personal lessons learned from previous experiences.

g. Independently pursues business objectives in an organized and efficient manner without direct supervision.

h. Initiates and develops business relationships in positive ways.

i. Communicates in a clear, considerate, and understandable manner.

j. Relates to a diverse range of people.

k. Inspires others with a vision.

l. Manages difficult situations.

m. Sets and communicates standards and expectations.

n. Gains commitment to accomplishing goals and objectives.

o. Evaluates performance and provides positive and constructive feedback.

p. Identifies and removes obstacles.

q. Recognizes and rewards individual and team accomplishments and celebrates success.

r. Acts with integrity and maintains an ethical environment.

Customer Service and Sales Skills

1. Products or Services: Undergoes company provided training to support product or services as well as follow-up training.

a. Participates in required training.

b. Indicates satisfactory performance in training through documentation (e.g., test results, checklists, instructor, or manager evaluations). 

c. Completes training assignments (e.g., homework or participation in role plays) satisfactorily and on time.

d. Masters techniques to efficiently access additional information or training (e.g., reference manuals, supervisors, co-workers or the Internet) if needed and if available.

e. Demonstrates understanding of skills being taught (e.g., role playing, sign-off by manager, responses to clarifying questions or other observable behaviors).

2. Products or Services: Reviews and comprehends written and multimedia material pertaining to products or services produced by employee’s company or trade organization.

a. Provides clear and accurate verbal explanations of company, industry, manufacturer, or supplier products and services when answering questions, including providing sufficient information to meet regulatory requirements, if necessary.

b. Cites relevant sources of information (e.g., articles in trade magazines, popular media, company policy manuals or guidelines) to clarify or strengthen points.

3. Products or Services: Tests and samples products or services.

a. Demonstrates products or services for customers in a competent, knowledgeable, and safe manner.

b. Includes in products and services descriptions comparative information on alternative products or services based on testing and sampling.

c. Provides a full understanding of all relevant features of the product or service in demonstrations and explanations of product.

d. Exhibits acknowledgement to specific customer needs in demonstrations and explanations of features of products or services.

4. Products or Services: Studies competitors’ products or services, including competitors’ marketing materials (ads, fliers, TV commercials, web pages, etc.).

a. Provides a description of competitors’ products and services, including pricing structure in response to questions from customers.

b. Demonstrates in sales presentations and answers to customer questions a knowledge of advantages and disadvantages of own company’s products and services compared to those of competitors.

c. Demonstrates during sales presentations and answers to customer questions a knowledge of which products or services offered by company are comparable to those offered by competitors.

d. Describes when relevant why company’s products or services are better than those of competitors.
5. Assesses Customer Needs: Addresses the customer, either in person, by telephone, e-mail or other means.

a. Gives customer a prompt greeting or acknowledgment.

b. Gives customer a prompt offer of assistance (e.g., How can I help you?).

c. Gives customer a courteous, professional treatment throughout the interaction.

6. Assesses Customer Needs: Gathers information about customer’s needs, and customer’s knowledge of products or services.

a. Identifies customer’s objectives, desires, and problems that relate to the product or service.

b. Collects Information on how the customer plans to use the product or service.

c. Identifies as needed outdated and inaccurate information or impressions related to the company’s product or service.

d. Gathers information in a courteous, professional manner.

e. Selects and uses the most efficient interviewing technique when gathering information from customers (e.g., open- vs. close-ended questions, knowing when to use follow-up questions).

f. Tailors approach to meet the needs of customers with different demographic characteristics (e.g., age, cultural background, disability status) and personalities.
7. Assesses Customer Needs: Responds to customer’s comments and questions.

a. Provides courteous, complete attention to customer.

b. Offers prompt sale of an item upon customer’s request for the advertised item.

c. Addresses customer’s comments, questions, concerns, and objections with clear, direct, accurate and timely responses.

d. Clarifies and re-confirms customer needs and objectives as necessary (e.g., restated back to the customer).

8. Assesses Customer Needs: Determines customer’s price considerations.

a. Questions customer clearly and courteously about price range considerations.

b. Ascertains correctly customer’s approximate desired price range.

c. Presents customer with products of varying price ranges to gauge specific price limits.

9. Educates customer: Explains and demonstrates products or services and prices to customer.

a. Provides clear and complete explanations and demonstrations of products or services to customers.

b. Provides information about the complete array of products or services that will meet each customer’s specific needs.

c. Offers information about other products or services that are necessary or desirable to complement the sale is (e.g., accessories that match a clothing selection, conditioner with shampoo, house warranty with home purchase).

d. Provides accurate pricing information, including payment options, to customers.

e. Provides, when necessary and relevant, information about which products or services are on sale.

f. Provides to customers appropriate information about the rationale for product or service prices (e.g., higher-priced products or services include additional features) and about the comparative advantages and disadvantages of differently priced offerings.

10. Educates customer: Identifies alternative or additional products, services, and/or options available.

a. Provides customers with alternatives if advertised product or service is unavailable

b. (e.g., rain checks when specified in the advertisement or information about when product or service may be available again).

c. Provides customers (if requested products or services are not available) information about equivalent or alternative company offerings is (within company policy).

d. Provides information about other companies’ products or services if customer needs cannot be met by company products or services (within company policy).

11. Educates customer: Informs customer about service policies (returns, warranties, guarantees, service plans).

a. Provides complete and accurate information about service policies (e.g., return policies, warranties, guarantees, and service plans) to customers in response to questions and when required by company policy.

b. Provides when necessary complete and accurate information about Federal and State rules pertaining to warranties, guarantees and returns.

c. Provides when appropriate complete and accurate information about inclusive or optional service plans.

d. Provides accurate information about expiration dates for warranties and service plans.

12. Educates customer: Solicits supervisor or co-worker support and advice when necessary to meet customer needs.

a. Makes requests to supervisor or co-worker for support and advice that are clear, concise and timely and include all relevant, available information concerning the customer and the product or service.

b. Makes a clear explanation to the customer of how and when he or she will be re-contacted when additional support or advice is required.

13. Meets Customer’s Needs and Provides Ongoing Support: Coordinates as needed with other services to expedite delivery of service or product.

a. Communicates to customers accurate information about when product will be delivered.

b. Ensures accurate and timely delivery using delivery records that indicate the necessary arrangements made with other individuals or services.

c. Provides information to customer, including accurate order numbers and properly-completed paperwork, to enable them to check on status of delivery.

14. Meets Customer’s Needs and Provides Ongoing Support: Contacts customer to determine if products or services meet customer’s expectations.

a. Makes timely follow-up inquiry to customer to determine whether products or services met customer’s expectations.

b. Documents customer follow-up responses according to company policy.

c. Conveys noteworthy or significant customer feedback immediately to supervisors or other relevant individuals and departments.
15. Meets Customer’s Needs and Provides Ongoing Support: If customer’s expectations are not met, informs the customer of how the company will satisfy the customer’s needs and facilitates resolution process.

a. Provides customer clear and accurate information regarding company’s process and policies for resolving customer complaints and problems.

b. Resolves problem appropriately and in a timely manner, according to company’s process and policies.

c. Ensures that customer feedback indicates satisfaction with employee actions and behavior.

16. Prepares for Selling: Reviews and understands future sales goals and how they are based on current and past performance.

a. Prepared sales quotas, based on past and current sales goals, activities, advertising and promotions and other relevant information about company and/or store goals.

b. Reviews and evaluates group sales performance according to company policies and procedures for measuring and tracking sales goals.

c. Reviews and evaluates individual sales performance according to company policies and procedures for measuring and tracking sales goals.

17. Prepares for Selling: Develops and implements strategy for selling products or services.

a. Identifies specific strategic actions to increase sales.

b. Identifies specific strategic sales quotas or financial goals for specific products or services.

c. Implements specific strategic meeting sales or financial goals according to company goals and plans.

d. Implements strategy that makes effective use of available resources.

e. Assures that sales performance meets company/individual goals.

f. Revises sales strategy continually, based on sales experiences, to maximize likelihood of sales.

18. Prepares for Selling: Familiarizes self with pricing strategies and policies.

a. Describes accurately company pricing strategies, policies, and current prices, as well as sources for that information.

b. Learns changes in prices, and pricing strategies and policies (e.g., price increases, sales, etc.), in a timely manner.

c. Demonstrates knowledge of pricing policies (e.g., policy on price adjustments) in sales presentation and answers to customer questions.

d. Demonstrates knowledge of how pricing translates to customer value in sales presentation and answers to customer questions.
19. Prepares for Selling: Identifies and prioritizes potential customers within market target area.

a. Maintains customer information, including information relevant to increasing potential customers, according to company policy.

b. Evaluates customer information in order to prioritize customers and enhance sales performance.

c. Prioritizes sales prospects in a way that is consistent with company and/or store sales strategies.

d. Identifies potential new customers through walk-ins and referrals (including other customers, associates, friends).

e. Contacts new and old customers, and incorporates resulting information into customer information database.

20. Gains Customer Commitment and Closes Sale: Observes customer for verbal or body language signs indicating that s/he is ready to complete the sale.
a. Judges accurately whether a customer is ready to complete a sale.

b. Determines accurately that customers will definitely not make a purchase.

c. Judges customer intentions (e.g., whether they are ready to complete a sale, whether they will definitely not make a purchase) taking both verbal signals and body language into consideration.
21. Gains Customer Commitment and Closes Sale: Engages in negotiation process.

a. Provides the customer as necessary with an accurate and clear explanation of company policies regarding negotiations (e.g., whether negotiations are permitted and under what circumstances)

b. Extends to the customer courteous treatment throughout negotiation.

c. Responds accurately to customer statements and questions during negotiations.

d. Identifies accurately any points of customer confusion, misunderstanding, or resistance and attempts to address these obstacles in order to complete the sale.

e. Gives customer a discount or other conditions favorable to the customer (within company guidelines), in order to complete the sale.

f. Treats customer courteously and encourages him/her to shop again with the company, if the negotiation is unsuccessful.
22. Gains Customer Commitment and Closes Sale: Closes and confirms sale with customer.

a. Makes suggestions to complete the sale at an appropriate time.

b. Provides customer all available information (including written material, phone numbers, or Internet addresses) on how to properly and safely use the product (including cleaning and maintenance).

c. Completes all steps in the sales transaction accurately.

d. Completes and submits all paperwork accurately and in a timely manner.

23. Gains Customer Commitment and Closes Sale: Discusses specifics of the sale (delivery and/or installation date, warranties, product protection plan).

a. Provides complete and accurate information about the specifics of the sale to the customer.

b. Provides complete and accurate information in response to questions about Federal and State laws and regulations pertaining to warranties, guarantees, and returns to customers.

c. Provides clear explanations to the customer.

24. Gains Customer Commitment and Closes Sale: Handles sales transaction.
a. Selects proper equipment and uses it proficiently to process transaction.

b. Performs all components of the transactions accurately, including rain checks, warranty charges, taxes, and discounts.

c. Provides to customer clear, complete, and accurate explanations of all components of the transaction.

d. Provides to customers the correct amount of change.

e. Provides to customers with clear, complete and accurate explanations of company policies regarding payment (e.g., personal checks, credit cards, etc.).

f. Provides to customer a transaction receipt that is correctly documented.

g. Handles merchandise properly for the customer (e.g., remove ink tags, provide boxes, bags).

h. Gives customer a gesture of appreciation (e.g., thank you, complimentary gift, invitation to come back soon).
25. Develops and Implements a Sales Follow-Up Plan: Follows up with customers regarding suggestions for future purchases.
a. Makes suggestions to customers for future purchases, including information on products or services that complement past purchases as well as information on new products or services.

b. Assures that customer follow-up conforms to company policy.

c. Contacts customer in a timely fashion.

d. Provides customer with courteous treatment throughout follow-up.
26. Develops and Implements a Sales Follow-Up Plan: Maintains contact with customers through correspondence, phone calls and casual contacts in community.

a. Maintains an up-to-date and accurate customer information database.

b. Makes contacts that are professional and appropriate.

c. Conducts routine contacts.

d. Obtains and documents information from customer contacts (e.g., suggested changes to sales procedures, satisfaction with products or services, complaints about products or services).
27. Develops and Implements a Sales Follow-Up Plan: Converts returns to exchanges.

a. Addresses customer concerns courteously and in accordance with company policy.

b. Describes options available to customer for resolving concerns.

c. Suggests more suitable products or services to customer.

d. Increases proportion of customers with exchanges rather than returns.

e. Implements warranty and return policies according to company policies.
28. Develops and Implements a Sales Follow-Up Plan: Analyzes and evaluates the effectiveness of prospecting methods, sales strategies, and marketing/merchandising plans, and makes any necessary adjustments.

a. Conducts routine analyses of the effectiveness of prospecting methods, sales strategies, and marketing/merchandising plans, using customer information database, sales data, and any other relevant information.

b. Identifies actual problems, potential problems, and potential for improvements.

c. Conducts regular reviews and revisions of prospecting methods, sales strategies, and marketing or merchandising.

d. Connects adjustments to prospecting methods, sales strategies, and/or marketing/merchandising plans to analyses performed and identification of problems and potential improvements.

e. Increases sales as a result of changes to prospecting methods, sales strategies or marketing/merchandising plans.
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