NRF FOUNDATION

RISE UP

CUSTOMER
SERVICE & SALES

CERTIFIED SPECIALIST

CUSTOMER SERVICE
& SALES

TABLE OF CONTENTS

NRF FOUNDATION

RISE UP



CUSTOMER SERVICE & SALES G

Table of Contents

Welcome to RISE Up 9

1. Retail Industry Overview 1.1 Welcome to Retail n
ODBJECTIVES ettt e 1
What IS RetAIl? o 12
Exercise 1: How Many Retailers Can You Name? .....ccccceeveueenene 13
Exercise 2: Begin Your Retail Career Planner: Products and
SEIVICES oottt sttt ettt e e re e se e e e ereeae s 14
Distribution Channels ... 14
Product Distribution Channel Options ..o, 14
Retail ReiMagined ... 16
Multichannel and Omnichannel Retailing ......cccooeviviieiiiciccenn, 18
Benefits of Omnichannel Retailing ... 19
Exercise 3: Retail Channels - How Do You Buy?.......cccceceeivenenen. 20
Types of Retail OWNEISNIP .o 22
Exercise 4: Retail Career Planner: My Ideal Retail Job .............. 23
The Ever-Changing Future of Retail ..o, 24
Retail Innovation - You’re in Charge! ..., 25
The Economic Impact of Retail ..o, 26
Career Spotlight: Lead Pharmacy Technician, Kroger ............... 30
Knowledge ChECK ... 32
1.2 Understanding the Customer 34
ODBJECTIVES ottt 34
Recognizing the Customer’s Mindset ..., 35
Customer MINASETS ..o 36
Exercise 5: What Kind of Customer Are You?.......ccoeeiveeiennans 37
The Customer Loyalty Life CYCle .. 39
The Customer Loyalty Life Cycle Disruptions .......ccccceceeeeveeenenee. 39
Exercise 6: Your Experiences with Customer Reviews .............. 40
CoNSUMEYr BENAVIOL ..ot 40
The Five-Stage Decision-Making ProCess .......ccocoevvvveeieieeeenens 41
Exercise 7: You Try It! The Consumer Decision-Making Process 42
Your Role in Customer Purchase DecCiSions .......cccoevvveeicieiennnn, 43
Social Media and Customer Purchase Decisions ......cccccceeeveunee. 44
Retail TEChNOIOGY oo 45
Exercise 8: Retail TeChNOIOGY ..o 47
Knowledge ChECK ... 48
1.3 The Value of Customer Service 50
ODBJECTIVES ettt 50
Company Brand and CUlture ... 50
Exercise 9: Retail Company Brand - You Design It! .................... 51
Why Quality Customer Service Is Important ..o 52
The Impact of Poor Customer Service ......icvieecccieeeeeenn, 53
Exercise 10: Your Service Experiences Revisited ........cccocvenene. 53

Knowledge ChECK ... 54



CUSTOMER SERVICE & SALES

2. Know Before You Sell 2.1 Knowing Products and Service 56
ODBJECTIVES ettt e 56
Features and Benefits ... 57
Product Knowledge and Customer Service .......ccoveeeeeecvecnnennns 58
Exercise 11: Assisting a Customer with Product Location ........ 60
Exercise 12: Providing General Information .......ccccceoeveiieiiennnes 62
Exercise 13: Offering In-Depth Product or Service Knowledge 64
Continuous Learning - It’s About Your Mindset .......cccceveeenee 65
KeeP ON LEAINING .ottt 65
Exercise 14: Putting it All Together: Product or Service
KNOWIEAGE .o 66
Knowledge ChECK ... 67
2.2 Knowing the Customer 69
ODBJECTIVES et 69
Making a Connection with a Customer ..., 70
Exercise 15: The Neglected Customer ......cococvvvieeiececcccsceen, 71
Exercise 16: Connecting with a Customer .....ccccocevevivecvcvceenee. 72
Assessing a Customer’s Needs and Interests .....ccccevveeeeveceenee, 73
Gathering INformation ... 74
Exercise 17: Open-Ended QUESLIONS ....cccceevevcicicececece e 75
Listening to Customers and Confirming Their Needs ............... 76
Exercise 18: Confirming Customer Needs - Flipping the
SCrIPT = Part | o e 77
Exercise 19: Confirming Customer Needs - Flipping the
SCrIPT = Part ] e 78
Knowledge ChECK ... 79

3. Selling and Service 3.1 Meeting the Customer’s Needs 81
ODBJECTIVES ettt 81
Satisfied CUSLOMEIS ..ot 82
Exercise 20: Matching the Customer Expectation ........ccc.c....... 83
Personalizing Service to Meet Customer Needs .......cccceeveenenn. 84
Exercise 21: Features and Benefits - You Try It! ..o 86
Pricing Preference CIUES ...t 90
Recommending Comprehensive Solutions ..., 92
Exercise 22: Cross-Selling ... 93
AdA=0N SEIVICES ..ottt 94
Explaining the Return POIICY ... 96
Presenting Loyalty Programs ... 97
Exercise 23: Quality Customer ServicCe ......ccocvevevecececeeceieeen, 98
Responding to Undecided Customers
and Overcoming OBJECLIONS ....cccccvcicicceeee e 100
Exercise 24: Responding to an Undecided Customer ............... 101
Career Spotlight: Assistant Store Leader, PetSmart ............... 102

Knowledge ChECK ... 104



CUSTOMER SERVICE & SALES

3. Selling and Service 3.2 Making the Sale 106
ODBJECTIVES ettt e 106
CloSIiNG the SAle .. 106
Exercise 25: The Importance of ACCUraCy .....ccccoeeevvereevceciereenenn, 107
Processing TranSaCtioNS......cccvcvce e 108
Completing the Transaction ..., 108
Processing Cash Transactions .....ccccoveviiccecicccceeeeeee e 108
Making Change CorrecCtly . 109
Exercise 26: Making Change ....cccccceveiiciesicceceeee e 109
Credit and Debit Card Transactions ..., m
MODbIle PAYMENTS ..o 112
Customers Evaluate ServiCe ... 13
Knowledge ChECK ... 14
3.3 Loss Prevention And Workplace Safety 116
ODBJECTIVES et 116
Profit Preservation ...t 17
External Theft: Shoplifting ..o 18
The CRAVED MOl ... 119
[dentifying ShOPRITLErS. ..o, 119
Shoplifter BENaVIOrs ...t 119
Discouraging Shoplifting through Customer Service ................ 120
Responding to SNOPLIftiNng ..o 121
Common Retail Scams and Schemes ..., 121
Reporting Known INventory LOSS ... 122
External Theft: Customer Fraud ..., 123
External Theft: Ecommerce Fraud ......ccooveeieeicieiceceeeeeeen 124
Internal: Employee Theft .., 126
Internal: Employee Fraud ... 126
OpPerationNal ErrOrS . 127
WOrKplace VIOIENCE ... 127
Knowledge ChECK ... 128

4. Performing Your Best 4.1 Furthering Your Customer Service Skills 130
ODBJECTIVES ettt 130
Nonverbal CommuniCatioN ... 131
Exercise 27: Body Language CUES .....ccccceeieiceceeececeee e 131
The Eight Primary Elements of Body Language ........cccceveueuee... 132
Exercise 28: The Message You’re Sending .......coceceeeveveecciecnenn, 134
Identifying Customer Body Language CUe€s ........cceceeveeveeveennee. 135
Handling Multiple CUSEOMErS .....ccccv i 136
Exercise 29: What Should You Say? ..., 138
Addressing Customer Complaints with Service Recovery ...... 139
Exercise 30: Service RECOVEIY ... 141
Processing Product Exchanges and Returns ......cccccceveeveieineenen. 142

Converting Returns to EXChanges ......cccoceieveceiecece e 142



CUSTOMER SERVICE & SALES

4. Performing Your Best

4.1 Furthering Your Customer Service Skills

Exercise 31: Converting Returns to Exchanges ......ccocceeeveennene 144
Growing Your Clientele ... 146
Exercise 32: Building Your Clientele ..., 147
Following Up With CUSTOMErS .....cvcicicicececceee e 148
Asking for Help and AdVICE ...t 151
Knowledge ChECK ... 152
4.2 Your Brand Is You 154
OBJECTIVES ottt b e st ereaae 154
Presenting Employability Attributes ..., 155
Employability Attributes and Professionalism ........ccccccveeveennen. 156
Exercise 33: Interpersonal Skills Reflection ..., 158
Foundational KNOWIEAge ... 159
Exercise 34: How MUCh IS ThiS? ... 161
Exercise 35: Observe Others ... 162
Exercise 36: Retail Career Planner: Describe Your Experiences 163
Presenting a Professional LOOK ..o 163
Effective CommuNiCation ... 164
The Four Verbal Communication Styles ..., 164
Exercise 37: Identify Verbal Communication Styles .................. 167
Communicating with Customers on the Phone .......ccccccevnenis 168
Digital CommuniCation ... 170
Exercise 38: Writing an EmMail ..o 171
Taking Care of YOUrSelf ... 172
Guarding Your Mental Health ... 174
Limiting DistraCtions ... 174
Exercise 39: My Retail Profile: Well-Being Action Plan ............. 174
Knowledge ChECK ... 175
4.3 Professionalism in the Workplace 177
ODBJECTIVES ettt 177
TEAMWOIK .ttt ettt e e e eaeeneenas 178
Exercise 40: Teamwork Reflection ..., 179
Solving Problems EffectiVely ... 180
Exercise 41: Brainstorm Solutions ..., 182
Exercise 42: My Retail Profile: Solving Problems .........ccccccuvnunen. 182
Effective Time Management ... 183
Exercise 43: Prioritization ... 185
Holding Yourself Accountable ... 186
Using Technology Effectively ... 187
Recognizing and Achieving Goals .....ccccceeieviiciescceeeeee, 188
Developing SMART GOaAlS oo 189
Exercise 44: SMART GOaAlS ..o 190
Following Company Policies and Processes .......ccccoccvvevvevvevennenen, 191
Work Scheduling and Time Off ... 191

Knowledge ChECK ... 192



CUSTOMER SERVICE & SALES

5. What’s Next?

5.1 Finding a Job 194
ODBJECTIVES ettt e 194
Exploring Entry-Level Retail JOBS ....ccooiiiiieeeeeeeec 195
Exercise 45: Retail Career Planner: What | Like ....c.ccccevevveeene, 196
Types of Entry-Level Retail JOBS ..o 197
Entry-Level Job Description Examples .....ccccooeviiiececcceciccene 198
Exercise 46: EXPlOring JOBS ... 199

The Equal Employment Opportunity Commission (EEOC) .... 199
Career Spotlight: Senior Lead of Customer Service, Old Navy 200

Searching for JObSs ONlINe ... 202
Using the NRF BOard ... 203
Exercise 47: Searching for Jobs Online ........cccccoveiieeiececccece, 205
Exercise 48: Retail Career Planner: Find Three Jobs ................. 205
Building Your NetWOIK ... 206
Exercise 49: Retail Career Planner: My Network .......ccccceevennenea. 207
Maintaining Your NetWOIK ... 207
Your Network Can Help You Find @ JOb ..o, 208
Creating an Elevator PitCh ... 208
Exercise 50: Retail Career Planner: Elevator Pitch ..................... 209
Knowledge ChECK ... 210
5.2 Getting the Job 212
ODBJECTIVES it 212
Crafting an Accurate ReSUME ... 213
Step 1: Identify KeYWOrdS ...t 214
Exercise 51: Identify KeyWOrds .......ccooeiiiviieieeceeccec e 214
Step 2: Define Your ObjJecCtiVe ... 215
Exercise 52: Retail Career Planner: Define Your Objective ...... 215
Step 3: List Your Skills and EXperience ......cceveveeeeeveeecececnene, 216
Exercise 53: Retail Career Planner: Your Skills and

EXPeriences, Part | ..o 216
Exercise 54: Retail Career Planner: Your Skills and

EXperiences, Part Il ... 216
Building the Skills and Experiences Section on Your Resume 217
Identifying and Organizing Your Accomplishments ................... 218
Exercise 55: Retail Career Planner: Your Skills and

Experiences, Part Hl ... 218
Step 4: List Your Educational EXperiences ......cococvveieieiecenns 219
Exercise 56: Retail Career Planner: Write Your Educational
EXDEIENCES ..ottt 219
Step 5: Describe Your Awards and Achievements ... 220
Exercise 57: Retail Career Planner: List Your Awards ................ 220

Step 6: List Your Volunteer Work and Extracurricular Activities 221
Exercise 58: Retail Career Planner: List Your Volunteer Work 221

Step 7: Choose a Resume Format ..o, 221
Step 8: Develop a Qualifications SUMMArY ....cccoeveveviecececieien, 222
Exercise 59: Retail Career Planner: Write Your Qualifications

10T 0010 =T RSO URUTOTR 222
Step 9: Get Feedback on Your Resume .......ccoccevevveiececceceeeens 224

Step 10: Print Copies of Your ReSUME .....cccccceieeiciecieieccecceeenas 225



CUSTOMER SERVICE & SALES

5. What’s Next?

5.2 Getting the Job

Exercise 60: Building Your RESUME ......cccoveieveiiicece e 225
Using an Online Job Application System ..o, 226
Parts of an Online ApPplication ... 227
ShiNiNG iIN @N INEEIVIEW ..o 228
Common Interview QUESLIONS .....ccoccicieeiicece e, 229
Exercise 61: Retail Career Planner: Common Interview Questions 231
Exercise 62: Asking the Right Questions .......ccccocecviieiiiciccienen, 233
Exercise 63: Writing a Thank-You Note to Your Teacher .......... 240
Using Good Judgment on Social Media ....cccccovvvecececceciccee 241
Reviewing @ JOb Offer ... 242
Your First Day on the JOD ... 244
Being a Good EMPIOYEE ... 244
Knowledge ChECK ... 246
5.3 Growing Your SKkills 248
ODBJECTIVES et 248
Receiving and Applying Feedback ..., 249
Exercise 64: Receiving FeedbacK ..., 250
Exploring a Retail Career Path ... 250
Building Your Career in Retail ..., 252
Achieving Career GOAlS ... 255
Considering Cross-training vs. Specialization .......cccccoceeevevennee. 256
Additional PracCtiCes ...t 256
Personal Career Planning ... 257
Career Spotlight: Arch Expert, Ulta Beauty ......ccoeeviiiciicnens 258
Exercise 65: Take a Look Ahead - Online Research Activity .. 260
Knowledge ChECK ... 262

Congratulations! 264

Appendix A - Retail Career Planner 266

Appendix B - Glossary 292

Appendix C - Answers to Knowledge Check Questions 302




