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Subject: RETAIL 

 

 

Meaning of skill- 

 
 ‘Skill’ is an ability to do a task with pre-determined results within a given period of time, energy, or both. It is 

an ability to do work with expertise. Knowing which skills a person possesses helps determine whether their 

training and experience has prepared them for a specific type of workplace activity.  

For example, requirement of carpentry skills for a carpenter’s job.  

 
Essentials of skill development  

 

Skill development is an important instrument to increase the efficacy and quality of labour for improved 

productivity and economic growth. Skill building is a powerful tool to empower individuals and improve their 

social acceptance.  

                   In terms of retail, it encompasses: 

               

(a) Taking stock of the retail store 

             Assessing where the retailer stands and managing development and taking 

realistic inventory of personal and professional assets. 

 

(b) Creating a plan: 

         Creating a plan for development, it enables the retailer to reach their goals.  

 

                             (c) Creating environment for development:  

         Creating an environment for self-improvement. Consider the following strategies:  

 

• Practice consistent, self-directed learning 

 • Make a note of problems or mistakes  
• Interact with peers at a professional level  

• Pay attention to health  
 

Skills for sales associate: 

 



 
           Here are some of the most important skills you’ll need to become a sales associate. 
 

(a) Patience: 

 Retail associates have the patience to diffuse tough situations with difficult customers.  

 

(b) Attentiveness: 

     A sales associate must focus his or her attention to detail to ensure that transactions are 

processed accurately and the sales floor looks its best. 

 

(c) Communication skills:  

    The required skills include listening effectively and explaining the specific benefits of 

various products and services to customers, clearly explain the information and processes 

to the customer needs to complete a transaction  & maintain a pleasant and approachable 

demeanour.  

 

(d) Product knowledge:  

     One can never answer customer questions or provide accurate information without fully 

understanding the products that one is selling. A sales associate should read all about the 

product. 

 

(e) Use “Positive Language”:  
    Language is a part of persuasion. Customers create perceptions about a retailer based 

on his or her language. Minor changes in conversational patterns go a long way in creating 

happy customers. 

 

(f) Acting skills:  

      Sometimes retailer will have to deal with boring angry customers and complaining 

customers. Every sales associate must have basic action skills necessary to deal and 

maintain their customer. 

 

(g) Time management skills:  

       Retailer must have the capability to solve customer problems in limited time so that he 

or she can think some additional improvement in retail business. 

 

(h) Goal oriented:  

     The retailer sets goals and then use strategies to attain them. Goal orientation is the 

degree to which a person or organisation focuses on tasks and the end results of those 

tasks.  



 

(i) Resilience: 

     Each day is packed with small and large challenges. A sales associate should learn to 

think clearly, make decisions quickly and not take things too personally 

 

Duties and Responsibilities of a Sales Associate  

 

A sales associate is also referred to as a customer services associate. The duties of a sales 

associate are as given below. 

 

(a) Handling problems:  

       Customer inquiries involve complaint handling by sales associate. Sales associates 

ensure that complaints file by customers are valid and solve within bounds of their 

authority.  

 

(b) Assisting sales: 

       Sales associates help customers identify and purchase products they desire. Their 

duties include selling, restocking and merchandising. The goal is to provide high class 

customer service and to increase company’s growth and revenue through sales 

maximisation. 

 

(c) Clerical tasks: 

        A sales associate many a times is required to undertake clerical responsibilities, 

such as obtaining or receiving merchandise, totalling bills, accepting payments, taking 

orders, etc. 

 

(d) Job specific responsibilities:  

        All duties of a sales associate largely depend on the type of retail store. But the 

duties which are specific to their job role include greeting customers, responding to 

questions, improving engagement with merchandise and providing outstanding 

customer service, operating cash registers, managing financial transactions and 

balancing drawers. 

 

 

            Responsibilities of sales or customer service associate  

 



 
 

(a) Interact with customers: 

      Customer service associates may deal with customers face-to-face or they may assist 

customers over phone or via email or chat  programs.  

 

(b) Working directly with customers: 

      A customer service associate deals with customers in retail store. 

 

(c) Resolve the issues of customers:  

       Customers approach sales associates when they face any issues, such as incorrect price 

listed for a product, returns, etc.  

 

(d) Listen to customers: 

       Every customer service associate must listen to the customer. Effective listening helps in 

solving customer problems easily and quickly. 

 

(e) Remain friendly and polite:  

      The sales associate should behave politely with customers. 

                        Special activities of sales or customer service associate 

 • Prepare for customer inquiries  
• Respond to customer inquiries  
• Document customer inquiries  
• Improve quality service  
• Identify new products   

• Update job knowledge  
• Participate in educational opportunities  

                                                   (CONTENT PREPARED FROM HOME)   

 


