


RETAIL BUSINESS 
Unit 1 – Customer Experience  

 

3.1 

Questionnaire 

A set of printed or written questions with a choice of answers 

1. Mystery shopper 

2. A person employed to visit a shop or restaurant incognito in order 

to assess the quality of the goods or services. 
 

Principles of customer service 

1.1 
Greeting the customer  Introduction, signs etc.   

Interacting with the customer  shop floor, tills etc. 

Building a rapport  name tag, being helpful etc. 

Identifying customer needs  survey, secret shoppers, questioning on tills etc. 

Providing services and facilities for customers  signposts, toilets, parking etc. 

Encouraging feedback from customers  encourage online survey (prize), staff questioning etc. 

Meeting legal requirements  health and safety regulations, age restrictions etc.  

Situations when customers interact  
1.2 

 Greets customers  

 Point of sale  

 After sales  

 Complaints  

 Advice   

 Requesting feedback  
 

1. Existing  
2. New 
3. Individuals 
4. Groups 
5. Different age groups 
6. Different cultures/ethnicity 
7. With additional needs 

 
 

 
 
 

 
  
 
  
 
 
 

 

Meeting expectations 
2.2 

Brand image newest products, wide range of products, good quality etc.  

Cost of service value for money, special occasions etc.   

Customer relationship customer service, memberships etc.   

Quality of service  friendly, efficient etc.   

Meeting needs rapport, information, stock availability etc. 

Needs of different customers 
2.1 

Communication  new needs signs of where products are, wheelchair access signposted etc. 

Availability  stock available to existing customers etc. 

Health and Safety new customers need to feel safe etc. 

Advice  individual is on their own so needs support etc. 

Accessibility  online needs to have required stock and information etc. 

Information staff need to be informed to help customers of all types etc. 

3.1 



RETAIL BUSINESS 
Unit 2 – Retail Business 
 

 

Forms of retail business 
 

Stores / Shops 

Shops and Stores can be 
described as physical 
(traditionally bricks and mortar) 
and either permanent or 
temporary.  

Online retailing 

Sometimes known as E-tailing, is 
a form of electronic commerce 
which allows consumers to 
directly buy goods or services 
from a seller over the Internet.  

Multi-channel 

Using more than one of the retail 
channels to sell through. For 
most retailers this means selling 
in a physical store and online.. 

 

Hybrid 

A hybrid is a mix of two things to 
form one. Hybrid retail stores link 
the importance of a physical 
store with E-commerce and / or 
hospitality and leisure facilities.  

 

Concessions 

The owner of the concession pays 
another business / retailer in 
order to sell their products in 
their premises / store.  

 

Temporary 
shops 

Temporary or 'pop-up' shops 
often use vacant premises for a 
short period of time.  

 

Markets 

Indoor or outdoor – these can be 
general markets or specialist 
markets, such as arts and crafts 
markets, French, Christmas and 
Farmers' markets. 

 

Franchises 

Franchising is an agreement in 
which one business (called the 
franchisee) buys the right to sell 
the goods or services of another 
business (called the franchisor), 
and is allowed to use the 
franchisor's name. 
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