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individuals must

achieve when OCCUPATIOManaging
carrying out

functions in the REFERENCE GXJ/(BZOZ
workplace,
together with
specifications of
the underpinning

ALIGNED TONCQ2004/1224.20

Store manageris the person ircharge of the sales and operation of
jewellery retail store.

knowledge and
understandng

Brief Job DescriptionThe individual at workn the jewelleryretail store

manages the sales and operations of the jewellery retail store. The indi

is responsible for the performance of human resource and decide

product management, sales and promotion strategy to be followed at a

: level.

GJSCI, Mumbai

Email Personal Attributes:The job requires the person to be custormantric

T approach, have flair for communicating with different types of custon
f and managing people. The individual should also be presentable and

oriented with integrity indealing with precious metgwellery.
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Qualifications Pack Code G&J/I@B202

Job Role StoreManager

Credits(NVEQF/NVQF/NSQ

[OPTIONAL TBD Version number 1.0

Sector Gems and Jewellery Drafted on 24/07/13
Subsector Jewellery Retailing S AV 30/07/13

Job Details

Occupation Managingthe retail store ENEYAEVEVALEIEEN 15/08/ 15

Job Role Store Manager

Managing the sales and operatwof the jewellery retail store
being responsible for the performance of human resource
the store, and deciding on product management, salasd
promotion strategy to be followed for the store
NVEQF/NVQF level 6

Minimum Educational Qualifications

Role Description

. . L Graduate
Maximum Educational Qualifications
Training Not applicable
Experience 7 to8years in jewellengales
Compulsory:

1. G&J/N8D1 Managestore operations

2. G&JIN820Managesales and human resourcd the
store

3. G&J/IN940 Respect andamtainO2 Y LI vy & Qa |

4, G&J/N942Interactwith colleagues, customers and
others

5. G&J/N943Maintain safe and clean environment

Applicable National Occupational
Standards ()

Optional:
Not Applicable

Performance Criteria As described in the relevant OS units
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onal Occupational Standards Corporation

G&J/N8201 Manage store operations

National Occupational
Standard

Overview

This unit is aboutmanagingthe retail storg shopin-shop,or mall while being responsible far
sales,visual merchandising, store ugeep, managingstore-level producs, driving promotion
schemesand organising carnivals dhe store.
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G&J/N8201 Manage store operations
Unit Code G&JIN8D1

Unit Title :
(Task) Manage the storeoperations

Description This OS unit is abouhanaging the storéncludingactivities such as store upkee
visual merchandising, promotionsiaintaining compliance
Scope This unit/task covers thiollowing:

Manage different operations in the stote ensure:

9 adequate resources are available in various section such as sales, housekeeg
securityandbilling

9 quality and standard is followed by all human resource in their respective wo

9 that the cost of operation of the store is within the working capiitaits

Visual merchandising of the stote decide on:

9 the display style of different types of jewelldérythe store

T 6KS GKSYS 27F LINE RdzO( @ destiRadoscadiivaleé | &

1 the store-level visual merchandisiraspectssuch as window display, signage,
postersandlighting to be used in different section

1 and ensure thestandard themdo be maintained during promotional sales,
carnivals, etc.

9 andensure consistency ithe display of products and in line with organisationa
standards
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Sore level product management:

1 to analyse the sales data of ttstore

i to analyse contribution of sales bgounters, flooror section, type of product,
etc.

9 to decide onstore-levelproduct management including what kind of jewellery t
stock for example Gold or Diamond,bangleor necklace

1 to decideon any new saving schemes to be opeoegroduct promotion needs
to be conducted

Store upkeepo ensure

1 approprate display andafety of jewelleryn the countersand sections

9 that the flooror sectionor storeis clean and is well maintained

{ thatthere are no hazardousr otherY I G SNA I f & G KI G ¢ 2 dz
shopping experience

1 that the floor area is cleaned periodicall

1 housekeeping team for maiains thefloor or store

Execute the promotioner carnivalsconducted during a seasan festival:
f coordinate with sales executivesd floor managers organisinghe O 2 Y LJ-
seasonabr festival salesuch as Diwabr Akshayalritiya
| ensure the sales executivasd floor managers NB I g6 NB 2 F (K
policy with reference to product, discount, offers, eturing the carnival sales

4
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National Occupa

Manage store operations

season

1 ensure thatcustomes are made awarabout theproducts, offers, etgavailable
as a part of the carnival

1 plan for additional human resource and facilities required during the season §
and make arrangement for the same

Ensure compliance in the store

i organisational compliance is maintained by all such as wearing uniforms

9 all relevant documents of the storguch as taypapers,nvoice, agreements,
contracts, etc, areupdated and maintained for ready reference

1 regulatory and statutory requirements sushfety equipments installation, etc.
are maintained and followed

Performance Criteria(PC) w.r.t. the Scope

Element

Visual merchandising

Performance Criteria

To be competent, the user/individual on the job must be able to:
PC1. avoiddeviation in the visual merchandisiigN2 Y O 2 Standlad=® Q &
PC2. receive gooduastomerreview ondisplay of products

Sore level product
management

To be competent, the user/individual on the job must be able to:
PC3. maintainadequate stock of jewellery at appint of time
PC4. avoid stoclkshortagewhen a customer asks for a jewellery

Store upkeep

To be competent, the user/individual on the job must be able to:
PC5. have awell-maintained and clean retail area
PC6. addresscustomer complaints andegativefeedback on retaiénvironment

Organisingcarnivals
for promotional sales

To be competent, the user/individual on the job must be able to:
PC7. achieve the ales value of thetore during the carnivabr offer season
PC8. addresscustomer complaints andegativefeedbackduringcarnival sales
PC9. maintain the standards decided for the particular season sale

Ensure compliance

A. Organizational
Context

(Knowledge of the
company /
organization and
its processes)

Knowledge and Understanding (K)

To be competent, the user/individual on the job must be able to:
PC10.comply with regulatory and organisation rules
PC11.avoid any deviation from general standards anquieements

The user/individual on the job needs to know and understand:

KALl. c2 Y LJ- y éidiea on:lB2r§onnel managemerglevant legislation,
standards, policies, and procedures followed in the company

KA2. 2 NBIF yAal A2y Qa KAAG2NE FyR Odz (dz

KA3. organisationstructure

KA4. O2Y LI yeQad @FNAR2dza al gaAy3a aoOKSYS

KA5. O2Y LI yeQa LRftAOASAE NBfFGSR (2 RNJ

KA6. documentation andeporting practices followed in the organization

KA7. return and exchange poles followed by the company

KA8. O2YLJ yeQa aitz201 YrylF3aSYSyid LRtAO

KA9. O2Y LI yeQa 2NRSNJ LINROdzZNBYSyid LINERO

KA10.company policy on visual merchandising and the signage to be used

KA11.0 2 Y LJI cdrdival Zales policy on price, discounts, offers, product catego
wise offers, etc.
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G&J/N8201 Manage store operations
B. Technical The user/individual on the jobeeds tohaveknowledge of
Knowledge KB1. jewellery retailing and major difference from other forms of retailing

A. Core Skills/

Skills (S) [Optional]

KB2. visual merchandisingype and style of display to be adopted, display
equipmentswhich would not affecthe product,etc.

KB3. retail store management which includésiman resource management,
coordinating with external agencies, admin activities, etc.

KB4. security procedures, mat&l movement, etg.to be followed

KB5. regulatory and government requirements on jewellery retailing

KB6. O2 Y LJ cgrdpiinace requirementapplicable toretailing

KB7. industry trends and deciding on jewellery to be stocked accordingly

KB8. general industry trends such agasomlity effects, @ld price and festivals to
estimate demand

KB9. forecasting and estimation of product requirement considering various
parameters for jewellery product sales

KB10. basic finance, budgeting and accounting

Readng and Writing Skills

Generic Skills

The user/ indiidual on the job needs to
SAl. read the sales datand do analysis
SA2. maintain and record theales datdor storeor sectionor counter
SA3. prepareconsolidatedreport on stocksn the store periodically

CommunicationSkills

The user/individual on the job needs to know and understand how to:
SA4. coordinate withsales executivefloor managersindother departmentsn the
retail store for various purposes
SAS5. inform sales executiveand floor managerabout the promotion, offers and
pricing policy to be followed during seasonal sales

C. Professional skills

Computer Skills

The user/individual on the job needs to know and understand how to:
SB1. operate the computer
SB2. use computer system and software for recordsajes, account of stocland
for various purposes

Analytical Skills

The user/individual on the job needs to know and understand hoantdyse the
SB3. data available and take decision such as demestnation
SB4. sales pattern and take measures to increase the contribution of floor sale

Leadership Skills

The user/individual on the job needs koow and understand how to
SB5. Y2UA@IGS KdzYly NBaz2dzaNOSa (G2 02YLJ
SB6. helphuman resources achieve sales targets
SB7. communicate different processes, procedures, standards, targets, etc. to
followed
SB8. teach by examples
SB9. give feedback in order to increase performance of human resources

6
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SB10. provide a work environment conducive to achievingellence
SB11.provide a pleasant shopping experience to customer

Decision making

The user/individual on the job needs to:
SB12.decide on what type of product to be stocked or displayed considering
seasonality and other parameters
SB13.decide on what type aflisplay, style to be chosen for visual merchandising

Problem ®lving

The user/individual on the job needs to:
SB14.resolve any human resource related disputes or conflicts
SB15.resolveamicably, disputes with dissatisfied customers
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G&J/N8201 Manage store operations

NOS Version Control

X
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National

Skill Development
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NOS Code G&J/N8201

Credits(NVEQF/NVQF/NSQ
[OPTIONAL

TBD Version number

Industry Gems and Jewellery Drafted on
Industry Subsector Jewellery Retailing Last reviewed on

Next review date

1.0

24/07/13

30/07/13

15/08/15
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G& J/IN8202 Manage sales and human resources

National Occupational
Standard

Overview

This unit is aboubeing responsible fomanagingsales,human resource and jewellery stock
at the jewelleryretail store, shopin-shopor mall.
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Manage sales and human resources

Unit Title Manage sales and human resouice
(Task) °
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Description This OS unit is about dealing with managing sales, the stock and human resourc
the storeand is responsible fats performance
Scope This unit/task covers the following:

Managesales
9 assist sales process in the floshenever required
9 conduct camps for opening saving scheme account
9 assess the sales data everyday
1 analyse and take corrective action whenever there is a fluctuatidhe sales
pattern

Plan strategy for increase in sales
9 decide on the strategy to increase the saletumein the store
9 decide on the strategy to increase the footfalls in the store
9 decide on the strategy to widen the catchment area of the store
9 decide onthe promotional strategyto be adopted for the store

Manage the human resourde the store
9 recruit appropriate human resource for the job
TONFAY KdzYly NB&2dzNDOS w2y GKS 2200
1 set sales target fofloor managers, taking into consideration their competency
andseasonality of business
review thesales target set for sales executives by the floor manager
review the performance of sales forperiodically
recommend for recognitionr training of personnebased on performance
decide on the sales force tee deployed folconducing camps for savingcheme
solve human resource issues such as absenteeism
decide on weekly off for individual customer service execudive floor manager

= =4 =4 =4 -8 =9

Manage the stock in thstore
1 ensure proper stock maintenande all the retail counters and sections
9 review the stocknanagement record
1 maintainadequate stoclof variousproduct categories athe section or counter

Review the sales performante analyse:
9 sales data generateelvery day
T SESOdzi A 3SaQ | ydroriancg Badd dhisglds 3 S NI &
1 sectionor floor wise sale value ¢xample gold, diamond, etc)
9 product category wissales value

10
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Performance Criteria(PC) w.r.t. the Scope

Element
Managesales

Performance Criteria

To be competent, the user/individual on the must be able to:
PC1. achievesalesversusthe target set for thestore
PC2. ensure that alestarget is met foreach product category in thetore
PC3. open or sell targeted number shving schemes account
PC4. achieve the averagedket size (sales value per customi@nthe store
PC5. achieve highales conversion rate in th&ore

Plan strategy

To be competent, the user/individual on the must be able to:
PC6. achieve increase in sales value by the sales strategy adopted
PC7. achieve increase in footfall of customers in the store

Manage the human
resource

Tobe competent, the user/individual on the must be able to:
PC8. motivate sales force to achieve the sales target
PC9. restrict the number of human resource issues raised in the store or avoid
them
PC10.address customer feedback sales executiveand floor managers

Manage the stock

To be competent, the user/individual on the must be able to:
PC11.maintainrecord of daily account of stock as per store rules
PC12.avoid over stocking astock shortage of any product category in the counte

Review sales
performance

A. Organizational
Context

(Knowledge of the
company /
organization and
its processes)

Knowledge and Understanding (K)

To be competentthe user/individual on the must be able to:
PC13.interpret sales data and understand the sales pattern and performance of
store
PC14.decide on actions to be taken based on analysiatéds and other relevant
data
PC15.plan and strategise for short term and long term based on available
information

The user/individual on the job needs to know amnttlerstand:
KAL. 2 YLI yeQa LRftAOASE 2yY t SNA2YYySt
standards, policies, and procedures followed in the company
KA2. c2 YL yeQa alfSa LRftAoe

KA3. c2 YLl yeQa @I NAR2dza al gay3a a0OKSYS 2
KA4. c2 YL y& Qa KdzYly NB&az2dz2NOS LRt Aode
KA5. c2 Y LI y @ Q &elatddd tb dreé34icB8de and etiquette

KA6. c2 YL yeQa adG201 YIylFr3aSYSyid LkRftAoe

KA7. O2Y LI yéQa LISNR2YYySt LRfAaoe

KA. c2 YL y&Qa LISNF2NXIyOS LN AAalf L
KA9. 2 NBI yAal GA2yQa KAAG2NE FyR Odz (dz
KA10.documentation and reporting practices followed in the organization

11
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G&JINB202 Manage sales and human resources
B. Technical The user/individual on the job needs to know and understand:
Knowledge KB1. jewellery value chain

A. Core Skills/

Skills (S) [Optional]

KB2. precious metalsheir characteristics andifferences

KB3. different types of diamong precious stones, semi preciogemstonesand
their characteristics

KB4. Jwellerycharacteristicsuch as karatage, calg fineness, hallmarking,
gemstonecut, clarity, carat and colowndgrading process

KB5. different types of jewellengtyles,origin, making technique and value of
components

KB6. jewellery making process such as handmadsting, machine made,
electroforming

KB7. jewellery preferences of customers from different geographies or a
communityor occasions

KB8. jewellery industry trends and fashion

KB9. seasonality of jewellery sales

KB10. competition, their products practices and pricing

KB11.demographics of théocation

KB12. marketing and various promotional methods

KB13.regulations and standards of jewellery industry

KB14.regulatory requirements of retailing

KB15. human resource management

KB16. marketing and promotions management

Reading andNriting Skills

Generic Skills

The user/ individual on the job needs to know and understand how to:
SAl. record the sales data on a periodical basis
SA2. read the sales data of sales executiaes floor managerto take appropriate
decision for their career progression

Communication Skills

The user/individual on the job needs to know and understand how to:
SA3. interact and resolve customer concerns
SA4. interact with sales executivesnd floor managers to improve sales
SAbL. Interact with corporateoffice as perequirement

A. Professional skills

Managerial skills

The user/individual on the job needs to know and understand how to:
SB1. manage the human resource in tisgorewhich includes setting sales target,
review of perbrmance, scheduling of work
SB2. address the grievance of human resousraployed atthe store
SB3. monitor the sales of the counters on the floor section andespond to any
concerns
SB4. motivate human resource in the work

Analytical Skills

The user/individual otthe job needs to know and understand how to:
SB5. analyse the sales data and appropriate information to decide on stock an
sales management

12
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SB6. analyse sales data of sales executivel floor manageto review their
performance

SB7. analyse demography of the locatiom decide on type of jewellery to stock,
marketing activity to undertake, etc.

SB8. 'yl feasS O2YLISGAGAZ2Y LISNF2NXI yOS
performance

Using Computer System

The user/individual on the job needs to know and understand twow

SB9. use computer and internal software to understand the stock availability,
pricing, counteiand sectiorwise sales data and other relevant details

SB10. use internet for online catalogue displeseeking industry informatioand e
mailing

Problem Solving

The user/individual on the job needs to know and understand how to:

SB11.resolve human resource issues arising in the work
SB12.resolve any issuas problems faced by the customer

13
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Gem & Jewellery Skill Council of India

G&J/IN 9940 Respect and mintainc ompany 6s | PR

National Occupational
Standard

Overview

CKAA dzy Al A& 02dzi NBaLISOGAYy3a AydaSttSOiGdz ¢ L
designs. Intellectual property and Unique Selling Proposition is what makes a particular
product or brand or company attract the customers to its products. This is an important
GAaSONBiGe 2F ye 2NHBFIYATIFIGA2Y YR KSyOS Aa | O

15
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companyos

National Occupational Standards

Respect and maintain

G&INE94D

Description CKAA h{ dzyAld A& |062dzi LINRPGISOGAYy3 02V
being disclosed to competitors
Scope This unit/task covers thillowing:

t NEGSOG O2YLIl yeQa LyuaStfsSOidzZ t t NRLIS
to prevent leak of new designs/ plans to competitors by reporting on time

G2 06S g NB 2F Ftye 2F O2YLIlyeQa L
G2 LINBGSyd S+ 27 OQodidiidngl str@egied INR O
to report IPR violations observed in the market, to manager or company he

= =4 A A

Performance Criteria(PC) w.r.t. the Scope

Element
Maintaining IPR

A. Organizational
Context

Knowledge and Understanding (K)

Performance Criteria

To be competent, the user/individual on the job must be able to:
PC1.6S F6FNB 2F O2YLIlyeQa O2RS
PC2. notinvolve in IPR violations

2F 02y

The user/individual on the job needs to know and understand:

KAL. O2 YL ye Qa LIt A OA S astarigfas, safefy@iharardd S
code of conduct, integrity and IPR, and personnel management
work flow involved in entire sales process followed in the company
AYLRNIFYOS 2F (KS AYRAGARdZ f Q&
KA4. reporting structure
KAS5. market trends

KAZ2.

KA3. NJ

B. Technical
Knowledge

Skills (S) [Optional]
A. Core Skills/

The user/individual on the job needs to know and understand:
KB1. patents and IPR laws
KB2. how IPR protection is important for competitiveness of a company

Communication Skills

Generic Skills

The user/ individual on the job needs to know and understand how to:
SALl. effectively communicate any observed IPR violations or order leaks

B. Professional Skills

Decision making

The user/individual on the job needs to know and understand how to:
SB1. report potential sources of violations

Reflective Thinking

The user/individual on the job needs to know and understand how to:
SB2. learn from past mistakes and report IPR violations on time

16
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Critical Thinking

The user/individual on the job needs to know amtlerstand how to:
SB3. spot signs of violations and alert authorities in time

17
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G&J/N9942 Interact with colleagues, customers and others

National Occupational
Standard

Overview

This unit is about interacting and coordinating with the personnel of the other departments
in the retail store, clientsand seniors.

19
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Interact with colleagues, customers and others

(Task)

Description This OS unit is about interacting and coordinating with the personnel of the (¢
departments in the retail organisation

Scope This unit/task covers the following:

Coordinate with salesxecutives
i to train them on product and retail knowledge
9 to understand the sales information periodically
1 for any issues faced by the human resource

Interact with customers
1 to understand their requirements
i to address any issues

Coordinate with corporatbeadquarters

1 to understand the sales target for the store periodically including long term
vision for the store
to understand promotion seasonal sales period and details of the sale
to know about organisational pricing and product management policy for the
period
9 to understand the budget for working capitafl the store

1
1

Coordinate with inventory controlleo
1 replenish stock
1 value oldgold jewelery for exchangeas received frontustomers
1 inform about any loss of goods

Coordinate with factory
1 to trackthe status of the customized jewellery order
1 to track the status of replenishment or new jewellery arrival

Coordinatewith cashier
9 to understand the sales value, ticket size, etc.
i to ensure regulatory requirements are maintained and followed

Coordinatewith housekeeping personn&
i arrange refreshments for customeland guests
 maintain clean work environment

20
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G&J/N9942 Interact with colleagues, customers and others

Performance Criteria(PC) w.r.t. the Scope

Element Performance Criteria
Coordinating with To be able to competent, the user/individuzh the job must be able to:
others PC1. carry out role requirements and responsibilities as per company training

PC2. promptly escalate concerns and problems encountered
PC3. address anygoncerngaised

Knowledge and Understanding (K)

A. Organizational The user/individual on the job needs to know and understand:
Context KAL. 2 YL}l yedQa LRtEAOASA 2yY t SNE2YYSt
(Knowledge ofhe standards, policies, and procedures followed in the company

KA2. organisationabtructure A 3
at q KA3. rSGFAf a0G2NBQad KASNI NOKAOIFIf FyR N
organization an KA. O2YLI yeQa LISNRA2YyYy St LRt AOe

company /

its processes) KA5. documentation and reporting practices in organization
KAB. organisation history and culture
B. Technical The user/individual on the job needs to know amdlerstand:
Knowledge KB1. roles played by the other departments in serving the customer

KB2. appropriate personso contactfor various functions, for example loss of sto
needs to be reported to inventory controller

KB3. functional and process knowledge of other departmentsitalerstand the
terminologies used during the interaction

Skills (S) [Optional]

A. Core Skills/ Writing Skills
Generic Skills

The user/ individual on the job needs to know and understand how to:
SAl. raise request to coordinate with other departments in the system such as
order placement

CommunicationSkills

The user/individual on the job needs to know and understand how to:
SA2. communicate effectivelyvith other department personneln order to
achieve smooth sales
C. Professional skills§ Problem ®lving

The user/individual on the job needs to:
SB1. report anyconcerngo senior management
SB2. reports any stock relatkissues to inventory controller

Teamwork

The user/individual on the job neetis:
SB3. understand how to resolve conflict at work
SB4. understand that interpersonal concerns must not affecganisational
objective
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G&J/N9942 Interact with colleagues, customers and others

NOS Version Control
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National Occupational Standards

G&J/N9943 Maintain safe and clean work environment

National Occupational
Standard

Overview
This unit is about maintaininga safe and clearretail counter in orderto enable error-free

sales and provide a better shoppingxperience for the customerSafety of jewelleryand
customers at stores is an important aspeof jewellery retailing.
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