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UV20354
Understanding the handling of 
customer payments in a retail 
business

The purpose of this unit is to provide you with knowledge 
and understanding of the cashier’s responsibilities in terms 
of processing payments at the payment point within retail 
businesses.
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On completion of this unit you will:

Learning outcomes Evidence requirements

Understanding the handling of 
customer payments in a retail 
business

1. Know the methods of payment accepted 
from retail customers

2. Understand the risks involved in handling 
payments

3. Understand the cashier’s responsibility for 
providing service at the payment point

4. Understand the cashier’s responsibilities 
when processing age-restricted goods at the 
payment point

1. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the ‘Knowledge’ section of this 
unit. This evidence may include projects, 
assignments, case studies, reflective 
accounts, oral/written questioning and/or 
other forms of evidence.

2. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes. All 
outcomes must be achieved. 

3. External paper                                          
There is no external paper requirement for 
this unit.

UV20354 3



Achieving knowledge outcomes

Developing knowledge

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below: 

• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies

Where possible your assessor will integrate 
knowledge outcomes into practical observations 
through oral questioning.
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Knowledge

Outcome 1 

Know the methods of payment accepted from retail customers

You can: Portfolio reference 

a. List the methods of payment typically accepted by retail 
businesses and describe how each is processed
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Outcome 2 

Understand the risks involved in handling payments

You can: Portfolio reference

a. Describe how errors can arise when accepting cash payments at 
the till, and explain how these can result in losses

b. Identify the security risks that may arise when handling payments
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Outcome 3 

Understand the cashier’s responsibility for providing service at 
the payment point

You can: Portfolio reference

a. Outline the cashier’s key responsibilities for serving customers at 
the payment point

b. Identify common problems which can arise at the payment point 
and describe how the cashier can resolve or refer these

c. Describe additional services which are often offered to customers 
at the payment point, such as cash-back or wrapping

d. Describe how the cashier can help to promote additional sales at 
the payment point
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Outcome 4 

Understand the cashier’s responsibilities when processing 
age-restricted goods at the payment point

You can: Portfolio reference

a. List the types and age restrictions of products which can be sold 
only to customers, or by employees, who are over a minimum age 
specified by law

b. State the consequences for the cashier and the business if legal 
age restrictions are not complied with

c. Describe the cashier’s responsibilities for helping to ensure that 
legal age restrictions are complied with
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Outcome 1: Know the methods of payment accepted from retail customers

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.
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Processing: Cash (counting, note 
authenticity, safe storage and cash receipt), 
credit and debit cards (chip and pin 
machines, and card readers), gift vouchers 
(checking amount and authenticity), safe 
storage, cannot be exchanged for cash and 
expiry date checks.

Outcome 2: Understand the risks involved in handling payments

Errors with cash payments: Counterfeit 
money, incorrect monies counted, incorrect 
change given, distracted cashiers, stolen 
money.

Security risks when handling payments: 
Till theft, faulty equipment, debit and credit 
card fraud, counterfeit money.



Outcome 3: Understand the cashier’s responsibility for providing service at 
the payment point
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Cashier’s key responsibilities: Process 
customer payments/transactions, 
politeness and efficiency, ensure till 
has sufficient money to complete cash 
transactions, answer queries/enquiries, 
maintain till security, provide bags, follow 
company policy. 

Common problems which arise at the till: 
Incorrect pricing of products, customer 
returns/exchanges, credit and debit cards 
declined, customer complaints, underage 
customers, faulty equipment (e.g. product 
scanner and chip and pin machine), 
insufficient change in till, long queuing 
times, shift changes. 

Additional services: Bag packing, gift 
wrapping, carry to car, product assembly 
and demonstration, cash-back facilities.

Promoting additional sales: Store 
and loyalty cards, special offers and 
promotions, promoting additional items 
(stamps/phone top-ups and insurance), 
free store magazines.

Outcome 4: Understand the cashier’s responsibilities when processing 
age-restricted goods at the payment point

Age restricted products: Cigarettes and 
tobacco, alcohol, lottery tickets and scratch 
cards, solvents, fireworks, lighter fuel, 
gaming products, knives, petrol.

Consequences: Suspended or loss 
of licence, loss of employment, fine, 
imprisonment.

Cashier’s responsibilities: Requesting 
identification/proof of age, refusing a 
sale, keeping a record of refused sales, 
introduce a due diligence procedure. 

Acceptable forms of identification: UK 
passport, driving licence, prove-it card, 
citizen card, forms containing up-to-date 
photograph.


