
Learner name:

Learner number:

J/502/5789

VRQ

UV20361

Understanding how 
individuals and 
teams contribute 
to the effectiveness 
of a retail business



VTCT is the specialist awarding body for the Hairdressing, Beauty Therapy, 
Complementary Therapy and Sport and Active Leisure sectors, with over 45 
years of experience.

VTCT is an awarding body regulated by national organisations including 
Ofqual, SQA, DCELLS and CCEA.

VTCT is a registered charity investing in education and skills but also giving to 
good causes in the area of facial disfigurement. 

By signing this statement of unit achievement you are confirming that all learning outcomes, assessment 
criteria and range statements have been achieved under specified conditions and that the evidence 
gathered is authentic.

This statement of unit achievement table must be completed prior to claiming certification. 

Unit code Date achieved Learner signature Assessor 
initials

IV signature  
(if sampled)

Assessor name Assessor signature Assessors 
initials

Assessor number 
(optional)

Assessor tracking table

Statement of unit achievement

All assessors using this Record of Assessment book must complete this table. This is required for 
verification purposes.



UV20361
Understanding how individuals 
and teams contribute to the 
effectiveness of a retail business

The purpose of this unit is to provide you with the 
knowledge and understanding of how to monitor your 
own performance and develop yourself to achieve higher 
standards. It looks at how working as a team and using 
effective communication skills can maximise overall 
productivity. The unit also covers employability rights and 
responsibilities.
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On completion of this unit you will:

Learning outcomes Evidence requirements

Understanding how individuals 
and teams contribute to the 
effectiveness of a retail business

1. Know the employment rights and 
responsibilities of employees and employers

2. Understand the importance and 
characteristics of effective team work in 
retail business

3. Understand the impact of effective 
communication skills when working in a 
retail team

4. Understand how the roles and 
responsibilities of retail teams relate to the 
structure and function of organisations

5. Understand how to improve personal 
performance

6. Understand how personal performance 
contributes to business success

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.
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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 employment rights and responsibilities of employees 
and employers

You can: Portfolio reference 

a. State the key requirements in a contract of employment in retail 
business

b. State which organisations are able to help individuals in the cases 
of violation of employee rights

c. State the key areas covered by ‘equality’ legislation

d. State the purpose of laws that promote equality within the 
workplace

e. Define diversity in relation to promoting equality and diversity 
within the workplace
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Outcome 2 

Understand the importance and characteristics of effective 
team work in retail business

You can: Portfolio reference

a. Explain what is meant by ‘team work’ in retail business

b. Describe the benefits that team work can bring to team members 
and to retail business as a whole

c. Describe the general qualities and abilities required to be an 
effective member of a team in retail business 
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Outcome 3 

Understand the impact of effective communication skills when 
working in a retail team

You can: Portfolio reference

a. Describe the relevance and importance of communication skills in 
clarifying and resolving misunderstandings

b. Describe effective methods of communication used within teams

c. Describe how poor communication skills can affect a team’s 
performance
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Outcome 4 

Understand how the roles and responsibilities of retail teams 
relate to the structure and function of organisations

You can: Portfolio reference

a. Describe broad functional teams in retail and identify the different 
job roles and career pathways within these

b. Describe the relationships between different job roles within 
functional teams and identify the lines of accountability in retail 
business
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Outcome 5 

Understand how to improve personal performance

You can: Portfolio reference

a. Explain the benefit to individual employees and the retail business 
as a whole of a personal development plan

b. Describe the range of methods available to identify own learning 
needs

c. Explain the main learning styles and state which learning methods 
and activities suit each style

d. Identify potential learning resources available for improving own 
performance
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Outcome 6 

Understand how personal performance contributes to business 
success

You can: Portfolio reference

a. Explain how work objectives are agreed and state the benefits they 
can bring to the individual and the retail business

b. Explain how a team’s goals impact on the roles and responsibilities 
of individual team members

c. Describe the benefits to the retail business of identifying more 
effective ways of working
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Outcome 1: Know the employment rights and responsibilities of employees 
and employers

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.

Requirements in a contract of employment: 
Name of employee and employer, job title, 
rates of pay/salary, work patterns and 
hours, holidays, sick pay, pension scheme, 
notice required by employee and employer 
to end employment, disciplinary rules.

Supporting organisations: Trade unions, 
Citizens Advice Bureau, Advisory, 
Conciliation and Arbitration Service 
(ACAS), Equality and Human Rights 
Commission.

Equality legislation: Disability 
Discrimination Act, Equality Pay Act, 
Equal Opportunities, Race Relations Act, 
Employment Equality Regulations, Sex 
Discrimination Act.

Purpose of laws that promote equality: 
Prevent discrimination, promote equality 
and fair working practices, improve working 
conditions, equal opportunities for all.

Diversity: Refers to the variety of 
differences between people in an 
organisation, diversity encompasses race, 
gender, ethnic group, age, personality, 
cognitive style, tenure, organisational 
function, education, and background, equal 
opportunities and harmony between all.

Outcome 2: Understand the importance and characteristics of effective 
team work in retail business

Effective teamwork: Sharing and 
progressing towards common goals, 
flexibility and compromise, utilising team 
members’ strengths and areas of expertise, 
communicating effectively, commitment to 
others, providing support and constructive 
feedback, working together, common 
ethos.

Benefits of teamwork: Job satisfaction 
and morale, greater efficiency and staff 
productivity, customer satisfaction, reduced 
complaints, increased staff and customer 
loyalty, increased sales and profit, 
increased repeat business, happier work 
environment.

Qualities and abilities required: 
Communication and listening skills, 
supportive of others, providing positive 
reinforcement and feedback, trusting, 
flexible, motivated, positive attitude.
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Outcome 3: Understand the impact of effective communication skills when 
working in a retail team
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Relevance and importance of 
communication skills: Resolve conflict and 
disagreements before escalation, positive 
staff morale, enhance public image and 
reputation, improve customer loyalty, 
reduce complaints and errors, enhanced 
mystery shopper reports and scores, 
improved consumer reviews. 

Effective communication methods: Active 
listening, negotiation, reaching agreement/
compromise, questioning to clarify, team 
meetings/briefs, face to face effective 
use of body language, presentation and 
demonstrating skills, projection and tone of 
voice, confidence. 

Poor communication methods: Negative 
body language, blaming and criticising 
others, not listening to others, reliant 
upon email/letters/notes, closed/negative 
body language, poor presentation and 
demonstration skills.

Effects of poor communication: Poor 
staff morale, increased staff turnover, 
misunderstandings, mistakes, lack of staff 
motivation, targets not reached, confusion, 
reduced sales, increased complaints, 
increased staff sickness and absenteeism. 

Outcome 4: Understand how the roles and responsibilities of retail teams 
relate to the structure and function of organisations

Broad functional teams and job roles: 
Team and job roles of various departments 
and sections (human resources, finance, 
administration, production, service, 
marketing and sales, storage/warehouse 
and customer service). 

Career pathways: Graduate schemes, 
apprenticeships, training and development 
opportunities, direct management entry, 
internal progression pathways, entry 
as sales assistant, shelf stacker or 
warehouse/storage operatives.

Lines of accountability: Regional manager, 
store manager, assistant manager, 
supervisor, team leaders, sales assistants, 
relationships between different teams, 
areas of control.



Outcome 5: Understand how to improve personal performance
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Benefits of a personal development 
plan: Benefits to employees including job 
satisfaction, product knowledge, skills and 
expertise, progression and promotion of 
staff development and improved working 
environment; to the retail business 
including, greater staff efficiency, loyalty, 
improved level of customer service, sales 
and business.

Range of methods: Appraisals; personal 
development plans; training needs 
analysis; peer reviews; management 
feedback; self-assessment.

Learning styles: Observation (visual); 
listening (auditory); reading and doing 
(kinesthetic).

Methods and activities: Work-based 
learning; training programmes and courses; 
job shadowing; verbal instruction.

Learning resources: Sector skills council 
(SkillSmart Retail); internet; books; trade 
magazines; professional development 
courses and programmes. 

Outcome 6: Understand how personal performance contributes to business 
success

Agreeing work objectives: Processes 
(consultation, personal development 
plans and appraisals), personnel involved, 
formulating objectives that are SMART.  

Benefits of agreed work objectives: 
Efficiency, improved performance, 
improved customer service and 
satisfaction, increased sales, turnover and 
profits, improved working atmosphere. 

Impact of team goals on individual team 
members: Clear vision, individuals 
progressing towards common goals, 
individual objectives feeding into team 
objectives, improved communication, 
sharing of information, increased efficiency 
and performance, job satisfaction and 
motivation, utilising individual strengths.

Benefits to the retail business: Improved 
performance, greater efficiency, improved 
customer service, motivated staff and 
reduced staff turnover, customer loyalty, 
increased sales, turnover and profits.
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Notes 
Use this area for making notes and drawing diagrams


