Gateway Qualifications Level 2 Certificate in Retail Knowledge
Understand how Individuals and Teams Contribute to the Effectiveness of a Retail Business – Lesson Plan
Tutor Guidance	
This session is designed to provide some of the knowledge and understanding to support the completion of this unit of the retail knowledge qualification. This session is designed to be delivered after the session on ‘Understanding Customer Service in the Retail Sector’ and ‘Understand the Retail Selling Process’ and will require some of the knowledge contained within those sessions to have been delivered. If this is not the case the handout ‘Communication’   will be required for this session in addition to those listed below. Additional to this, this session is designed to be delivered prior to the session ‘Work effectively in your retail team’ during which you will look at learning styles and, as such, criteria 5.3 will not be covered within this session. As you work through the session, activities are provided to support the collection of evidence for the knowledge unit with guidance as to the criteria they cover.
Although this lesson plan refers to ‘group’ the lesson may well be delivered to one learner at a time.
	Resources Required 	
	Handouts Required

	· Laptop and projector
· Pens and paper
· Copy of slides and procedures
· Highlighter pens and complaints
	· Activity 1 – Contracts of employment
· Activity 2 – Equality and diversity
· Activity 3 – What is teamwork?
· Activity 4 – The importance of communication in teamwork
· Activity 5 – Roles and responsibilities
· Activity 6 – Methods and resources for personal development
· Copy of matrix
· Contracts of employment handout
· Functional teams handout
· Personal development handout
· What is a team? handout
· Additional activities
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	Slide
	Content
	Tutor Guidance
	Handout/Resources Required

	1
	Title Slide
	Welcome the group to the session. 
Explain that effective team work is important if any business is to succeed. This unit will look at how you can monitor your own performance and develop this to achieve higher standards and as such can contribute to the success of the business.
Explain that activities will be completed throughout the session that can be used to collate evidence for the portfolio. Any additional questions will be completed at the end of the session.
Hand out a copy of the slides and the unit matrix
	Laptop and projector
Pens and paper
Copy of slides
Unit matrix

	2
	Aims of the session
	Discuss the aims of the session and agree these with the group.
	

	3
	Agenda
	Read through the points of the agenda. Explain the session is designed to develop an understanding of the key points contained within the unit.
	

	4
	What is your experience of working in a team?
	Split into small groups. Ask the group to discuss their experience of working in a team, what worked well and what worked less well.
Give 10 mins then feedback.
	

	5
	Contracts of employment
	Ask the group if they understand what a contract of employment is before bringing up the points on the slide. Have a brief open conversation then bring the points up individually and provide a little more information.	
	


	6
	Contracts of employment
	Who can you go to if you feel your rights are being violated?
· ACAS
· Directgov website
· Citizens advice
· Training providers/colleges (if you are an apprentice)
	

	7
	What is in your contract?
	Hand out Activity 1 – Contracts of employment
Ask the group to consider what is in their contract of employment and come up with a list. Ask them to complete the activity (both questions) before feeding back – give 15 mins.
Once the activity has been completed, give out the handout – contracts of employment.
	Activity 1 – Contracts of employment
Contracts of employment handout

	8
	What is equality and diversity?
	Ask the group if they understand what is meant by equality and diversity before bringing up the meanings. 
Explain that the words equality and diversity do NOT mean the same thing. Check the group understand this.
Hand out activity 2 – Equality and Diversity in the workplace.
	Activity 2 – Equality and diversity

	9
	What is a team?
	Ask the group to consider what their understanding of a team is. Ask them to produce a poster/document etc. explaining their understanding of what a team is. 
Explain that a team is not the same as a group. 
· Group – a number of individuals with individual objectives
· Team – a number of people working together with the same objective.
Hand out – what is a team.
Hand out activity 3 – What is teamwork? And give 10 mins to complete.
	What is a team? Handout
Activity 3 – What is teamwork?

	10
	How does effective communication impact on a retail business?
	Explain that you have already discussed the importance of effective communication when delivering customer service and selling. Ask the group to reflect on what they already know about communication skills and think about how this relates to working in a team. Explain they may wish to refer back to the handout on communication from the customer service session.
Hand out Activity 4 – The importance of communication in teamwork
	Activity 4 – The importance of communication in teamwork

	11
	What is a functional team?
	Ask the group if they understand what a functional team is. Explain that this is a team where there will be a number of people in a number of different roles all working towards the same goal. Explain that there will usually be one overall manager who oversees the work of the team.
Talk through each point the handout out – Functional Teams
	Functional teams’ handout

	12
	How do the different roles within a team impact on your role?
	Hand out Activity 5 – roles and responsibilities within a team.
Give 15 mins then feedback.
	Activity 5 – Roles and responsibilities

	13
	Why are team goals and objectives important?
	Ask the question before bringing up the points on the slide.

	

	14
	Why is personal development important?
	Ask the group to consider why personal development is important. Give them 10 mins then feedback. 
Ensure each person has their own list of reasons as this maps to criteria 5.1.
	

	15
	Personal development
	Read through the points and provide any additional information the group need.
	

	16
	What resources are available to you to identify your learning needs and improve your performance?
	Explain to the group that, in the session on the retail selling process, you discussed how you could keep up to date with products and services available to customer. Ask the group to reflect on this to discuss how they could identify their own learning needs within the business and the resources available to improve their performance.
Hand out activity 6 – methods and resources for personal development.
Handout - Personal Development
	Activity 6 – Methods and resources for personal development
Personal development handout

	17
	Aims of the session
	Review the session aims and agree if these have been met.
Explain that the activities completed can be referenced into the student portfolio and only a small amount of additional work is required to complete the unit.  Hand out the additional task and ask the group to complete the additional questions.
	Assignment brief

	18
	Any questions
	Check if anyone has any additional questions.
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