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The Nat onal Curr culum Framework, 2005, recommends that ch ldren’s | fe at school must
be | nked to the r | fe outs de the school. Th s pr nc ple makes a departure from the legacy
of book sh learn ng wh ch cont nues to shape our system and causes a gap between the
school, home, commun ty and the workplace.

The student workbook on “Billi g, Transport and Delivery” s a part of the
qual ficat on package developed for the mplementat on of Nat onal Vocat onal Educat on
Qual ficat on Framework (NVEQF), an ntatve of Mnstry of Human Resource
Development (MHRD), Government of Ind a to set common pr nc ples and gu del nes for a
nat onally recogn zed qual ficat on system cover ng Schools, Vocat onal Educat on and
Tranng Inst tut ons, Techn cal Educat on Inst tut ons, Colleges and Unverstes. It s
envisaged that the NVEQF wll promote transparency of qual ficat ons, cross-sectoral
learn ng, student-centred learn ng and fac l tate learner’s mob l ty between d fferent
qual ficat ons, thus encourag ng | felong learn ng.

Th's student workbook, wh ch forms a part of vocational qual ficat on package for
student's who have passed Class IX or equ valent exam nat on, was created by a group of
experts. The Reta ler's Assoc aton of Skl Councl of Inda (RASCI), approved by the
Nat onal Sk Ll Development Corporat on (NSDC) organ zed Reta | ng Industry developed the
Nat onal Occupat on Standards (NOS). The Nat onal Occupat on Standards are a set of
competency standards and gu del nes endorsed by the representat ves of organ zed
reta L ng Industry for recogn zng an assess ng sk lls and knowledge needs to perform
effect vely n the workplace.

The Pand t Sunderlal Sharma Central Inst tute of Vocat onal Educat on (PSSCIVE), a
const tuent of Natonal Councl of Educat onal Research and Tranng (NCERT) n
assoc at on w th SKSDC has developed modular curr cula and learn ng mater als (Un ts) for
the vocat onal qual ficat on package n organ zed reta |l ng sector for NVEQ levels 1 to 4;
Level 2 s equvalent to Class X. Based on NOS, occupat on related core competenc es
(knowledge, sk lls and ab | t es) were dent fied for development of curr cula and learn ng
modules (Un ts).

Th s student workbook attempts to d scourage rote learn ng and to necessary flex b | ty
n offer ng of courses, necessary for break ng sharp boundar es between d fferent subject
areas. The workbook attempt to enhance these endeavour by g ving h gher pror ty and
space to opportuntes contemplat on and wonder ng, dscusson n small groups and
act vit es requ r ng hands on exper ence. Hope these measures w ll take us s gn ficantly
further n the drecton of a chld centred system of educat on outl ned n the Nat onal
Pol cy of Educat on (1986).

The success of th s effort depends on the steps that school Pr nc pals and Teachers w (L
take to encourage ch ldren to reflect the r own learn ng and to pursue mag nat ve and on
the job act vit es and quest ons. Part c pat on of learner n sk ll development exerc ses and
nculcat on of values and creat vity s poss ble f nvolve ch ldren as part ¢ pant n learn ng,
and not as rece ver of nformaton. These ams mply cons derable change n school
rout nes and mode of funct on ng. Flex b Lty n the da ly t me table would be a necess ty
to mantan the rgour n mplement ng the act vit es and requ red number of teach ng
days w Il have to be ncreased for teach ng and tra n ng.
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About the Workbook

Th s workbook s to ass st you wth complet ng the Unt of Competency RS204-
NQ2012: Billing, Transport and Delivery. You should work through the workbook
n the classroom, at the workplace or n your own t me under the gu dance and
supervis on of your teacher or tra ner. Th s workbook conta ns sess ons wh ch w Il
help you to acqu re relevant knowledge and sk lls (soft and hard) on var ous aspects
of the un t of competency. Each sess on s small enough to be eas ly tackled and
d gested by you before you move on to the next sess on. An mated p ctures and
photographs have been ncluded to br ng about v sual appeal and to make the text
l vely and nteract ve for you. You can also try to create your own llustrat ons us ng
your mag nat on or tak ng the help of your teacher. Let us now see what the
sect ons n the sess ons have for you.

Section1: Introductio
Th s sect on ntroduces you to the top c of the Un t. It also tells you what you w Ll
learn through the var ous sess ons covered n the Un t.

Sectio 2: Relevant Knowledge

Th s sect on provides you w th the relevant nformat on on the top c(s) covered n
the sess on. The knowledge developed through th s sect on w ll enable you to
perform certa n act vit es. You should read through the nformat on to develop an
understand ng on the var ous aspects of the top ¢ before you complete the

exerc se(s).

Sectio 3: Exercise

Each sess on has exerc ses, wh ch you should complete on t me. You w ll perform
the actvites n the classroom, at home or at the workplace. The act vit es
ncluded n ths secton wll help you to develop necessary knowledge, sk lls and
att tude that you need for becoming competent n performng the tasks at
workplace. The act vit es should be done under the superv s on of your teacher or
tra ner who w Il gu de you n complet ng the tasks and also provide feedback to you
for mprovng your performance. To acheve ths, prepare a tmetable n
consultat on w th your teacher or traner and str ctly adhere to the st pulated
norms or standards. Do not hes tate to ask your teacher or traner to explan
anyth ng that you do not understand.

Sectio 4: Assessme t

The rev ew quest ons ncluded n th s sect on w ll help you to check your progress.
You must be able to answer all the quest ons before you proceed to the next

sess on.



| troductio

Market ng s regarded as cruc al element for the success of any enterpr se. Over the
last decade, the retal marketng n Inda has grown sgnf cantly. We have
w tnessed the launch of a large number of reta lers enter ng nto retal ndustry.
Retal s the f nal stage of any economic act vty. By vrtue of ths fact, retal
occup es an mportant place n the world economy. Reta | ng refers to all act vit es
nvolved n sell ng goods or servces to the f nal consumers for personal, non-
bus ness use. A reta ler or reta | store s any bus ness enterpr se whose sales volume
comes pr mar ly from reta [ ng. Put s mply, any f rm that sells products to the f nal
consumer is performing the funct on of reta | ng.

Reta | market refers to place where a group of consumers w th s milar needs and a
group of retalers meet usng a smlar retal format to sat sfy those consumer
needs.

The supply chan d str but on log st cs encompasses all act vtes and exchanges
nvolved n extract ng, process ng, manufactur ng and d str butng goods and
serv ces from raw mater al through to the end consumer. It requ res reta lers to
take a complete v ew of these act vt es and adopt nnovat ve approaches to meet
customer’s needs w th great eff c ency. Keep ng n v ew the mportance of log st cs
the b ll ng, transport and del very aspects are very much requ red for runn ng the
reta | bus ness. In th s module we covered the reta | aspects | ke b Il ng procedure
n reta | ng, elements of transportat on and del very system n reta | bus ness.

Vi
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Sessio 1: Billi g Procedures
Relevant Knowledge

The max mum number of customer nteract on that one faces n a reta | store s the
cash counter. Hence t becomes very mportant to keep the cash counter very
eff c ent and manned at all t mes. An effect ve and neat cash counter s a s gn of a
very profess onally managed store.

It’s the respons b | ty of the cash counter n-charge or the head cash er to see to t
that each and every cash counter s managed properly. At start of the trad ng t’s
mportant that the cash er ass gned to a spec f ¢ cash counter needs to look nto
the follow ng po nts:

e The cash counter is neat and t dy

e To ensure the cash t ll/POS mach ne s work ng

e To check all telephone | nes and EDC mach nes are work ng

e To ensure stat onery s ava lable

e To ensure returns are sent back

Cash ers should ensure that Q-managers are n place n front of the cash counter to
avo d crowd ng of customers n front of the cash desk.

The head casher should ensure ths s practced relgously every day.
Usually a head cash er s expected to generate a report wh ch shows the total
number of transact ons done n all the cash counters, a deta | SKU w se report, a
deta | tender w se report and a deta l report n all ndv dual cash counters wh ch
w ll reflect all the cancellat ons done, refunds made, and any other spec fic
transact on made apart from the b ll ngs made. Based on these reports the head
cash er has to submit hs da ly submiss on report to the store manager. Also all
nvest gat ons are done based on these reports. Some software also has the
eff c ency to generate report per od w se, apart from date wse, and also t me
wse, .e. between a specfc tme perods n a day, ndvdually n all cash
counters. The more the reports are detaled the eas er t becomes for a head
cash er to nvest gate a case.

Th s h ghly loaded POS s capable of ntegrat ng w th all types of POS accessor es.
Users reduce the wa tng t me of ther customers at b ll ng counters. They also
prevent shr nkage loss at the front end of the store by el m nat ng chances for
malpract ces & mistakes. The Key Features reta L b ll ng s as under:
- Provis ons to capture add t onal nformat on n nvo ce helps better track ng
n cases of home del very




- FEasy to use Product search nterface helps n quck &
eff c ent product search based on d fferent parameters

| ke product code, name, product al as & barcode n

« Supports EAN, UPC, GTIN, QR and custom des gned bar ﬁ s
code scan

- Hold bll s great feature to hold a partcular bll &

resume t after some t me

- Fac |l ty to ma nta n scanned cop es of mportant documents n the software
for parcel entry track ng

- Supports Exchange feature wh ch allows sett ng of mult ple exchange pr ces
for the same product

- Supports Exchange scheme n b Il ng. Mult ple exchange pr ce can be def ned
for the same product based on cond t on

- Supports reta | & tax nvo ce

« Quotat on/Proforma/Sales Order/DN to Sales B ll convers on

-« F x pr ce of the product depend ng on purchase pr ce or as per demand. Th s
results n fxng optmum sellng prce f same product s purchased at
d fferent rates

- Sw pe card readers nterface to reduce cred t/deb t card tender t me

- Supports all types of payment modes | ke Cash, Card, Coupon, G ft voucher,
mixed payment tender type such as part cash, part cred t card, etc

- Auto recovery & Offl ne b ll ng poss ble f connect on w th server s d sturbed

- Supports Till Management wh ch fac | tates record ng of all sales, purchase
deta ls & cash ng up

- Supports exchange dues

- Due b ll payment feature allows process ng of unsettled b lls

- Fac | ty to ma nta n manufacturer, suppl er & your own product code

Solutio Highlights

Easy, ast & Robust Billing

Enhance b ll ng through the ntegrat on of barcode scanners and we gh ng scale to
the POS. The cash er just needs to scan the products & prnt the bll. In some
cases, they can even hold a b ll and recall the same thereby serv ng the long queue
of customers faster.

Re-order based on Sales/Stock

Our comprehens ve re-order features help you plan replen shment w sely based on
previous PO, purchased quant ty and tem sold quant ty for a part cular per od. You




can also generate suppl er-w se PO by analyz ng last 'N' day, weekly, monthly &
yearly sales deta ls.

Purchase ormula & Price Level

S mpl fy purchase entry for each one of your supplier us ng our
PURCHASE FORMULA w th d scounts, taxes, fre ght, etc. It takes
one t me conf gurat on that helps you to do nward process entry
eas ly w thout any mistakes & effortlessly.

Effective Day-end Process

You need to have control over the b Il ng counter staff to prevent
p lferage. Ach eve th s by us ng snapshot, sess on management,
t Il management & cash hand over features n your POS. In-fact,
day-end report w ll reflect counter-w se excess or shortage of
cash accurately.

Repacking, Split & Kit items

Inventory of grocery tems wh ch are purchased n bulk quant ty
and later repacked n small quant t es are manageable. Items
can also be bundled as a KIT tem | ke g ft pack.

Home Delivery & Due Bill
Orders wh ch need to be del vered at the doorstep can be

b lled as Due b ll. Type of payment by customer can be
captured later w th del very status.

&l

Credit Card & Coupon Tracking

Ent re cycle of debt or cred t card and coupon transact ons are
trackable n detal. Apart from that, you can also trace coupons
collect on, depos t and re mbursement deta ls.




Swipe Card Reader Interface

By ntegrat ng sw pe card readers, the job of cash er becomes
much more easy. Card payments get captured d rectly w thout
manual entry and ensures accuracy.

Check Actual & Analyze Status on the go to Support Decision Making

Go-Frugal's report tool s very flex ble, easy to use, fully custom zable. It prov des
MIS reports that help dec s on mak ng, analyz ng the trends & competton. Ths
helps you to know the current status of the stores, keep ng track of var ous
transact ons, etc. Th s report ng tool ncludes more than 350 pre-defined reports &
des gned to take care of all report ng needs of any busness. Go-Frugal's
Webreporter, an add on product g ves you the ab | ty to see reports on the Internet
via browser from remote locat ons. The Key Features of ths Webreporter s as
follows:

- Report personal zat on allows you to conf gure the reports .e. group ng
f elds n a report, customiz ng columns d splay order, related reports can be
grouped/mapped & report f lters can be customized.

- Reports can be added to "Myreport” for frequently v ewed reports.

« All reports can be exported to Excel, HTML, PDF & ma | formats.

- Comprehens ve stock, sales & purchase analyss based on product,
d str butor, manufacturer, category & returned transact on.

- Supports generat on of Inventory Analyss reports such as age analyss,
product marg n, category-w se stock & excess stock.

- Master data analys s | ke newly created customers st for a g ven per od.

- Salesman commiss on analys s based on total value of sales, sales return,
commiss on slab based or product age based.

- Generates | st of Top N customer for month, non-regular customers, fast &
slow movng products, dead stocks/non-blled products, nventory
transact on, etc.

- Supports report scheduler & report secur ty (reports can be conf gured by
each user).

- Supports Day end report for f lter ng the records on a g ven date for g ven
b ll types & choose the b L to ed t ( n B ll Entry Screen).

- Generates other reports | ke Sales & Purchase tax, Pr ce level, Pr ce drop,
repack, current stock, stock re-ordered, stock ledger, stock movement, etc.

- Users can create customized report templates by def n ng & select ng f elds.

Telecom Retail Billing

When we talk about telecom b ll ng then by default t s about retal bll ng. As
def ned earl er telecom reta Ll b Il ng s def ned as follows:




Telecom B llng s a process of collect ng usage, aggregat ng t, apply ng requ red
usage and rental charges and f nally generatng nvoces for the customers.
Telecom b ll ng process also ncludes rece ving and record ng payments from the
customers.

Reta l b ll ng deals d rectly w th the end customer and comes w th lot of challenges
to meet end customer expectat ons and regulatory obl gat ons. A b ll ng s assumed
to be successful as long as t s fulf ll ng follow ng cr ter a:

- Timely Billing: End customer's nvo ce s be ng generat ng on t me .e. nom nal
date. There may be some ¢ rcumstances when end customer does not get the r
nvo ces on t me because of some log st ¢ ssues. But t s IT's respons b l ty to
generate all the due b lls on due date.

- Billing Accuracy: Ths s most mportant factor for the customer sat sfact on
and from regulatory obl gat on po nt of vew. If b ll ng system s not generat ng
accurate b lls then t can lead to ser ous bus ness ssue from legal ty po nt of
view as well as leav ng a customer in unhappy state.

Retail Vs Wholesale Billing

Reta | b Il ng deals w th end customer and b ll ng an nd v dual customer where as

wholesale bllng dealng wth bllng to the followng enttes dependng on

s tuat on and nature of bus ness:

-« B ll ng resellers assoc ated w th a telecom operator.

- B llng nterconnects partners for provdng nterconnecton to make calls to
other operators' customers.

- B llng roam ng partners for provdng servces to ther customers when they
roamed n an operator's coverage area.

Wholesale b llng s easy n compar son of retal b llng and allows a b g level of
threshold of tolerance where as retal b ll ng always needs to be 100% accurate.
Wholesale b llng can never f 100% accurate because of varous reasons | ke
d fference n pr ces conf gured n two operators systems or d fference n number of
calls rated because some of the calls may got missed at any network element.

There are spec al zed b ll ng systems wh ch are be ng used to handle retal b ll ng
l ke Convergys and Amdocs B ll ng systems are famous for retal b ll ng where as
ASCADE and INTEC b ll ng systems are famous for wholesale b ll ng.

Wholesale b ll ng can also be settled us ng retal b ll ng systems by us ng s mple
reports because they do not deal wth to many dscounts and promot on types
where as reta | b ll ng needs all these compl cat ons and can not be handled us ng
wholesale b ll ng systems.




All the concepts d scussed so far n ths tutor al was related to retal b ll ng and
subsequent chapters w ll d scuss about nterconnect b ll ng, roaming b ll ng and
other b ll ng types.

Exercise: Assig ment

Vst two malls or stores of your nearest area observe the b ll ng procedure and
wr te your report compar ng of two stores for b ll ng procedure and summar ze w th
suggest ons to mprove b ll ng n the store.

Note: For ths ass gnment you can gather to 10-20 customers of each store,
suggest ons on b ll ng procedure of each store.

Assessment

A. Filli the Blanks

—

. It’s the responsblty of to see that every cash

counter s managed properly. (cash counter in-charge/head cash er).
features wh ch allows sett ng of mult ple exchange
pr ces for the same product. (support exchange).

. Auto recovery and s poss ble s connect on w th server s
d str buted. (offl ne b ll ng)
Telecom bllng process ncludes and
payments from the customers. (rece ving, record ng)
Wholesale b ll ng can also be settled us ng (retal bllng
system)

B. Multiple Choice Questions

1. Placed cash er s expected to generate report wh ch shows that -
(a) Total number of transact on done
(b) Deta | SKU w se report
(c) Deta | tender w se report
(d) All the above
2. B ll ng accuracy s most mportant factor for -
(a) Customer sat sfact on
(b) Reseller sat sfact on
(c) Purchase sat sfact on
(d) None of the above




Checklist for Assessment Activity

Part A
e Descr be b ll ng procedures.

* Responsbltesofbllng n-charge.

Part B
 What s the b ll ng procedure?
 What are the respons b L t es of b ll ng n-charge?
* What are the key factor es of reta b ll ng?
» Effect ve b ll ng solut ons.
*  Wholesale and telecom b ll ng.

Part C

Performance Standards
The performance standard covered by the assessment ncludes the follow ng, but not
[ m ted to:

Performance standards Yes No

Able to dent fy b ll ng procedure n reta .
Able to dent fy key features of reta L b ll ng.
Able to dent fy respons b | ty of b ll ng n-charge.




Sessio 2: Eleme ts of Tra sportatio
Relevant Knowledge

In general the modes of transportat on n market ng management are (1) Road (2)
Water (3) Air. These modes or a comb nat on of t s used to transfer raw mater al
to work ng spot or factory, f n shed goods to whole seller, further to reta ler and
lastly to consumer. In th's module let us d scuss about transportat on of goods
from reta ler up to hand ng over to consumer.

Modes of Retail Transportatio

As sad n the above paragraph that transportat on can be done n any of the three
modes - road, water, ar. But n reta |l market ng there are two mportant types -
store and non-store reta l ng. In non-store retalng and n e - reta l ng n most of
the cases all three modes may be adopted. Here postal department serv ces or
cour er serv ces are adopted. Both postal department and cour er serv ces use
var ous methods / use var ous modes w th ma n object ves to del ver goods at a
shortest t me and low cost. Normally a comb nat on of d fferent modes of serv ces
s adopted to obta n best result. Th s comb nat on s usually dec ded by or g n and
dest nat on po nts.

Some of the po nts wh ch dec de about modes are:

e Dstance between two ponts s small: f dstance s small and well
connected by road, then, normally water and a r modes are not cons dered.

e D stance between two po nts s too h gh and we ght of the goods s small: A
comb nat on of road and a r can be used.

e D stance between two po nts s too h gh and we ght of the goods s h gh: A
comb nat on of road and water (sh p) can be used.

e A comb nat on of water and road s used when road connect on s not good
and boat s a mode of transportat on.

e A comb nat on of road and tran s used depend ng upon fac | ty ava lable
for the same.

In case of store reta | ng normally d fferent modes of road transportat on s adopted
depend ng upon the s tuat on. Here del very of the goods s of two types (1)
del very of the goods from store to customer example: hardware mater als, tals
etc. or (2) from showroom to customer example: normal grocery tems n krana
store. In the above two, method adopted depends on eas ness of load ng and
unload ng process.




In general retal transport can be treated as movement of goods from store or
showroom of reta ler to hand ng over it to the consumer.

Objectives of Retail Transport

e To del ver the goods to the customer in a short t me.

e To del ver the goods at a lease cost.

e To reduce load ng and unload ng as much as poss ble.
e To mprove safety measures dur ng transport ng.

e To adopt all legal requ rement towards transportat on.

Loading and Unloadi g of Merchandise

Load ng and unload ng of the goods s a very mportant actvty n retal
management. Ths actvty s assoc ated wth cost, t me, wastage, handl ng of
mater al, safety of employees and others.

Factor Affected by load ng and unload ng:
e Cost
e Time of del very
e Wastage of mater al
» Safety of employees
e Government rules

Objectives of Loading and Unloading

When the f n shed goods s rece ved from factory or wholesale dealer the reta ler
must rece ve these goods n hs store / showroom. For do ng ths job he has to
unload the mater al from the transport device. In the same way when the
customer purchases the mater al from the reta ler, he has to load the purchased
mater al nto the transportat on veh cle. These act v t es are called as load ng and
unload ng of the mater als. There are var ous good pract ces of load ng and
unload ng, some of them are:

1. When a bulk order s obta ned, send the del very of the mater al d rectly
from factory / whole sale dealer to customer.

2. Load the mater als for del very to the customer, as early as poss ble wh ch
helps n reduct on n stock storage space, early real zat on of sell ng pr ce,
avo d ng obsolesce and min m zat on of safety cost.

3. Protect the mater al from f re, ra n water, theft etc.

4. Del cate mater als must be handled carefully.

5. Wh le handl ng hazardous mater al extra safety measures must be taken

wh le load ng and unload ng.



6. Wh le load ng and unload ng government rules must be followed towards
safety.

7. Some mater als cannot be stores for longer duraton and t has to be
handled w th care. Example: vegetable etc.

Problems associated with Retail Tra sport

1. Mantanng supply chan effcency n face of ncreasng rsk and
unpred ctab [ ty.

2. Infrastructure congest on exacerbated by unforeseen or uncontrollable
events.

(a) Natural d sasters
(b) Labour str ke and shortages
(c) Terror sm

3. He ghtened supply cha n secur ty.

4. Increas ng costs
(a) Inventory just- n-t me to just- n-case.

(b) Congest on (e.g. demurrage, fuel, traff c, mit gat on fees, conta ner fees.
(c) Secur ty.

5. Us ng reta | transport for cross border s very complex, t me consuming and
costly, for example, reta | compan es needs at least 12 d fferent permiss ons
ssued by d fferent author t es.

6. For mport and export of goods needed customer clearances before send ng
to d str but on centers.

7. It s needed to translate all nformat on nto nat onal or reg onal language
tr gger add t onal handl ng and log cal efforts regard ng the separat on and
spec f ¢ treatment of merchand se for d fferent countr es. Merchand se has
to be log st cally separated and relabeled to cont nue to f nal dest nat on.

Exercise: Assig ment

1. Vst aretal outlet or a mall located n your area, nteract w th the owner and
employees and ask the follow ng quest ons and wr te ther repl es n not more
than 50 words.

2. Vst a Retal organ zaton, nearby your area, nteract wth the owner and
employees and ask the follow ng quest ons and wr te ther repl es n not more
than 50 words.

A. Questions to Employee/owner
1. What are the modes of reta | transportat on?

2. Is there s any analyss done to mprove retal transportat on n terms of
cost, t me, qual ty of del very etc. ?




Are you usng door delvery system as one of the method to attract
customer?

4. What are the problems faced by you n load ng and unload ng of a product?

What act on taken to solve above problems?

B. Questio to Employees

1.

What are the nnovatve methods suggested by them n handlng the
products?

Assessment

A. Filli the Blanks

1.

4.
5.

D stance between two po nts s too h gh and we ght of the goods s small
then a

Comb nat on of and can be used n reta | transportat on.

D stance between two po nts s too small and we ght of the goods s small
then ___ can be used n reta | transportat on.

If the dstance s hgh and weght of goods s also hgh, then

and

____can be used for reta | transportat on.

Wh le load ng and unload ng extra care must be taken for mater al.
For per shable tems load ng and unload ng s an mportant factor.

B. Multiple Choice Questions
Tick the correct answer

1.

Most mportant mode of reta | transportat on s -
a) Ral

b) Air

c) Road

d) Water

Object ve of reta | transportat on s -
a) mprove qual ty of goods

b) reduce product on wastage

C) ncrease n sales

d) t mely del very to customer




3. Th s s not one of the mode of reta | transportat on -
a) e-mall
b) road
c) ar
d) water

4. Load ng and unload ng must be -
a) reduced
b) ncreased
c) ma nta ned
d) none of above

5. Hazardous mater al must be loaded and unloaded
a) qu ckly
b) carefully
c) do not handle
d) bothaandc

Checklist for Assessment Activity

Part A

Use the follow ng checklst to see f you have met all the requ rements for
Assessment Act vity.

Var ous methods of store and non-store reta | transport.
E-commerce reta | transport ng.

Object ves of reta | transport ng.

Def n t on of reta | transportat on.

Ident fy the factors affect ng load ng and unload ng.
Determ ne object ves of load ng and unload ng.

D fferent ate the var ous methods of load ng and unload ng.

Ny hwh=

Part B

D scuss the follow ng n Class Room:
1. Def ne reta | transportat on.
What are the modes of transportat on n e-commerce?
Expla n all types of transportat on.
What are the object ves of reta | transportat on?
What s Reta | load ng and unload ng?
What factors nfluence Reta | load ng and unload ng?
What are the object ves of Reta | load ng and unload ng?
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Part C

Performance Standards
The performance standard covered by the assessment ncludes the follow ng, but not
l m ted to:

Performance standards Yes No
Able to dentfy the d fference between varous types of
transportat on.

Able to understand the object ves of the reta L.

Able to learn e-commerce transportat on.

Able to dfferent ate the varous methods of load ng and
unload ng.




Sessio 3: Delivery Procedures
Relevant Knowledge

Retail Delivery Process

Fttng out a major retal scheme owes a lot to effectve retal del very
management. We know reta lers value flexb lty. The ab lty to delay dec s on-
mak ng unt | the last minute s very mportant - enabl ng the latest trends to be
ncorporated nto a store’s des gn, or un ts to be let at short not ce.

Reta | developments, by contrast, rely on t ght control and effect ve management
to ach eve trad ng dates. The reta |l del very manager provides a s ngle po nt of
contact that balances the needs of reta lers w th the d sc pl ne requ red to meet
the open ng date. We know th s can’t be undertaken as part of another role. We
use a ded cated resource to ensure that and we understand what the stakeholders
need before they come on board.

Br ng ng together the centre management, ex st ng tenants, new tenants and the
construct on team, we al gn all the stakeholders by commun cat ng the des gn
vis on, pract cal constra nts and r sks face to face.

We make sure that agreements for lease, contract documents and warrant es all
conta n the necessary safeguards and del verables for a successful f t-out on s te,
dr ving out problems that may otherw se only become apparent the day a tenant
arr ves on s te.

Once on ste, we manage the process and nterface between stakeholders.
Everyone s kept on the same page and al gned w th the commerc al goals of the
project.

We have used our ns ght and exper ence to develop a ded cated method. Ths
framework prov des a clear v ew of the process from ncept on to close out, so that
each member of the project team knows what they are do ng and when. In turn,
th s allows our cl ents to concentrate on structur ng deals n the knowledge that
everyth ng w ll doveta | together on s te.

The Reta | Del very s the management process des gned to help gu de our tenants
from the des gn stages through to the successful open ng and trad ng of a store
w th n a Westf eld centre. F tt ng out so many stores at once can put tremendous
pressure on supply cha ns and spec al zed resources as there are a huge number of
developments complet ng dur ng the same t meframe. Plan ahead and don't be




afra d to ask one of the Reta | Del very team for ass stance f you need to. The man
stages n the Reta | Del very process are set out below:

1. Tenant's Briefing

e The Retal Des gn Manager (RDM) ntroduces the vson for Westfield
Stratford C ty and presents the Des gn Gu del nes to your des gn team. The
RDM outl nes the des gn approvals process and all des gn-related quer es can
be tables at th s meet ng.

e Westf eld's Reta | Project Manager (RPM) w ll answer your quer es on any
techn cal aspects of the project, d scuss a programme of works and outl ne
the process ahead. Dur ng (or shortly after) the Reta ler Br ef ng Meet ng,
you w ll be ssued w th a Deta led Tenancy Pack wh ch w Il conta n all the
nformat on requ red for you to start des gn ng your store.

2. Desig Approval
e The Tenant w Il submit the concept des gn to the RDM at th s stage. The
RDM w Ll rev ew the concept des gn and ssue comments and approval.
e The Tenant w ll submit a more deta led concept des gn to the RDM. The
RDM w Ll rev ew the concept des gn and ssue comments and approval.

3. Fit-out

e At th s stage, the Tenant appo nts ts F t-Out Contractor and the premises s
nspected by the Tenant for access. Westf eld conducts the Pre-start
Induct on and the Tenant submits pre-start nformat on to the RPM and H&S
for rev ew.

e The RPM and RDM ssue comments. Access to the prem ses s granted and the
Tenant's f t-out work commences. The RPM and RDM mon tor the f t-out.

e Ths ncludes the Tenant's Comm ss on ng, Consent to Trade, Merchand s ng
and Store Open ng. Necessary steps are: tenant commiss on ng and landlord
nterface; tenant completed snagg ng; tenant ssuance of H&S f le (O&Ms),
as-bu lt draw ngs and statutory cert f cates to RPM; RPM Consent to Trade
ssued.

4, Completio Stage
e Dur ng the close out stage, the Tenant Snagg ng Remed al occurs and the
Tenant ssues as-bu lt draw ngs. The RDM ssues the Documentat on of Works
and the Developer releases the Depos t and Deduct ons.




Retail Delivery Services through different Agencies
Show Me Moving and Home Delivery

We spec al ze n delverng the tems from your warehouse to your customer’s
homes. Your customer has made the purchas ng dec s on, pad for the tem, and
now you need a rel able, trusted partner who knows the mportance of an on t me,
damage free del very.

Whether you need profess onal, nsured del very serv ce three t mes a week, once a
month or a var at on n between; whether you need threshold del very or wh te
glove serv ce; whether you have your own program you'd | ke us to follow or you'd
l ke us to custom ze a serv ce to create eff c enc es and max m ze your prof ts;
ShowMe Moving and Home Del very w ll del ver a hassle free exper ence to you and
your customer.

W th over 75 years of management exper ence, our team s ded cated to del ver ng
a serv ce that s developed to el minate the obstacles that keep you from grow ng
your bus ness.

Interested n learn ng more about our servces? Call our corporate off ce at
314.567.6060 and ask for Carr e, she wants to meet you from the beg nn ng.

Tapp ng customers to del ver goods would put the world's largest reta ler squarely
n middle of a new phenomenon somet mes known as “crowd-sourc ng,” or the
“shar ng economy."

A plethora of start-ups now help people make money by rent ng out a spare room, a
car, or even a cockta |l dress, and Wal-Mart would n effect be nv t ng people to
rent out space n the r veh cle and the r w ll ngness to del ver packages to others.

Such an effort would, however, face numerous legal, regulatory and pr vacy
obstacles, and Wal-Mart execut ves sa d t was at an early plann ng stage.

Wal-Mart s mak ng a b g push to sh p onl ne orders d rectly from stores, hop ng to
cut transportat on costs and ga n an edge over Amazon and other onl ne reta lers,
wh ch have no phys cal store locat ons. Wal-Mart does th s at 25 stores currently,
but plans to double that to 50 th s year and could expand the program to hundreds
of stores n the future.

Wal-Mart currently uses carr ers | ke FedEx Corp for del very from stores - or, n the
case of a same-day del very service called Walmart To Go that s be ng tested n
f ve metro areas, ts own del very trucks.




Retail Delivery by CKDC

As an expert on reta | del very, CKDC w ll work w th landlords to ensure they have
best pract ce processes and procedures mplemented w th n the r bus ness so that t
operates w th better eff c ency to more exped ently open shops, provide mproved
landlord-tenant relat onsh ps and enhance the landlord’s retal brand and
reputat on.

CKDC can ass st w th:

- Assess ng and cr t qu ng current reta | del very processes

- Assess ng current documentat on and procedures

- Analyz ng current personnel, consultants and resources and the operat onal
framework they work w th n

- Recommend ng mproved processes and procedures

« Prepar ng relevant documentaton - Ft Out Gude, Ste Constrants
documents etc

- Implement ng mproved procedures

« Assstng wth the procurement of addtonal specalzed staff and
consultants

- Tra n ng personnel on and roll ng out new processes

Retail Delivery Services Dynamex

Through vyears of experence, Dynamex has developed ndustry-specfc
transportat on and log st cs solut ons. Have a un que sh ppng need? Requre
log st c¢s services support? Dynamex offers a var ety of support serv ces for all types
of spec al zed del very and log st cal needs, nclud ng our reta | log st cs services.

Retail Distributio

D str but on and del very across a global supply chan s becoming ncreas ngly
soph st cated and complex. Customer-focused enterpr ses are under ncreas ng
pressure to sat sfy customers wh le reduc ng costs and streaml n ng operat ons. At
the same t me, they must comply w th regulat ons from every reg on.

Wherever your goods must be moved or stored, Dynamex can develop the most
eff c ent and effect ve way to meet your requ rements n the US and Canada. Our
proven reta |l d str but on serv ces make Dynamex the s ngle, trusted resource for
warehous ng, thrd party logstcs, and retal goods dstrbuton. Flexblty and
outstand ng serv ce ensures that your sh pments make t to your stores complete
and on-t me.




When you need mmed ate del very, both you and your customers can rely on
Dynamex. Flex b l ty and outstand ng cour er serv ce ensures that your sh pments
make t to your house complete and on-t me.

Dynamex knows the sale cannot wa t. Retal fulfillment s deadl ne senst ve and
requ res the goods be del vered at exactly the r ght place, at the r ght t me, and n
the r ght way. There s no marg n for error.

We offer
« Product d str but on management
« Inventory management and warehous ng
- Electron c data nterchange (EDI)

W th Dynamex, you can be assured of hav ng your products ava lable, n the store,
and on the shelf so your store staff can focus on customers and mak ng a sale.
Dynamex offers a transportat on and log st cs solut on des gned just for your
spec f ¢ needs. We work w th you to opt m ze your service levels and veh cle m x to
prov de the most cost-effect ve rout ng, handl ng, and del very ava lable.

Home Delivery Courier

Home del very across a global supply cha n s becom ng ncreas ngly soph st cated
and complex. Customer-focused enterpr ses are under ncreas ng pressure to sat sfy
customers wh le reduc ng costs and streaml n ng operat ons. Dynamex s your long-
term solut on for a seamless home del very program. We are a lead ng network
cour er company servng a wde range of retalers and manufacturers nclud ng
consumer electron cs, appl ances, home mprovement, off ce supples, and
furn ture compan es throughout the Un ted States. We spec al ze n all s zes and
we ghts, wh te glove serv ce, and weekend/hol day del very.

Our success s due to extens ve exper ence and expert se n manag ng numerous
nat onal and regonal sh pp ng programs. We provde extraord nary customer
serv ce and use state-of-the-art technology to prov de you w th the most eff c ent
and cost-effect ve home del very solut ons n the reta | and e-commerce ndustry.

Through years of transportat on and log st cs exper ence we have learned tr ed and
true methods for successfully mplement ng and execut ng s mple to complex
programs. Dynamex has been operat ng n the market for many years, work ng n
partnersh p w th a range of lead ng manufacturers and reta lers, provid ng serv ces
from order placement to f nal del very.




E-Commerce Courier

If your customers have to wa t on the phone for every del very, they may qu ckly
turn nto someone else's customers. W th the t me demands of e-mal and the
Internet chang ng everyone's percept ons of speedy response, dxNow® br ngs an
onl ne advantage to your same-day sh pp ng fulfillment needs. dxNow® s your
onl ne gateway to e-commerce.

Customers can rema n ahead of the curve w th our onl ne cour er solut on for
fulf (L ng all of your same-day del very needs. W th secure order entry, real-t me
track ng, and account management report ng, you have access to every aspect of
the sh pp ng process 24 hours a day, 365 days a year.

W th Dynamex’s e-commerce sh pp ng solut ons, order entry s qu ck and easy w th
your personal zed address book and smart code referenc ng. Every order you place
at dxNow® appears d rectly on Dynamex d spatch screens for seamless transmiss on
to the appropr ate dr ver w th the r ght veh cle to handle your order mmed ately.
And, wth onl ne wayb lls and sh pp ng labels ready to prnt, one clck of your
mouse has your package ready for p ck-up.

Dur ng the sh pp ng process, you can log on to your account to v ew real-t me status
updates, or choose to have p ckup and del very updates sent stra ght to your ema |,
or your customer's emal. Then, use our nstant report ng system to generate
custom zed management reports for onl ne vew ng or download. From start to
f n sh, you are n control of your t me-cr t cal del ver es.

Exercise

Interact w th del very department head of the store and wr te down the procedure
followed by that store and problems encountered by the store n del very
procedures w th pract cal solut on of that problem by you.

Assessment

A. Filli the Blanks
1. The reta | del very manager provides a s ngle po nt of contact then balances

the needs of w th the requ red to meet the
date. (reta lers, d sc pl ne, open ng)
2. Retal del very s the process. (management)




B. Multiple Choice Questions

1. Wallmart same day del very called Wallmart To GO that to be ng [ sted n -
a) Fve metros
b) Two metros
c) Three metros
d) None of the above

2. Reta l fulf llment s requ re the goods be del vered at -
a) Rght place
b) Rght t me
c) R ght way
d) All the above

Checklist for Assessment Activity

Part A

Use the follow ng checkl st to see f you have met all the requ rements for
Assessment Act vity.

e I|dent fy del very procedure n reta [ store.

Part B

D scuss the follow ng n Class Room:
e D scuss del very procedures.
e D scuss web based del very process.
e D scuss d fferent agenc es provid ng del very services.

Part C

Performa ce Sta dards
The performance standard covered by the assessment ncludes the follow ng, but not
| m ted to:

Performance standards Yes No
Able to dent fy del very procedures.
Able to dent fy agenc es prov d ng del very serv ces.




Sessio 4: Lawsi Record Mai te a ce
Relevant Knowledge

Maintenance and Access to Retail Sales Records

(1) The reta l sales records requ red under WAC 246-889-095 are confident al and
access ble by the board of pharmacy and law enforcement agenc es. Law
enforcement may access the retal sales records for cr m nal nvest gat ons
when, at a mnmum, there s an artculated ndv dual zed susp con of
cr m nal act vity.

(2) Each law enforcement agency's admin strator, ch ef, sher ff, or other ch ef
execut ve off cer shall ensure:

(@) Only author zed employees have access to the data bases;

(b) Each employee use h's or her un que password or access code to access
the data bases;

(c) Each employee adheres to all state and federal laws regard ng
conf dent al ty; and

(d) As employees change, new passwords or access codes are ass gned to new
employees and passwords of ex-employees or transferred employees are
removed.

(3) Retal sales records of restr cted products, electron c or wr tten, must be kept
for a min mum of two years.

(4) Retal sales records must be destroyed n a manner that leaves the record
un dent f able and non-retr evable.

Maintenance of Records and Inventories

A. Except as prov ded n paragraphs (a)(1) and (a)(2) of th s sect on1304.04, every
nventory and other records requ red to be kept under th s part must be kept
by the reg strant and be ava lable, for at least 2 years from the date of such
nventory or records, for nspect on and copy ng by author zed employees of
the Adm n strat on.

1. F nanc al and sh pp ng records (such as nvo ces and pack ng sl ps but not
executed order forms subject to Sect ons 1305.17 and 1305.27 of ths
chapter) may be kept at a central locat on, rather than at the reg stered
locat on, f the reg strant has not f ed the Admin strat on of h's ntent on to
keep central records. Wr tten not f cat on must be subm tted by reg stered
or cert fed mal, return rece pt requested, n tr pl cate, to the Spec al
Agent n Charge of the Admin strat on n the area n wh ch the reg strant s
located. Unless the reg strant s nformed by the Spec al Agent n Charge
that permsson to keep central records s dened, the regstrant may




ma ntan central records commencng 14 days after recept of hs

not f cat on by the Spec al Agent n Charge. All not f cat ons must nclude

the follow ng:

e The nature of the records to be kept centrally.

e The exact locat on where the records w ll be kept.

e The name, address, DEA regstraton number and type of DEA
reg strat on of the regstrant whose records are be ng ma nta ned
centrally.

e Whether central records w ll be ma ntaned n a manual, or computer
readable, form.

2. A regstered retal pharmacy that possesses add t onal reg strat ons for
automated d spens ng systems at long term care fac ltes may keep all
records requ red by th s part for those add t onal reg stered s tes at the
reta | pharmacy or other approved central locat on.

B. All regstrants that are authorzed to mantan a central recordkeep ng
system under paragraph (a) of th s sect on shall be subject to the follow ng
cond t ons:

e The records to be ma nta ned at the central record locat on shall not
nclude executed order forms and nventor es, wh ch shall be ma nta ned
at each reg stered locat on.

e |If the records are kept on microf Ilm, computer meda or n any form
requ r ng spec al equ pment to render the records eas ly readable, the
reg strant shall prov de access to such equ pment w th the records. If any
code system s used (other than pr c ng nformat on), a key to the code
shall be provided to make the records understandable.

e The reg strant agrees to del ver all or any part of such records to the
reg stered locat on wthn two bus ness days upon rece pt of a wr tten
request from the Adminstraton for such records, and f the
Admin strat on chooses to do so n leu of requrng del very of such
records to the reg stered locat on, to allow author zed employees of the
Admin strat on to nspect such records at the central locat on upon
request by such employees w thout a warrant of any k nd.

e In the event that a reg strant fals to comply w th these cond t ons, the
Specal Agent n Charge may cancel such central recordkeep ng
author zat on, and all other central recordkeep ng author zat ons held by
the reg strant w thout a hear ng or other procedures. In the event of a
cancellat on of central recordkeep ng author zat ons under th s paragraph
the reg strant shall, wthn the t me spec fed by the Spec al Agent n
Charge, comply w th the requ rements of th s sect on that all records be
kept at the reg stered locat on.

C. Regstrants need not not fy the Spec al Agent n Charge or obtan central
recordkeep ng approval n order to ma nta n records on an n-house computer
system.




. ARCOS part c pants who des re author zat on to report from other than ther

reg stered locat ons must obtan a separate central report ng dentf er.

Request for central report ng dent f ers w ll be submitted to the ARCOS Un t.

See the Table of DEA Ma | ng Addresses n Sec. 1321.01 of th s chapter for the

current ma | ng address.

. All central recordkeep ng perm ts previously ssued by the Admin strat on

exp red September 30, 1980.

Each regstered manufacturer, d str butor, mporter, exporter, narcotc

treatment program and compounder for narcot ¢ treatment program shall

ma nta n nventor es and records of controlled substances as follows:

e Inventor es and records of controlled substances | sted n Schedules | and Ii
shall be ma nta ned separately from all of the records of the reg strant; and

e Inventor es and records of controlled substances | sted n Schedules I, IV,
and V shall be ma nta ned e ther separately from all other records of the
reg strant or n such form that the nformaton requred s readly
retr evable from the ord nary bus ness records of the reg strant.

. Each regstered ndvdual practtoner requred to keep records and

nst tut onal pract t oner shall ma ntan nventor es and records of controlled

substances n the manner prescr bed n paragraph (f) of th s sect on.

. Each reg stered pharmacy shall mantan the nventores and records of

controlled substances as follows:

e Inventor es and records of all controlled substances | sted n Schedule | and
Il shall be ma nta ned separately from all other records of the pharmacy.

e Paper prescrptons for Schedule Il controlled substances shall be
ma nta ned at the reg stered locat on n a separate prescr pt on f le.
e Inventor es and records of Schedules Ill, IV, and V controlled substances

shall be mantaned e ther separately from all other records of the
pharmacy or n such form that the nformaton requred s readly
retr evable from ord nary bus ness records of the pharmacy.

e Paper prescr pt ons for Schedules lll, 1V, and V controlled substances shall
be ma nta ned at the reg stered locat on e ther n a separate prescr pt on
f le for Schedules lll, IV, and V controlled substances only or n such form
that they are read ly retr evable from the other prescr pt on records of the
pharmacy. Prescr pt ons w ll be deemed read ly retr evable f, at the t me
they are ntally f led, the face of the prescr pt on s stamped nred nk n
the lower r ght corner w th the letter "C" no less than 1 nch h gh and f led
e ther n the prescr pt on f le for controlled substances | sted n Schedules |
and Il or n the usual consecut vely numbered prescr pt on fle for non-
controlled substances. However, f a pharmacy employs a computer
appl cat on for prescr pt ons that permits dent f caton by prescr pton
number and retr eval of or g nal documents by prescr ber name, pat ent'’s
name, drug d spensed, and date f lled, then the requ rement to mark the

hard copy prescr pt on w th a red "C" s wa ved.



e Records of electron c prescr pt ons for controlled substances shall be
ma nta ned n an appl cat on that meets the requ rements of part 1311 of
th s chapter. The computers on wh ch the records are ma nta ned may be
located at another locat on, but the records must be read ly retr evable at
the reg stered locat on f requested by the Admin strat on or other law
enforcement agent. The electron ¢ appl cat on must be capable of pr nt ng
out or transferr ng the records n a format that s read ly understandable to
an Adm nstrat on or other law enforcement agent at the reg stered
locat on. Electron c cop es of prescr pt on records must be sortable by
prescr ber name, pat ent nhame, drug d spensed, and date f lled.

Maintenance and Retentio of Records

Wholesale dealer shall ma nta n cop es of nvo ces or equ valent documentat on for
each of ts facltes for every transact on n wh ch the wholesale dealer s the
seller, purchaser, cons gnor, cons gnee or rec p ent of c garettes. The nvo ces or
documentat on must nd cate the name and address of the cons gnor, seller,
purchaser or cons gnee, and the quantty by brand and style of the c garettes
nvolved n the transact on.

Reta | dealer shall ma ntan copes of nvoces or equ valent documentat on for
every transact on n wh ch the retal dealer rece ves or purchases c garettes at
each of ts facltes. The nvo ces or documentat on must nd cate the name and
address of the wholesale dealer from whom, or the address of another fac | ty of
the same reta | dealer from wh ch, the c garettes were rece ved, and the quant ty
of each brand and style of the c garettes rece ved n the transact on.

Manufacturer shall ma ntan cop es of nvo ces or equ valent documentat on for
each of ts fac l t es for every transact on n wh ch the manufacturer s the seller,
purchaser, cons gnor, consgnee or recpent of cgarettes. The nvoces or
documentat on must nd cate the name and address of the cons gnor, seller,
purchaser or cons gnee, and the quantty by brand and style of the c garettes
nvolved n the transact on.

The records requ red above must be preserved on the prem ses descr bed n the
 cense of the manufacturer, wholesale dealer or reta | dealer n such a manner as
to ensure permanency and access b Lty for nspecton at reasonable hours by
author zed personnel of the Department. W th the perm ss on of the Department,
manufacturers, wholesale dealers and retal dealers wth mult ple places of
bus ness may retan central zed records, but shall transmit dupl cates of the
nvo ces or the equ valent documentat on to each place of bus ness w th n 24 hours
after the request of the Execut ve D rector or h s or her des gnee.




The records requ red by th s sect on must be reta ned for not less than 3 years after
the date of the transact on unless the Department author zes, n wrtng, ther
earl er removal or destruct on.

Exercise: Assig ment

Wr te down the Record Ma ntenance Procedures of one reta | store.

Assessment

A. Filli the Blanks

1. The reta | sales records requ red under WAC 246-889-095 are and
access ble by the low enforcement agenc es. (conf dent al)

2. Only employees have access to the data base. (author zed)

3. Retal dealer shall mantan copes of or equ valent
documentat on for every . ( nvo ces, transact ons)

B. Multiple Choice Questions

1. Reta | sales records of restr cted procedures, electron ¢ or wr tten must be
kept for a m n mum of -

a) Two years
b) Three years
c) Four years
d) F ve years

2. The nvo ce or documentat on must nd cate -

a) Name and address of cons gnor/ seller
b) Quant ty by brand
c) Both of the above
d) None of the above




Checklist for Assessment Activity

Part A

Use the follow ng checkl st to see f you have met all the requ rements for
Assessment Act vity.
» Descr be record ma ntenance procedure.

Part B

D scuss the follow ng n Class Room:
» D scuss legal procedures of record ma ntenance n reta |l env ronment.

Part C
Performa ce Sta dards

The performance standard covered by the assessment ncludes the follow ng, but not
| m ted to:

Performance standards Yes No

Able to dent fy laws of ma nta n ng records.




